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Confidentiality Statement: 

The information contained within this document is strictly confidential and contains proprietary and 

privileged information which is the intellectual property of Service Works Global. It is intended for 

use by the recipient for evaluation purposes only and may not be reproduced or disclosed under 

any circumstances without the express written permission of an authorised authority of Service 

Works Global in confidence. 
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Introduction 

Introduction to Service Works’ Client Portal 

Service Works is committed to delivering outstanding levels of service to all of our clients. Our 

Customer Support Team forms a vital part of this relationship and is readily available to resolve your 

queries. All clients have access to our online, secure Client Portal which provides a wealth of 

information to help you make the most of our software products. 

The Portal is designed to provide a secure, robust and reliable solution for case logging and tracking. 

It is fully integrated with Service Works’ CRM system, the cloud-based MS Dynamics 365, which 

allows users to benefit from the latest Microsoft features and optimal portal performance. 

All new cases should be logged via the Portal to enable quick and effective review and prioritisation 

by Service Works’ Support Team. 

 

Self Service Support Case Management 

To complement the help desk support provided by our Customer Support Team, Service Works’ Client 

Portal includes online self-service support, offering the ability to log and track support requests, at any 

time, from any location. This ensures optimum levels of communication between you and Service 

Works’ Support Centre. 

The Client Portal has been updated to include some significant enhancements: 

• Case updates are displayed in the user’s local time zone, regardless of where in the world the 
user is located. 
 

• Both the customer assigned priority for a case and the Service Works assigned priority are 
displayed. You will also be alerted should Service Works change the priority of an open case. 
 

• It provides the ability to assign cases to individual FM contracts. This is useful for Service 
Providers who may operate our software products across multiple contracts and wish to 
assign a case to a particular contract. Users can also be assigned responsibility to one or 
multiple FM contracts, ensuring that they can only assign cases to contracts for which they 
are responsible. 
 

• Email alerts for when a case is logged, updated and resolved. 
 

• Additional fields to support case investigation and enable quicker resolution times. 
 
This document provides guidance for logging, viewing and managing your support cases via the 

portal. 

 

Recommended Browsers 

Service Works recommends Chrome and Edge as supported web browsers for the Client Portal. 
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Accessing the Client Portal 
Access to Service Works’ Client Portal login page can be found at: 

https://swgcustomerportal.microsoftcrmportals.com/  

 

You can also access this page via the Log In link at Service Works’ website: 

https://www.swg.com/ 

 

Log in to the portal using the unique username and password provided to you via email. You may then 

be asked to change your password. 

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 reminder via the Forgot your 

password? button on the login screen. 

 

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 Service Works Account Manager. 

https://swgcustomerportal.microsoftcrmportals.com/SignIn?returnUrl=%2F
https://www.swg.com/
mailto:info@swg.com
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The first time you log in, you are presented with your Profile page where you can update your details 

and change your password. 

 

Select Update (even if you haven’t changed any details) so that the next time you log in, the first page 

presented will be My Cases. 

The Profile page is also available from your personalised drop-down menu (shown in the example 

below). 

 

Logging a Support Request 
You can quickly and easily log a support request or licence renewal from the dashboard. 

Note: The portal accepts all text formatting except text within angle brackets < > e.g. < example… > 

Select the Create Case option at the top of the page. 

Simply fill out the required fields, (fields with an * are mandatory). 

Whilst every question may not be relevant in every situation the more information you can give us 

when you log the call then the quicker we can start the resolution process. 

Contact: Your contact details are pre-populated based upon your login credentials, but if information is 

incorrect or missing, this can be updated and will be retained for future logins. 
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Company / Site: Ensure this field is correctly completed. This is particularly important for Service 

Providers who manage multiple sites. 

 

 

Platform: Select the name for the product 

Support request summary: This should be a short title/subject for your 

case, summarising the issue. 

Support request description: Here you should include the full details of 

the issue being raised, including any area of application/module as 

appropriate. Note that the max. length is 2000 characters. 

Request Priority: Assign a realistic priority which reflects the severity of 

the issue. These should be considered with the following: 

P1 – Critical: A major disruption to the entire system, e.g. server crash 

or total system failure affecting all users. 

P2 – High: A severe disruption to the system operability or functionality 

affecting multiple users, leaving the client unable to carry out critical 

business functions. 

P3 – Medium: A disruption in functionality that does not impact the 

entire system. 

P4 – Low: A minor disruption in operability or functionality that does not 

impact the entire system, such as request for information. 

Case Priority is ultimately determined by the SWG Support Team, who 

may change a priority at any time during the case resolution process. 

However, you will be able to see the priority assigned by yourself, and 

the priority allocated by SWG Support Team throughout the case 

lifecycle. 

Environment: Select the environment such as Live, Test or other. 

Steps to recreate: Detail the steps taken to replicate the issue, this 

saves the SWG Support Team having to query this from the offset. 

URL used: Provide the URL of the site affected from the browser 

address bar, if applicable. 

User[s] affected: If the issue/error is related to a specific user, provide 

their name/username. 

Specific record reference: If relevant, this is useful information to 

investigate, for example an Event ID number or Work Request ID. 

Specific error message: If you’re logging a case relating to an error 

message, provide the error message details here. 

Any recent system changes: If you’re aware of any recent changes 

which may be related to the issue being raised, such as server updates, 

software change request deployments, provide notice here. 
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Attachments: You can also add attachments (up to 4MB in size), using the facility at the foot of the 

form. A wide range of file types are accepted including Word, Excel, .pdf, .jpg, .png, .txt. .dwg. 

Submit: Once you have added all the required information, click the Submit button. 

The details of your case are displayed, with a status of ‘Submitted’. Your Case Number is also shown. 

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. You will receive e-mail 

confirmation that your case has been logged. You will also receive an email once SWG Support Team 

has assessed your case and assigned a priority. 

Please note that the emails sent from SWG via the Support Portal are sent from a no-reply email 

address and not monitored inbound. When responding you should do so via the Support Portal. 

Viewing and Managing Support Cases 
You can manage and view the progress of cases logged via the portal by selecting the My Cases 

option. 

 

Once you have initially logged a support case, you can update the case and provide further 

information from within the portal. This is the recommended method of communication with the 

Support Centre. 

Your cases are listed on the page. The controls/features available are detailed below: 
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Drop down Views list, providing two options; Active Cases and Resolved Cases. 

 

Cases which are highlighted yellow indicate that they have been updated since you last logged in and 
viewed the case. 

 
Search for individual cases. 

 
Create a new case. 

 
Download all the cases in the list to an Excel file. 
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You can sort the list of cases by the items in each column; simply select a column header. 

 

Viewing a Case 
There are two ways to view an existing case from the list: 

Select the Case Title link. 

 
Select the down arrow at the right-hand end of the case row then select View Details. 

 

Updating a Case 
You can make ongoing updates to existing cases including adding comments and attaching files. 

Select the Add Comment button near the bottom of the page when viewing the case. 

Add the relevant details in the Comment field. 

If need to attach a file, use the browse button to locate and upload the file. 

Click Submit button to send the comment with any attachment. 
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Your comments are added to the Case’s Timeline, together with any file attachments. 

Case Updates from SWG 
When the Service Works Support Centre add a comment to your case you will receive an email 

notification. 

Reminder: Emails sent from SWG via the Support Portal are sent from a no-reply email address and 

not monitored inbound. When responding you should do so via the Support Portal. 

When you log in to the Portal, the case which has been updated is highlighted yellow in the My Cases 

page. You can simply select the case by clicking the case title link to view the reply. 

When the Service Works Support Centre resolve your case you will receive further email notification. 

Finding a Resolution to Support Query 
The resolution to your query may be explained within the FAQ library in the portal. This can be found 

via the Client Resources option at the top of the page. 
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You can look for information using a keyword search, or alternatively the FAQs can be quickly 

categorised by product, using the filter options. 

Other Useful Resources in Support Portal 
The client portal also offers a range of resources designed to support and enhance your usage of our 

software products. 

A resources library, containing information about new software releases, videos which showcase the 

latest features, training videos to assist new users, functional overviews and technical documentation. 

Details about SWG’s 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 SWG. 

Industry research and white papers published by SWG. 

 


