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Section 1: Accessing the Customer Portal

WEB URL:

Efficiency EnPgrialcande aso@ssed by geimg to this link:
http://www.myconnectwise.net/eesystems

LOGIN/PASSWORD :

There users will be prompted for their email address and password. The passwordused for the
initial login will be set by the administrator and willbe t h e  ufissenandes Userswill be able to
change their password after logging in.
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Client Access Portal

Email:

Password: @

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

HOME PAGE:

Successful login into the application leads to the List Tickets view. On the left hand side, there is
a Navigation Menu listing all of the available views for the user.


http://www.myconnectwise.net/eesystems

Section 2: User Types and User Views

USER TYPES: There will be two typical user types accessing the Customer Portal, additional
types can be arranged on a case by case basis with each client as required.

Standard User: This will be the standard access type for employees needing to issue
service requests.

Service Liaison: Each Company will have one designated Liaison who will be
responsible for approving employee senvice requests. Once a Service Ticket is approved
Efficiency Engineerswill be able to begin working on a request.

STANDARD USER VIEWS:

Standard Users will have the Navigation Menu pictured below, which includes the following
views: New Ticket, List Tickets, Knowledge Base, and My Account.
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New Ticket: This is used to enter new service requests through the portal. As a Sandard User,
your Service Ticket will remain in a status of Unapproved, and will not be seen by Efficiency
Engi neer s unt isldesignated Serdae igsamrgvi@ws the service request and
changes the ticket status to Approved. Upon approval, Efficiency Engineers will be notified
immediately and can begin working on your request. As the status of a service request
progresses, the requester as well as the Service Liaison will receive email updates of the status
changes.

List Tickets: This displays all service tickets issued by the user. This view also has the following
functions:

Add: The user has the option to add a new service ticket.

Search : The user has the option of searching for a service ticket depending upon
various parameters.

Clear : Clear is used to clear out the parameter values from the fields in order to make
new searches.



Knowledge Base:
user.

My Account:

SERVICE LIAISON VIEWS:

This can be used to search for tickets based on keywords entered by the

Users can update their contact information and password from this view.

The designated Service Liaison will have the Navigation Menu pictured below, which includes all
Standard User view plus the following additional views: List Projects, List Agreements, Search
Invoices, and Run Reports.
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List Projects : This is a view of any projects Efficiency Engineers is currently working on for the
Company, as well as a historical record of past projects.

List Agreements:

current agreement list with remaining balances will appear here.

Search Invoices

If a Company has a Managed Service Agreement with Efficiency Engineers, a

This can be used to view invoices with a status of Closed (ready to be paid)

and invoices with a status of Paid (payment has been received by Efficiency Engineers)

Run Reports:

This view can be used to run Service Ticket Trend reports, the Executive

Summary Report, or other custom reports that can be added as required.

Note: Liaison® List Tickets view will display all Service Tickets issued by the entire company.



Section 3: Instructions

Enteringa New Service Ticket

The New Ticket screen is pictured below and is used to enter to a new service ticket via the

portal.
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Log Out
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Navigation Email
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All Users
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What type of support issue are you having?: (select below)

+| Senice Request
* | Michael Stabinski
« [570-617-8487 Ext: |

* |mstabinski@efficiencyengineers.com

2053 Majestic Overlook Drive

Bethlehem
PA
13015

United States

v

Emergency: [J

Description of Problem: *

On creating a new service ticket in the portal, the details of the Contact (Phone, Email, and
Address ) who has logged in to the portal are defaulted on thi s page. These details are non
editable for standard users. However, these fields are editable for a liaison and they can assign a
service ticket against any other contact of their company.

The user then must enter a brief description of the problem in the Summary field, but then also
has the option of entering a detailed description in the Description of Problem field, as well as
the option to attach documents, images, or other files that may help Efficiency Engineers work on
the request.

Other important fields that the user can access are Required Date, Emergency, PO Number:
Required Date : This is the date that the user would like the service ticket to be completed by.

Emergency check box:  This is used to mark a service ticket as urgent or of a higher priority
than normal. The text Emergency will also be appended onto the summary and into t he internal
notes. Accordingly, the notifications are sent to the appropriate person(s).

PO Number : This number is entered by a user to signify they are ready to pay for this service
ticket and that the following P O Number should be mentioned to charge against the service
ticket.



Editing a Service T icket

The user can also make additions to existing service tickets by clicking on a Service Ticket in the
List Tickets view. This will open up the Edit Ticket screen as pictured below.
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The screen allows additions to the problem description and the resolution. Text for already added
problem description and resolution texts in fields cannot be modified. Text that is appended will
be at the top and will have a date/time stamp along with the name of the person who e ntered
the information. It is also possible to add documents against a service ticket. Once documents
are attached they can be viewed by users.

Approving a Service Ticket

When in Edit View as a Service Liaisonttonashe user wi
pictured below. This is where the Service Liaison will approve service requests.
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Using the Knowledge Base

The Knowledge Base Search screeras pictured below will allow user to search all service entries
in the system.
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Searches can be performed with all of the entered keywords, or with any of the keywords, or

with an exact phrase depending on what option is chosen from the "Look For" drop down box.
The user can also type in search words. Depending upon the search fields, all the published
service tickets or all the service tickets valid for a user are displayed. A Liaison can see all service
tickets for their company.



Projects

Pictured below is the list view of all the projects for a Company. It will only be available to
Service Liaisons.

By clicking on the desired project, the user will have access to the project detail as shown below.
By clicking on a particular task description, the user will have access to the details of the Project
Ticket. Customer issued Service Tickets that are relatedto a current Project will be converted to

Project Tickets and will then be listed here.



