
Bespin Global Customer Support Guide(for AWS)
User Manual 



Contents
- Customer Support Range / Procedure

001. Customer Support Process

- How to Sign Up and access

002. How to use Customer Support Portal

- Support type and method

003. Support Ticket Generation

004. Solution Utilization



Copyright © 2020 BESPIN GLOBAL, Inc. All rights reserved   |  Confidential 
http://www.bespinglobal.com 3

1. Customer Support Process Customer Support Category and Range

• Inquiries for usage of AWS services and functions
• Provide best practices
• Resolve API and AWS SDK issues
• Resolve the operation or system issue of AWS 

resources
• Problems with Managed Console or other AWS 

tools
• Problem detected by EC2 status check
• Third-party applications such as OS, Web Server, 

E-Mail, VPN, Database, and Storage 
Configuration

Support

• Code development
• Customized Software Debugging
• Systems Management Tasks
• Database queries tuning
• Support between accounts

Do not 
support

Technical Support Cost Inquiries

• Provide details on 
billing/payment/unpaid

• Re-send bills or tax invoice
• Provide a copy of Bespin Global 

Account
• Refund processing
• Change customer information

Support

Support for additional service types
Inquires through sales or portal

• The above technical support is provided to support plan above "developers".
• For Basic Support, General Guidance will be provided
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1. Customer Support Process Customer Support Procedure

If you register through the Bespin Customer Support portal, you can also receive AWS Support.
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2. Customer Support Portal User Login (Existing user)

The customer support portal can be accessed through OpsNow account, and there are two ways to access it.

Access through the OpsNow website

Direct access to the Customer Support Portal

A

1. Login through OpsNow website (https://www.opsnow.com)

2. Click the [Technical Support] link in the upper right corner

If you are logged in to OpsNow, you can access the customer support portal through SSO without any additional login process.

B

https://support.bespinglobal.com

In this case, you will be switched to the OpsNow page when you log in

https://support.bespinglobal.com/
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2. Customer Support Portal User Login (New user)

1. Visit OpsNow website -> Select Sign up
https://www.opsnow.com/

https://www.opsnow.com/
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2. Customer Support Portal User Login (New user)

3. After verifying mobile phone number, 
final sign-up is complete.2. Enter information according to the form

Enter the email address you use

Enter the user name

Enter the company name registered in OpsNow

8~30 characters including English uppercase, 
lowercase letters, special characters, and numbers
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2. Customer Support Portal Add the user

To add another user in the company, proceed with the following procedure.

OpsNow Login Service Portal User Group User Invitation
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2. Customer Support Portal Portal configuration (Login page)

https://support.bespinglobal.com

Technical document and FAQ

Before creating a ticket, search for reference material (solution)

New ticket

Bespin Global Customer support tip notice, CSP and support notice Ticket History and status check



3. How to generate ticket
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3. How to generate support ticket Ticket guide

Access to the customer technical support portal

URL : https://support.bespinglobal.com/

https://support.bespinglobal.com/support/home
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3. How to generate support ticket Ticket Guide

Write Ticket

Subject A summary of the key content

Requester In addition to the default personal mail, you can add 
reference person to the ticket

Service Select the AWS service associated with the inquiry

Urgency

Choose Low/Medium/High
+ Low: General inquiry (function, case inquiry)
+ Medium: Service is not affected but requires fast 
processing
+ High : A state that affects the service

Account 
ID Enter an Account ID with resources

Select the AWS service related to the inquiry
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3. How to generate support ticket Ticket Guide

• Issue status: Need to explain the situation and resources using the template in the ticket
• Service inquiry: Refer to the documentation or link, and include a note if it is not working during the task

Description: You need to write as much detail as possible to get an accurate answer quickly.

If you have difficulty explaining it in writing, please draw it  and attach the picture.

Attach a log file, if any

In some cases, you can identify the content through the Outbound Call.

If you need a detailed description, you can request a phone number.



3. Ticket generation example



Copyright © 2020 BESPIN GLOBAL, Inc. All rights reserved   |  Confidential 
http://www.bespinglobal.com 15

3. Support ticket generation example EC2 - Status check failure

Enter EC2 status check failure in the subject to check the relevant document on the right.
Enter the necessary information on the ticket and enter the affected account ID together.

Subject

Requester

Service

Urgency

Account ID

Related articles...
Submit a ticket
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3. Support ticket generation example EC2 - Status check failure

Submit the details of the issue after filling in the ticket description column. 
Attaching a screenshot or log file with an error is a great help to solve the issue.

Issue start/finish time: x.x.x.x~x.x.x.x (UTC)
Region:ap-northeast-2
Resource ID: xxxxx(ARN)
Issue status(Is the issue still ongoing, or solved, or recurred?): ongoing
Description of the situation: Status is instance health check failed, it failed to do health check
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3. Support ticket generation example RDS performance latency issue

Subject : RDS processing speed suddenly slowed down.
Description : 

Hello, I am Gil-dong Hong from service development team of Muhan
Tranding Company.

There were delay in service of the Muhan Tranding Company, and we 
found out that there were high usage of RDS and the irregular latency.

I checked the slow query, but there was nothing special about it.
Please check if there are any problems in the infrastructure area.
Below is the slow query log:      

* Account ID : 123456789012
* Region : Seoul(or ap-northeast-2)
* RDS : test-rds
* Timeline(KST) : 2020-01-01 10:00 ~ 2020-01-10 10:00

Example


