PHEART

How to contact Heart for Support

During Business Hours After Business Hours
Monday — Friday | 8am —4:30pm Including Weekends & Holidays
Email Phone
heartsupport@heart.net (309) 427-7020
Phone
(309) 427-7020
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» For non-urgent issues, send an email. » |If there is a business critical/system
A ticket will be generated, and you’ll down issue, please call and follow the
receive a confirmation email with a phone tree prompts.
ticket number. This will get you into
the queue where we can assign it to » Be sure to get approval from your
the next available technician. leadership before calling after-hours,
as there is a 1.5x billable rate (2.0x on
» For urgent issues, call us. Let us know Sundays and Holidays)
the nature of the issue and that you
need someone as soon as possible. » If the issue is not urgent, you can still
We will do our best to get you in use email or call and leave a
touch with a technician quickly. voicemail. It will be handled the next

business day.

Why should | email heartsupport@heart.net instead of emailing or calling a

technician directly?

» Emailing or calling a technician directly means that you’ll end up waiting for that specific
technician to respond to you, rather than someone else available on the Heart team.

» Every time a request is made, whether it is by phone or email, Heart creates a
corresponding ticket on our end in order to assign it to an available technician, keep
track of the issue, resolution, etc.

» Calling or emailing a tech directly won'’t allow for the most efficient processing of your
request.
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