info@correct.com.au
WWW.correct.com.au

‘FV correct solutions

The Smart IT Company ™

I ":‘I |,~I(|H

Cl

CASTLE HILL | METRO | NARELLAN

l"-

Ph: 02 8831 8200
Fax: 02 8831 8299



Correct Solutions - Support Portal

Contents:

Contents: Page:
Introduction 3

Logging onto the support Portal 3

Navigating the Support Portal 4

Creating a Service Entry 4

Updating Service Entries 6
SetupThe AAIIl Userso and AMy Accoumt o Lir
Invoice Search 7

www.correct.com.au | Page 2 | 02 8831 8200

g'o'f,,"’c‘;;-‘f,"ﬂ‘},,’ ()' TREND, SISCCirsiiis @ vmware: “sme; . f) @BackupAssist’ Leg rand S\ STORAGECRAFT. [
Perenes wiere [T (D Webspy ?. iy il speciaist

nnnnnn



Correct Solutions - Support Portal

Correct Solutions has a Practice Management System called ConnectWise that manages the procedures

al | of our cliento6s service ti

cket s.

The Cor drec

clients to log in, create support requests, view and update the status of existing support requests and do

Administrators with log in credentials can set access levels for other members.

The access levels for members are as follows:

Standard

Site Administration
Finance

Company Administration

Standard Users can create support requests and view and update the status of their requests. Site Adr
jurisdiction over the users based at their nominated site. They can view and update the status of a#ligbs rel:

Finance level will allow users to view and download invoices that have been generated by our Practic

Software. Company Administrators

as all finance patrticulars.

Logging onto the Support Portal:

Click on or type the following iRE://support.correct.com.au/support

have

jurisdicti

You will need a username and password which you can request at anytirmeppy e@ailingct.com.lote that

this i s not your -edheosarhaméan passwovdsyou Gse © tbg intd youa hesvork.
'_@Custumer Portal - Windows Internet Explorer g@
@—n - |§, https: [ fsuppart, correck com. aufvd_6_release/servicesisyskern_iofPartal/Default, aspx [V] % | || % L |-

8 - o [PF
w o [@Custnmer Portal

f2- B

=

[ I{}: - v v i Favarites - 'q:fj' PCHealth 88 Spaces ~ (= = &5{100 - i3 Blocked (160 - B - I@I -

- . >
s - |-k Page ~ (i Tools -

correct
solutions

¥

—

Erriail:

Password:

@

Forgot your password? Click here to have it emailed to you.

Contact us
02 8831 8200
+61 2 8831 8200

If you experience any difficulties logging onto the system please contact our Help Desk for assistat
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Navigating the Support Portal:

The landing page of the Portal has the following features:

N —— - o »
w R [@Customer Portal l l @ - B fy - |k Page + {CF Tools ~

. . Contact us
Login Details 02 8831 8200
+61 2 8831 8200

Logged In As

John Smith

Log Out
Page 1 of 1 Add  Search Clear

Ticket# Summary Type Contact Entered Status

53847 My computer isl%h\ John Smith 17/10/2008 Closed
Searchable Ticket Summary list -

Displays a list of your open tickets

Our Statistics

Open Requests 0
Total: This Month 0
Total: This Year 0

Navigation

Current statistics regarding supportrequests-us er 6 s can monitor the n
open requests and the totals for the month and year to date.

Service
New Ticket
List Tickets
Knowledge Base

Invoicing

Search Invoices

Navigation Bar

Creating a Service Entry:

A request for support lodged via our Support Portal is known as a Service Entry. It creates a ticket directl
Management System which shows up at our end immediately.

correct
N solutions

Click on the New Ticket link in the Navigation Bar.

bring up a number of fields which you are requ
complete.

[ saveChanges | [ Refresh | [ Signoff Form |nours worked Intemaly: |0
New service record for The Tree of Life

Our Statistics

Open Reguests 0

The first step is to nominate what type of issue YSLmAFE: e
having. Choose from the following options: Contact:

Phone: Ext:
Navigation - - -
e | cano6t access files TS n—t-he net wc
. | have a problem with my PC/Laptop = nits
° | have prlnter prOblemS Search Invoices City: Castle Hill
State: MNSW

. My PDA/Blackberry is broken
. Need to setup a new user
. Ot her é

Post Code: 2154

Reqd Date: Emergency: []
PO Number:

Summary:

Then fill out the other details making sure that the
is the address of the site at which the problem is log
your accounting procedures require a Purchase
number to be applied on invoices for services, e
Purchase Order number in the field provided.

Description of Problem:

The summary line is there for you to provide a brief description of the problem you are having.

In the detailed description of Problem field, provide as much information as you can regarding the issue yo
more information you can give us here will help us to efficiently prioritise and diagnose the problem.
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Correct Solutions - Support Portal

Service Entry (Cont):

In the detailed description of Problem field, provide as much information as you can regarding the issue yo
more information you can give us here will help us to efficiently prioritise and diagnose the problem.

Answer as many of these questions as possible:

. Detailed description of the prellbat is happening?

. Is this problem affecting only you, a few people or everyone?

. Does this stop you from doing your job?

. What were you doing when the problem came up?

. What other programs were open?

. When was your computer last shutdown/restarted?

. Does the problem reoccur? Can you replicate the problem?

. Is the issues stoping the company for functioning, is this a systems down?

. I f itds a printing issue, can you print to anc

Ticking the Emergency-liorergency / Urgent conditions would be:

. Server down

. Main accounting computer down and payroll —canf¢
. Any other Critical issue effecting your business operations

Please only select this box in a real Emergency. This helps us solve critical issues promptly.

Supporting Documents such as screenshots can be added once the ticket has been saved. (Refer to the
Updating Service Entries). To return to the Tic

Navigation

) Page 1 of 1 Add  Search Clear
Service

e Ticket# Summary Type Contact Entered Status
TmewiesesBhze *Wildcard Search* /
Invoicing P
o Search Invoices BE585 Access to Downstairs Pri Johin Smith 17/4/2003  New (portal)
up
My Account 53847 My computeris in d with ... John Smith 7f10/2008 Closed
All Users
Options . . . . . .
Sort fields by clicking on the header Monitor the status of your Service Entries

Your new Service Entry will now appear here, with a ticket reference number. Use this ticket number w
making an enquiry via the phone or leaving a phone message relating to that particular job. You will be
Service Entryds relevant to your access | evel

. Standaredall Service Entries belonging to that user

. Site Administratiem| | Service Entries relating to that wu
. FinanceCan vi ew Companyo0s invoices as well as the
. Service Entries of useroés below their access |
. Company Administratiaih Service Entries for the entire company

You can sort entries by field; for example, a user can sort tickets by contact by clicking on the Contact h

status by clicking the Status header and so on. You can also search the Summary field by using Wildcar
*upgrade* and bring up all the tickets containing the wildcard search item.
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Updating Service Entries:

Userd6s can view and
on the ticket that you wish to view or update.

update t

Page 1 of 1 Add  Search Clear

Ticket# Summary

Type

he

Access to Downstairs Printer

[ Save Changes

] [ Refresh ] I Signofi Form

Hours Warked Internaly: 0

TheProblem Description will detail all of the
entries made by the User.

Ticket # 56585

To add updates you can enter furflt

F==

Last Updated: Fri Apr 17 16:36:22 UTC+1000 2009 by website

Description:
/04/2009/4: 36 PM/ John Smrthjuhnsmrth@treeuﬂrfe cum (portal) I need to be able to print to the network printer

Status: PO;

Summary: Access to Downstairs Printer

information i nto A &EdLEIErIEIOHE EmiIDeE ST e Pt o o .
. . . Add to Problem Description:
The Resolution details are all the entries
made by the Correct Solutions Technician
working on the issue. The entries are date
stamped and initialled by the technician, ___
esolution:
Userds can wupload™§6%Cuments (such as

screenshots or other supporting paperwork)
by clicking on tAdd New Document link.

Documents Add MNew Document

N

Setup-The OAlIIl Usersdé and oMy Accountdé Links
The AMy Account and AAl T seror sem cenCuatonsa
Company and Site Administrators contrglaver Contact Emal FRILL LS
who can access the Support Portal ang™""" I S ——— .
level of access they have within the por]  uewmeke Benny Lane penny @treeofife.com 3
well as their own login information. oo
nyoicing

Search Invoices
Setup

Wy Account
All Users

To create a new member, click All Users
the Add New User link.

Select the security level of the user. You can
set an access level equal to or less than your
own. The Primary address field is a required
field and will be the address that the new
member uses to log into the Portal.

To manage existing members, click on the
member from the list under All Users. You
can change password details, security levels
etc as well as disabling a login when an
employee leaves the company.
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[ save Changes ][ Refresh

Company Admin ||
Last Updated: 17/10/2008 3:50:11 PM by KKT - pany —
Basic - Do Mot Use

Smith |
Standard

Site Admin
4— F

] This user's login is disabled.

Name: John

Password: ~ |***

Security Levet | Company Admin |

Email: johnsmith@treeofiife.com * This is the default email address that wil be used for login
Home Email

Private Email:

Cel:
Direct:

Home:

BERE

Pager:

Fax:

BB

Fax/Home:

02 8831 8200
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Correct Solutions - Support Portal

Invoice Search:

Depending on the access level, Users can search for and download PDF versions of invoices that have b
our ConnectWise system.

Navigation
Service
New Ticte Page 1 of 1 Search Clear
List Tickets Humber Type Date Amount Status

Knowledge Baze

Iny0icTT
¥ Search Invoices

By Accourt 104093 Standard 18/2/2009 $0.00 Closed

All Users
Options

www.correct.com.au | Page 7 | 02 8831 8200

Mic’osoft_ Business Partner

(J) TREND. Ecosrerins @ vm f,) Backuphssist” Legrand STORAGECRAFT. R
%{:;'F'H) g M1CRO ware [ﬁ] websgy 9, g G st RIAGELRALY zmlaﬁ;’t‘m“‘

......



