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QLess Support  
QLess has an experienced, dedicated support team to support our Merchants.  This support team is 
comprised of Support Engineers, Escalation Engineers, and a Support Manager. This support team has: 

o More than 50 years of technical support experience  
o More than 20 years of escalation engineering experience  
o Decreased backlog by 65% within the last 6 months 

 
The team is managed by our Support Manager, Pilar Ransome, who is a direct report to Nicolas Martinez 
who is the Head of Engineering.   Pilar and the QLess support team, have an amazing track record, 
closing out each month with a near 95% completion of newly created support tickets. 
 
Pilar Ransome – Support Manager 
With over 10 years of Support Management on an Enterprise level, Pilar comes from an outstanding 
track record of delivering top-level support and is constantly working on new and improved ways to 
engage our merchants to ensure the highest level of customer satisfaction.  Her experience includes 
leading teams from The Pentagon, US Census Bureau, The CDC and the Georgia Department of 
Economic Development.  

 
QLess Support Ticketing Process 
Ticket Handling Process (see process diagram) 

● A Support Ticket can be filed via email, phone or online 
● The Support Ticket is triaged, you will receive a confirmation of receipt. 

o If possible, the ticket is resolved by a Support Engineer 
o If the support ticket requires further investigation, the support ticket is escalated 

▪ At this point, the merchant will be notified and if additional information is 
required, it will be gathered at that time. 

 
The specific timeline on the expected completion of the support ticket depends on the specific request. 
See below for timing. 
 
Support Ticket Bug or Defect 
In the event, the support ticket results in identifying a potential defect or bug, or if the request requires 
additional analysis, the support ticket will be further escalated to the Escalation Team. 
 
Once the support ticket is escalated to the Escalation Team, the Merchant is notified again 

● Once the Escalation Engineers investigate the support ticket, depending on what is found they 
will either: 

o Resolve the issue, and explain all findings 
o If a defect of some sort is found, a Development ticket (DEV), will be created and 

Merchant will be notified. 
 
Development Tickets (DEV) 
Note, if the support ticket is converted into a DEV ticket, it will be placed into our Sprint Planning 
process.  These are two-week development efforts.  Estimates of the engineer-hours determine how 



many items are included in the sprint.  All needed DEV tickets are prioritized based on impact and 
severity.  Occasionally tickets will not be completed or take more than one sprint to complete.  It will 
also need to go through our QA process.  
 

Severity Levels 
Any hardware issue shall be deemed Severity 1 or Severity 2.  

● Severity 1: An emergency condition causing ​Merchant​ to be completely unable to operate QLess 
or effectively serve their customers.  

o Example: the Entire site is down 
● Severity 2: Any condition which makes the use of QLess difficult and which ​Merchant​ cannot 

reasonably circumvent or avoid on a temporary basis without the expenditure of significant time 
or effort.  A severe business impact.  

o Examples: 
▪ One or more queues non-functional 
▪ SMS not working properly 

▪ Multiple Kiosks and monitors down 
● Severity 3: This is the default priority for most Support issues. Moderate business impact.  

o Examples: 
▪ Intermittent issues with queues, SMS, or devices 
▪ Forecasts are too high or too low and exceed a 30% error or more inaccuracy 
▪ Chronic problems where a temporary workaround is possible such as reverting to a 

previous version or limiting user access 
● Severity 4: A problem that can be easily circumvented or has little to no impact on the regular 

operation of QLess. Any open Support issue waiting on a response from ​the Merchant​ for 1+ 
months but left open will be assigned this priority.  

o Examples:  
▪ Configuration changes with no due date 

▪ Requests for additional services or features 

 
Insert transition sentence…. 
 
Response Time​ ​- ​the amount of time, in which QLess responds via phone or email, acknowledging 
receipt of ​the Merchant’s ​support ticket. Reports via phone call for all severity levels will be 
acknowledged immediately. Business hours include all operational hours, including Saturday through 
Noon EST. QLess agrees to provide a workaround for the problem if possible during the response time. 
For purposes of this document, "Workaround" will be defined as a temporary resolution for the 
reported problem. 
 
 

Target Resolution Time​ ​- ​the amount of time, from the time reported in which QLess will provide a 
resolution. For purposes of this document, "Resolution" will be defined as a permanent resolution for 
the reported problem. Business hours include all operational hours, including Saturday through noon 
EST. Acknowledgment of an issue occurs when a phone call is received by QLess Staff. If emailed,​ the 
Merchant​ will receive an email from QLess confirming receipt, with a ticket number in the email. 
 
 
   



 

QLess Support Levels 
The below chart shows the wait time for Target Resolution Time.  

Support Level 
Severity 1 
Urgent 

Severity 2 
High 

Severity 4 
Normal 

Severity 4/ 
Low 

Standard/Basic 60 hrs 960 hrs 1,440 hrs 2,160 hrs 

Premium 24 hrs 72 hrs 120 hrs 720 hrs 

 
Standard/Basic Support -  

● Included in your QLess subscription at no additional charge  
● Access to the Knowledge Base  
● Online, Phone with Zendesk Talk and Email Support  

Premium Support -  

● 20% of your annual subscription cost, subject to minimums 
● Access to the Knowledge Base  
● SLA with faster resolution time 
● Online, Phone with Zendesk Talk and Email Support  

 

How do I contact Support? 

QLess offers a variety of ways to file a support ticket.  The request can be filed either online, 
phone, email or chat.  

Online: 

● Visit our support ticket portal at ​https://qless.zendesk.com​ portal and log in. If you 
do not remember your password, please click “forgot password” and you will get a 
link to reset 

● If you would like multiple people to see the support tickets, you can create a 
distribution list and add it as a user to your configuration or request to add 
additional users to your ticket when filed. 

Phone: 

● US: 877-QLESS-SOS (877-753-7776), now using Zendesk talk which automatically 
transcribes and files a ticket so the response is even faster. 

Email:​ ​support@qless.com 

https://support.qless.com/
mailto:support@qless.com


Chat:​ coming or TBD 

 

QLess Support Hours 

Monday – Friday 2 AM PST to 6 pm PST 

After hours, support tickets can still be submitted, if mission-critical an on-call Support Engineer 
will respond.  
 

 
 

  



Appendix A- ​Steps to View all Support Tickets Submitted by Your Organization in 

Zendesk  
 

 

 

From the main Screen, Click on Drop down next to your name 

 

 

Select My Activities 

 




