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2 October 2019 

 

To:  Users of The Broker’s Workstation and The Underwriter’s Workstation 

 

Dear Valued Client: 

Re:  Guidelines for Reporting an Incident to Client Services 

Please contact CSSI Client Services with any questions you may have or to report any issue or error. You 
can reach our Support Specialists between the hours of 7:00 a.m. and 6:00 p.m. (Central time).  

Toll-Free Telephone:  1-888-291-3588 
Email:  clientservices@cssionline.com 

Our Client Services representatives are committed to responding to you and working to resolve support 
incidents as quickly as possible. To ensure you receive a timely response from the appropriate subject-
matter expert, please follow these guidelines when asking a question or reporting an incident by email 
or telephone. 

Reporting an Incident or Asking a Question by Email 

In the email Subject line, please include a short description of the incident/question, as well as the Policy 
number and Folder ID, if applicable. If the incident relates to a specific component of the software, 
please indicate that in the Subject line, as well (e.g. TUW, Commercial IQ, word processing).  

In the body of the email, please provide as much information as possible about what is occurring, along 
with detailed steps to reproduce any issues or errors.  

If an error message displays in TBW/TUW, please send us the exact error in text. To copy and paste an 
error message into an email message, follow these steps:  

1. Click in the error message window.  
2. On your keyboard, click Ctrl+C (this will copy the message).  
3. Click in the body of the email message window, and then click Ctrl+V on your keyboard (this will 

paste the error in the email message). 
4. Complete and send the message in the usual way.  

Reporting an Incident or Asking a Question by Telephone 

Whether speaking to someone directly or leaving a message, please begin by providing a short 
description of what you require assistance with (e.g. bank reconciliation, RCT, TUW). Then, when 
speaking with a Client Services representative, please give as much detail as possible about what is 
occurring, along with detailed steps to reproduce any issues or errors.  
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TBW/TUW Training Solutions 

Custom Software Solutions offers live online training sessions each month for The Broker’s 
Workstation/The Underwriter’s Workstation. If you are unable to attend these sessions or are ready to 
start learning today, we also provide online training videos that can be watched at your convenience. If 
you require training for new staff or refresher training for current users, please email 
training@cssionline.com to register for the live training sessions or to request links for the online 
training videos. 

 

Please share this information with the appropriate TBW and TUW users in your office(s).  

Thank you for using The Broker’s Workstation and The Underwriter’s Workstation.   

 

Yours sincerely, 

Custom Software Solutions Inc. 

 

To unsubscribe from our email notifications and updates, please contact us at info@cssionline.com or 
reply to this email.  

Connect with us on Facebook and Twitter for product updates and other news! 
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