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Partnership Education Helpdesk Portal

The Partnership Education helpdesk allows registered users to log tickets via a web portal. The team will
be alerted immediately and deal with the issue in the same way as those calls logged by phone.

Registered users
Existing users can login to the portal via the link at:

https://ww4.autotask.net/ClientPortal/Login.aspx?ci=800335

If you are a new user

e Youwillreceive awelcome email similar to the below, containing your user name and password:

Welcome to the PTS & PEL Client Access Portal Inbox &=

help@autotask.com 1:04 PM (7 minutes ago) Yy 4
to pbowyer

Paul Bowyer,

‘You now have access to the PTS & PEL Client Access Portal. We use it as a way fo share and collaborate with our clients on service tickets, projects and other key information in our service
relationship

Logging in to the portal

To enter the Client Access Portal visit the website
https:/iwwd4 autotask.net/ClientPortal/L ogin.aspx?ci=800335&accountid=29756755 and login with

User Name:
Password
‘You may change your password after you login. For security reasons we recommend you use a DIFFERENT password to the one that you use to login to your computer

The portal allows you to:
* Submit a Ticket
* Track the status of your Tickets

Please do not reply to this email. If you would like to contact the service desk directly please contact us via the normal channels

PTS Managed Services | Partnership Education

e Click onto the link within the email and type in your username and temporary password
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CLIENT PORTAL LOGIN

User Name:

Password:

Remember my user name
Keep me logged in on this computer
LOGIN

Unauthorized access is prohibited
| forgot my password


https://ww4.autotask.net/ClientPortal/Login.aspx?ci=800335
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e  Youwill be greeted by yourdashboard

-~
pts|managed services Parmershp

HOME TICKETS

SEARCH

Search Title & Description. Ticket Number

WELCOME PAUL!

TICKETS OPEN TICKETS n e

3 NEW TICKET

NO DATA TO DISPLAY

TICKETS CREATED & COMPLETED BY MONTH m My OPEN TICKETS BY REQUEST TYPE n Wy

NO DATA TO DISPLAY NO DATA TO DISPLAY

e Change your password at the earliest opportunity in the top right hand corner

HI, JAYNE ~ Bl

Edit Profile
Change Password

Logout

e Thereare3placesyoucanclickto createaticket

Ppts|managed Services pymersmp
Education

HOME TICKETS

SEARCH

Search Title & Description., Ticket Number

WELCOME PAUL!

TICKETS OPEN TICKETS “ I

B NEW TICKET

NO DATA TO DISPLAY

e Clicknewticketandchose “Incident” or “Service Request”

HI, PAUL + [ NewTICKET @

HI, PAUL = NEW TICKET
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NEW TICKET - SELECT COMPANY & REQUEST TYPE

B 8 =) %) Cancel

Request Type

(select) -

(select)

Service Reguest

IMPORTANT

In the majority of tickets, “Incident” is what you will select. An incident is an issue you are having
with a device or service that is impairing your ability to work i.e keyboard not typing or projector
not working.

A service request is a request for something to be carried out that isn’t necessarily impairing your
ability to work i.e moving offices or set up projector for assembly.

e Fill out a title for your ticket and then type a description for the issue you are having
including your location. You can attach a screenshot or file by using the “Save & Attach file”
button or click “Save Ticket” to create the ticket

NEW TICKET

B3 save & View 3 save & Close B Save & New * Cancel
INCIDENT

Title~

TICKET DETAILS

Client

Contact”

Paul Bowyer v +

EMAIL paul.bowyer@partnership-
education.com

PHONE

Description ™ 0/ 8000

Service Provider Priority -

Save & Attach File

e You must also choose a priority for your ticket. The priority must adhere to the below rules:

P1 — Critical — Incidents where an ICT system is unavailable for 25% or more users eg. Nobody can log
into SIMS.

P2 — Significant — Incidents where activity is significantly restricted and affects between 5% and 25% of
users eg. Your department cannot get onto the wireless in your department office.

P3 —Standard — Incidents where activity is significantly restricted and affects less than 5% of users eg.
You cannot access a website.
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P4 — Low — Incidents which do not affect an individual’s ability to work, with workarounds available. Eg.
Cosmetic changes such as an email signature change.

The majority of your tickets will be P3 but we can adjust the priority when needed to increase response
and resolution times where appropriate.

Reviewing existing tickets

e Ifyou click on your ticket from the dashboard you can see any updates and add your own. You
will also receive email notifications.

You can also log tickets by calling 01234 798212

For any other IT queries that do not warrant a ticket please use contactus@partnership-education.com

For any procurement queries please contact sales@partnership-education.com
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