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Platform Technical Support Introduction

Consumer consultation handling procedure

(In this way, the consumer’ s problem handler is the customer, and Tuya is the collaborator)

find
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can handle Info completely
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. consumer I
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Service brief:

+ Based on Tuya's platform framework and technical capabilities,
provide full-time, multi-channel basic services for all Tuya

customers worldwide;

+ The service covers: various problem types such as development
problems, platform using problems, test problems, difficult

consumer problems, urgent/batch problems, etc,;

« The promised response time (working hours): Ultimate version
account, within 3 hours; Enterprise version account, within 6

hours; Basic version account, within 12 hours;
+ At present, the technical support is a free service;

« See details here :

Powered by

J


https://developer.tuya.com/cn/docs/iot/troubleshooting?id=K9258orwg9heh
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Service brief:

« Tuya's professional technical service team provides online services that can help you solve consumer feedback directly,
timely, and efficiently;

« In this way, the consumer's problem is handled by Tuya, and the customer does not need to deal with daily user inquiries;

Service Advantages
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High efficiency Save costs Monitoring and report
« Tuya professional technical service team Cost effective than establishing a service « Tuya technical service team analyze and
directly connects with your service team by yourself: summarize your customer monthly;

consultation;

* Hosted full-time customer service - Issue a monthly service report to let you

- Access Tuya service tools and knowledge to ( customizable working time+charge by the understand consumer profiles and help
save time for question transfer; service volume ) optimize product functions;
Vs.

« Recruit and train your own service team
(salary + training + management + holidays)
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Service channels

submitted by the send by the user
user through ‘FAQ&Feedback’ to your public service email box

|= ul section in your app l SZ I

*Customer needs to have the *Request for email processing system
OEM/customized App *Charge according to the number of emails
*Charge according to the number of tickets *The cost will be discussed separately if you

need to build the system

initiated by the
user through “Live Chat”

m section in your app
' [ ]

*Customer needs to have the OEM/customized
App and the Live Chat feature is integrated;
*Charge according to online working time or
required labor

Others

(Assessed according to the specific needs of
customers)
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Service process-how the user submits the feedback
( demonstrate the path of submitting in the app )

Path(1) : App-Me-FAQ & Feeback Path(2) : App-Device Info-FAQ & Feedback

< Help and feedbackMy feedback Renort lssiie. PR -vdevo

Q
AR ERE-vdevo
Tuya Smart Most Asked
Device Information

My Devices Device networking issu.
Tap-to-Run and Automation

Home Management App use issues Third-party control issu

Third-party control issues/Account
binding and device connection Share Device
Message Center

w Matrod FAQ & Feedback
eedbac
FAQ & Feedback Why can't the phone receive App push and alarm Method

sound/door bell ring? .
(T)‘i:‘::rrence 5/10/2021 16:51 Close alarm switch Add to home screen

Issue Type

More Services My device was disconnected, how can | reset it?
Check for Firmware Update

(For most of Routers) How to configure separate Upload Image (3 at most)
Settings Wi-Fi SSIDs for 2.4 GHz and 5 GHz bands? ) Record

What should | do when a smart task (Tap-To-Run or
Automation) runs incorrectly?

What should | do when a timed task is not performed
correctly?

The device is often offline, the device or device
indicator keeps flashing, and the device cannot be.

How to configure Tap-to-Run and Automation?
g p Settings

Feedback / suggestions [3 Unresolved? Send Feedback

FAQ & Feedback Enter in submission page Fill in info and submit Device panel - Settings FAQ & Feedback Enter in submission page
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Service process-Tuya processing flow

find question lecenemser
send feedback = . iy . v
« When a customer places an order for "hosting service" in the Tuya VAS market, it means

feedback

Service brief :

the customer agrees to authorize Tuya to view the customer's OEM/customized App
e — consumer feedback content, and directly contact their consumers for problem handling;
to troubleshoot

to troubleshoot

« Tuya processes consumer feedback according to Tuya knowledge base content or

customer-specified response strategies during the working time period specified by the

question resolve ask for detail customer;
no, keep info

communicat
+ There is no telephone hosting service currently. If the customer provides telephone

At IHtEFTaN service for the consumer, it needs to take the call by the customer itself and guide the
consumer to contact Tuya through app user feedback, app live chat, and email;

yes, close the
ticket

« If the customer requires Tuya to use the customer's own service system, the request must

Could resolve be made in advance;
remotel
« App user feedback and user email inquiries are charged according to the number of
guide to feedbacks. Please refer to the service introduction and charging standards here:
case closed exchange or



https://www.tuya.com/vas/commodity/detail?code=SERVICE_DEPOSIT
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Q: How does this hosting service charge ?

A: Consumer Feedback Hosting Service is a technical support value-added service provided by Tuya for all
OEM/customized app customers. Currently, there are three support channels for App user feedback, App live

chat, and email. Customers can choose or combine hosting according to their own business needs.
Among the channels, App user feedback and emails are charged based on the number of consumer inquiries,
that is, to charge per feedback ID but not the interactions in one feedback. Considering that App live chat

involves service personnel scheduling, we will quote separately after confirming the customer's needs.

For details, please check here:


https://www.tuya.com/vas/commodity/detail?code=SERVICE_DEPOSIT
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Q&A

Q: What information should customer provide to Tuya?

A: To ensure the service quality, the following items need to be clarified before the hosting service begins:

-l s R L

The channels you want to enable: App user feedback, App live chat, email, and others;

Your app’ s name and product category;

Requirement of the service time: work according to Beijing time, 7*12 hours service;

Requirement of the feedback respond time limit: in how many hours should the team respond to consumer feedback during
working hours ;

Requirement of handling regions: if the customer market is facing multiple countries or regions, it is necessary to specify the
feedback area that Tuya needs to deal with;

Requirement of handling strategy/script: without specific requirements, Tuya will deal with consumer feedbacks according to
Tuya own handling strategy; if the customer has specific scripts (such as the beginning and end wording), it needs to be given
to Tuya in advance for personnel training;

Escalated problem processing: customers need to discuss with Tuya the standards and procedures for handling special issues,

such as inventory, replenishment, logistics, maintenance, return, and exchange issues
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Q&A

Q: What language can Tuya service handle ?

A: Tuya technical service team is based in China, and the team members who undertake overseas customer
hosting service are required to have a CET-4 level of English to meet daily basic problem understanding and
communication. For hosting service for overseas customers, the default response language is English. In case of

feedbacks is in other multi-languages, we will use the Google translation to translate and reply in English.

Q: How to know my service progress and service balance?

A: After the service starts, Tuya will formally notify the customer of the service start time and service content.
For customers in service, Tuya will issue service reports regularly based on feedback volume, so that the
customer can understand the user consultation situation and service usage, and timely optimize App and

products.
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Brief:

« Tuya has a wealth of vendor resources around the world. If customers have higher requirements for service language and service time,

especially for the localized services, they can select suitable service providers and perform hosting service under Tuya’ s introduction;

« Using external service providers for hosting service, customers can enjoy certain discounts in the name of Tuya customers. However, the

charging method and charging standard are negotiated between the customer and the service provider, and Tuya does not participate in
this part;

» Once the service starts, the external service provider is equivalent to the customer service team. If they encounter difficult problems, they
can upgrade the problem through the technical support ticket of the Tuya-platform, the process is the same as Page 3;
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Non-hosting

Processor Customer

+ Directly manage the service

Benefits capability and quality
« Directly hear the user voice

+ Relatively high service cost, slow
start-up:
Lack of Need to build a service team

Need to train the service team

Need to manage the service team

+ Has a dedicated service team
Appllcable to the « Has a service/call system

customers + Has strong smart products

service capability







