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Message Support

Introduce yourself in the 
chat! Which institution 
are you here with?

Learn best practices to cut down on the back and 
forth and take a tour of the knowledge base.

1. Support Best Practices
2. Knowledge Base Tour
3. Submit a Ticket
4. New Community Forums
5. Q&A
6. Close

Agenda



Message Support
Learn best practices to cut down on the back and 

forth and take a tour of the knowledge base.
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1. Intro
2. Support Best Practices
3. Knowledge Base Tour
4. New Community Forums
5. Q&A
6. Close

Agenda



“Is this being 
recorded??”



“Is this being 
recorded??”

YES!



Who is suited 
to this webinar?



Who is suited 
to this webinar?

Those who aren’t familiar 
with support and the 

knowledge base!
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Message Support

Knowledge Base Email / Tickets Community Forum
• Quick
• Self-serve
• Wide variety of 

resources
• Available anytime of 

day

• Personalized
• Specific to your 

institution
• Available during 

business hours

• Get a new perspective
• Ask peers questions
• Available anytime, 

answers will vary and 
may take a while

• Broader, open topics



Support Best Practices
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Best Practice #1: Submit a Ticket
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Best Practice #1: Submit a Ticket

Track your ticket 
history in one place!
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Prefer Email?
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Prefer Email?

•No problem!
•Message-support@moderncampus.com 

mailto:Message-support@moderncampus.com
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Best Practice #2: Protect Your PII
• PII – Personally Identifiable Information
• PII Examples
• Name
• Address
• Social security number
• Telephone number
• Email address
• Gender
• Birth date
• Geographic indicator
• Signal Vine ID
• Customer ID / Student ID
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Best Practice #2: Protect Your PII
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Best Practice #2: Protect Your PII

•Don’t send data files or screen 
recordings / screenshots with 
PII over email
• Indicate in your email or ticket 
that you need to send data
•We will provide a secure 
method
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How could we improve the help request?

I’m having trouble with the sign 
in page, can you help?

I’m having trouble with the sign 
in page. When I tried to log 
in, I put my email and 
password and it sent me to an 
error page. It happened 
today at 9:45am. I’ve 
attached a screenshot of the 
error page.
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Best Practice #3: Maximize Your Message

•Cut down the back and forth!
• Include details
• Issue? What day and time?
•What did you EXPECT to happen and 
what is ACTUALLY happening?
•Which program are your working on?
•Do you have screenshots or a screen 
recording?



Small but mighty tips!



21

m o d e r n c a m p u s . c o mE n g a g i n g  M o d e r n  L e a r n e r s  F o r  L i f e

Tip #1 Program Message Template Tweak
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What’s the difference?

1

2
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Include the 
send date 
AND time!
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Tip #2: Check your email recipient! 

message-support@moderncampus.com
•Goes straight to the Message team!
• Faster response

support@moderncampus.com
•Central email for all products
•Will take a little longer to get to us!

✅
❌

mailto:message-support@moderncampus.com
mailto:support@moderncampus.com


Pop Quiz!
Answer on the Zoom poll 

or rest your eyes for a 
minute if you have quizzes



Pop Quiz!
Answer on the Zoom poll 

or rest your eyes for a 
minute if you have quizzes



Submit and Track Tickets
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Submit a Ticket
1. Go to the knowledge base
2. Select “Submit a Request”
3. Provide details and submit!
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Create an Account
• Create the account
• Select “Sign In”
• Follow the prompts
• Check your email to 

confirm!

• Benefits
• Track your tickets
• Comment and follow on 

knowledge base articles
• Participate in the 

community forum!
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Track Your Ticket
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Message Knowledge Base
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Where is the knowledge base?
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