
Correct solutions 
The Smart IT Company ™ 

Customer 
Portal 

CASTLE HILL  |  METRO  |  NARELLAN 
info@correct.com.au 
www.correct.com.au 

Ph: 02 8831 8200 
Fax:  02 8831 8299 

 



Contents: 
 

www.correct.com.au 02 8831 8200 

Correct Solutions - Support Portal 

|  Page 2  | 

Page: Contents: 

3 
 
3 
 
4 
 
4 
 
6 
 
6 
 
7 

Introduction 
 
Logging onto the support Portal 
 
Navigating the Support Portal 
 
Creating a Service Entry 
 
Updating Service Entries 
 
Set upðThe ñAll Usersò and ñMy Accountò Links 
 
Invoice Search 

 
 



Correct Solutions has a Practice Management System called ConnectWise that manages the procedures and scheduling of 
all of our clientôs service tickets. The Correct Solutions Support Portal is our clientôs window into that world. It allows our    
clients to log in, create support requests, view and update the status of existing support requests and download invoices.  
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 Administrators have    
jurisdiction over the users based at their nominated site.  They can view and update the status of all jobs relating to that site. 
 
Finance level will allow users to view and download invoices that have been generated by our Practice Management        
Software. Company Administrators have jurisdiction over the entire companyôs entries and can view all service tickets as well 
as all finance particulars. 
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Logging onto the Support Portal: 
 
Click on or type the following URL: https://support.correct.com.au/support 
 
You will need a username and password which you can request at anytime by emailing support@correct.com.au.  Note that 
this is not your normal ñWindows Credentialsò - ie the username and password you use to log into your network.   

If you experience any difficulties logging onto the system please contact our Help Desk for assistance. 
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Navigating the Support Portal: 
 
The landing page of the Portal has the following features: 
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Current statistics regarding support requests - userôs can monitor the number of 
open requests and the totals for the month and year to date.  

Searchable Ticket Summary list -  
Displays a list of your open tickets 

Navigation Bar  

Login Details 

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

 

Click on the New Ticket link in the Navigation Bar. This will 
bring up a number of fields which you are required to    
complete. 
 
The first step is to nominate what type of issue you are  
having.  Choose from the following options: 
 

I canôt access files and/or files on the network 
I have a problem with my PC/Laptop 
I have printer problems 
My PDA/Blackberry is broken 
Need to setup a new user 
Otheré 

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

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 you are having. The 
more information you can give us here will help us to efficiently prioritise and diagnose the problem.  
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Service Entry (Cont): 
 
In the detailed description of Problem field, provide as much information as you can regarding the issue you are having. The 
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 problem - what 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? 
If itôs a printing issue, can you print to another printer? 

 
Ticking the Emergency box - Emergency / Urgent conditions would be: 
 

Server down 
Main accounting computer down and payroll canôt be sent 
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 next section on  
Updating Service Entries).  To return to the Ticket Summary click ñList Ticketò from the Navigation Bar.   
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Your new Service Entry will now appear here, with a ticket reference number.  Use this ticket number whenever you are   
making an enquiry via the phone or leaving a phone message relating to that particular job. You will be able to view all      
Service Entryôs relevant to your access level: 
 

Standard - all Service Entries belonging to that user 
Site Administration - all Service Entries relating to that userôs site 
Finance - Can view Companyôs invoices as well as their own Service Entries and any 
Service Entries of userôs below their access level. 
Company Administration - all 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 header, or sort by 
status by clicking the Status header and so on. You can also search the Summary field by using Wildcards; i.e. *virus* or 
*upgrade* and bring up all the tickets containing the wildcard search item. 

Sort fields by clicking on the header 

*Wildcard Search* 

Monitor the status of your Service Entries 



Updating Service Entries: 
 
Userôs can view and update their Service Entries. From the Ticket List, click 
on the ticket that you wish to view or update. 
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The ñMy Account and ñAll Usersò links grant 
Company and Site Administrators control over 
who can access the Support Portal and what 
level of access they have within the portal, as 
well as their own login information. 
 
To create a new member, click All Users, then 
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.   

Set up - The òAll Usersó and òMy Accountó Links 

The Problem Description will detail all of the 
entries made by the User. 
 
To add updates you can enter further            
information into ñAdd to Problem Descriptionò. 
 
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. 
 
Userôs can upload documents (such as 
screenshots or other supporting paperwork) 
by clicking on the Add New Document link. 
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Invoice Search: 
 
Depending on the access level, Users can search for and download PDF versions of invoices that have been generated in 
our ConnectWise system.  


