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Key Terminology

Term Definition

Coupa Global procurement software that will enable K-C to submit
requests for goods and services, source, contract, and manage
our suppliers.

Csp Coupa Supplier Portal
Procuree Source to Pay virtual assistant name
STP Source to Pay
STP Knowledge Center Source to Pay team receiving and resolving queries raised in

Procuree from supplier and K-C internal users

Copyright © 2022 Kimberly-Clark Worldwide, Inc. all rights reserved Page 1 of 11

y



How to Submit Help Tickets € Kimberly-Clark

Ticket number Technical name used to handle users request and queries. Each
guestion creates a ticket number so that requests are not lost
and can be processed with all related information.

Purpose

Are you experiencing an issue in our Source to Pay process or need support with Coupa? Look
no further! Our virtual assistant, Procuree, is available around-the-clock to provide guidance and
support. Simply follow the steps outlined in this QRC to raise questions to Procuree via our official
channels: Coupa Supplier Portal, Taulia Supplier Portal & Supplier Link https://www.kimberly-
clark.com/en-us/company/supplier-link/source-to-pay

Procuree will immediately respond to your inquiries with relevant guidelines, references, or data
from our systems. If further support is needed, Procuree can raise a ticket on your behalf with the
STP Knowledge Center.

To reinforce the Coupa Supplier Portal and self-service, we strongly recommend taking advantage
of the wealth of Coupa training materials and resources available to you. If you cannot find the
solution to your issue, create a ticket to the STP Knowledge Center. https://www.kimberly-
clark.com/en-us/company/supplier-link/coupa-training-materials

To get started, we recommend following the below tasks to learn how to solve your inquiries:

¢ How to access Procuree, request information and create a ticket
¢ How to work with STP Knowledge Center to resolve your ticket
¢ How to follow up your ticket status and provide information when needed

How to access Procuree, request information and create a ticket
1. There are three ways to find and create a ticket with Procuree:

a. Gotothe Coupa Supplier Portal and find the link for Procuree in the
Announcements log.
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Verify Your Account

Yourve asked us for help growing your business, we're listening and gving You more ways.
o do that across the Coups community.

My Notifications Netlbicaion Preersncas

T re—

Introducing Procuree, Kimberly-Clark’'s New
Source to Pay Support Tool

Procuree will play an impy
Center, which will repl %) Blp desk chy is. Procures will
pport all Source to iries, including any questions related to
f Goupa Supplier Portals, et
18158 8 ServioaNow ticket on behalf of the end users as

b. Go to the Taulia Supplier Portal, press the Home tab, and click on
Customer Announcements to find the link for Procuree.

&3 Kimberly-Clark .~

Mome _ Purchase Orders  Invoices  Payments  CashPlanner  Cashflow™  MyDetals  Custom FAQs

My Messages

Customer Aanouncements

Welcome back, Est

c. Go to Supplier Link and find the Procuree icon at the bottom of the
page.https://www.kimberly-clark.com/en-us/company/supplier-
link/source-to-pay

3 Kimberly-Clark Gampany B memen  Sameaty  Newsom  Cowa Q

Source-to-Pay O Source-to-Pay Process
= === ]
(sTP)

i
]

2. All three ways will lead you to the Supplier Link webpage where you can
click on the Procuree icon to start a conversation. https://www.kimberly-
clark.com/en-us/company/supplier-link/source-to-pay
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4. After clicking on the Procuree icon, enter the following details for
authentication:

a. E-mail address field: Insert your company e-mail address.
b. Name: Insert your full name.

c. Click on the “Submit” button to proceed.

5. Next, you can select your preferred language and service country. Service
country is not your country of origin, but the country you need assistance
with.

Welcome to Procuree! Choose your preferred language & service country
below

Feel free to change these anytime from the main menu!

German
Russian
Italian
Spanish
| French
# Czech

?
6. Next, you can ask your question to Procuree or select a default option that
best matches your issue:

a. Payment /PO Status — Check your invoice/ payment or purchase
order status with Procuree. Keep your supplier ID on hand!

b. View my tickets — View your ticket number status or recent
submitted tickets with Procuree. Keep your ticket number on hand!

c. Ask a question — Procuree can assist by searching through the
knowledge base. Type your question such as “How do | create a
PO change request?”

d. Raise an Issue — Raise aticket to our STP Knowledge Center team
for further assistance.
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7. If you need further assistance, click on “Raise an issue” and select from
the categories that best matches your concern:

#  Type your message B

8. Procuree will ask you to provide more details to create a ticket:

a. Provide a short Subject for the issue.

b. Give complete details in the Issue Description field. You can add
attachments if necessary to support your details.

c. Press submit to send the ticket to STP Knowledge Center.
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Please update the details below to create the ticket.
Subject (maximum characbers 500"

Type your Request here as a Title

Izsue Description®

‘ A

Please emter issue description.

Pl=aze supply 35 much information as possible such as Supplier

nunbe=r, detzils in the issue descripdion.

Select ‘Cancel’ to lesve without cresting a ticket.

gb Note: Enter additional information when asked such as Supplier Name, Supplier Number, Invoice
or PO reference to efficiently support you.

9. Your case number will be shared in the chat window to confirm creation of

your ticket.

é ‘__. - — \
Yourt fE‘Ic et C50101021 f.'es-:r;,'-a:e::l and routed to the Source to Pay
KnowledgeCenter. Please a#tw up to 2 working days to receive a
response from the support team
Well keepin touch!

&
Select Go to Main Menu to ask something more, or select "l am done”
button

Go to Main Men = my ticket|s amdone

Note: After submitting the ticket, expect to receive immediate notification with the Case Number
gb and details. A STP agent will get in touch with you when needed and provide complete case
resolution confirmation via e-mail.

10. During a support chat, at any time, you can select:
a. Refresh chat — Start new conversation.
b. Main Menu — Go back to main menu options.
c. Change Language — Select preferred language.

d. Change Service Country — Select a different service country.
Service country is not your country of origin, but the country you
need assistance with.
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Leave the chat by typing “Cancel” in the chat box or type “Menu” to go back to
Main Menu.

¢ Refresh Chat p

as much information as possible such as event number.

(2} Main Menu etc in the issue description

to leave without creating a ticket

YA Language

@ Service Country

0037829 was created and routed to the Source to Pay
nter. Please allow up to 2 working days to receive a
the support team.

ouch!

fain Menu to ask something more, or select “I am done

in Menu Tam done

2 Type your message >

How to work with STP Knowledge Center to resolve your ticket

1. After ticket submission, you will receive a confirmation via email with your ticket
number. Procuree triages the ticket to the STP Knowledge Center team for proper
inquiry management and resolution.

2. STP Knowledge Center agent will then review the ticket and adjust the priority based
on pre-defined criteria. If a ticket is defined as business critical, agent will prioritize the
ticket for solution.

3. All New Cases created via Procuree will send the confirmation email as shown below.
Based on the severity, please allow 2 business days to get a response from the STP
Knowledge Center agent. You can reply directly to the email received by keeping intact
the subject, case number and reference code in the body of the email.

New Case CS0037829 has been created

. STP Knowidge Conter ckchvprod@icceoms EERal r === A

h

CAUTION: This emai originatad from outside the organaation.
Hello Jane Doe,
Thank you for contacting us

Your case number is CS0037829 - [Subject of your concern]

Your inquiry has been received and an agent is now werking on you case. Based on the priority of the issue, a response to-your request will be given in no more than two business days.

If any further information is required from your end, you will be contacted regarding the next steps in resolving the issue
We are glad to assist,
Kimberly-Clark STP Knowledge Center

Please do not delete the following message:

unsubscribe | Motification Preferences

Ref:MSG12049281_FeYIEIYAKXHQOIYINZ
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4. Stay tuned, the agents will contact you via e-mail with further questions or solutions to
your concern.
a. Please reply whenever the agent requires additional input from your end.

Case CS0037695 requires your additional input to be resolved

STP Knowledge Center <kcchrprod@

SK To @ _Sitedaily, Checkin

Retention Policy In lon Record (90 days)

If there are problems with how this message is displayed, click here to view it in a web browser,

b. Accept or Reject the solution proposed whenever the agent contacts you with
the solution of your concern.

Please review your case CS0037694 solution proposal

STP Knowledge Center <kcchrprod@kcc.com>
To @ Sitedaily, Checkin

SK

Retention Policy Inbox - Non Record (90 days) Expires 6/9/2024

If there are problems with how this message is displayed, click here to view it in a web browser.

CAUTION: This email originated from outside the organization.

Hello Jane Doe,

We are pleased to inform you that your Case €50037694 — [Subject of your concern] has been resolved with the following solution proposal:
STP Knowledge Agent solution: [Solution description and details from agent]
To update the cas: our system, please reply to this email within the next 4 business days by clicking on either the "Accept" or "Reject” link below.

Accept: “Accept”
Reject: “Reject”

If you accept the proposed solution, the case will be closed and cannot be reopened.
If you reject the proposed solution, the case will be reopened for further review.

Please note that the only necessary action is to click on either the "Accept" or "Reject"” link below. If you do not respond within 4 business days, the case will be automatically closed.

Thank you for your cooperation.
Kimberly-Clark STP Knowledge Center

Please do not delete the following message:

L ibe | Notification Pr

Ref:MSG12048405_oDqyrKLoBuv)7txOWuW

Eb Note: Please make sure you always have your ticket number for STP Knowledge Center team to
support you effectively.

5. Accept or reject hyperlinks will open new email window. If Accept, please click
send. If Reject, please type down your remarks so STP knowledge center can
better understand your dissatisfaction.

Fle  Message Insert Draw  Options  FormatText  Review  Help Q  Tell me what yo File  Message Insert Draw  Options  FormatText  Review  Help Q  Tell me what you want to do

(G~ | calibri - 1« B I U #Z -+ A=

& B~ ¥ B I U

> To hetest, keg > To hetest, kec

We are glad your issue is resolved now. Please send this email and do not delete the following message:

Thank you for your feedbacll. please include in this email your comments to understand further your dissatisfaction.
Ref:M5G8438904_Qel54T9iMgZKOak2gaEk

Add your
comments below

Do not delete the following message:

Should you need further assistance, don't hesitate to raise a ticket via Procuree! Ref:M5G8438904_QelSATIIMgZKOak2gaEk
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Rejected solutions will cause the ticket to be opened again and the agent assigned to the STP

Eb Note: Accepted responses will instantly be closed in the STP Knowledge Center inquiry platform.
Knowledge Center will get in touch with you to discuss your concerns and find potential solutions.

If you do not offer your acceptance or rejection of the case after 4 business days, the case will be
automatically closed. The ticket cannot be opened again once it has been closed. If you require
additional help, please get in touch with Procuree and open a new ticket.

How to follow up your ticket status and provide information when

needed

1. Goto Procuree and select from the main menu “View My Tickets”.
2. Please wait while Procuree fetch your details, then select View by Ticket Number.

Thanks! To chat with me, you can simply ask your question in the
message box

®
Here are some options to explore |

rvoice/Payment and PO Status | USRI RT=S=a- I |

Ask a gquestion Raise an issue

View myy ticket{s)

®
Sure, | can help you view your tickets. How would you like me to ‘

retrieve them?

View by ticket number ‘iew recent tickets

— &

3. Provide the ticket number you would like to check status — ticket ID starts with CSXXXXXXX.
4. Review ticket details.
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Kindly provide the ticket number you would like to access.* '

C50101021

[ | ™
Here are the details of your ticket |
., A
6 N,
Tickat Mumiber CS0101021
Description Type your Request here as a Title

oup 5TP
2024-0%-1013:5507

Status Messags

Wouwr ticket is pending to be assigned to one of our agents. The STP
knowledge center team will get back to you soonwith a resporss or
solution proposal.

weould you like to do next? Explore the Main Menu for '
mare aptions.

{Go to Main Menu | am done Raize anissue

5. You can also view your last 5 tickets by selecting View my ticket(s), then selecting View
recent tickets. You can use the arrows to scroll thru each ticket.

Select Go to Main Menu to ask something more, or select *| am done™
buttan. ‘

GotoMainMeny  [EAVESTORTESTERE | omdone

View my ticket{s)

I can help you view your tickets, How would you like me to
vethem? ‘

e m

ko

Great, | can help you view your tickets, |

...| N

Hara are the details of your most recent tickets |

€50101022

1]
2024-09-10 14 N6 .

ing o be assigned to one of our agents. The STP knowiedge center team will get back
th 3 response or solution proposal

(&) \
N ‘What would you like to do next? Explore the Main Menu for more |
options.
Goto Main Menu | amdone Raise an issue
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6. To update your case with additional info or escalation, you can reply directly to the
notifications received via email by keeping intact the subject, case number and reference
code in the body of the email.

Change Version

Version History

March 9t
2023 Alexa Torijano
April 26, .
0.2 2023 Alexa Torijano
July 26, Update Procuree images and added STP Federico
0.3 2023 Knowledge Center resolution procedure Marchioro/Alexa Torijano
April 12th, . ,
0.4 2024 Update Procuree images and process steps Alexa Torijano
0.5 9.16.2024 Updated Procuree 3.0 screenshots and links  Terry McKee
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