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Hello,

We have made available to you a new user-friendly tool, our new Cascades Contact Center
Service Portal. This portal has been put in place to optimize our services and to process
your requests more efficiently. It will also be easier to follow the progress of your requests
and to converse with the person in charge of your requests.

To help you register, log in, navigate and submit new requests in the portal, we have
designed this procedure. This service portal will replace the clients@cascades.com,
credit@cascades.com, suppliers@cascades.com and csp_ssc@cascades.com email
boxes.

If you would like assistance completing an application or have questions, you may reach
a Contact Center agent toll-free at 1 844-404-8400 Monday through Friday between 8am
and 5pm (EST).


mailto:clients@cascades.com
mailto:credit@cascades.com
mailto:suppliers@cascades.com
mailto:csp_ssc@cascades.com

1. Access the Portal
As a client or a customer, you can simply go to the following link:

https://cascades.service-now.com/sp?id=external_login

The following page will appear:

Bienvenue dans le portail
de services

Connectez-vous pour commander des articles, obtenir de l'aide
ou signaler un probléme.

Mot de passe oublié?

Connexion

Utiliser la connexi

Vous n'avez pas de compte? Sinscrire

2. Register on the Portal

2.1. If you have received an email inviting you to create your password
If you have received your email inviting you to create your password, please click on the
"Set a new password" link in the email:

Q \
Cascades

Cascades Contact Center
Hi [First name],

Your account has now been created on the Cascades Contact Center Service Portal.
Your username is: [email]

Please set your password to access your user account by clicking on the link below:
Set a new password.

Note: This link will expire in 365 days.

Thank you,
Your Contact Center


https://can01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fcascades.service-now.com%2Fsp%3Fid%3Dexternal_login&data=04%7C01%7Cjohny_desrochers-leblanc%40cascades.com%7C2ff98e0d1e5646d8d3cb08d8df7ecbbc%7Ca866874ad0e34a03a79d4c893ab51296%7C0%7C0%7C637505082974691061%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=wE6GoXuAh5tyf9GyZ0R21TfZ9H3V6Wz5cPlSYXYX%2FG8%3D&reserved=0

You will be redirected to this page:

ety

* Retype passward

Reset Password

Please create your new password that meets the specified criteria. It must contain:

- A minimum of 8 characters

- At least one upper and one lower case
- At least one number

Reset Password

& Account is not locked

- At least 8 characters

- At least one uppercase and one lower case letter

- At least one number

> New password

Does not meet requirements

%k Retype password

Reset Password

Press "Reset Password" to submit. A confirmation page will appear:

&

Password Reset Success



Click on "Done" to log in for the first time with your credentials:

Welcome to the
Service Portal

Log in to order things, get help or report an issue

[

Forgot Password ?

Login
Use internal login

Don't have an account? Register

Enter your email address and password, then click on "Login". This will take you to the
service portal.

2.2. If you haven't received an email inviting you to create your password

If you did not receive an email inviting you to create your password, you probably do not
have a preregistered account. Please go to the link https://cascades.service-
now.com/sp?id=external_login and click on "Register":

Forgot Password ?
Login

Use internal login

Don't have an account? Register

A new page will appear. You will have to fill in a few questions so that we can identify
you:


https://cascades.service-now.com/sp?id=external_login
https://cascades.service-now.com/sp?id=external_login

External user self-registration

Please complete the fields below to obtain self-service access to the Cascades Service Portal.

Welcome to the Cascades Contact Center Service Portal. We have made this self-service, easy-to-use tool available to you so that we can process your requests more quickly.

This Portal offers you many features such as the ability to submit requests at any time, track their progress and chat with the assigned contact person. We will also provide you with useful
documents in the Knowledge Base.

To access the Portal, please first complete the fields below to create your profile. Once you have done so, you will receive an email with a link to create your password. You will then be able to
access the Portal and submit your first request in a few clicks.

Here is the Procedure that explains the general functioning of the Portal. If you have any questions or are having difficulty creating your profile, you can reach the Cascades Contact Center at
1844-690-2519 Monday through Friday between 8am and 5pm EST.

Contact Information

*Firstname *Lastname

* Email *Business Phone
&

* Confirm your email address *Language
=) --None -

Registration Information

* Are you a client or a supplier of Cascades?

- MNone —

* Enterprise Name (2]

Enterprise name as written on our purchase orders or our invoices. x

First name

Last name (surname)

Email

Confirmation of email address

Business phone

Language

User type: four types available, Client, Supplier, Client and Supplier or Other

a. If you are a Customer or Supplier, you must provide:

i. Your company name as it appears on our invoices, purchase orders or bills of
lading
b. If you are an Other applicant, you will need to explain why you wish to

log into our portal.
8. You will need to pass the CAPTCHA test.

Noogohrwd=

Then click on "Sign Up" at the bottom of the page:



You will then be asked to check your email for your registration confirmation and to create
your password:

Thank you for registering!
Please allow a few minutes to one business day before receiving login instructions to your registered email. If your request
requires immediate action, we invite yvou to contact a Contact Centre agent toll-free at 1 844-690-2519, Monday through
Friday, between 8:00 a.m. and 5:00 p.m. EST.

If the customer or supplier number provided matches your company name as registered
in our systems, you will receive an email inviting you to create your password within
minutes. However, if the information does not match or you are an Other applicant, a
contact person will need to manually approve your login request and you will receive this
link within 24 business hours.

If your connection request is denied, you will also be notified and can call one of our
contacts to discuss the matter.

2.2.1. If your request to access the Portal is approved
The email you receive confirming your registration to the service portal will look like this:

Q \
Cascades

Cascades Contact Center
Hi [First name],

Your account has now been created on the Cascades Contact Center Service Portal.
Your username is: [email]
Please set your password to access your user account by clicking on the link below:

Set a new password.

Note: This link will expire in 365 days.

Thank you,
Your Contact Center



You will be redirected to this page:

ety

* Retype passward

Reset Password

Please create your new password that meets the specified criteria. It must contain:

- A minimum of 8 characters

- At least one upper and one lower case
- At least one number

Reset Password

& Account is not locked

- At least 8 characters

- At least one uppercase and one lower case letter

- At least one number

> New password

Does not meet requirements

%k Retype password

Reset Password

Press "Reset Password" to submit. A confirmation page will appear:

&

Password Reset Success



Click on "Done" to log in for the first time with your credentials:

Welcome to the
Service Portal

Log in to order things, get help or report an issue

Forgot Password ?
Login

Useinternal login

Don't have an account? Register

Enter your email address and password, then click on "Login". This will take you to the
service portal.

The next time you log in, simply go to the link https://cascades.service-now.
com/sp?id=external_login and enter your email address and password.

2.2.2. If your request to access the Portal is denied
If your request to access the Portal is denied:

Q \
Cascades

Cascades Contact Center
Hi [First name],

Your request to access the Cascades Service Portal has been denied for security reasons. If you disagree with
this rejection, we invite you to contact the Cascades Contact Center at 1 844-690-2519 Monday through Friday
between 8:00 am and 5:00 pm EST.

Sincerely,
Your Contact Center

You may reach the Contact Center by phone to discuss the situation at 1 844-690-2519.


https://cascades.service-now/

2.3. If you have lost your password

If you have lost your password, you can reset it yourself via the login page by clicking on "Forgot
password?:

Welcome to the
Service Portal

Log in to order things, get help or report an issue

Forgot Password ?
Login
Use internal login

Don't have an account? Register

You will then be redirected to a page asking you to identify yourself using your email
address:

sk Email address |

sk CAPTCHA

I'm not a robot
reCAPTCHA

You will be asked to take the reCAPTCHA test, then click "Next". An email will be sent to
you within a few minutes.



The email you will receive to create your new password looks like this:

Q \
Cascades

Cascades Contact Center
Hi [First name],

Your account has now been created on the Cascades Contact Center Service Portal.
Your username is: [email]
Please set your password to access your user account by clicking on the link below:

Set a new password.

Note: This link will expire in 365 days.

Thank you,
Your Contact Center

You will be redirected to this page:

Identsy v Verlfy Reset

Reset Password

* Retype passward

Reset Password

Please create your new password that meets the specified criteria. It must contain:

- A minimum of 8 characters
- At least one upper and one lower case
- Atleast one number

Reset Password

@ Accountis not locked

- At least 8 characters
- At least one uppercase and one lower case letter

- At least one number

>k New password

Does not meet requirements

>k Retype password

Reset Password



Press "Reset Password" to submit. A confirmation page will appear:

S

Password Reset Success

Click on "Done" to log in for the first time with your credentials:

Welcome to the
Service Portal

Log in to order things, get help or report an issue

3. Navigate in the Service Portal
When you log in to the Service Portal, you will be taken to the following home page:

™A Cascades

How can we help?

Announcements My Requests

When you first log in, you will be invited to take the Guided Tour. We strongly
recommend that you take the tour and you can access it at any time in the upper



right-hand corner by clicking on "Guided Tours". Click on "Begin Tour" to see the
content:

Welcome to the Cascades Contact Center Service Portal! X

This guided tour is designed to help you understand how to use the Service Portal and explain

its different functions and tools to help you in your day-to-day work.

Begin Tour

Here are more details about the portal:

In the upper left corner, you will find the Cascades logo:

N\ Cascades

Clicking on the logo takes you back to the home page.

In the upper right corner, you will find three other buttons:

Catalog Requests [ . Your name

- Catalog: this leads you directly to the catalog of requests that you can complete

- Requests: you can follow all the requests you have opened, their evolution and their
resolution.

- Your name: allows you to change your contact information.

In the center you will find the search bar on the home page. It allows you to search for
requests and documents that are available to you by keyword:

How can we help?

payment Q

Payment Details Not Received or Not Matching
Urgent Payment / AS400 Urgent Entry

Multiple Payment

Credit Card Payment

MoDmHao

Payment Term Modification

Three buttons are available on the home page:

Request Something Knowledge Base Get Help

Browse the catalog for services and items you need Coming soon... Coming soon...



- Request Something: Allows you to access the range of requests you can make
- Knowledge Base: Allows you to access documents, procedures and letters that
are relevant to you

- Get Help: This feature is for internal use by Cascades

At the bottom, you will find two blocks of information:
Announcements My Requests
Welcome to Logistics! v Accounts Payable General Information Request
- Announcements: contains messages for all or certain types of applicants.

- My Requests: contains a summary of your recent requests.

4. Browse the service catalog and submit a request

To browse the service catalog, please search by keyword or click on "Catalog" at the top
right or click on "Request Something".

The following page will appear:

Home » ServiceCatalog » All Categories Q
Categories Popular Items =
B Finance Item Description

@ Accounts Payable

CAT:22: Carrier missed pickup or delivery appointment Immediate action required from COE for follow-up with carrier.

@ Aceounts Receivable

@ General Accounting CAT:28: Rate Approval Request Rate approval for spot bid travel

PO Processing CAT:04: Delete shipment Delete a shipment

Logistics
Customer Creation, modification, extension, ...
| [® Master Data

CAT:06: Change in dates or appointment time (Pick All requests to change date or time of appointment

On the right you will find the service catalog divided by category. The representation of
this catalog varies according to the type of request:

Categories
B Finance
@ Accounts Payable
@ Accounts Receivable
@ General Accounting
PO Processing
Logistics

[® Master Data



Click on & to break down the category and see the requests it contains:

Categories
B Finance
[@ Accounts Payable
[ Accounts Receivable
@ General Accounting
PO Processing
Logistics

Master Data

Popular Items

CAT:22 : Carrier missed picku...

Immediate action required from COE for

follow-up with carrier.

View Details

Customer

Creation, modification, extension, ...

CAT:28: Rate Approval Request

Rate approval for spot bid travel

View Details

CAT:06: Change in dates or a...

All requests to change date or time of

appointment

CAT:04 : Delete shipment

Delete a shipment

View Details

CAT:08: Carrier change

All requests to change carrier for a trip

=

or

Popular Items

Item

CAT:28: Rate Approval Request

CAT:22 : Carrier missed pickup or delivery appointment

Description

Rate approval for spot bid travel

Immediate action required from COE for follow-up with carrier.

Click on one of the tiles or rows to select your request.

You will be taken to a form:

Requester Information
x"Opened By

@ | Johny Desrochers Leblanc

Request Information

* Short description @

Explain your request in brief details

*Supplier number

Accounts Payahle Document Request

To obtain any kind of documents from Accounts Payable

'Requested For

v [i] Johny Desrochers Leblanc x v
*Unit
@  2001- Cascades Canada ULC x | v

To obtain any kind of accounting decument, as form, official letter, W9, Sales tax exempt certificate, PO copy, audit ...

Required information

Short description Jl Suppliernumber

Which type of document?

Answer all the questions on the form, adding all the details and documents that concern

your application.

@ Add attachments

You can add attachments by clicking on the paper

clip:



You can also add some of your colleagues who need to be kept informed of a request you
have submitted by adding that person to the "Watchlist":
Watchlist @

Want to keep other people updated on this? x

&2 Add

Beware

People placed on the watchlist will receive certain notifications and may not have the
same access to the service portal as you. Some people will only be able to see the content
of the notifications they receive. We encourage you to use this feature only when
necessary.

When your form is complete, click on "Request" at the top right to submit it:

5. Follow up on a request and talk to the contact person in

charge
In order to follow your request, click on "Requests" in the upper right corner:

Catalog Requests Tours . Your name

You will be redirected to this page:
My Requests

View | Open v Q

Request Short Description State Assigned to Due Date

You will find a "View" that allows you to filter your open and closed requests.



Also,

below you will find four columns under which you will find information at a glance

about your requests:

Request: under this column, you will find all the numbers of your requests

Short description: as the name suggests, this is the short description of your
request

State: this indicates the status of your request

Assigned to: this indicates the name of the contact person in charge of your
request

Due Date: This indicates the due date of your application according to the service
agreement established for it

If you click on your request number, you will get more information:

Number

Created Updated State
RITM0017180 2021-03-07 16:44:46  2021-03-07 16:50:31  Open

Object or your request

tem
Client Document Request IEI
Requested For Stage Assigned to Due date
Requester name » Fulfillment Name of the person in charge 2021-03-09 17:00:00

9]

Ac

tivities Attachments Additional Details

Send @

O Requester name (©2021-03-07 16:44:46 . Variables changes

It contains a wide range of information:

o NGk~ WON =

Number: Your request number

Created: The date you created the request

Updated: Date of the last update

State: Actual state of your request

Assigned to: Person in charge of your request

Due date: estimated date we will resolve your request
Activities: All the activities about your request
Attachments: The attachments related to your request
Additional details: All the answers you provided in the form



6. Notifications

As your request progresses, notifications will be sent to keep you and the people on the
Watchlist informed.

You will receive a notification in the following cases:

- If the state of your request changes

- If an Additional comment is added by the contact person in charge of your
request

- Resolution of your request

People on the Watchlist will receive the following notifications:

- Opening a request
- Closing a request

The notifications contain much the same information:
Le frangais suit
M Cascardes

Cascades Contact Center

Hi [first name],

Request RITM0017014 is now complete

Request details

Request number .I
RITMO0017014
State:

Closed Complete 2

Short description:

Test

If you need further assistance, please get in touch with the Contact Centre and reference your

request number shown above.

Thank you,

Your Contact Center

1- Your request number: this is a clickable link that redirects you to the service
portal

2- State: The state of your request

3- Short description: The description of your request and some additional details



