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In the Customer Portal, you can create and manage cases (formerly known as tickets in
CAT?s old help desk) for field trouble reports, RMAs, enhancement requests, questions,
etc. The development of CAT?s Customer Portal is still in progress; we ask for your

patience as we continue to develop documentation and will update you as it is available.

Please review the content in this guide and send questions or comments to
support@catsquared.com.

Thank you.


mailto:support@catsquared.com?subject=CAT²%20Customer%20Portal

CAT?2 Customer Portal Quick Start c

When logging into CAT?'s Customer Portal for the first time, you will need to open the
email you received from CAT? Support that contains your username and initial
password, as well as the URL to the CAT2 Customer Portal.

CAT

Forgot Your Credentials?
Copyright © 2005-2013 ProjectX, Itd. All rights reserved. Version 4.10.0839

Click the URL in your email to open the page in a web browser.
Enter the Username from your email.

Enter the Password from your email.

Click Login.

P w0
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CAT

Copyright © 2005-2013 ProjectX, Itd. All rights reserved. Version 4.10.0839

NOTE: If you have already reset your password and the Customer Portal
opens to the welcome page, skip steps 5 through 7.

5. Enter a New Password.

NOTE: The password must be a minimum of 6 characters and
contain 3 of the 4 following conditions:

e alowercase character
e an uppercase character

e anumber

e asymbol

6. Enter your new password again to Confirm.

NOTE: Once you reset this password, the original password in your email
from CAT?2 Support will no longer work to log in.

7. Click Login.



CAT? Customer Portal Quick Start c

Before beginning, we recommend that you read this overview and familiarize yourself
with the layout of the Customer Portal.

Documentation 11/12/2013 6:08 PM demo.user@catsquared.com

Finance

Case Details E Motes  Files(1) Help

<«

Type your query here Search

[ Add Comment Hew Case
~ Support
New Case Case ID 000417 o * Class 1D Field Trouble Report Status: New
Open Cases
P Date Reported:  11/12/2013 5:01 PM Contract CAT200 o Reason:
Closed Cases § §
Last Activity: 11/1212013 5:01 P Owner Severity: Medium
« My Account
Company Profile Subject: Cannot create new records Priarity: Medium -
Contacts Activities | Attributes
c | = X All Activities x~ Y
B O Type * Subject Date Created At
0D Mote Cannot create new records 11122013 5:01 PM 11/12i2013 5:01 PM E

When | open HAT and attempt to create new records, the system will not save them

e There are three tabs in the Customer Portal. This Quick Start Guide only
addresses the Support tab (see note below).
e Functions for each tab are located in the panel on the left side of the screen. You

can also click the arrows button on the edge of the panel to hide or open the

panel. E E

e All functions are organized within categories, and you can click a category to

expand or minimize the functions belonging to that category.

NOTE: For this Quick Start Guide, we are only working in the Support
tab. We will eventually implement the Finance and Documentation tabs,
and CAT? will send you updates as those functions become available.




ot

CAT? Customer Portal Quick Start

What you may have called “tasks” in the old CAT? help desk are now called Cases in
the Customer Portal. Cases are used to report and manage field trouble reports, RMAS,
enhancement requests, questions, etc.

NOTE: Once you have created and submitted a new case, you will only be
able to add comments, notes, and files. You will not be able to modify
open cases in any other way without contacting CAT? Support.

11112/2013 4:55 PM demo.user@catsquared.com

Finance

i Notes Files Help

« New Case

Search

+ Support
Hew Case
Open Cases
Closed Cases
+ My Account
Company Profile
Contacts

Cal

= Contract
Priarity

* Class ID;

= Subject

Details

Submit

Attributes

CAT200 o
Medium -

Customer Assistance =]

“fo~® r uw-lA~- £~

HTML | o By ([E ||Ardal

1. To create a new case, click New Case under Support in the left panel.

NOTE: If the Support and My Account categories are not visible in the
left panel, you may have to click the Support tab that is located along the
top of the screen. If the panel itself is not visible, click the arrows to open

the panel. |:

2. If a contract is not automatically populated, click the magnifying glass in the field
by Contract, select a contract in the list, and click Select.
3. Click the drop-down arrow by Priority and select a priority level from the list.
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Finance Documentation 11M12/2013 4:57 PM demo.user@catsquared.com

Type your query here Search | €€ New Case B Notes Files Help i
[ a3 Submit
~ Support
New Case - Contract CAT200 )
Open Cases c
P Priority: Medium -
Closed Cases
* Class ID Customer Assistance o
- My Account
Subject: Select - Class ID
Company Profile * Subje ox
Contacts Details | Aftiibutes || Select | G =]
HTML ~| % ||B caselass Description t - | A~ & | - = iE —
o]
CUSTASSIST  Customer Assistance
ERQ Enhancement Request E
* FTIR Field Trouble Report
QUESTIONS  Questions
RWA RMA Request

4. Click the magnifying class in the field by Class ID, select the option that best
describes the new case, and click Select. (Customer Assistance, Enhancement
Request, Field Trouble Report, etc.).

5. Enter a Subject for the new case. This should be a short description of your

issue or request.

* Subject: Cannot create new records

Details | Aftributes

HTML o~ | % Gy 3 ||Adal ~[o~B £ ©Wwu~| A~ &~

When | open HAT and attempt to create new records, the system will not save them.

6. In the text area under the Details tab, enter a detailed description for the case

ﬁ 2073 Al - All Rights Reserved 6
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* Subject: Cannot create new records

Details | Aftributes

c | I

E Required Attribute Value

N Application -
PPTS
HAT
EMTS
FPTS
LIMS
OTHER

7. Under the Attributes tab, double click the field to the right of Application, under
the Value header. Click the drop-down arrow that appears and select the
program that the new case references.

8. To add a note to the new case, see Adding Notes to Cases.

9. To add a file to the new case, see Adding Files to Cases.

10.1f finished, click Submit at the top of the screen.

-
NOTE: To cancel the new case, click the Cancel button J , Which is
next to the Submit button at the top of the screen.

Finance Documentation 1111212013 5:02 PM demo.user@catsquared.com

Case Submitted Help

¥pe your query hers Search |

~ Support
New Case Thank you for contacting Support.
Open Cases
Closed Cases Your case has been registered in our system under "Case #0004 17". You will also receive email confirmation shortly.
~ My Account Now you can:
Company Profile « Submit another support case

Contacts « View all your open cases

NOTE: This confirmation screen will appear when the new case has
successfully been submitted.
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Notes are assigned to the case as a whole and can be viewed and modified while the
case is open. Although this is an option in the Customer Portal, we recommend that you
add comments to open cases instead, since they are time stamped with a specific date
and time (see Adding Comments to Open Cases).

111212013 4:23 PM demo.userg@catsquared.com

B HNotes Files Help

Enter Record Note »

QK Cancel

m

1. Within a new or open case, click the Notes button in the upper-right corner of the
screen.

2. In the window that appears, enter the note.

3. Click OK.

NOTE: The Notes icon will be yellow when a note is attached.

4. To add a file to the case, see Adding Files to Cases.

5. If finished with creating a new case, click Submit.
_OR_

If finished with adding to an open case, click the Save button. ﬂ

ﬁ 2073 Al - All Rights Reserved 8
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You can attach files to cases for reference. A few examples of files that you may attach
to cases are screenshots, Excel documents, images, and PDFs. Although you may add
and view files in new and opened cases, you will not be able to remove them once
uploaded.

111212013 518 PM demo.user@catsguared.com

1. Click the Files button in the upper-right corner of the screen.

X The page at https://portal.catsquared.com says: x

e CR Error #188: There are empty required attributes

proceed?
OK Cancel

2. If you are prompted to save changes (see left image above), click OK. If you then
receive an error for empty required attributes (see right image above), click OK,

complete the required fields in the case, and begin with step 1 on this page

again.

NOTE: You can only add attachment files after the required case
information is complete. (Contact, Class ID, Subject, & Attributes)
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Files
c |+ I~
E File name Comment

3. In the Files window, click the + icon.

Upload File

@ Upload file ) Link to existing file

Choose File. [ chgose File | Supenvisor Schedule.docx

Comment: See Supenvisors Schedule

max 25000KEB Upload Close

NOTE: The option Link to existing file is not available at this time.
Use Upload file to attach files to cases.

4. Click Choose File, navigate to the file, and click Open.
5. Enter a Comment to describe the file.

6. Click Upload. The file will now appear in the Files window.

NOTE: Once you have uploaded a file, you will not be able to edit or
remove it.

10
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Files »
cC + |

E File name Comment

?* Supervisor Schedule. docx See Supenisors Schedule Edit

7. You can view the uploaded file by clicking the File name.
8. Once you are finished uploading and viewing files, close the Files window. The
total number of files now attached to the case should appear by the Files button.

9. To add notes to the case, see Adding Notes to Cases.

10.If finished with creating a new case, click Submit.
-OR-

If finished with modifying an open case, click the Save button. ﬂ

éﬁ 2013 CAT - All Rights Reserved 11



CAT? Customer Portal Quick Start c

You can search and view details for open cases in the Customer Portal.

Finance Documentation 11112/2013 6:04 PM demo.user@catsquared.com

<«

Open Cases Help

Search

=
~ Support

MNew Case Created By, []1Me
Open Cases Contract P
Closed Cases
Status v
- My Account
Company Profile c ‘ o= E 'R 4
Contacts
E [0} Case ID * Subject Status Reason Contract Description
¥ @ 2 000418 Meed training for new supervisor Open Answered CAT200 Support Maintenance {|
@ | 000417 Cannot create new records New CAT200 Support Maintenance (|

1. To view open cases, click Open Cases under Support in the panel.

NOTE: If the Support and My Account categories are not visible in the
panel, you may have to click the Support tab that is located along the top
of the screen. If the panel itself is not visible, click the arrows to open the

panel. E

To search for open cases created by you, select Me by the Created By field.

3. To search for open cases created by a particular person, deselect Me, click the
magnifying glass by Created By, select the person’s name or ID in the list, and
click Select.

4. To search for open cases with a specific contract, click the magnifying glass by
Contract, select a contract in the list, and click Select.

5. To search for open cases with a specific status, click the drop-down arrow by

Status and select a status in the list.

éﬁ 2013 CAT - All Rights Reserved 12
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6. To view a case’s details, click the Case ID Number.

ot

Documentation

Type your query here Search | < Case Details
s Add Comment Hew Case
~ Support
MNew Case Case ID 000417 o * Class ID:
Open Cases Dale Reported:  14/12/2013 5:01 Pl Coad
Closed Cases )
Last Activity: 11/12/2013 5:01 P Owner.
« My Account
Campany Profile Subject Cannot create new records
Contacts Activities | Aftribules
c | = M
B Type * Subject
PR D Note Cannot create new records

Field Trouble Report
CAT200 o

Date

1112/2013 6:08 PM

=RIES

Status: New

Reason:
Severity: Medium

Priority: Medium

All Activities

Created At

Files (1)

1112/2013 5:01 PM  11/12/2013 5:01 PM

Help

demo.user@catsquared.com

m

When | open HAT and attempt to create new recards, the system will not save them

7. To view notes attached to the case, click the Notes button (to add or edit notes,

see Adding Notes to Cases).

8. To view what files are attached to the case, click the Files button (to add or view

specific files, see Adding Files to Cases).

9. To add comments to the case, see Adding Comments to Open Cases.

10.If any files, notes, or comments have been added to the open case, click the

Save button. ﬂ

11.To return to the list of cases from a case’s details, click Open Cases in the

panel.

13
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Comments are time stamped with a specific date and time for a case, which makes
them easier to track than notes. Once you have submitted a new case, you can only
add comments, notes, and files to open cases.

The directions below are for adding comments to open cases. To add notes to an open
case, see Adding Notes to Cases. To add files to an open case, see Adding Files to

Cases.

Documentation 1112/2013 6:04 PM demo.userg@catsquared.com

Finance

Open Cases

Type your query here Search | €€

o
«~ Support
New Case Created By, [ Me
Open Cases
P Contract )
Closed Cases
Status -
+ My Account
Company Profile c ‘ = x~-| Y
Contacts
E [ Case ID * Subject Status Reason Contract Description
> @ E 000418 Need training for new supenisaor Open Answered CAT200 Support Maintenance
@ B 000417 Cannot create new records MNew CAT200 Support Maintenance (|

1. Onthe Open Cases page, click a Case ID number to open the Case Details

page.

NOTE: To search for a specific case, see Viewing Open Cases.

ﬁ 2073 Al - All Rights Reserved 14
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ot

Finance

Search | «¢

Documentation

Case Details

1112i2013 6:14 PM

E Notes Files (1)

Help

demo.user@catsquared.com

[ 2 Add Comment Hew Case
~ Support
New Case CaselID: 000417 f:l = Class ID Field Trouble Repart Status: New
Open Cases Date Repor Comment 0o x
Closed Cases X I
+ Ny Account Last Activity Comment Files Help _ium
Company Profile ST Ll
Save & Close Close
Contacts Activities | £
c | e~ * | John unavailable for call 12-5 Tuesday 11112 1 x~| ¥
B0 | will be out of the office for a meeting Tuesday afternoon. Can we schedule a phone call sometime that momlng?| i =
»o D 01 Pl
4
When | open HAT and attempt to create new records, the system will not save them.
2. Click Add Comment.
3. Enter a subject in the subject bar.
4. Enter the comment in the main window.
5. Click Save & Close.
Finance Documentation 1111212013 6:15PM demo.user@catsquared.com

~ Support

Mew Case
Open Cases
Closed Cases
~ My Account
Company Profile

Contacts

E Notes Files (1)

Search | <« Case Details
[ 2 Add Comment New Case
CaselD 000417 o = Class ID: Field Trouble Report Status: Open
Date Reported: 141212013 5:01 PM Contract CAT200 o Reason Answered
Last Activity 1112/2013 6:15 P Owner. Severity Medium
Subject: Cannot creale new records Friority: Medium -
Activities | Afttributes
c | = X Al Activities
Bo Type * Subject Date Created At
Il Ligte Cannntoreate new record 422043 5 01 P 40429043 50 Pl
|> O [ Note John unavailable for call 12-5 Tuesday 1112 111212013 615 PM 11112/2013 6:15 F‘MI

Help

m

| will be out of the office for a meeting Tuesday afternoon. Can we schedule a phone call sometime that morning? I

NOTE: Once the comment is created, you can select it under the
Activities tab and view the content in the window beneath.

€aT® ©2013 CAT? .- All Rights Reserved
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You can search and view closed cases in the Customer Portal. Once cases are closed,
you can still add notes and files, but we do not recommend you do so without first
reopening the case (see Reopening Cases).

Finance Documentation 1112/2013 7:46 PM demo.user@catsquared.com

Type your query here Search | ¢ Closed Cases Help

-+ Support
New Case Created By 2| [EMe
Open Cases
Closeac Contract: upport Maintenance Coniraci 2
osed Cases
Select - Contract O x
- My Account c |- [ a4
||
Company Profile = CaselD Select C = Status Reason Contract  Description
Contacts ¥ @ 2 000447 | |E Contr: Description t Closed Resolved CAT200 Support Maintenance (
(]

» CAT200 Support Maintenance Contract

1. To view closed cases in the Customer Portal, click Closed Cases under

Support in the left panel.

NOTE: If the Support and My Account categories are not visible in the
panel, you may have to click the Support tab that is located along the top
of the screen. If the panel itself is not visible, click the arrows to open the

panel. E

2. Click the magnifying glass in the field by Contract, select a contract in the list,

and click Select.

ﬁ 2073 Al - All Rights Reserved 16
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ot

3. To search for closed cases created by you, select Me by the Created By field.

To search for closed cases created by a particular person, deselect Me, click the

magnifying glass by Created By, select person’s name or ID, and click Select.

5. To open a closed case and view the details, click the Case ID number.

~ Support
Mew Case
Open Cases
Closed Cases
- My Account
Company Profile
Contacts

Finance

Search | <

Documentation

Case Details

[ o Reopen Hew Case
Case ID: 000417 0 = Class ID:
Date Reported:  14;12/2013 5:01 PM Contract
Last Activity: 11/12/2012 7:29 PW Owner
Subject: Cannot create new records

Activities | Attributes

c |~
B o
0D
D

]

Type
Mote
Mote

Subject
Cannot create new records
John unavailable for call 12-5 Tuesday 11112

11M2/2013 748 PM demo.user@catsquared.com

E Notes Files (1)

Field Trouble Report S ElosEd
CAT200 Reason: Resolved
Severity: Medium
Priority: Medium
All Activities
Date Created At

1112/2013 5:01 PM  11/12/2013 5:01 PM
1112/2013 6:15PM | 1112/2013 6:15 PM

Help

m

When | open HAT and attempt to create new recaords, the system will not save them

ﬁ 2073 Cals - All R
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Although you cannot modify details for cases once they are closed, you can reopen
them if there is still an item that needs to be addressed.

Type your query here Search | €€

Finance Documentation

Case Details

[ Hew Case
«~ Support

New Case Case D 000417 o * Class ID:
o] C
pen Lases Date Reported:  14/12/2013 5:01 Pl Contract
Closed Cases
Last Activity 11/1212013 7:20 PM S
- My Account
Company Profile Subject: Cannot create new records
Contacts Activities | Attributes
c | = M
B Type Subject
YOO Mote Cannot create new records
] Mote John unavailable for call 12-5 Tuesday 11/12

Field Trouble Report
CAT200

Date

1112/2013 7:48 PM

Status:

Reasaon
Severity:
Priority:

E Notes Files (1)

Closed
: Resolved
Medium

Medium

All Activities

Created At

1112/2013 5:01 PM  11/12/2012 5:01 PM
1112/2013 6:15PM | 1112/2013 6:15 PM

Help

demo.user@catsquared.com

m

When | open HAT and attempt to create new records, the system will not save them

1. On the Case Details page of a closed case (see Viewing Closed Cases), click

Reopen.

Reopen Case

Are you sure to reopen this case?

Yes Ho

2. If you are sure you want to reopen the case, click Yes.

ﬁ 2073 Cals - All R
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Finance Documentation 11112/2013 8:01 PM demo.user@catsquared.com

Case Details E Notes  Files(1) Help

Type your query here Search | €€
[ o Add Comment Hew Case
~ Support
Mew Case Case ID 000417 ) * Class ID: Field Trauble Report Status: Open
Open Cases
Date Reported:  14/12/2013 5:01 PM Contract CAT200 o Reason:
Closed Cases
Last Activity: 11/1212013 7:52 PM Owner, Severity: Medium
- My Account
Company Profile Subject: Cannot create new records Pricrity: Medium -
Contacts Activities | Attributes
c |- X All Activities x - Y
B Type * Subject Date Created At E
0D Mote Cannot create new records 11122013 5:01 PM 11/12i2013 5:01 PM
(R Mote John unavailable for call 12-8 Tuesday 11112 111212013 6:15 PM 11122013 615 PM

When | open HAT and attempt to create new records, the system will not save them

NOTE: The case will move to open cases and allow comments to be
added again.

To add a note to the case, see Adding Notes to Cases.

To add a file to the case, see Adding Files to Cases.

To add a comment to the case, see Adding Comments to Open Cases.

ﬁ 2073 Al - All Rights Reserved 19
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We will update you when the Company Profile has been documented; however, not all
users may have access to view the company profile.

w Support Finance Documentation 11112/2013 8:06 PM demo.user@catsquared.com
T) Search | <
Error #12
«~ Support
Mew Case 8 . ,
You don't have enough rights on 'SP.40.80.30
Open Cases

Closed Cases

- My Account Show Trace
Company Profile

Contacts

NOTE: If this screen appears when you click Company Profile under My
Account in the panel, you do not have access to view this page.

ﬁ 2073 Al - All Rights Reserved 20
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You can search and view contacts for your company in the Customer Portal. Contacts
can only be modified by CAT2 Support at this time.

Finance Documentation 1112/2013 8:11PM demo.user@catsquared.com

Contacts Help

Search | <

-
«~ Support

New Case Workgroup: P

Open Cases

Closed Cases c ‘ =] El ol

~ My Account [E Display Name T Position Email Phone 1 Username User Type Active|
Company Profile ¥ demo.user demo.user@catsquared.com demo.user@catsq...  Client Portal User

Contacts

1. To view your company contacts that are in the Customer Portal, click Contacts

under My Account in the left panel.

NOTE: If the Support and My Account categories are not visible in the
left panel, you may have to click the Support tab that is located along the
top of the screen. If the panel itself is not visible, click the arrows to open

the panel. @

2. To search for contacts according to their workgroup, click the magnifying glass
by Workgroup, select an option in the list, and click Select.

3. To view the contact details, click the contact’s Display Name in the list.

ﬁ 2073 Al - All Rights Reserved 21
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