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Sep 27, 2024

Need help with eCommerce?

Our eCommerce support team is ready to assist you.

Dear Valued Customers,

We're excited to announce that our dedicated eCommerce support team is ready to assist you with any
questions or issues you may encounter while using our eCommerce platform.

To reach out for support, please use the following methods:

Channel(s)

Ecom Tech Support at Live Chat

Ecom Tech Support at Contact form(\Webform)

By streamlining our communication, we aim to provide faster, more efficient support and help you get the
most out of our platform. Don't hesitate to reach out to our eComm support team with your inquiries.

Once again, we would like to take this opportunity to thank you for supporting ONE and we look forward to
continuously serving your global transportation needs.

Should you have any questions or concerns, refer to the FAQs below or contact your ONE representative for
further assistance. We’'ll do our best to address your concerns.

Thank you for your support to ONE.
Yours sincerely,

Ocean Network Express (Singapore) Pte Ltd
As Agent

C[OINE

QCEIAN NETWORK IXPRISS



https://sg.one-line.com/
https://one-line.my.site.com/customersupport/s/?language=en_US&rt=SG
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Frequently asked questions

1. How do I reach eCommerce Support via Live Chat?

Ans: Step A: Start the Live Chat located at the bottom right hand corner.

ONESolutions Support | @) English ~

Search Schedule User Guide
Qa Search for schedules, book, and manage your shipment
HOME
Point to Point  Vessel Port Long Range
- @ Chat 4 _ X
8 First Name * 5
SCHEDULE List Calendar (Kares
Last Name *
® POL/ POD Selection (o
e
PRICES Email *
® origin ApUt up to 3 Origin(s) ((kc@onetwothree@123 com
@ Country/District *
BOOKING
© Destination npUt Up to 3 Destination(s| [ singapore v
Office *
| singapore v
CUMENTATION Date  2024-09-23 B Next  2Weeks v/ Reference Type © *
[ 1do not have this info v
aA:::wMgm Q Advanced Search v Send me my chat transcript.
By clicking “Agree” and “Start the chat”, |

acknowledge! agree that:
(2) my access andlor use of this Web service is subject to the
terms and conditions at Legal Terms of Use and

(b) my personal data may be collected, used, disclosed and/or
processed by Ocean Network Express Pte. Ltd. and its service

Search for point to point schedules providers for the purposes of providing Support to you via this
Web form or otherwise in accordance with the privacy policy at
Privacy Policy *

9
9 Q
9 Start the chat

Step B: Look for “Technical Support”

Thank you far reaching out to ONE Support.
Please choose a topic below to continue.

®

ONE Support * 4:14 PM

7 !

Export

Import

Special Cargo

Invoice & Charges

Technical Support

Please select an option above



https://sg.one-line.com/

Ocean Network Express (Singapore) Pte. Ltd.

OCEAN NETWORK EXPRESS

Step C: Select “Ecom Tech Support”

@ ONE Suppor’t Singapore - Singapore *)) _ X
Main Menu > Technical Support v
ONE QUOTE - Booking -
Inquiry

ONE QUOTE - Detention &
Demurrage Inquiry

ONE QUOTE - FAQ

ONE QUOTE - Rate
Inquiry

CONE QUOTE - Sales
Inguiry

ONE QUOTE - User Guide

Others

Route/Vessel

Ecom Tech Support

Ecom Tech Support

Mobile App Enquiry

Maobile App Enquiry

@ [ Return to Main Menu ]

OMIE Crinncs

Please select an option above

-

Step D: And our eComm Support agent would attend to you.

@ [ Return to Main Menu J

ONE Support = 4:17 PM
Ecom Tech Support

ONE Support

Chat started with Felics Vergs (ONE)

Hello Yeong Huei. Good Day! This is Felics
Vergs. How may | assist you today?

@ Hello. Welcome to ONE Chat Support.

Felics Vergs (ONE)

Please avoid including any reference numbers. Instead, simply type your
query, such as | need to amend my booking.”

2 Harbourfront Place, #06-01
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2. How come I don’t see the “Technical Support” in my menu?

Ans: You must be our Live Chat long time adopter, thank you! Anyways it means that “Technical
Support” is not your top 5 most used menu.

Please select “Your Top 5 Menu” and select “All Categories”

7 ™

Ecom Tech Support

Cargo Release

Last Free Day / Demurrage &
Detention

Booking Amendment

Booking Status

All Categories

b, A

It’1l bring you all the way back and “Technical Support” should appear for your selection now.

All Categories

OME Support * 4:35 PM

-

Export

Import

Special Cargo

Invoice & Charges

Technical Support
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3. T don’t see “Technical Support” at Contact form(Webform). How can I reach

the eComm support team?

Ans: You may find it under the Category section. Click on the drop down and select “Ecom Tech
Support” to start reaching out to our eCommerce support team.

SERVICE SUPPORT FORM

Need help? You are just a click away from our customer-friendly support team.

Get in touch with us by simply sending us the form and your request will be directed to the right support team of experts. Our agents will analyze your information and reply
to you as fast as they can.

Contact Information How can we help?
*First Name * Category
Kalree [ Ecom Tech Support v ]
*Last Name Booking Management
Chee X
Claims
*Company .
Container Management
onetwothree Pte Ltd.
Disputes
*Email
_ ~ Ecom Tech Support
K.C@123.com
Export Documentation
Phone
Import Documentation
* Country/District @ * Subje.ct ST
singapore v

4. What kind of questions is the eComm support team able to help me with?

Ans: eComm support team is able to handle all eCommerce related enquiries.
Some frequent queries that eComm support can handle includes(but not limited to) :-

1.1 Navigating around error messages prompted on eComm
1.2 Unable to login with error prompts

1.3 Checking if the website/eComm is down?

1.4 Encounter technical issue error message

1.5 Unable to retrieve shipment info on eComm

5. What if I still want to contact Customer Care via Live Chat or my Sales

representative for eComm related issues?

Ans: Due to a gap in eCommerce technical knowledge, our Customer Care or Sales
representative would escalate it back to the eComm support team at their earliest opportunity. So
that the eComm support team can resolve the eComm issue you are facing.


https://one-line.my.site.com/customersupport/s/?language=en_US&rt=SG

