
Classification: Internal

Web-to-Case (Case Management)

* Customers can link a shipment directly to the 

case.

* Customers can describe the case with a Subject

* Centralized Case View:

* Smarter Filters and Customers can track their 

case's progress without having to contact us.

* Quick Shipment Access: Jump from the case 

details to the Shipment 

This feature is for registered customers

Case online
Benefit for customer
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A. How to create a case online

1. After you login, click “Manage”

2. click “Case management”

4. If you have existed case, please 

insert case number or filter case 

status

5. click “Filter” to track your existed 

case

3. click “Raise a new case” to 

create new case
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A. How to create a case online

6. Select the suitable option in list

7. Select the specific item to 

support in list

8. You will see some recommended 

guidance

Click on suitable guidance and you will 

see the instruction in details

9. Or you can Click “Continue” to 

create new case
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A. How to create a case online

10. You can add shipment number 

by Clicking “add shipment”
* You can skip this step if no shipment 
existed

11. input shipment number and click 

“Search” and “select shipment”

12. Key in the subject and content

* When you key in case content, there are 
some recommended guidance appeared for 
your selection the suitable one.

13. You can upload your documents 

by clicking “Add file”

14. Clicking “Submit”
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A. How to create a case online

15. You can see the case number

Click “view my case” to see the details

16. You can see the progress of case 

or can Withdraw the case

17. You can input more 

information/comment and click 

“Submit”
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1. After you login, click “Manage”

2. click “Case management”

3. You can search by case number or 

shipment number to track

4. Or you can search by “Filter”

B. How to add comment - withdraw case
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6. click “Apply”

5. You can search by status; or case 

category; or case channel… 

7. You can see case status, Click on 

the case number to see more content

B. How to add comment - withdraw case
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8. You can see the progress of case 

or can Withdraw the case

9. You can upload more document 

or add more information/comment 

and click “Submit”

* Pls input the reason and click “Yes”

B. How to add comment - withdraw case
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C. How to track your case

1. After you login, click “Manage”

2. click “Case management”

3. You can search by status; or case 

category; or case channel… 

4. click “Apply”

5. Example you search by status 

“closed” – after clicking Apply, you 

can see all case under status 

“closed” in list
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