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1.1 Customer Service Portal

1 2 3

Click “Open a New 
Case” to create a 
new case

Click “My Open 
Cases” to view all 
active Cases

Click “All Cases” to 
view all Cases, 
regardless of status

INC

IMPORTANT NOTE : For past tickets the ticket number matches the old ticket number with the addition of CS00xxx in front of it. You 
can search for an old ticket using “*Ticket number” in the Number field.
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1.2 Open a New Case 

1

3

Upon clicking “Open a New 
Case”, the user will be 
redirected to the Case Form

Fill in all the fields and 
click “Submit”

Note: Mandatory fields are 
marked with a red asterisk

You can add an attachment by 
clicking on the paper clip icon 
“Add attachments”

2

Choose among the following types:
- Change (to be selected only in cases of 

system upgrade, add Ons & new industry 

solutions)
- Enhancement (new request)
- Complaint (bug-fixing)
- Project (new project)
- Support (support issues)
- Training (training issues)
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1.3 Approval from the ERP Manager

Note: The ERP Manager will also receive 
a notification.

Some companies require an 
initial approval from the ERP 
Manager The Approval will be requested 

automatically when a customer 
creates a Case and is part of one of 
those companies

In those Cases, the 
initial State will be 
“Not Released”

The ERP Manager can access their 
pending Approvals through the 
Customer Service Portal

On the header menu, click “Notification” > “View all 
notifications”

1

2
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1.3 Approval from the ERP Manager

Click on the Approval 
(Case ID Number)

On the Approval form page, click on 
“Approve” or “Reject” in order to 
approve or reject the Case

1 3

You can view the relevant case by 
clicking on “Open Case”

2
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2.1 Review the Case

Upon submitting the Case, the user will be 
redirected to the Case form 

You can view submitted details by 
clicking on ‘Submitted form’
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2.1 Review the Case 

Click on the ID Number of the Case to open it  

Review the case by clicking on “My Cases” 
in the Customer Service Portal header menu

2

1
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2.1 Review the Case 

Unique ID Number

If a reschedule has been 
requested, it will show up 
here

When this Case 
was Canceled

When this Case 
was Closed

When this Case 
moved to 
“Delivered”

When this Case moved 
to “Responded”

Date that this Case was 
created on

When this Case 
was last updated 
by any user
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2.1 Review the Case 

1

3

2

4

You can filter the Case list by 
clicking on the Filter Icon

To remove a filter click on 
“Remove this condition”

Choose a field, set up 
your filter and click “Run”
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2.1 Review the Case

Unique ID Number

Title

Case Information

Case form tabs

State of the Case
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2.2 Additional Comments

1

Add additional comments/ information or communicate with the Agent or the CSM 
Team through the activity tab

Write a comment 
in the text box

Click “Send”

2
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2.3 Attachments

1

2

3

Add attachments or view all attachments in the 
“Attachments” Tab

Click the paper clip icon or drag and drop files in the “Drop 
files here” area
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2.4 Review the Submitted Form

1

Review original Submitted form from the “Open a New Case” 
page in the “Submitted Form” tab
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3.1 Cancel the Case

Note: If a case is canceled, it cannot be 
reopened.

Note: Cases may only be canceled if 
they are in the Not Released, Requested 
or Responded states

1

2

Click “Cancel Case”

A pop-up window will appear: 

Choose ”Cancel Case”

Cancel the Case by clicking the “Actions” Button



Reschedule 
Case
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4.1 Request a Reschedule for the Case

1

2

If a Case is in the “Delivered” State, a Reschedule 
Request may be submitted by clicking on 
“Actions/ “Request Reschedule”

Fill in a reason (e.g. report data are 
wrong) on the pop up window and 
click on “Request Reschedule”

The Reschedule Status field will change 
to “Requested by Customer”

3

Note: You will receive a notification when the 
reschedule is completed
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5.1 Close Case

1

2

Note: If a case is closed, it 
cannot be reopened.

Note: A case will automatically close 
after 30 days if no actions have been 
taken. You will also receive a notification 
15 days prior to the automatic closure.

To Close a Case, click on the “Actions” button 
and choose “Close Case”

A pop up window will appear:

Click on “Close Case”
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6.1 Notifications

1

23

You will receive email and in-platform notifications 
regarding your Case status, comments, 
attachments added or potential reschedules.

Optional notifications may be disabled 
through the Customer Service Portal:

Click on “Profile”

To unsubscribe from a 
notification simply uncheck 
the checkbox

Scroll down and click on 
“Notification Preferences”
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7.1 Customer - Products 

1

Customers can access 
their company’s products 
through the Customer 
Service Portal: 
(Support>Products)
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7.2 Customer - Modify Personal Info

Note: Users are not 
able to edit all fields

1

23

4

Customers can modify their personal info through the 
Customer Service Portal (Support > Support Profile)

Click on the field you 
want to edit and then 
click “Save”

Users can also modify their 
user preferences, change 
their language or change 
their password
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7.3 ERP Manager - Contacts

Note: ERP Managers can only view 
customers that are belong to their 
Account.

1

2

ERP Managers can access their Account’s contacts 
through the Customer Service Portal (Support > 
Contacts)

ERP Managers can access a Contact’s info by clicking 
on the “Name” field
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7.3 ERP Manager - Contacts

1

2

ERP Managers can then 
modify a Contact’s info and 
click “Save”

Users can also edit a 
contact’s role and disable 
login through the “Actions” 
section



29

7.4 ERP Manager - Create new Contacts

1

2

3

Fields marked with a red 
asterisk are mandatory

Add the necessary 
information and click 
“Submit”

Support > Create Contact

ERP Managers can create 
new Contacts through the 
Customer Service Portal.



Customer Satisfaction 
Survey
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8.1 Customer Satisfaction Survey

1

2

3

Options available to the user “Cancel” will discard the answer 
and survey «Save» will save the answers but will not submit the 
survey and it will remain as unsubmitted and «Submit» Which will 
save the answers to the survey and submit the results for review.

Question Section in order for the customer to evaluate the 
provided services.

If the user chooses to click the “Get Started” button the survey screen 
will load up. If the user closes the browser or clicks on another link e.g. 
my cases the survey will be discarded.

Once a case is completed (State : Closed Complete) the browser will redirect the user to the 
customer satisfaction survey associated with the specific case. 
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8.2 Customer Satisfaction Survey

1

We can access our Pending Surveys, though the head of the main page at a later time.

1

2

3

In order to access our Pending surveys we click on “Surveys” in 
the header of the page . 

In the new submenu we can 
see our most recent pending 
surveys. In order to view all our 
pending surveys we click on 
“View all surveys”.

Notice: An expiration time of 14 days has 
been set for the surveys. If that period 
expires the Survey will withdraw from the 
pending items without contributing to the 
final results.

In the new window we can see all our pending 
surveys, along with some extra details on a 
tabular form. In order to select and complete a 
survey we should click on the title of the relevant 
Box. 




