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You will still locate Help & FAQs in 
the same way you currently do 

with either Knowledge Base or Self 
Service Portal. Just click onto the 

Help & FAQs button on the 
consultant website

Another great thing about our NEW 
Help & FAQs platform is that you can 

access it on your Smart Phone,             
Laptop or Desktop PC and the 
platform will have the same 

functionality on your chosen device 



NEW Search Bar

NEW Category Buttons

Navigation remains
the same

NEW Latest News

The new platform has an 
improved look and feel. It’s more 
efficient, sophisticated and will 

enhance how you will find 
knowledge & support



The Search Bar allows you to 
quickly navigate to the answer 
you need, simply by typing one 

word. e.g. ‘Missing’

When typing, answers will start to
generate in the drop down box
below. If you press ‘Enter’ on 

your device, all results relating to 
your Key Word will appear, 

highlighting the specific word you 
used within your original search



When you have clicked on and 
found the knowledge relating 
to your query, you can also 
view other articles in the 

section you were in, which are 
relevant to the topic selected

You can also view 
when the Consultant 
Support team have 

updated/published the 
knowledge



The NEW 
Category Buttons 
divides out the 
knowledge into 
sections for you 

so it’s never been 
easier to discover 

what you are 
looking for

Once you have 
clicked into a 
category, each 

sub section 
within will display 

a preview of 
articles



If you know 
which section 
your after, you 
can click on the 
sub heading to 

view all the 
articles relating to 
that sub heading



Our NEW Latest News 
Section will operate very 

similarly to our 
Announcement page which 
was previously embedded 
into the Knowledge Base/ 

Self Service Portal

This area will change from 
time to time – so we 

encourage you to look here 
for any new Knowledge 

updates/ new information



As before, you can rank 
whether you found the 
article helpful or not by 

clicking either ‘Yes’ or ‘No’



Contacting Consultant 
Support has never been 

easier. When you click into 
each FAQ you’ll have the 

option to ‘Submit a 
Request’ – this is located 
below the article rating



Once you have clicked on ‘Submit a request’ 
simply select a reason from the drop down
menu provided. If you can’t find the suitable 
reason for contacting Consultant Support, 
choose the closest reason to you query



As before, please add as much 
detail relating to your query so 
our Consultant Support team 

can answer your query as 
quickly as possible

The form will change slightly 
depending on your query to 
allow you to add relevant 

information to help our team 
navigate through your query 

efficiently

E.g. We’ve selected ‘I have a 
question about an order’ –

once you’ve selected an option 
within the ‘I have a question 

about an order box’, this might 
change the criteria required 

within the form

When you select ‘I would like 
to cancel my order’ for  

instance, Order number and 
Consultant ID are added to the 
form. Please fill in all the fields 

to the best of your ability



When you fill in the Subject 
box, you’ll get served 

Knowledge from Help & FAQs, 
to help you find the 

answer you need before 
submitting your query to 

consultant support



All fields are mandatory, 
unless stated as ‘optional’. If 

left blank when trying to 
submit a form, the mandatory 

error messages will appear 
prompting you to add more 

information

It’s also worth remembering you can 
add or drop files to support with your 

request. Contact Us Form attachments 
cannot exceed 10 MB in size – but you 
can add multiple attachments as long 

as it remains in this size limit

If you’d like to send something larger 
than this, please note this within the 
form description and our Consultant 
Support team will let you know how 

they'd like this sent

Once you have added all your 
information you can then click 

‘Submit’ to submit your request



Once submitted, you’ll 
be taken back to the 
Help & FAQs landing 

page and a message will 
appear in the top right 
hand corner to confirm 

your query has been 
successfully submitted 

Consultant Support 

To confirm your CS query, you’ll receive an automated email. The email will 
include knowledge from our Help & FAQs portal relating to your query, so you’ve 

got the opportunity to solve your own query, post submitting your query




