Support

How do ProTubeVR's customer service work?

e Customer Support Service




Customer Support Service

e How do | contact you about an issue or a question? To contact us directly, go

through this support page on the website. When using the form where you submit your
order number, support ticket responses will be sent to the e-mail address attached to your
order or your account.

e Is the Support system automated? No. Humans manually read every support ticket
and manually respond to each one. We pay attention to your requests and do our best to
fulfill them when responding. This includes things such as requesting we respond to a
different e-mail address, etc.

e How long does it take to receive a response? Typically 1 work day. We respond to
tickets in the order they were made. l.e. if we receive x amount on Saturday, we go
through all of those before answering ones sent on Sunday. If you sent your ticket over
the weekend, there is a chance we may not get to it until Tuesday depending on the
volume of tickets created before yours. As always, make sure to check your spam folder,
sometimes our response goes there.

e Why can't you just help me through the discord with my issue? While we can help
with more basic things on the discord server, anything that requires pulling order info,
such as to file a warranty claim to replace a broken part, an issue with shipping taking a
while, or more complex haptic device troubleshooting needs to go through our website's
support system. Through this system we can directly access any necessary information.
We can't do this through discord. For this reason, we will direct customers to support on
the website. Additionally, @Jon (Bounty V) who primarily runs and maintains the discord,
is located in a different country and does not have access to our internal system, or
various information. Support through the website will always have the best and most
accurate answers. If you are directed to go through support, it is likely because we cannot
help you further in the discord. M

e 1 don't have the order number, which form do | use about an issue with my
product? "l have a general question (product, website, etc...)" Is the form you would use.
With this form, you submit your e-mail address you want to be contacted through, and can
attach files like the other forms. Refer to image below.

e | received a reply to my support ticket, how do I respond? Please respond directly
to the e-mail you received for all further communications regarding your support ticket.
Going through the form again just creates a brand new ticket, entirely separate of your
existing one. This will increase the time it takes for us to resolve your issue.

e | sent a support ticket a few days ago or longer and haven't received a
response? Read carefully through the support webpage. All information regarding
expected time to response, and our office hours etc. are displayed. Make sure to check
your spam folder in case the response is there. If you did not yet receive a response,
submit another ticket through the support form. Consider going through the general form
(located below the one you would've used previously, on the same webpage) and
manually submitting your e-mail address in the form with all other relevant information. If


https://www.protubevr.com/en/customer-support

you have another e-mail address consider using that one, in case for whatever reason
your address isn't receiving the responses we send.

| placed an order and would like to make a request :

O | have not yet received my order

Order reference” :

Ref exemple : PBBKGPBVP -

Where can | ind my order reference?

+ |n the order confirmation email, or the invoice link to this email.
» |t is also available in your customer account, in the order history (requires being connected) : My orders

*Mandatory fields

O | have already received my order

Need advice? Tutorials and user manuals

Join our amazing community. Download the PDFs and watch our videos.

SEE TUTORIALS

O | have a general question (product, website etc...)

Please provide as much information as possible so that | can help you more precisely.

Your mail™ :

email@email.com

Object of the message™ :

Example:

Message™ :

Content

& CHOOSE FILE
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