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Self Service Support Case Management 
To complement the help desk support provided by our Client Support team, Service Works’ Client Portal 
includes online self-service support, offering the ability to log, track and update QFM and P3rform support 
requests, at any time, from any location. This ensures optimum levels of communication between you 
and Service Works’ Support Centre.  

Provided below is guidance for logging, viewing and managing your support cases via the portal. 

 

Accessing the Client Portal 

Service Works’ client portal can be found at http://www.swg.com/customer-area/ 

To access the portal, log in using using the unique username and password that you have been provided 
with via e-mail. Please note, these are your own personal login details and should not be shared with 
anyone else. 

If you have forgotten your access details, you can request a password reset via the link provided on the 
login screen. 

All users will be required to reset their passwords every 3 months to ensure data security. 

 

If you have not been set up with access to the portal, you can request this by e-mailing info@swg.com 
or speaking with your Account Manager. 

 

http://www.swg.com/customer-area/
mailto:info@swg.com
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Finding a Resolution to Your Support Query 

The resolution to your query may be found within the FAQ (Frequently Asked Questions) library within the 
portal. This can be accessed via the menu to the left of the screen. The FAQ library is fully searchable by 
keyword; alternatively the FAQs can be quickly categorised by product, using the buttons to the right.  

 

Links to individual FAQs can be easily shared with colleagues by clicking on the ‘Link to this FAQ’ button 
at the foot of the FAQ. This will open a new window which displays a unique URL for the FAQ and its 
accompanying resolution, which can be copied and shared via e-mail. 

 
 



 

 

Service Works Group Ltd.   Commercial-In-Confidence Page | 4
  

 

Logging a Support Case 

You can quickly and easily log a support request or licence renewal from the Dashboard. 

Simply fill in all the required fields (indicated with a *). Please provide any relevant supporting details 
about your query, such as reference numbers or the steps needed to replicate an issue. You can also 
add attachments (up to 4MB in size), using the button at the foot of the form. 

Once you have added all of the required information, click Send. Your request is immediately sent to 
Service Works’ Support Centre, who will respond to the request promptly and within the terms of your 
Support and Maintenance Agreement. 
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Viewing, Updating and Managing Support 
Cases via the Portal 

You can view cases that you have logged via the portal by clicking on ‘Your Support Requests’ from the 
left-hand menu. Each case is assigned with a unique case reference which should be quoted when e-
mailing or telephoning Service Works’ Support Centre. 

• All open cases are displayed in addition to cases closed or cancelled within the past 6 
months. Cases which were closed or cancelled over 6 months ago are not shown within the 
portal. 

• You can select whether to view Active, Closed or Cancelled cases from the drop down to the top 
of the screen. 

• Cases with updates that have not yet been viewed by the user are highlighted in yellow.  

• You have the ability to sort by any of the column headings on the ‘Your Support Requests’ by 
simply clicking on them. 

• Please note that information is displayed in real time, in the UTC time zone (as opposed to 
the local time on your computer). 

• A search feature enables search by keyword or case number. 

• A maximum of 10 cases per are displayed per page. To move between pages, use the page 
numbers and “Next” link at the foot of the page. 
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By clicking on the case name, you are able to drill down to view details of the case, including: 

• Status 
• Details logged by you and any attachments submitted 
• Support agent responsible for managing your case 
• Case type 
• Priority 
• The latest updates from Service Works’ Support Team 

 

Updates from SWG’s Support Team are shown to the right hand side of the case, with the time (in UTC) 
and date of the update: 
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You can add further updates to open cases via the Message box. Simply type the details and click Send. 
The update will appear to the right hand side of the case screen: 

 

 

You can also add further attachments to open cases via the “Add new attachments” link. Simply click on 
this button; locate the file from your computer that you wish to attach and click Send.  

 

 

 



 

 

Service Works Group Ltd.   Commercial-In-Confidence Page | 8
  

 

The new attachment will then be listed in the Attachments for that case. 
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Exporting Support Case Reports 

From the “Your Support Requests” screen, you can also export lists of cases with their latest updates to 
Excel, to aid internal reporting and communication. 

Select whether you wish to report upon Active, Cancelled or Closed cases from the drop down list.  

Then click the “Export support requests” button. This will produce a report which displays all cases for the 
selection, with the most recent 3 updates for each case. The Excel report can be saved locally and 
distributed as required. 
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Other Useful Resources Within the Portal 

The client portal also offers a range of resources designed to support and enhance your usage of QFM 
and P3rform. These include: 

• A resources library, containing: 
o Information about new software releases 
o Videos which showcase the latest features 
o Training videos to assist new users in utilising QFM 
o Functional overviews 
o Technical documentation 

• Details about Service Works’ range of client tailored and online training 
• Information about upcoming events, such as user groups and webinars, with links to 

presentations from recent events 
• The latest news from Service Works 
• Industry research and white papers published by Service Works 

 

 



 

 

Service Works Group Ltd.   Commercial-In-Confidence Page | 11
  

 

You can search Resources by keyword using the search feature or filter by Resource category: 

 

 

We welcome your feedback on the portal, and any suggestions that you may have for how it could be 
improved.  

Please e-mail your feedback and comments to info@swg.com. 

mailto:info@swg.com

