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What Is the Client Access Portal? 
 

The Team Metalogic Client Access Portal is a w eb  sit e t hat  you can  use t o  subm it  

issues d irect ly t o  us. Inst ead  o f  p icking up  t he phone, repo r t ing t he issue, and  

w onder ing w hat  t he st at us is as t he days p rogress, you can  use t he Clien t  Access 

Po r t al t o  en t er  a service t icket  and  it  w ill go  d irect ly in t o  ou r  Service 

Managem en t  dat abase, w here w e t rack and  schedule all our  service w ork. You w ill 

be ab le t o  go  in t o  t he po r t al at  anyt im e t o  view  t he p rogress (st at us changes,  

no t es, et c) as w e w ork on  reso lving t he t icket . 
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Finding Your Way Around 
 
Logging In 
To  access t he Clien t  Access Po r t al sim p ly open  your  In t ernet  b row ser  and  

navigat e t o  w w w .m et alog icsuppo r t .co .uk. You w ill t hen  see a link on  t he m enu t o  

óClient Loginô which will take you to the Client Access Por t al log in  screen . 

You w ill need  t o  log in  using t he User  Nam e and  Passw ord  you received  in  your  

w elcom e e-m ail. 

 
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 t abs and  f eat ures t hat  appear  in  t he Clien t  Access Po r t al are con t ro lled  by 

your Secur it y Level. Fo r  exam p le, a user  w it h  t he Manager Secur it y Level w ill see 

t he Repor t s t ab  (w here he o r  she can  view  f inancial repo r t s), but  a user  w it h  t he 

Basic Secur it y Level w ill no t . 

 
Viewing Your Tickets 
When  you f irst  log in  t o  t he Clien t  Access Po r t al your  f irst  st op  is t he Ticket s area, 

w here you can  view , search  f o r , and  creat e t icket s. 

 

Finding Your Own Tickets 
The My Ticket s page is your  Clien t  Access Po r t al land ing page. All open  t icket s you 

subm it t ed  o r  are a con t act  o r  resource on  appear  on  t h is page. You can  see 

w here w e are w it h  t he issue, and  view  any no t es o r  at t achm en t s w e have added . 

You can  also  add  your  ow n  no t es and  at t achm en t s t o  t he t icket s.  

 

Finding Other Tickets 
You can  search f o r  o t her  t icket s using t he p re-con f igured  t icket  f ilt ers on  t he 

Service Request s d ropdow n  m enu and  sub -navigat ion  bar : 

 

 
 

Whet her  o r  no t  you see t he Open  Ticket s select ion  is con t ro lled  by your  Secur it y 

Level.  

 

You can  also  search  f o r  t icket s by keyw ord  o r  t icket  num ber  using t he Ticket  

Search  op t ion : 

 

 
 

  

http://www.metalogicsupport.co.uk/
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To  search  on  o t her  t icket  in f o rm at ion , per f o rm  an  advanced  search : 

 

 

 
Viewing News Items 
Wit h in  t he Clien t  Access Po r t al, you w ill no t ice t he Announcem en t  head line in  t he 

shaded  bar  at  t he t op  o f  t he page: 

 

 
 

Th is con t ains in f o rm at ion f rom  us, such  as syst em  out age no t ices o r o t her 

im por t an t  in f o rm at ion  t hat  w e w an t  you t o  know . 

 

Viewing Reports 
The Repor t s t ab  p rovides access t o  f inancial repo r t s f o r  your  com pany. Whet her  

o r  no t  you see t h is t ab  is con t ro lled  by your  Secur it y Level. 

 

 
 

Managing Users 
If  you see t he Manage t ab , you are able t o  add  and  updat e Clien t  Access Po r t al 

users: 
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Accessing the Knowledgebase 
If  you see t he Know ledgebase t ab , you have access t o  ar t icles w e have pub lished  

in  our  com pany's Know ledgebase. 

 

 
 

You can  search  t he Know ledgebase using t he Search  Know ledgebase m enu 

op t ion : 

 

Accessing Custom Links 
The Cust om Links t ab  p rovides a d rop -dow n  m enu f o r  help f u l links t hat  w e have 

p rovided  f o r  you: 
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Working with Tickets 
When you have an  issue t o  repo r t  t o  us, you can  subm it  a "service t icket " t h rough 

t he Clien t  Access Po r t al. 

 

The t icket  w ill go d irect ly in t o  one of  our  IT m anagem en t  queues, w here it  can be 

im m ed iat ely p r io r it ised  and  assigned . 

 

What Is a Service Ticket? 
A service t icket  is t he shared  reco rd  o f  t he issue you are having. A service t icket  

in it ially includes only t he in f o rm at ion you en t er  - a t it le, a descr ip t ion  of  t he 

issue, t he p r io r it y, answ ers t o  any f o llow -on  quest ions, and  your  con t act  

in f o rm at ion . Af t er  w e receive t he t icket , assign  it , and  begin  t o  w o rk it , t he t icket  

m ay also  include add it ional in f o rm at ion , such  as t he resource assigned , hours 

w o rked , and  no t es t hat  have been  added . 

 

Tracking the Ticket 
You can  t rack t he st at us o f  t he t icket  by logging in  t o  t he Clien t  Access Po r t al, 

f ind ing t he t icket , and  review ing t he no t es and  o t her  in f o rm at ion  t hat  have 

been  reco rded . You w ill be ab le t o  see t he cur ren t  st at us and , depend ing on  how  

w e have con f igured  your  po r t al , w ho  has been  assigned  and  t he hours t hat  have 

been  w orked . 

 

Working With a Ticket in Client Access Portal 
Take t he f o llow ing st eps t o  w o rk a t icket  in  t he Clien t  AccessPor t al.  

 

¸ Creating a Ticket: When  you f ind  you have an  issue t o  repo r t  t o  us, creat e a 

service t icket . Th is is a qu ick and  easy p rocess. You w ill com plet e a f ew  f ields, click 

Subm it , and  t he issue goes d irect ly t o  us. 

 

¸ Finding and Viewing Tickets: When  you f irst  en t er  t he po r t al, you w ill f ind  

yourself  in  t he Service Ticket s m odule, w here you can  easily f ind  t icket s using a 

var iet y o f  search  m et hods. By def ault , a list  o f  open  t icket s t hat  you have creat ed  

appears.  

 

¸ Adding a Ticket Note: Ticket  no t es are used  t o  t rack in f o rm at ion , updat e t he 

st at us o f  t he associat ed  en t it y and  com m un icat e w it h  in t ernal and  ext ernal 

resources.  

 

¸ Adding an Attachment to a Ticket: You can at t ach  a f ile t o  t he t icket . Th is is a great  

w ay t o  add  suppo r t ing docum en t at ion  f o r  t he issue, such  as a screensho t  o f  an 

er ro r  m essage o r  a Word  document. 

 

¸ Printing a Ticket: You can  p r in t  one o r  m ore t icket s f rom  any page on  w h ich  you 

are view ing t icket s.  

 

¸ Exporting Ticket Data: You expo r t  t icket  dat a f rom  one o r  m ore t icket s t o  Excel, 

CSV,o r  PDF. 
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Submitting a Service Ticket 
You can  subm it  any request  f o r  service t o  us t h rough  t he Clien t  Access Po r t al 

using a service t icket . Fo r  inst ruct ions on  creat ing and  subm it t ing a t icket , read  

on  below . 

 

To Create and Submit a Service Ticket 
 
1. Click t he Service Ticket s t ab  and  select  New Service Ticket. The Service Request  

Ticket  page opens: 

 

 
2. En t er  t he f o llow ing in f o rm at ion : 

 

Field Description 
Request  
Type  

 

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

 

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

Any ticket User -Defined Fields (UDFs) that have been added and set to display in 
Client Access Portal will appear in this section.  

Contact  
Information  

Select a ticket contact, if it is someone other tha n yourself. This is the person that 
we will contact if we need additional information.  

 
Field Description 
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3. Click Save w hen  you are f in ished  t o  subm it  t he Service Ticket . The t icket  w ill go  

in t o  t he assigned  queue in  our  dat abase, w here it  w ill be review ed , assigned , and  

w orked  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 f ind  and  view  service t icket s t o  check p rogress and see w here w e 

are w it h  t he issue. When  you f irst  access t he Clien t  Access Po r t al you are in  t he My 

Ticket s view  and  w ill see a list  o f  all  your  open  t icket s. You can search  f o r  a 

specif ic t icket  o r  so r t  t icket s using t he po r t als p re-con f igured  search  f ilt ers 

. 

Finding a Ticket 
There are several w ays t o  qu ickly nar row  dow n  t he list  o f  t icket s t o  help  you f ind  

t he one you are looking  f o r : 

 

¶ Click My Tickets t o  view  a list  o f  all open  t icket s t hat  you creat ed  o r  are a  

con t act  f o r . 

 

¶ Click Open Tickets (appears f o r  m anager  and  adm in ist rat o r  secur it y levels 

on ly) t o  view  a list  o f  all open t icket s f o r t he accoun t  and any ch ild  

accoun t s. 

 

¶ Click Recently Completed Tickets t o  view  a list  o f  t icket s t hat  w ere m arked  

w it h  a st at us o f  Com p let e w it h in  t he last  7 days. 

 

¶ Click Ticket Search t o  search  f o r  a specif ic t icket  by keyw ord  o r  t icket  

num ber , o r  conduct  an  "Advanced  Search " t o  search  by Creat ed  By, Ticket  

Con t act , Creat e Dat e, and /o r  Ticket  St at us. 
 
 

Viewing Tickets 
 
Understanding the Ticket View 
Af t er  you conduct  a search  and  result s are r et urned , you w ill see a t w o -paned  

in t er f ace t hat  let s you  easily scro ll t h rough  t he t icket s: 
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Scrolling through the List 
Scro ll t h rough  t he list  o f  t icket s using t he ar r ow  but t ons at  t he bo t t om  of  t he 

t icket  list . 

 

Opening a Ticket 
Single-click a t icket  in  t he list  and  t he t icket  appears on  t he r igh t , w here you can 

view  t he det ails, add  no t es and  at t achm en t s, and  p r in t . 

 

OR 

 

Doub le click t he t icket  t o  open  it  in  it s ow n  w indow . You can  also  view  t he det ails, 

add  no t es and  at t achm en t s, and  p r in t  in  t h is view . 

 

Viewing/Printing/Exporting Multiple Tickets 
The Pr in t /Expo r t  view  let s you view  t he en t ire list  o f  t icket s cur ren t ly d isp laying 

in  t he lef t  pane.  

 

Working on Tickets 
You can  t ake t he f o llow ing act ions on  a t icket  in  t he Clien t  Access Po r t al: 
 

¶ Add ticket notes 

¶ Add ticket attachments 

¶ Print an individual ticket 

¶ View Knowledgebase articles related to the tickets 

 

Adding a Ticket Note 
Ticket  no t es are used  t o  t rack in f o rm at ion , updat e t he st at us, and  com m un icat e 

w it h  in t ernal and  ext ernal resources and  cust om ers. All no t es suppo r t  em ail 

no t if icat ion , w h ich  allow s you t o  send  t he t ext  o f  t he no t e t o  select ed  

ind ividuals. No t es can  also  include at t achm en t s. All no t es are t im e st am ped .  

 

To Add a Ticket Note 
 

1. Find  t he t icket  t o  w h ich  you w ould  like t o  add  a no t e.  

 

2. In  t he Ticket  Preview  pane, click Add Note (o r  alt ernat ely open  a t icket  in  a 

separat e w indow  and  click Add Note). 
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3. The Add  No t e w indow  opens: 

 

 
 

4. Type a Title f o r  t he no t e. Make sure it  is a good , descr ip t ive in t roduct ion  t o  

t he in f o rm at ion  covered  in  t he no t e. 

 

5. In  t he Note box, t ype t he con t en t s of  t he no t e. 

 

6. Select  t he Notify the resources on this ticket check box if  you w o uld  like t he 

t icket  resource(s) t o  receive an  em ail no t if icat ion  t hat  t he no t e has been 

added . 

 

7. Click OK t o  add  t he no t e. Any resource on  t he t icket  (at  your  com pany o r  

ours) w ill aut om at ically  be no t if ied  via em ail. If  you select ed  t he Notify the 

resources on this ticket op t ion , t hat  person  w ill also  be no t if ied  via em ail 

t hat  t he no t e w as added .  

 

You can  view  t he no t e in  t he t icket 's Work Hist o ry in  t he t icket 's p review  

pane in  t he po r t al: 

 

 

 
  


