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Overview
Tyler’s Customer Portal was designed to allow users to enter support incidents in a fast and efficient manner via the Internet. Our Customer Portal is fully integrated, real-time, with our Customer Relationship Management system.

Why use Tyler’s Customer Portal?
· You can enter a detailed description of the support incident and include screenshots, reports and other attachments. This gives our support specialists information they need to begin resolving your issue and allows them to resolve the incident faster. 

· The Customer Portal is accessible 24 hours a day, not just during Tyler’s regular support hours, allowing you to enter incidents anytime.

· You have instant access to all support incidents that you have entered. You can track your incidents, observe progress, modify open incidents, and request updates.

· Depending on user security, you can view your personal incidents or the incidents for your office. If you provide IT/Central Support, users can be granted access to view all the incidents and contact information for your organization.

Before you begin

In order to use Tyler’s Customer Portal, you must have access to the Internet. Before you can use the Customer Portal, you must be set up with a user ID and password. The customer portal is designed to work with any web browser that supports HTML 3.2 and JavaScript. It has been tested and functions with the following internet browsers:  Microsoft Internet Explorer 5.5 SP 2, 6.0, or 6.0 SP1, Netscape Navigator 6.2 or 7.0 . Please note the customer portal is not compatible with Firefox or any other browsers not mentioned on this list. 
How to log in to Tyler’s Customer Portal

Once you have received your user ID and password confirmation, you can log in to Tyler’s Customer Portal and begin entering or checking your incidents by following these easy steps:

1. Navigate your browser to: http://www.tylertech.com/client-support/pension-support or go to http://www.tylertech.com and select “Client Support” from menu bar, there will be a link to Pension on left

2. Login with your assigned user name and password
3. From the support page, click on the ‘Enter Tyler Client Portal“ button to submit an issue.

4. If you do not have a login, please request one from Rob Sica rob.sica@tylertech.com
Forget your password?
If you have forgotten your password, user ID or have trouble logging in, please send an e-mail to TCPSupport@tylertech.com
Welcome Page – Quick tour
Once successfully logged in, you will be brought to Tyler’s Customer Portal “Welcome” page. Whether you have entered an incident via the Customer Portal or our toll-free support line, you can track the progress of your incidents in one simple view. 
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1. Navigation bar

Links to maintain contact information, view incidents or review other support information.
2. Search tool

You are able to search and report on active or historical incidents through key incident fields and common search operators. 
3. Add a new support incident

Link to add a new incident.
4. Incident list

Allows you to track the progress of incidents as well as view and edit additional details.
Navigation bar

Your Account - Changing your contact information
To change your contact information, click the “Your Account” link in the navigation bar. 
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Support - Navigation link
The support link is available on all Customer Portal pages to navigate you back to the Welcome page. 
Home - Additional support information

The home link redirects you to the main support page where you can find additional resources like helpful hints, user documentation and other customer tools. 

Survey – Register for additional product support information
Please note that for MUNIS customers only the Navigation page will also include a tab for “Surveys” this tab is used for MUNIS customers to register for product support information or Press Release information. Simply click on the products that you would like to receive information on and “Submit” (refer to below two screen shots).
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Organization super user

Depending on your permissions, you are able view all incidents for a particular office or the entire organization. As your organization’s super user you are also able to update the contact information (address, phone, email) for your organization.
To become a super user we must receive an approval on your official letterhead signed by an IT Manager/Finance Director or Elected Official. This can be sent in an e-mail to TCPSupport@tylertech.com  Or you can fax your request to 207-781-3585
Search tool

Searching and filtering on incidents 
Tyler’s Customer Portal allows you to search and view both active and historical incidents. The default view of the incident list displays open incidents for the last 30 days. The search tool allows you to use multiple criteria to create customized views and reports.

You can not enter the following words or characters in the search: select, drop, ;, --, insert, update, delete, xp_, #, %, &, ', (, ), \, :, ;, <, >, =, [, ], ?, `, |
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Available search fields (see the Incident List section for detailed descriptions of fields):

	Available search fields

	Incident ID
	Date Entered

	Incident Description
	Product Module

	Status
	Program

	Priority
	Resolution

	Assigned to
	Resolution Details


Available search conditions and use:

	Search Condition
	Description of use

	Contains
	Search field includes part of the desired search criteria

	Begins With
	Search field starts with desired search criteria

	Ends With
	Search field ends with desired search criteria

	Exact
	Search field matches desired criteria precisely

	Not [Exact]
	Search field includes all matches except defined criteria

	In
	Search field matches multiple criteria (separated by commas and spaces)

	Not In
	Search field matches multiple criteria except defined criteria (separated by commas and spaces)

	Is NULL
	Search field is empty, contains no data or is not populated

	Greater Than
	Search field is larger than desired criteria. Useful for date comparisons

	Less Than
	Search field is smaller than desired criteria. Useful for date comparisons
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Additionally, a simple filter can be applied by defining the number of days in the “Limit incidents to the most recent” field and clicking the ‘Refresh List’ button.

Sorting incidents
You can sort on any column in the incident list. Click on the desired column heading to sort the incidents. Click on the column heading again to toggle between ascending and descending order.

Adding new incidents
To add a new support incident, click the ‘Add new support incident’ link on the Welcome page and follow these steps:
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5. Indicate the program name that this incident pertains to - this field is optional. This field is optional, but it is for the actual program name, not whether it effects live or test…

6. Enter the product version, if known – this field is optional.
7. Describe the steps to reproduce the issue in the “Enter new work notes here:” text box. Attach related files to further explain your incident (Word®, Excel®, PDF reports, etc.) by selecting the ‘Attach’ checkbox (see Including attachments section for additional details).
When you’ve completed the incident information, click ‘Submit’ and the incident is logged and you will receive an automated e-mail response that includes an incident number. 
Priority Code 

An incident escalation system is in place where, each day, Support Analysts and Product Support Managers, review open issues to monitor progress. Each incident logged is given a priority (0-3) according to your needs or deadlines. The goal of this structure is to clearly understand the importance of the issue and assign the priority for closure.  
	Priority Code
	Description

	0 - Critical

1 – High
	 issue is critical to the client, the MUNIS application or process is down.

Issue is severe, there is a work around for the client to use.            


	2 – Medium
	Issue is non-severe for the client.

	3 – Low
	issue is a low priority for the client and they would like to work with support as time permits .


Including attachments

For each incident, you have the ability to add attachments like Word®, Excel® documents, screenshots or PDF reports. 


Confirming incident receipt
Upon submitting the required incident information, you will be brought to a confirmation screen that includes your incident ID. The incident ID is the unique number assigned to your issue for tracking purposes. Additionally, you will receive an email confirmation that your incident was received.
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To navigate back to the Welcome page, click on the “Support” link navigation bar or the “Return to the Support Incident list” link.

Incident list
The incident list gives you a quick view of your issues. Each column provides valuable information on your reported issues. A description on the various columns is provided in the table below.
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	Column
	Description

	Incident ID
	Unique tracking number assigned to your incident.

	Description
	Description of the incident.

	Status
	Status
	Description

	
	New/Not Started
	A new incident; work not started



	
	Open
	Incident is in process by Support Specialist



	
	Work Ticket
	Incident has been escalated to Development



	
	
	

	
	
	

	
	Closed
	Incident is closed.

	Priority
	The severity of the incident. See Adding new incidents for priority descriptions.

	Assigned to
	The Technical Support Specialist assigned to your issue.

	Date/Time Entered
	Date and time the incident was entered. Time is Eastern Daylight Time.

	Product Module
	Application impacted by this incident (i.e. Accounts Payable).

	Program
	Program where the incident occurred (i.e. apinvent). 

	Resolution
	Coded as Resolved, Closed, Escalated or Work Scheduled.

	Resolution Details
	Additional information based on Resolution (I.E. Functionality Explained)


Viewing additional incident information

Additional information is available about each incident by clicking on the incident or description link. If you are an organizational super user, you are able to see the incident contact as well as edit incident information. 
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To navigate back to the Welcome page, click on the “Support” link navigation bar.

Editing existing incidents
Supplemental work notes or attachments can be added to any incident, except when the incident Status is “Closed”, by clicking on the incident or description link. 
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Note: You may proactively close your “Open” incidents if you feel there is no additional follow-up required by support. You may not close incidents that are in the “New/Not started” status. 

Questions?
If you have additional questions regarding Tyler’s Customer Portal, please call support at 800-772-2260
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Update the respective information and click the ‘Submit’ button. Note the required information is annotated with an asterisk (*).





Choose the “Support” link in the navigation bar to navigate back to the Welcome page.








Search tool tips


Select the “Refresh List” button to search on your desired criteria.





Deselect the “Show open issues only” checkbox to include closed issues.





�





Enter a description of your incident. The description is limited to 255 characters.





Indicate the importance of this incident by selecting a ‘Priority Code’ of 1 to 3. (See Priority Code description table below).





Select a Product Group to indicate which solution is affected.





Select which Product Module is affected.








�





Select “Attach a file to this incident” checkbox prior to selecting the ‘Submit’ button.





On the “Attachment Details” screen, enter the “Title” of the attachment.





Enter a brief description – not required.





Enter the version – not required.





Select the ‘Browse’ button and navigate to the desired file(s) to attach.





Select the ‘Save’ button when finished.





�
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Once the incident has been updated, click ‘Submit’ to save the information. 


The Support Specialist assigned to your incident is automatically notified once an issue is updated in the Customer Portal. 
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