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What Is the Client Access Portal?

The Team Metalogic Client Access Portal is a web site that you can use to submit
issues directly to us. Instead of picking up the phone, reporting the issue, and
wondering what the statusisasthe days progress, you can use the Cient Access
Portal to enter a service ticket and it will go directly into our Service
Management database, where we track and schedule all our service work. You will
be able to go into the portal at anytime to view the progress (status changes,

notes, etc)aswe work on resolving the ticket.
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SelfServe, our online service and Support management

. system, as well as articles and how-to's, useful support H
documents, essential downloads and remote support tools \. ’ }

e, that allow us to diagnose and work on your system remotely l
3s and when required, ‘

wledge Base

In order to provide you with an efficient support service w

support by logging a support ticket from within the Self Serve a
Self Serve is our online support system that we use to lo

call that comes in to our helpdesk. By
submit a ticket to us for support/as:
you. Each user within your company/organisat
usemame and pass
address and the password would initially have been set to your Contract

Number

we will also have provided our main contact within your organisation with a
company login that will provide access to all open and historical calls for all users ‘
within your company/organisation. \
Self Serve is the fastest, most efficient means of requesting support or assistance from |
us, technical or otherwise. If your query relates to any of the services offered within |
your Service Level Agreement you should always try to use Self Serve to log ]yHuP

request. You will be automatically assigned 3 reference number and the call wil .

prioritised according to urgency and the response times detaled within your Service

Level Agreement.
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Finding Your Way Around

Logging In

To access the Client Access Portal simply open your Internet browser and

navigate to www.metalogicsupport.co.uk. You will then see alink on the menu to

6Cl i ent Logind which wil l sPoraskleginyscceen.t o t he Cl i ent
You will need to login using the User Name and Password you received in your

welcome e-mail.

TIP: On ce you are in the portal, you can cha ng e your password to one that is easy for you to remember.

Security Levels and What You Can See

The tabs and features that appear in the Cient Access Portal are controlled by
your Security Level. For example, a user with the Manager Security Level will see
the Reportstab (wWhere he or she can view financial reports), but a user with the
Basic Security Level will not.

Viewing Your Tickets
When you first login to the Client Access Portal your first stop isthe Tickets area,
where you can view, search for, and create tickets.

Finding Your Own Tickets

The My Tickets page isyour Client Access Portal landing page. All open ticketsyou
submitted or are a contact or resource on appear on this page. You can see
where we are with the issue, and view any notes or attachmentswe have added.
You can also add your own notesand attachmentsto the tickets.

Finding Other Tickets
You can search for other tickets using the pre-configured ticket filters on the
Service Requestsdropdown menu and sub-navigation bar:

Sorvice Tickets Projects Rieports Mg Erossdedoebase Cusbom Links
Mewe Service Ticket Ih'ry‘ru:irds Opston: Tickeds Reecertly Completed Tickets I Tickest Search

Whether or not you see the Open Tickets selection is controlled by your Security
Level.

You can also search for tickets by keyword or ticket number using the Ticket
Search option:
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To search on other ticket information, perform an advanced search:

Service Tickets Projects Reports Manage Krowdedgebase Custom Links
New Service Ticket My Tickets Open Tickets Recently Completed Tickets Ticket Search
Announcement: Notice of Planned Systemn Outage [Mre]

Advarved Sexch
Keyword or Ticket Nurber
[ Priot or Export Show |25 ™ Records
0 tickets
TICKEY STATUS CREATEDATE W

Augotack Service Desk - Ticket Search

(By filing in the desired oteris sbove and cliching on the search
Burton you will generate & bt of tickets that meet your sslected
critenia.)

Viewing News Items
Within the Client Access Portal, you will notice the Announcement headline in the
shaded bar at the top of the page:

Service Tickets: Projects Feports Manage Ersdedoetiase Custom Links
NewService Tiket My Tihets  OpenTidsts  Recently Completed Tikets  Tickat Search
Announcement: Notice of Plarred System Ouage [More] |

1]
Advanded Saarch

Kiywrard or Tickst Number
|

This contains information from us, such as system outage notices or other
important information that we want you to know.

Viewing Reports
The Reportstab provides access to financial reports for your company. Whether
or not you see thistab iscontrolled by your Security Level.

Service Tidets Projects Reports [ Knowdadgebase Cusham Links
New Froject [esus My Projects  Invoices }thl:t Team
Announcement: Hotice of Plann Bk Hours Report

Managing Users
If you see the Manage tab, you are able to add and update Cient Access Portal
users:

Sarvice Tickets Projects Repaorts Manage Knowdadgabase Custom Links:
New Service Tickst My Tickets Opan 1 Users  moently Complsted Tickets Ticket Search
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Accessing the Knowledgebase

If you see the Knowledgebase tab, you have accessto articleswe have published
in our company'sKnowledgebase.

Service Tickats Projects Reports Mg Kruwdedgebase Custoem Lirks
INew Service Tickst My Tickets Cpen Tickets Recen  Search Knowledgobase st Search
}
Announcenment: Notice of Planned System Outage [More]

You can search the Knowledgebase using the Search Knowledgebase menu
option:

Accessing Custom Links
The CustomlLinks tab provides a drop-down menu for helpful links that we have
provided for you:

' Service Tickets Projects Reports Manage Knowdedgebase Custom Links
\mws-mm My Tiksts  OpenTickets  Recently Completed Tidhets  Mirosoft Support

Announcement: Notice of Planned System Outage [More] Demclaghx Web Ske
QuickBooks Support
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Working with Tickets

When you have an issue to report to us, you can submit a "service ticket" through
the Client Access Portal.

The ticket will go directly into one of our IT management queues, where it can be
immediately prioritised and assigned.

What Is a Service Ticket?

A service ticket isthe shared record of the issue you are having. A service ticket
initially includes only the information you enter - a title, a description of the
issue, the priority, answers to any follow-on questions, and your contact
information. After we receive the ticket, assign it, and begin to work it, the ticket
may also include additional information, such as the resource assigned, hours
worked, and notesthat have been added.

Tracking the Ticket

You can track the status of the ticket by logging in to the Client Access Portal,
finding the ticket, and reviewing the notes and other information that have
been recorded. You will be able to see the current statusand, depending on how
we have configured your portal, who has been assigned and the hoursthat have
been worked.

Working With a Ticket in Client Access Portal

Take the following stepsto work aticket in the Client AccessPortal.

Creating a Ticket: When you find you have an issue to report to us, create a
service ticket. Thisisa quick and easy process. You will complete afew fields, click
Submit, and the issue goesdirectly to us.

Finding and Viewing Tickets: When you first enter the portal, you will find
yourself in the Service Tickets module, where you can easily find tickets using a
variety of search methods. By default, alist of open ticketsthat you have created
appears.

Adding a Ticket Note: Ticket notes are used to track information, update the
status of the associated entity and communicate with internal and external
resources.

Adding an Attachment to a Ticket: You can attach afile to the ticket. Thisisa great
way to add supporting documentation for the issue, such as a screenshot of an
error message or a Word document.

Printing a Ticket: You can print one or more ticketsfrom any page on which you
are viewing tickets.

Exporting Ticket Data: You export ticket data from one or more tickets to Excel,
CSV,or PDF.
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Submitting a Service Ticket

You can submit any request for service to us through the Client Access Portal
using a service ticket. For instructions on creating and submitting a ticket, read

on below.

To Create and Submit a Service Ticket

1. Click the Service Ticketstab and select New Service Ticket. The Service Request
Ticket page opens:

EHseve  [Esoesdcose B Ssvesndeseew €3 Concel

2. Enter the following information:

Request Type *
Printer Problem
TRl *

Description *

Follow-On Quastions
Make and Model?

Is an exvor code dsplayed?

‘What have you tried so far?

Additional Information

Location 1o résclve the Hekat

Contact Information

Priority *
V| | (Select) -

Field Description

Request Select a Request Type for the issue. These are issue templates that we have setup

Type to make it easy for you to report the issue and for us to gather the information we
need from you up front. The Request Type will also determine which of our IT
queues the issue will go to. This helps us assign the correct people, as quickly as
possible, to resolve your issue.

Priority Select a priority for the issue. Options include the priorities we have set up in our
Service Management database.

Title Type a title for your service ticket. Make this title as clear as possible to
communicate your issue . For example, "Printer Not Working", "Main Production
Server Is Down," "Virus warning appearing on marketing desktops."

Description Type a description of the issue. Include as much detail as you can, including what
the problem is, how to replicate the is sue (if applicable), and any other important
details.

Self-Help Only appears if our Knowledgebase is available for your company. Click the Self-Help button
to access articles in the Knowledgebase that relate to the new Service Request you
are creating and  which might help you solve your issue.

Follow -On Answer any follow -on questions that appear. Not all Request Types will have

Questions guestions. These are used to help us gather important information from you up
front, so we can begin working on the i ssue as quickly as possible.

Additional Any ticket User -Defined Fields (UDFs) that have been added and set to display in

Information Client Access Portal will appear in this section.

Contact Select a ticket contact, if it is someone other tha n yourself. This is the person that

Information we will contact if we need additional information.
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3. Click Save when you are finished to submit the Service Ticket. The ticket will go
into the assigned queue in our database, where it will be review ed, assigned, and
worked on.

TIP: You can ch eck the status of your ticket any time through the portal, using the My Tickets, Op en
Tickets, or Find Tickets  search options.

Finding and Viewing Service Tickets

You can easily find and view service ticketsto check progress and see where we
are with the issue. When you first accessthe Client Access Portal you are in the My
Tickets view and will see a list of all your open tickets. You can search for a
specific ticket or sort ticketsusing the portals pre-configured search filters

Finding a Ticket
There are several waysto quickly narrow down the list of ticketsto help you find
the one you are looking for:

1 Click My Tickets to view a list of all open ticketsthat you created or are a
contact for.

1 Click Open Tickets (appears for manager and administrator security levels
only) to view a list of all open tickets for the account and any child
accounts.

1 dlick Recently Completed Tickets to view a list of tickets that were marked
with astatusof Complete within the last 7 days.

i Cdlick Ticket Search to search for a specific ticket by keyword or ticket
number, or conduct an "Advanced Search" to search by Created By, Ticket
Contact, Create Date, and/or Ticket Status.

Viewing Tickets

Understanding the Ticket View
After you conduct a search and results are returned, you will see a two-paned
interface that letsyou easily scroll through the tickets:

_ e DA S P PO o | @i

Service Tickets Projacts Repoets Manage Knovdedgebase Custom Links
New Service Ticket My Tickets Open Tickets Recently Completed Tickets Tickat Search
Announcement: Notice of Planned System Outage [Maore]

;3 Print or Export Show 26 % Records T20081204.0006 - Web Server Seems Slow

15 tickets where...
D adinote & addaachment & proe
Request Type Create Date Status

TICKET STATUS CREATEDATE w &

ks Cinsibi & R 1240572008 Server Problem 12/04/2008 01:57 PM In Progress
T20081209.0001 - Office 2007 Traning Ticket Contact Created By
Phoenix Conating Grop  InProgress  12408/2008 Lo dobey Les, John
T20081208.0003 - Network Configuration Work ML
Phoentx Consubing Growp  In Progress 1240872008 Resource Name
T20081208.0002 - Network Setup
Description
Phoenix Consuking Group In Progress 1240872008
T20081208.0001 - Virus Lipdat
= - Web Server Seems Slow Sef-Hep
Phosnix Consuking Group  In Progress 1240712008 -
T20081207.0008 - Network Configuration Our web server seeens slow lately. We have recerved several customer comments on this.
Phoenix Corsaing Growp I Progress 1240742008 Follow On Questions.
T20081207.0007 - Servee Setup Work Needed PTG e
ot = Q: Which Server ls 1t? A: Web Server
Phoentx Consulting Group In Progress 1240572008 Q: Where & Rt locasted? A: Mosted
T20081205.0001 - Server Is Down

Priorty:Medum
Phoenix Consubing Group  Under Review  12/04/2008 i
T20081204.0007 - New IT Manager Needs Server Trainng

Phoentx Consuking Group I Progress. 120472008
T20081204.0006 - Web Server Seems Slow Work History
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Scrolling through the List
Scroll through the list of tickets using the arrow buttons at the bottom of the
ticket list.

Opening a Ticket
Single-click a ticket in the list and the ticket appears on the right, where you can
view the details, add notesand attachments, and print.

OR

Double click the ticket to open it in itsown window. You can also view the details,
add notesand attachments, and print in thisview.

Viewing/Printing/Exporting Multiple Tickets
The Print/Export view lets you view the entire list of tickets currently displaying
in the left pane.

Working on Tickets

You can take the following actionson aticket in the Client Access Portal:

1 Add ticket notes

1 Add ticket attachments

1 Print an individual ticket

1 View Knowledgebase articles related to the tickets

Adding a Ticket Note

Ticket notes are used to track information, update the status, and communicate
with internal and external resources and customers. All notes support email
notification, which allows you to send the text of the note to selected
individuals. Notes can also include attachments. All notesare time stamped.

To Add a Ticket Note

1. Find the ticket to which you would like to add anote.

2. Inthe Ticket Preview pane, click Add Note (or alternately open aticket in a
separate window and click Add Note).

T20081024.0003 - Completely Insignificant Issue Not Even Worth Reporting

Aymw & Prirt

Request Type Create Date Status
General Request 1072472008 04:41 PM New
Ticket Contact Created By

B fiob Basic,Bob
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3. The Add Note window opens:

Service Request Ticket:TZ0090318.0001

Titha ®

Note ™

D bokily the resources on this ticket

| Ok | | Cancel

4. Type aTitlefor the note. Make sure it isagood, descriptive introduction to
the information covered in the note.

5. Inthe Notebox, type the contentsof the note.

6. Select the Notify the resources on this ticket check box if you would like the
ticket resource(s) to receive an email notification that the note has been
added.

7. Click OK to add the note. Any resource on the ticket (at your company or
ours) will automatically be notified via email. If you selected the Notify the
resources on this ticket option, that person will also be notified via email
that the note wasadded.

You can view the note in the ticket's Work History in the ticket's preview
panein the portal:
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