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How to Submit a Support Ticket



STEP 1 i)

How to Access the Support Page

Go to this URL: https://firstonline.com.my/support

OR
Visit the First Online website at https://firstonline.com.my/

Click the “Support” button in the header or the one located near the WhatsApp icon.

Reliable & Affordable Online Solution

I Beware of phishing attempts that use the First Online name. ¢
We do NOT send emails with links asking for login
credentials. Always only enter your login credentials
(Login ID or Password) in the official First Online website.
Type the URL, do not use links from email or SMS.

search Domain . [ TN (S

eHotel Software


https://firstonline.com.my/support
https://firstonline.com.my/

How to Log In or Create an Account

Log in with your registered email / username and password.

If this is your first time, click the ‘Register’ button to create an account.

If you forgot your password, click ‘Click here’ to reset it.

Reach out to our

”E lP ﬂfs ” j‘;sz::; .'-Barn

| SUPPORT

@ 9.00am-9.00pm (Daily)

Operating hours: 9.00am-9.00pm.
(technical team reponse time: within 2 hours)

Login
EmailfUsername ”

Password ®

& Los

—— | ——

» |If you are a first-time user of the support ticket system, kindly click the 'Register' button below.
« Ifyou are a returning user, you may login with your existing Email and password. . .
. Click here if you
« Please note that the support ticket and billing account have different passwords.
want to reglster

Can't remember your password? Click here to reset it

Click here if you
forgot your password




How to Submit a New Ticket

Click “Submit New Ticket” to create a new ticket.

Submit New Ticket

________________________________________________________________
Subjgect

...............................................................

f developer@gmallcom unable to recetve email, please enter your alternative email address here




STEP 4

How to Choose a Product Category

Choose the appropriate product category from the Category dropdown.

Submit New Ticket

Attachment

_____________________________________________________________

Category

’
[
i
Select Category . ;
1
Select Category - .
n
Web Hosting & Email "
n
Domain
n
Billing 1
[
Server Hosting
SMS
MyBizCart ShoppingCart
eHotel System

Others




STEP 5

How to Validate Your Information

Enter the required information based on the selected category
(Domain Name, SMS Username, or Server IP), then click “Check” to validate.

A success message will appear if the information is valid.

Submit New Ticket

Attachment

Category gemmsEmsmasssssEmEmssssesesEssssEEsEsssssaEEssssasEssnanann,
1 ]

Web Hosting & Email v : H
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Domain Mame ! . !
: Drag and drop files, or Browse i

firstonline.com.my 1 1

1 1

i ]

i 1

SL.ijEEE ------------------------------------------------------------- #



How to Create and Submit a Ticket

Enter a subject, describe your issue, add attachments (optional), provide
an alternative email if needed, then click “Submit” to create the ticket.

Submit New Ticket

Attachment
Caiegory f---'----'----'--'-‘----‘----‘---'----'----'----‘----‘-------'bl
H i
Web Hosting & Email w : :
L] )
] ]
] ]
Domain Name : . :
i Drag and drop files, or Browse !
firstonline.com.my m : :
L] . . .
Successful, valid domain or sms username detected ! Attach file of screenshots related to your issue (if any). !
H i
Suble | teessssssss s s ssS A e S A NS S AN S S N ESSSASSSESSsSESsssss ¥
Main title of your issue. Keep it short and specific.
Message
Explain the issue in detail, describe what is your issue
Fi
If dwelnper@gmall.cnm unable to receive email, please enter your alternative email address here
Enter a different email address to receive notifications
about your ticket (if any).
==




How to View Tickets

Click “Tickets” to view your open and closed tickets.

Open Tickets

— [l P | omnnacs | panaimas a

Open Tickets g Date Subject Department. Ticket Number Last Replier Action
& 1 developer@gmail com Unable to Receive Em... Web Hosting & Email 10228 o) " -~ Fr
202640528 16:29:58 L ]

n Low Medium  gfl High gagf] Urgent

r‘:;' Waiting For Customer d: Waiting For Admin ":. Admin Follow Up




How to View Open Tickets

Click “Open Ticket” to view your list of open tickets.

Open Tickets

oo

Department Ticket Number Last Replier Action
1 developer@gmall.com ‘Website Down and Ema... Web Hosting & Emall 10235 0| " -
2026-05-28 16:44:09 ol
2 developer@gmall.com Unable to Recelve Em... Web Hosting & Emall 10228 0} " -
2026-05-28 16:2%:58 rey
i Low

Medium |||| High ““I Urgent _> LeVel Of pI"IOI"Ity

als Waiting For Customer *:: Waiting For Admin 3

s Admin Follow Up =l Reply status based on color

€@ You will receive an email notification when there is a response. You
may reply directly via email or log in to the ticket system to respond.

BoEs
# Date Subject




How to View Closed Tickets

Click “Closed Ticket” to view your list of closed tickets.

Closed Tickets

P Create Ticket @ Closed Tickets ﬂ ’—

Date Subject Department Ticket Number Last Replier Action
1 developer@gmail.com Unable to Send Email... Web Hosting & Emall 10247 P35 (admin) W e _r;-i_
2026-05-28 16:45:49 ey =
2 developer@gmail.com Website Down and Ema... ‘Web Hosting & Emall 10235 P35 (admin) i v ‘.-g}
2026-05-28 16:44:09 ey =
Il Low Medium ||]| High I|||| Urgent

-

u:‘ Waiting For Custormer PPy ‘Waiting For Admin ;. Admin Follow Up

€ You may reopen a closed ticket to add more information.




STEP 10

How to View and Reply to Tickets

Click the Date or Subject to view the technical team’s reply and
submit your reply.

Open Tickets
oo B & e

# Date Subject Department Ticket Number Last Replier Action

1 developer@gmail.com Unable to Send Email... Web Hosting & Email 10247 PS (admin) o " - ﬁ}
2026-05-28 16:49:49 L
2 developer@gmail.com Unable to Receive Em... Web Hosting & Email 10228 PS (admin) 0o " - %}
2026-05-28 16:29:58 o
M Low Medium |||| High “l" Urgent

afr Waiting For Customer o Walting For Admin ‘;‘ Admin Follow Up



STEP 11

RS 7

How to View and Reply to the Technical Team

You can view and reply to the technical team on this page.

Unable to Receive Emails on Hosting Account

Ticket Id 10228 Replies 1

Submitted 2026-05-28 16:29:58 Last Reply 2026-05-28 17:03:57
Status Progress Last Replier S (admin)

Pricrity Low Departrnent Web Hosting & Emall

Unable to Receive Emails on Hosting Account by developer@gmail.com

Hi Support Team. | am currently facing an issuwe with my web hosting email service. My email address (developer@gmail.com) is unable to recefve any incoming emails. This issue started recenthy. and | have already tested sending emalls

Checked sparmdjunk folder Verified email acco
issue with the mail server or configuration. Thank

“Send A Reply” section is for you to respond
to the technical team. If they request any
@ FPSfadminl information, you can reply there.

Send A Reply

Hi
Thank you for contacting us.

We have checked your emall account {Info@mydomain.com) and identified that the Issue was related to
the mall server configuration. Cur team has now made the necessary adjustments to ensure proper emal “

dedivery.
bt Attachment

Kindly try sending 4 test email again and confirm if you are able to recepe it. Additionally, we recommend

dlearing your mailbox cache or reloading your webmail to réflect the changes,

IF the issue persists, please provide us with & sample sender email addréss and timestamp 50 we can

further investigate. Drag and drop files, or Browse

We apologize for the inconvenience caused and appreciate your patience.
Best regards, - - -

Support Team

-

Attach any files if needed.

Click ‘Submit’ to send.



That's the end of the guide.
Thank you.
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