QUICK START GUIDE
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Support Case Management (SCM) application

What is the Support Case Why use the SCM application?

Management application?

to create and track support cases application and exchange sensitive data
created in SCM with the support with Mastercard Support.
team.

With the Support Case Management app, the users can:

+ Create new support cases
« View, track and update cases
+ Request case closure

Getting Started

Easy access to your support cases at any time

0 Sign in to mastercardconnect.com

WELCOME TO MASTERCARD CONNECT

Where you connect
ith Mg

connect

SCM allows you to securely create,
Support Case Management is used  manage and track cases created in the

Who uses the SCM application?

All Mastercard Connect users have
access to create and manage support
cases.

Sign in

User ID

| Enter user ID |

Password / RSA SecurlD® token @

Enter your password or token @©r

Forgot password/PIN
Replace RSA SecurlD token

New to Mastercard Connect? Sign up

Support Case Management
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Support Case Management (SCM) application

Manage Support Cases

Track your support cases at any time
0 Active Support Cases. View your active cases Closed Support Cases. View your closed cases

and case statuses. Case statuses will display as from the past 12 months.
‘New', 'In-Progress’, or "Waiting on...

Support cases
Track your cases with the support team in one place
1 | Active cases | Closed coses

Case number 1| Summary Date Created Status

Mo caszes are currently available.

Support cases
Track your cases with the support team in one place
Active cases | Closed cases 2

Case number Summary Date Closed Status

Mo cases are currently available.
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Support Case Management (SCM) application

Create a Case

One click access to create a support case

o Create a new case. From Support Cases click 'Create new case'.

® Helpcenter

connect

Support cases ;
Track your cases with the support team in one place

Active cases Closed cases

e Complete your case. Enter the category and subcategory of your case. Then add in all required

information and include supporting documentation, if needed.

Show cases ¢— Show cases

Create case Create case

How can we help you?
How can we help you?

Tax ID (CVR Org Number)
Select category / product

Company -]
Bank
Select subcategory 2 l l
[ BrevGiro v ]
A t numbe:

Select subcategory l l
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Support Case Management (SCM) application

Case Details

Reviewing and managing an individual case details
0 Tab Navigation. Review Details, Activities. Attachments, and Related Cases in the tabs

{— View Cases

{— View Cases
Bedrift/AvtaleGiro/KID Bytte

Bedrlft/AVtGleGer/KlD Bytte Details | Activity | Attachments Related cases

1 | Details | Activity Attachments Related cases ‘ Share an update... ‘
[ Most rece... ¥ ] [ Search t ]

*AKKEXXD D)D) ; English Contact® (Mastercard) created this case

Aug 21, 2025 at 11:22 AM

kontonummer

{— View Cases {— View Cases

Bedrift/AvtaleGiro/KID Bytte Bedrift/AvtaleGiro/KID Bytte

Details Activity IAttachments | Related cases Details Activity Attachments | Related cases |

| S

3 s Related Cases(0
Attachments (0 a 1)

Make a post. Create a post for Mastercard e Add an attachment. Add attachments to your
Agents in the Activity's tab post by clicking on the paper clip icon

o Activity timeline. Stay up-to-date by reviewing
all posts in the activity timeline

{— View Cases

Bedrift/AvtaleGiro/KID Bytte
4 Case 00866036
Created Aug 21, 2025
Details Activity Attachments Related cases
STATUS
2 Share an update... N
ew
(L Tel==)=]=]=]Te]x
Close case

4 & English Contact® (Mastercard) posted an update
Aug 21, 2025 at 1:39 PM

| have an update to your case
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Case number and status. View the case status, case number, and creation date in the right-side panel.
With case status, you can track the progress of your case in real time.

¢{— View Cases

Bedrift/AvtaleGiro/KID Bytte Case 00866036

Created Aug 21, 2025
Details Activity Attachments Related cases

kontonummer

5 STATUS

New

Close case

FREXRKXDD DD

Close Case. If assistance is no longer needed from Mastercard Support, you can request to close the

case.

Case 00866036

Created Aug 21, 2025

Case Closure Confirmation

STATUS

Are you sure you want to close this case?
New

6 Close case

e Reopen a Case. Navigate to a closed case. On the right-side panel, click “Re-open Case"

¢— Show cases

Key Account/Questions for KAM Support Sag 00866031

Created20. aug. 2025
Details Activity Attachments Related cases

CVR Number
STATUS

20016175
Cancelled

:
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