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OCM Objectives

The primary goal of OCM, through AccessNS, is to streamline case creation and support by
enabling customers to:

o Select the reason for creating a case and specify the type of support needed from NS.
This ensures cases are automatically routed to the appropriate queue, improving
response times, and reducing manual handling.

o Customers can easily view and manage existing cases and create new ones directly
within AccessNS.

o Add ‘Interested Parties’ from their organization to stay informed about case progress
and updates.

e View all case details and communicate efficiently - customers can post comments to
provide additional information or ask questions. These comments appear in the “Case
Comments - External” field. NS support teams will respond within the same thread, and
replies will be visible to the customer in AccessNS.

Accessing OCM

1.) From AccessNS, select the ‘Support Cases’ button at the top right of the page.
a. To create a new case, select the ‘Create Support Case’ link.
i. The “Create Support Case” window will open.
b. To view the status of an existing case, select the “View Support Cases” link.
i. The “My Cases” page will open.
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Creating a New Case
Case Info Section

1. Select the terminal location the issue is 2. Select the appropriate Interaction
regarding. If the issue is not related to a Reason.

specific terminal, select “Non-Terminal

Specific”.

e Create Support Case >
e Create Support Case >
1 Case Info 2 Description % Equipment

1 Case Info 2 Description 3 Equipment

NON-TERMINAL SPECIFIC

LSeleuTewmiu:'

NON-TERMINAL SPECIFIC

APPLIANCE PARK [ Imeraction Reasan 1
Tracing
ATLANTA .
Billing
AUSTELL
Accessorials
AYER Driver Assist
Equipment

General Inquiry

& Cancel

Cancel
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3. Select the appropriate Interaction Type
(based on the previously select

Reason.)

e Create Support Case

1 CaseInfo 2 Description 3 Equipment

NON-TERMINAL SPECIFIC

Interaction Reason *

Shipment Exception

r Interaction Type
Lost Shipment
Misroute
Missed Gate
Prioritize Grounding
Service Disruption

Shutdown

Cancel

4.

Depending on the Reason and Type
selected, select the appropriate values
for the remaining required fields
(denoted by an *).

e Create Support Case ?

1 Caselnfo 2 Description 3 Equipment

NON-TERMINAL SPECIFIC

n Reason *

Intera

Shipment Exception

Interaction Type
[ Shutdown

&

Shutdown Date * m

K

Shutdown Time *
10:00 AM (4]

Cancel

NORFOLK SOUTHERN 4



5. Once all required fields are
populated, the “Next” button will be
made available, and you can
continue to the next section of the
Case submission.

e Create Support Case >

@ Case Info 2 Description 3 Equipment

NON-TERMINAL SPECIFIC

Interaction Reason *

Shipment Exception

Interaction Type *

Shutdown h
Shutdown Date *

8/13/2025 o)
Shutdown Time *

10:00 AM (4]
Cancel Next
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Description Section

1. Case Subject — Provide a short title of 2. Provide a detailed description of the
the issue at hand. issue at hand.

e Create Support Case > e Create Support Case b
© Caselnfo @ Description 3 Equipment ©Q Caselnfo @ Description 3 Equipment
E)-e-"rr;o;;;;’ation Be:"rr;o‘r;;;;’ation
Test for demo Test for demo

& 7%
3 /3200 Ch 3 / 3200 Ch
Interested Parties: (0/10) Interested Parties: (0/10)
Email address Email address
I o I [: ]

Drag & Drop Attachments Here

]
]
]
I
]
]
]
]
: Total size 5 MB
I
]
]
]
]
]
]
1

i
1
]
]
1
i Drag & Drop Attachments Here
: Total size 5 MB
:
i
:
1
1

- or select - - or select -

Choose File Choose File

______________________________________________________________________________________________

Cancel Back Next Cancel Back Next
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3. Interested Parties — Add additional 4. Attachments — Add screenshots, error

email address for parties you would messages, documents, etc. that will
like to keep informed of the case provide comprehensive information
status. and support.

e Create Support Case > e Create Support Case >
@ Caseinfo @ Description 3 Equipment @ CaseInfo @ Description 3 Equipment
5;;71-0;1;;ation Se:-‘rr;t);;;-ratbﬂ
Test for demo Test for demo

4 “

Interested Parties: (0/10) Interested Parties: (0/10)

Email address Email address
I o I o
& &

Drag & Drop Attachments Here

]
1
]
1
1
]
i
: Total size 5 MB
1
1
]
]
]
1
]
]

|
|

|

|

|

H Drag & Drop Attachments Here
: Total size 5 MB

: - or select - - or select -
|
1
|
|
|
|

Choose File Choose File

______________________________________________________________________________________________

Cancel Back Next Cancel Back Next
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5. Once all required fields are populated,
the “Next” button will be made
available, and you can continue to the
next section of the Case submission.

e Create Support Case >

© Caseinfo @ Description 3 Equipment

Case Subject *

Demonstration

Test for demo

Interested Parties: (0/10)
Email address

_______________________________________________

1
1
1
'
1
H Drag & Drop Attachments Here
: Total size 5 MB
1
i
1
1
1
1
1

- or select -

Choose File

_______________________________________________

Cancel Back Next
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Equipment Section

1. For cases regarding equipment, a 2. Validate the Equipment ID(s) entered
minimum of one Equipment ID is have been successfully added to the
required. A max of up to 25 case.

Equipment IDs can be submitted per
individual case.
e Create Support Case >

e Create Support Case > © Caselnfo @ Description @ Equipment

@ Caselnfo @ Description (] Equipment For Multiple Equipment Initial and Numbers (if applicable)
For Multiple Equipment Initial and Numbers (if applicable) 1-25 units required for Tracing or Shipment Exception.
1-25 wnits required for Tracing or Shipment Exception.
IMAU 987654
v
P 0/24 U
Add Equipment
~ Equipment Id ~ Notes ~ Status ~
v Equipment Id Notes v Status ~ o IMAU 987654 X 1D Not Found

No records found

Rows: 1
Rows: 0

9 D

Cancel Back Cancel Back Submit
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3. Once all required fields are completed,
the “Submit” button will appear,
allowing you to send the case to
Intermodal Customer Logistics for
assignment to the next available
representative.

e Create Support Case >

© CaseInfo @ Description @ Equipment

For Multiple Equipment Initial and Numbers (if applicable)

1-25 units required for Tracing or Shipment Exception.

A Equipment Id Motes v Status Al

o IMAU 987654 X 1D Not Found

Rows: 1

N\, 9

Cancel Back Submit
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Case Tracking and Status

1. To view the status of an existing case, select the “View Support Cases” link and the “My
Cases” page will open.

CINLOGISTICS =
1 Location

1940

Weekly Summary

Watches & Waerings Request.

Wed, August 13 Thu, August 14 Fri, August 15 [ ]

2. Once on the “My Cases” page, click on the Case Number you are inquiring about the
status of and the Case Details pane will appear on the right side of the screen with all of
the case information.

Access ST ONME  DASHBOARD  PLAN  MANAG

CINLOGISTICS =

a & oY g A Az

My Cases
‘Case Numer Vv contathame v s v Date Trne Openet DaeTimeClosed v Accouthame v st ¥ T ACCOUNT RAME ConTACT ASSIGNED TO:
Ty = TRAXS TRAXE INTEGRATION USER &
Interaction Cat esrmodal
b T 08/13/2025 1057 AM NSUP 123456 e
£50006399592 Trast Trans 06/26/2025 0226 PM
Intecaction Reason:  Shpmant Excapton
€5000689591 Trasb Tranks 06/26/2025 0226 PM
106/26/2025 0227 PM Interaction Tye: Shutdown
08/26/2025 0227 P
06/26/2025 0228 PM Subject: " >
06/26/2025 0228 P
Equipment. NSUP 123456
06/26/2025 0228 P >
06/26/2025 0228 PM
Description: ™ me
06/26/2025 0228 P
>
06/26/2025 0229 PM
06/26/2025 0229 P Interasted Party- s

0612612025 0229 PM
106/26/2025 0229 PM
06/26/2025 0230 PM
06/26/2025 0230 PM
06/26/2025 0230 PM
06/26/2025 0230 PM
08/26/2025 0230 P
067262025 0230 PM

06/26/2025 0230 PM

DI o6i26/20250229 P Atachments:
——

06/26/2025 0230 PM
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Interaction Category, Reason and Type (iCRT)

Refer to the ICRT combinations below to help streamline and expedite the case request process.

Category Reason Type Required 1 Required 2
Intermodal | Accessorials Charge Inquiry

Intermodal | Accessorials Guarantee

Intermodal | Accessorials Online Payment Application

Intermodal | Billing Confirm Billing

Intermodal | Billing Void Request

Intermodal | Billing Wayhbill Creation

Intermodal | Billing Wayhbill Updates

Intermodal | Driver Assist Appointment

Intermodal | Driver Assist Billing

Intermodal | Driver Assist Can't Locate

Intermodal | Driver Assist D/L or Code

Intermodal | Driver Assist Equipment Concerns

Intermodal | Driver Assist ExpressNS Hold

Intermodal | Driver Assist General Facility Info

Intermodal | Driver Assist International Stack

Intermodal | Driver Assist Placards

Intermodal | Driver Assist Swap Ticket

Intermodal | Driver Assist Wrong Lane

Intermodal | Equipment Chassis

Intermodal | Equipment Private Container

Intermodal | Equipment Reservations Blume Reservations
Intermodal | Equipment Reservations CY Reservations
Intermodal | Equipment Reservations Reservation (TRPS)
Intermodal | General Inquiry AccessNS Support

Intermodal | General Inquiry Customer Feedback

Intermodal | General Inquiry ExpressNS Support

Intermodal | General Inquiry Gate Receipt

Intermodal | General Inquiry Request for Mktg Representative

Intermodal | General Inquiry Terminal Info

Intermodal | General Inquiry UIIA

Intermodal | Interline Partner Foreign Line Inquiry

Intermodal | Interline Partner Port Inquiry

Intermodal | Shipment Exception | Bad Order

Intermodal | Shipment Exception | Container Mate Required

Intermodal | Shipment Exception | Damage/Loadshift

Intermodal | Shipment Exception | Delays Destination
Intermodal | Shipment Exception | Delays Enroute
Intermodal | Shipment Exception | Delays Origin
Intermodal | Shipment Exception | Shipment Diversion

Intermodal | Shipment Exception | Embargo

NORFOLK SOUTHERN

12




Intermodal | Shipment Exception | Government Agency

Intermodal | Shipment Exception | Hazardous Emergency Contact | Hazardous Error
Intermodal | Shipment Exception | Hazardous Limited Quantity
Intermodal | Shipment Exception | Hazardous Other
Intermodal | Shipment Exception | Hazardous Permit
Intermodal | Shipment Exception | Hazardous Placarding
Intermodal | Shipment Exception | Hazardous Radioactive
Intermodal | Shipment Exception | Hazardous Weight
Intermodal | Shipment Exception | Holds

Intermodal | Shipment Exception | Hotlist Departure

Intermodal | Shipment Exception | Lost Shipment

Intermodal | Shipment Exception | Misroute

Intermodal | Shipment Exception | Missed Gate

Intermodal | Shipment Exception | Prioritize Grounding

Intermodal | Shipment Exception | Service Disruption

Intermodal | Shipment Exception | Shutdown Shutdown Date Shutdown Time
Intermodal | Tracing Current Location

Intermodal | Tracing ETA

Intermodal | Tracing ETD

Intermodal | Tracing ETG

Intermodal | Tracing Lot Location
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