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Saving lives through stem cells

Anthony Nolan App Supportintro

Hello!
I'm Stuart McDonnell, the Anthony Nolan App Support Manager.

The Anthony Nolan App Support team understand that every useris unique, and we are
dedicated to ensuring that your experience is seamless and enjoyable.

As the App Support Manager, my primary goal is to make sure your questions are answered,
issues are resolved promptly, and your overall experience exceeds expectations.

Kind regards,

Stuart McDonnell

How do I raise AN Connect issues with Application Support?

You will be able to raise any issues from within AN Connect by using the ‘Report anIssue’
buttonlocatedin the lowerright corner of the screen.
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Allissues reported will automatically raise a ticket with the app support team, who will triage
and contactyou.
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Useful Information
e SupportHours are Monday to Friday 9am-5pm
e Alltickets are generated via our automated Jira service desk and directed to the

application support team.
e The Service Level Matrix below will help guide you in determining the appropriate level

of severity foryour ticket when you raise issues.

InC|de.nt Definition Example
Severity
Urgent Acriticalincident that demands immediate
Preventing attention. It significantly impacts business Application unavailable
BAU operations, causes extensive downtime
A majorincident Wltlh a §|gn|flcant llmpalct. It Application fault whichis
allows the organisationto continue its reventing BAU
operations, albeit with some limitations P 9
Temporary disruptionto an
A moderateincident that has a noticeable application.
Normal but manageable impact onbusiness
operations Non-critical functionality
affected
Low A minorincident that has minimalimpact on Minor errors or
business operations inconveniences forusers
Requests, usability
Information General Request improvements, or general
feedback
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