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Getting Started
About the Service Portal
Your property management company has provided a self-service, web interface known as a Service
Portal. This interface allows you to enter and track the status of your Service Requests (e.g. requests for
repairs in your suite, or to report issues in other areas of the building). In addition, your Service Portal
may include Resource Reservations and Visitor Security.
Your property management company will provide a web address, user name and password for using your
Service Portal.
Please note that the images included here are for instructional purposes only; depending on how your
Service Portal has been configured, and the specific device you are using to access the Service Portal
(such as a cellular phone, tablet, laptop or desktop computer), the interface may not appear exactly as
depicted.
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Logging In
If your account's contact information includes an email address, you can use the Forgot your username or
password link to recover your login information, as shown in the image below the Sign In button.
After logging in, users who are inactive for 60 minutes will be automatically logged out.

1. Open a web browser and enter the web address to your Service Portal, as provided by your
Property Management company. The Login screen is displayed.
2. Click the Username field and enter your user name.
3. Click the Password field and enter your password.
4. If you would like the site to remember your username and password, place a checkmark beside
Remember Me.
5. Click Sign In.
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The Home Page
Depending on how your Service Portal has been configured, as well as your level of access, some features
described below may not be available, or their exact positioning or appearance on the page may be different than
shown below.

A variety of features and functions can be made available on the Service Portal's home page, which is
displayed by default after logging in. A description of each numbered section can be found below.

1. Navigation Menu: click the menu button (
) to open the Navigation Menu and access the
various features available in your Service Portal. Depending on how your Service Portal has been
configured, as well as your level of access, some features described below may not be available,
or their exact positioning in the menu may be different.
•

At higher screen resolutions (such as a high-resolution tablet, or desktop computer with a
full-screen browser window) the menu will stay open as you navigate between screens
unless you click the close button (
).
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•

At lower screen resolutions where the menu overlaps with other elements on the screen,
the menu will automatically close after a selection is made.

The following options are available in the menu. Please note that depending on the services
enabled in your Service Portal and your level of access, some options shown above may not be
displayed.
•

Home: displays this page.

•

To Authorize: if are a tenant authorizer, click this option to view a list of items awaiting
authorization.

•

Authorize Settings: if you are a tenant authorizer, use this option to set up automatic
authorization for specific request types.

•

Service Requests: view the status of your Service Requests.

•

New Service Request: create a new Service Request

•

Reservations: review the status of your reservations (such as meeting rooms) in a
calendar or as a list. Depending on your level of access, you may also be able to see
reservations created by your colleagues.

•

New Reservation: reserve one of your building's amenities.

•

Visits: review a list of visitors that have been entered into the Visitor Security system.
Depending on your level of access, you may also be able to see visitors entered by your
colleagues.
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•

New Visit: Enter a new visit to keep Property Management informed about your visitors,
allowing security to check them in smoothly and efficiently.

•

My Colleagues: manage your colleague's user settings. This option is only available if
you are a Tenant Administrator.

•

New Colleague: Create new user accounts for your colleagues. This option is only
available if you are a Tenant Administrator.

2. User Menu: this section displays your name. Clicking on your name opens a menu that provides
the following options:

•

My Profile: view and edit your user settings. See Changing Your Profile for additional
information.

•

Log Out: log out of the Service Portal.

3. Quick Links: depending on the services available in your Service Portal, up to three quick link
buttons are displayed here, allowing you to quickly access the following features without using the
Navigation Menu:
•

New Service Request: enter a new Service Request.

•

New Reservation: create a new Resource Reservation, such as a meeting room, freight
elevator, or other building amenity.

•

New Visit: enter the details for an expected visitor to your building.

4. Resource Center: the Resource Center card displays a collection of documents that your
property manager has made available to tenants, such as Certificate of Insurance (COI)
Compliance and Tenant Handbooks outlining general policies and procedures. Click on a
document name to view it.
5. Announcements: from time to time, your property management office may issue
announcements concerning building-related events or other important information. These
announcements may require an immediate action or response than notices that appear in the
Property Events card (described below). You can click on the links to display the full details of
the announcement.
6. Property Events: this card displays scheduled property events that may span multiple days,
such as construction activities that temporarily restrict building access. Clicking on an event listed
here will display additional details.
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7. Billing Reports: The billing reports card provides links to view monthly summaries of billable
tenant requests. These reports are generally available as both PDF and Microsoft Excel files (in
some cases they may only be available in PDF format). Tenant Administrators can grant access
to this feature to coworkers; see Modifying Colleagues for more information.

Contacts who can access all properties in a tenant group can use a drop-down list to select which tenant's billing
reports to display.

8. Site Feedback: if you encounter a problem while using the Service Portal, such as a feature or
function that does not seem to be working correctly, you can report the issue here.
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Tenant Service Requests
The Service Requests List
The Service Requests list allows you to view and search for service requests that have been made. A
history section on each request's details screen tracks status updates to them as they occur. To access
the list, click Service Requests in the navigation bar to the left.

By default, the system displays requests submitted in the last 30 days, of any request type and status. An
overview of the list and its functions are provided below.

1. You can sort the list by clicking on the column headings (Request Number, Requested By, Date
Submitted, Status, and Request Type).
•

If Property Management uses the Service Rating feature, an additional Ratings column
shows ratings for completed work orders. For additional information on how the Service
Rating system works, please see the Service Rating topic.

2. Click on a request number or double-click on the row to view a Service Request's details.
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•

If the Cancel Service Request feature has been enabled, you can cancel requests in
specific circumstances. See the Cancel Service Request topic for details.

•

You can add a note to Property Management concerning the service request from the
Details Screen. See Sending a Note for additional information.

•

Click the Print icon (

•

Click Return to go back to the previous screen you were viewing.

) to print a copy of the Service Request's details.

3. Some service request types may have fees associated with them, collectively referred to as
billable services. If the Estimates feature has been enabled by Property Management, a costestimate can be requested from Property Management when entering a Service Request. Once
the estimate is received, it can then be rejected or approved from the Request Details screen;
rejected estimates will cancel the Service Request.
Requests with estimates associated with them indicate the status of these requests using color
coded icons:
•

indicates that an estimate request has been sent and is awaiting a response from
Property Management.
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•

means that an estimate has been provided by Property Management and is pending
approval (you can respond by approving or rejecting the estimate).

•

denotes that the estimate was approved.

For additional details using estimates, see About Estimates and associated topics.
4. Clicking the Search icon (

) displays additional options for filtering the list, as detailed below.

The following filtering options are available:
•

Date: you can change the date range by clicking on the date fields and selecting a new
start and end date.

•

Request Type: use the dropdown list to select a specific request type (e.g. Elevator,
Electrical, Key & Lock, etc).

•

Status: you can view requests with any status (default), Open, In Progress, Delayed,
Declined, Canceled, and Completed.

•

Requested By: if you have permission to view requests made by your colleagues, you
can select a specific colleague with this dropdown list.
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•

Request #: If you know the request number, you can view it by entering the number
here.

•

Details: you can enter key words to search for requests that contain these words in their
Details field.

•

Property: if your company has offices in multiple properties, you can select the property
using this dropdown.

•

Building: if your company has offices in multiple buildings, you can select the building
using this dropdown.

•

Floor

•

Suite

Click Search to apply your filter options.
5. You can also click the Print icon (
displayed.

Service Portal User Guide

) to print the details of each Service Request that is currently

10

Making a Service Request
If you need to cancel a request and the Cancel Service Request feature is enabled, then under specific
circumstances a service request can be canceled using the Service Portal. For additional details, see the Cancel
Service Request topic.

Requests are submitted to report issues that require attention from your Property Management Company.
To create a new request, Click New Service Request from the navigation menu (
), or click the
New Service Request quick link from the Home page. This will open the New Service Request screen.

From the New Service Request page, follow the steps outlined below to submit a new request.
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1. If you have offices in more than one building and your tenancy has been set up to allow you to
create requests for more than one property or building, the following additional fields may need to
be filled in:
•

If your tenancy spans multiple properties, then the Property field will be displayed as a
dropdown list. Select the property for the service request.

•

If your tenancy is in more than one building on the same property, then the Building field
will be displayed as a dropdown list. Select the building for the service request.

2. Use the Floor and Suite drop-down lists to select a floor and suite.
3. Click the Request Type field and select a request type from the drop-down menu.
4. If your Property Management Company uses priority levels for requests (as shown above), use
the Priority drop-down menu to select a priority.
5. Your Property Management Company may also require additional custom fields to be filled in.
Enter the appropriate information in any additional fields which may be present.
6. Provide additional information concerning the request in the Details field .
7. Depending on your how your service portal is configured, an Estimate Required checkbox may
be displayed. Indicate if a cost-estimate is required using the checkbox provided.
8. If there are any files you would like to attach to the request, such as pictures, PDFs, or other
documentation which concerns the request, click the Attachments button and select the file you
would like to attach.
•

You can attach a maximum of 3 files.

•

The combined size of all files attached cannot exceed 10MB.

•

After submitting your request, you cannot add, remove, or otherwise modify the
attachments.

9. Click Submit. Your request is submitted and the Request Confirmation screen is displayed.

If your property uses the Authorization feature, your request may require authorization before it can be processed.
The system will display a message informing you that authorization is required.

10. The request's details are displayed.
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•

If you would like to enter another service request, click Submit Another Request.

•

Click Done to return to the Service Requests list.
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Cancel Service Request
If this feature is not enabled and you would like to cancel a request, you can request a cancellation by contacting
your Property Management office.

If enabled by Property Management, the Cancel Service Request feature allows tenants to cancel service
requests under specific circumstances:
•

The service request is open and work has not yet started.

•

The Service Request belongs to you.

•

If Tenant Authorization is used, the service request has already been authorized by a Tenant
Authorizer.

If the above criteria are met, then you can cancel the service request by following the steps below:
1. From the Service Requests list, locate the service request you wish to cancel. Click on the
Request Number or double-click on the row to view its details.

2. From the Service Request Details screen, click Cancel Request.

3. In the Cancel Request popup, explain the reason for canceling the work order in the Details
field. This is a required field. Click Cancel Request.
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4. You will be returned to the Service Requests list. The service request is now marked as
Canceled.
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Sending a Note
You can append a note to a service request after it has been made. This can be used to provide
additional information concerning the request. To send a note, follow these steps:
1. Using the Service Requests list, locate the service request you would like to add a note to. Click
the request number to display the request details.
2. On the request details page, click New Note.

3. In the New Note window that opens, enter a subject name and details for the note, then click
Save Note

4. The note has now been added to the service request.
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Service Rating
Service Rating is an optional feature that may be enabled by your Property Management company. The
Service Rating system allows tenants to rate the overall quality of service received on Service Requests
that have been completed. If enabled, you will be able to rate completed Service Requests using either a
2-point (satisfied/unsatisfied) or 5-point (1-5 stars) scale. Which scale is made available to you is
determined by Property Management.
If the Service Rating feature has been enabled, you will see an additional Ratings column in your Service
Requests list.
Ratings column with 5-Star rating (5-point scale)

•

Ratings column with Satisfaction rating (2-point scale)

If you are using the 5-star rating system, unrated service requests are marked with 5 gray stars in
the Ratings column (shown above, left).

•

If you are using the satisfaction rating system (Satisfied or Unsatisfied), unrated service
requests are marked with Rate Service in the Ratings column (shown above, right).

Once one of your Service Requests has been marked as Completed, you will be able to rate the service
provided using one of the two methods described below.

In the Service Portal
Completed Service Requests can be rated by viewing the request's details by following the steps below:
1. From the Service Requests list, Service Requests that have been completed and are available for
rating are indicated in the Ratings column, as shown below.
2. To view the request's details, click on the Request Number or double-click on the row.
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3. At the top of the Service Request Details screen is the Service Rating section. Rate the quality of
service you received (you will either see a clickable 5-star rating system or satisfied/unsatisfied
buttons).
•

If you would also like to leave a detailed comment, use the displayed text field on the
right to provide additional feedback.

•

When you are finished, click Submit. Once you have pressed the Submit button, your
rating will continue to be displayed at the top of the details screen, but cannot be edited.

•

If your service request is reopened and then closed again (for example, in cases where
additional work needed to be done), you will only be able to re-rate the service via e-mail
notifications.

By Email
If your Service Portal account is subscribed to Request Completed notifications, then these emails will include a link
to rate the quality of service you have received. For information on checking and updating your subscription settings,
see Changing Your Profile.

1. In the Request Completed email notification, click the Rate Our Service link. This will open a
page in your web browser.
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2. On the web page that opens, rate the quality of service you received (either 1-5 stars, or
Satisfied/Unsatisfied). If you would also like to leave a detailed comment, click Leave a
Comment to display a text field that will allow you to provide additional feedback.
•

When you are finished, click Submit. Once you have pressed the Submit button, the link
in the original email will instead direct you to a notice indicating that your feedback has
already been received.

•

If your service request is reopened and then closed again (for example, in cases where
additional work needed to be done), you will receive a new email message, allowing you
to re-rate the service provided.

Service Portal User Guide

19

Resource Reservations
About Resource Reservations
Resource Reservations allows tenants to reserve resources such as a conference rooms, freight
elevators, and loading docks.

Key features
•

Use a Calendar interface to submit new reservations and view upcoming ones.

•

Receive e-mail confirmations when your reservation is created, approved, or rejected.

•

Track the status of your reservation, especially in cases where approval of your reservation is
required by property management.

•

Cancel or reschedule reservations you had previously submitted. Canceled or rescheduled
reservations many incur a service charge. Please review your Property Manager's policies to
determine if this will be the case.

•

If made available by Property Management, reserve resources in other nearby properties.
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The Reservations Calendar
The My Reservations calendar allows you to view and search through reservations that have been made
by your or your colleagues, such as for service elevators and meeting rooms. To access the calendar,
click on Reservations from the navigation menu.

By default, the calendar displays reservations submitted in the current month. An overview of the
calendar and its functions is provided below.

1. Depending on your level of access and the way resources have been set up by property
management, the following dropdown menus may be available:
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•

If Property Management has made resources from other properties available to you, you
can use the Property dropdown list to view reservations submitted in specific properties,
or select Any Property (default) to see all reservations across all properties.

•

If you are able to view your colleagues' reservations, you can use the Requested By
dropdown list to filter the calendar by colleague, or select Any Requested By (default) to
see all reservations. If you do not have access to view your colleagues' reservations, only
your own reservations are displayed.

2. The Previous ( ) and Next ( ) buttons are used to page between months, weeks, or days,
depending on the calendar's view mode as described in (4) below. The Today button will return
you to the current month, week or day, as applicable.
3. The calendar displays submitted reservations and their current status.
•

Confirmed reservations are marked in green.

•

Reservations that require approval from Property Management are marked in yellow.

•

Reservations marked in red are either canceled reservations, or reservations that were
not approved by Property Management.

•

If more than two reservations fall within a particular day (in monthly view mode), clicking
the More button (...) will change the calendar to a daily view, allowing you to see all
reservations made in the current day.

•

Clicking on a reservation will take you to the reservation's Details screen. See The
Reservation Details Screen for additional information.

4. The Month, Week and Day buttons allow you to toggle the calendar between a monthly, weekly
and daily view.
5. Use the List button (
for additional details.
6. The Print button (

) to view reservations in a list format. See the The Reservations List topic
) will print reservations for the currently displayed reservations in a list

format.
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The Reservations List
The Reservations list allows you to view and search through reservations that have been made by you or
your colleagues, such as for service elevators and meeting rooms. To access the list, click Reservations
in the navigation menu, then click the List button (

) at the top of the calendar interface.

By default, the calendar displays reservations submitted in the current month. An overview of the list and
its functions are provided below.

1. Click on the column headings to sort the list in ascending or descending order.
2. Clicking on a reservation will take you to the reservation's Details screen. See The Reservation
Details Screen for additional information.
3. The list is paginated if there are a large number of reservations. You can use the Previous (
and Next (

) buttons to view the previous or next page. The First Page (

)

) and Last Page (

) buttons can be used to jump directly to the first or last page.
4. Clicking the Search icon (
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The following filtering options are available:
•

If you have access to resources on multiple properties, you can use the Property
dropdown list to select a specific property to display reservations for, or view all properties
by selecting Any Property (default).
•

You can filter by a specific date range using the Date buttons (

•

If you are able to view your colleagues' reservations, you can use the Requested By
dropdown list to filter the calendar by colleague, or view all requests by selecting Any
Requested By (default). If you do not have access to view your colleagues' reservations,
only your own reservations are displayed.

•

Press Search to filter the list with the settings you have selected.

5. Use the Calendar button (

).

) to display reservations in a calendar format. See the My

Reservations Calendar topic for additional details.
6. The Print button (
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Making a Reservation
To begin making a new reservation, click New Reservation from the navigation menu (

), or click

the New Reservation quick link from the Home page. This will open the New Service Request screen.

From the New Reservation page, follow the steps outlined below to submit a new request.
1. In the new reservation window, a list of available resources is displayed on the left, and a weekly
calendar is displayed to the right. You can view additional information concerning a resource by
clicking on its associated info icon ( ). Depending on the information supplied by Property
Management, the resource information popup may display the following information:
•

An image gallery. You can click on any of the images in the gallery to view them in
fullscreen mode

•

Whether the resource is billable (usage fees may apply), and whether reservations will
require approval from Property Management

•

A description of the resource's features

•

Any additional downloadable attachments (displayed as links)

•

Any additional instructions concerning its usage

•

The resource's hours of availability

•

Any applicable reservation policies, such as maximum reservation duration, or conditions
under which a rescheduling or cancellation fee may apply. Please note that rescheduling
and cancellation fees are not related to whether the resource is listed as "billable", which
refers to fees that may be incurred through use of the resource.
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2. Select one or more resources that you would like to reserve in the same time slot. If Property
Management has made resources from more than one property available to you, then a Property
dropdown list is displayed, allowing you to select which property you would like to view available
resources for.
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3. On the calendar to the right, available reservation times are displayed for the current week in
white.
•

You can switch between weeks using the Previous and Next buttons, and return to the
current week by clicking the Today button.

•

Click on an available slot in your calendar to select your reservation time.

4. In the New Reservation window that opens, the following information can be edited:
•

The date portion of the Time Start and Time End fields can be updated by clicking on
their associated Calendar ( ) icons and selecting a new date time. You can update the
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start and end times by clicking on the time and selecting a new time from the dropdown
list.
o

Please note that if you modify the start or end time such that it overlaps with a
time when a resource is not available, you will receive an error when attempting
to complete the reservation.

•

By default, the Requested By field lists you as the requester. If you are creating the
reservation on behalf of a colleague, you can change this by using the provided
dropdown list. Only other registered users are displayed in this list.

•

Fill in any Additional Information in the fields provided (these fields are only displayed if
Property Management needs additional details concerning the resource's use).

•

Additional amenities available at the resource's location are listed. If any of the amenities
are optional and must be specifically requested, place a checkmark beside any optional
amenities that you need. Additional notes concerning the amenity can be viewed in a
popup by clicking on the amenity's name.

Amenities marked as billable (

) will incur an additional service fee.

•

You can use the Reservation Notes field to enter any applicable notes for Property
Management.

•

If there are terms and conditions that must be agreed to prior to making the reservation,
then a I have reviewed and agreed to the following Terms and Conditions checkbox
is displayed. You must check this box to proceed. Before agreeing to the terms and
conditions, you should review them by clicking on the Terms and Conditions link
displayed in this section.

6. Click Create to complete the reservation request.
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6. If there are no issues with your reservation, your request is submitted and you will be taken to the
Reservation Details screen.
•

If additional documentation must be downloaded, filled in/signed and then re-uploaded to
finalize your reservation, this will be clearly marked at the top of the reservation screen.
Any additional documentation will be listed as download links. Corresponding Upload
links are displayed, allowing you to upload the completed document.
o

You do not need to upload the documents immediately. You can upload the
documents at a later time by returning to the details screen. For additional
details, see The Reservation Details Screen.
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o

After uploading a document, it is displayed as a downloadable document with a
corresponding Replace button. If you need to upload a corrected version of the
document, click the Replace button and select the file to upload.
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The Reservation Details Screen
The Reservation Details screen is accessed by clicking on a reservation in the Reservation Calendar or
Reservation List. The following information and buttons are displayed:
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1. The reservation ID number.
2. If enabled by Property Management, you can click Cancel Reservation to cancel the reservation
(you can only cancel upcoming reservations). See Canceling a Reservation for more information.
3. Click Return to go back to either the Reservations List or Reservations Calendar.
4. If the resource being reserved requires additional documentation to be downloaded, filled
in/signed and then re-uploaded to finalize the reservation, this will be clearly marked at the top of
the reservation screen. If all documentation has been uploaded, then the Requires Approval
icon is highlighted, as shown above. Reservations that do not require uploading documents do
not display these icons.
5. If a reservation is still pending approval by property management, then a Requires Approval
message is displayed. If documentation needs to be uploaded, this section also provides an
interface to download the documents that must be filled out, and a means of uploading the
completed documents.
•

If a document has already been uploaded but needs to be replaced, click the Replace
button (as shown above). Documents that have not yet been uploaded will instead
display an Upload button.

•

Documents can be downloaded, uploaded or replaced at any time by returning to the
details screen. It is not necessary to perform this task during a single log-in session.

6. The Reservation Details section displays the following information:
•

The resource(s) requested.

•

The name of the requestor.

•

The reservation date and time.

•

The duration and location where the reservation will take place.

•

The responses given to any additional questions that were asked during the reservation
process. If these responses need to be changed, contact your Property Management
office.

•

All included amenities and selected optional amenities. If any selections made here need
to be changes, contact your Property Management office.

•

Any notes for Property Management that you have added to the request; see (9) below.

7. The History section displays a record of status changes related to the request, with the date and
time of each status change displayed.
8. Click Reschedule to change the date and time of the reservation. See Rescheduling a
Reservation for additional details.
9. In the Reservation Notes section, you can update any existing notes you have entered by
clicking the Edit button (shown above). If no notes were originally provided, you can create notes
by clicking the Add button.
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Canceling a Reservation
Reservations can be canceled from either the Reservations Calendar or the Reservations List by viewing
a reservation's details and clicking Cancel Reservation. Please note that depending on your level of
access, you may only be able to cancel reservations made in your name. Additionally, you can only
cancel upcoming reservations with a status of Requires Approval, Approved, or Reserved.
1. On the Reservation Details screen, click Cancel Reservation.

2. In the Cancel Reservation popup, enter a reason for the cancellation. In situations where a
cancellation fee may be charged, you will be informed in this popup window.
Cancellation with no service charge

Cancellation where service charge may apply

3. Click Yes to confirm the cancellation.
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Rescheduling a Reservation
Reservations can be rescheduled from either the Reservations Calendar or the Reservations List by
viewing a reservation's details and clicking Reschedule. Please note that depending on your level of
access, you may only be able to reschedule reservations made in your name. Additionally, you can only
reschedule upcoming reservations with a status of Requires Approval, Approved, or Reserved.
1. On the Reservation Details screen, click Reschedule.

2. If a rescheduling fee may apply, a confirmation popup will be displayed. Click Yes to proceed.
•

If no rescheduling fee is applicable, you will be taken directly to step 3 below.

3. You will be taken to a calendar view, allowing you to select a new date and time for the
reservation. Click on an available slot to reserve it.
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4. In the Reschedule Reservation popup, verify the dates and times listed for the new start and
end time, and make any necessary corrections. Enter a reason for the rescheduling and click
Done. Your reservation has now been rescheduled.
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Meeting Room Panel
About Meeting Room Panel
Meeting Room Panel is a touchscreen solution that allows tenants to browse room availability and create, change, or
cancel a reservation right at the meeting room door.

If this feature is available in your building, refer to the additional topics in this section. Other topics that may be useful
are Changing Your Profile and (for Tenant Administrators) Modifying Colleagues, both of which contain information
on how to send or re-send the login information needed to use Meeting Room Panels.
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The Meeting Room Panel Interface (Reservation Mode)
This topic only applies to panels that are in reservation mode. For a feature overview of a panel that is in display
mode, see The Meeting Room Panel Interface (Display Mode).

An overview of the Meeting Room Panel's functions and options are detailed below.

1.

This area indicates the current status of the meeting room: Available, Reserved, In Progress, or Unavailable.

•

Available means the room is immediately available for use (if a reservation is made).

•

Reserved indicates that the room is currently reserved, but the meeting has not been started.

•

In Progress means the room is currently reserved and the meeting is in progress.

•

Unavailable indicates that the room is not in use or reserved, but is unavailable for a reservation at
this time.

2.

Tapping the info icon (

) displays information about the resource that may include: A description, available

amenities (included, or available on request), and a photo gallery.

•

Any amenities listed will indicate if they are Included or Available on Request. Amenities that will
incur a service charge are marked as Billable (

•

).

If more than one image is provided, you can switch between pictures by tapping the Previous ( < )
and Next ( > ) arrows, located to either side of the currently displayed image.

Service Portal User Guide

37

3.

Depending on how the meeting room is configured and the current status of the meeting room, the following
options may be displayed in this area:

•

Start Early: Allows your to start your meeting early if the room is currently not in use. Depending
on how the room's availability has been configured, this option may not be available. See Starting a
Meeting Early for additional details.

•

Start Meeting: This button appears at the appointed start time for your meeting. Tap this option to
start your meeting. See Starting a Meeting for additional details.

•

End Meeting: This option appears 15 minutes after a meeting has started. Tap this button to end
your meeting. See Ending a Meeting for additional details.

•

Extend Meeting: If there are no reservations after your meeting end-time, this option will appear,
allowing you to extend the duration of your meeting. Depending on how the room's availability has
been configured, this option may not be available. See Extending a Meeting for additional details.

4.

To check the availability of the room or make reservations on another day, you can tap on the Previous ( < )
and Next ( > ) arrows located to either side of the date. You can skip ahead to a specific day by tapping on
the date, which will display a calendar interface, allowing you to change the displayed month and day (as
shown below).
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5.

Availability for the current day is displayed on the right. Times that have already reserved are displayed with
the name of the company that has made the reservation (unless the individual that reserved it has made it
anonymous). Available blocks of time are displayed in between those times and are labeled Tap to reserve.
You do not need to reserve the entire time block that is displayed; you will have the option to select the
specific time range you want to reserve during the reservation process. For additional details, see Making a
Reservation.
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The Meeting Room Panel Interface (Display Mode)
This topic only applies to panels that are in display mode. For a feature overview of a panel that is in reservation
mode, see The Meeting Room Panel Interface (Reservation Mode).

An overview of the Meeting Room Panel's functions and options are detailed below.

1.

This area indicates the current status of the meeting room: Available, Reserved, In Progress, or Unavailable.

•

Available means the room is immediately available for use (if a reservation is made).

•

Reserved indicates that the room is currently reserved, but the meeting has not been started.

•

In Progress means the room is currently reserved and the meeting is in progress.

•

Unavailable indicates that the room is not in use or reserved, but is unavailable for a reservation at
this time.

2.

Tapping the info icon (

) displays information about the resource that may include: A description, available

amenities (included, or available on request), and a photo gallery.

•

Any amenities listed will indicate if they are Included or Available on Request. Amenities that will
incur a service charge are marked as Billable (

•

).

If more than one image is provided, you can switch between pictures by tapping the Previous ( < )
and Next ( > ) arrows, located to either side of the currently displayed image.
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3.

Depending on how the meeting room is configured and the current status of the meeting room, the following
options may be displayed in this area:

•

Start Early: Allows your to start your meeting early if the room is currently not in use. Depending
on how the room's availability has been configured, this option may not be available. See Starting a
Meeting Early for additional details.

•

Start Meeting: This button appears at the appointed start time for your meeting. Tap this option to
start your meeting. See Starting a Meeting for additional details.

•

End Meeting: This option appears 15 minutes after a meeting has started. Tap this button to end
your meeting. See Ending a Meeting for additional details.

•

Extend Meeting: If there are no reservations after your meeting end-time, this option will appear,
allowing you to extend the duration of your meeting. Depending on how the room's availability has
been configured, this option may not be available. See Extending a Meeting for additional details.
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Reserving a Meeting Room
To reserve a meeting room, follow the steps below:
1.

Available blocks of time are displayed to the right. By default, the current day's availability is displayed. You
can tap on the Previous ( < ) and Next ( > ) arrows located to either side of the date to change what day is
displayed. Tapping on the date will display a calendar interface that allows you to change the displayed
month and day (as shown below).

2.

Once you have found a block of time that you would like to use for your meeting, press Tap to Reserve.
During the reservation process you will be able to specify the exact duration of your meeting.

3.

You will then be asked to log in. You can use either your provided QR Code or PIN to log in.

•

By default, the Meeting Room Panel will ask you to provide your QR Code; to do this, follow the
steps below:

o

On your mobile device, open your reservation email or your smartphone wallet that
contains your QR Code.

o

Standing 2-3 feet away from the camera, hold the QR Code up towards the camera to
scan. On the panel, you will be able to see if you have positioned the QR Code within the
camera's range of view.

o
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•

If you would prefer to use your PIN to log in, tap Sign in using my 4 digit code, enter your PIN,
and tap OK.

4.

Use the sliders at the top of the screen to indicate the start and end time for your reservation. The start time
cannot be any earlier than the beginning of the time block you selected. The end time cannot be set any
later than the end of the available time block. The resource may also restrict the maximum duration of a
single reservation; if this is the case, the maximum duration is also displayed below the sliders (as shown
below).

5.

If there is any additional information that is required for the reservation, fill out the on-screen questions
displayed on the left side of the screen.

Service Portal User Guide

43

6.

By default, the name of your company will be displayed on the main screen to indicate who has made the
reservation. If you would prefer to not have your company name displayed, you can select Make
reservation anonymous on panel. Property Management will still be able to see who has made the
reservation.

7.

Any amenities that are included will be displayed to the right. If any optional amenities are available, they are
also displayed here and can be selected on the right side of the screen. Note that optional amenities that are
marked as billable (

8.

) will incur an additional service fee.

Enter any additional Reservation Notes in the field provided. This information will be communicated to
Property Management.

9.

When you are finished, tap Reserve. In the confirmation popup that appears, you will be given the option to
remain logged in, allowing you to make additional reservations, or to log out.

If the reservation requires approval, then you will be notified on-screen. Reservations that are pending approval will
still prevent others from making a reservation for the same period of time. If additional documents need to be
downloaded, filled out, and then returned to Property Management, you can retrieve these documents from your
Service Portal by viewing the reservation's details.
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Starting, Ending, or Extending a Meeting
If the Meeting Room Panel is in Display Mode, all features still work as described below, except that the right-hand
panel will not be displayed.

In addition to being able to start or end a meeting at the scheduled time, you can also end a meeting early.
Depending on how the room's availability has been configured, it may also be possible to start a meeting early, or
extend it.

Starting a Meeting
Your meeting can begin any time after its scheduled start time. Follow the steps below to start your meeting:
1.

Tap Start Meeting.

2.

Use your QR Code or PIN to log in.

•

By default, the Meeting Room Panel will ask you to provide your QR Code; to do this, follow the
steps below:

o

On your mobile device, open your reservation email or your smartphone wallet that
contains your QR Code.

o

Standing 2-3 feet away from the camera, hold the QR Code up towards the camera to
scan. On the panel, you will be able to see if you have positioned the QR Code within the
camera's range of view.

o
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•

If you would prefer to use your PIN to log in, tap Sign in using my 4 digit code, enter your
PIN, and tap OK.
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3.

The panel will now indicate that the reservation is In Progress.

Starting a Meeting Early

Depending on how the meeting room's availability is configured, the option to start a meeting early may not be
available.

To start a meeting early, follow the steps below:
1.

If the meeting room is available before the scheduled start time of your meeting, a Start Early button will be
displayed on the panel. Tap Start Early.
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2.

If the room is billable or has billable amenities, a confirmation popup will appear, notifying you that additional
reservation charges may apply. To proceed, select Yes.

3.

Use your QR Code or PIN to log in.

•

By default, the Meeting Room Panel will ask you to provide your QR Code; to do this, follow the
steps below:

o

On your mobile device, open your reservation email or your smartphone wallet that
contains your QR Code.

o

Standing 2-3 feet away from the camera, hold the QR Code up towards the camera to
scan. On the panel, you will be able to see if you have positioned the QR Code within the
camera's range of view.

o

•

The camera will scan your QR Code and log you in.

If you would prefer to use your PIN to log in, tap Sign in using my 4 digit code, enter your
PIN, and tap OK.
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3.

The panel will now indicate that your meeting is In Progress.
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Ending a Meeting

Depending on the duration of your meeting, it may take up to 15 minutes before this option is displayed. If you do
not manually end your meeting, the panel will automatically end your meeting at the scheduled time.

To end a meeting:
1.

Tap End Meeting.

2.

On the confirmation popup, select Yes.

3.

Your meeting has now been ended. Depending on how the meeting room's availability has been configured,
it will now be displayed as either Available or Unavailable on the panel.
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Extending a Meeting

Depending on how the meeting room's availability is configured, the option to extend a meeting may not be
available.

If the meeting room is available after the scheduled end time for your meeting, you can extend an in-progress
meeting at any time as follows:
1.

Tap Extend Meeting.

2.

If the meeting room is billable or has billable amenities, a confirmation popup will appear, notifying you that
additional reservation charges may apply. To proceed, select Yes.

3.

Use your QR Code or PIN to log in.

•

By default, the Meeting Room Panel will ask you to provide your QR Code; to do this, follow the
steps below:

o

On your mobile device, open your reservation email or your smartphone wallet that
contains your QR Code.
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o

Standing 2-3 feet away from the camera, hold the QR Code up towards the camera to
scan. On the panel, you will be able to see if you have positioned the QR Code within the
camera's range of view.

o

•

The camera will scan your QR Code and log you in.

If you would prefer to use your PIN to log in, tap Sign in using my 4 digit code, enter your
PIN, and tap OK.
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4.

Using the provided slider, select the new end time for your meeting, then tap Reserve.

5.

Your meeting is now extended. In the confirmation popup that appears, you will be given the option to
remain logged in, allowing you to make additional reservations, or to log out.

Service Portal User Guide

53

Visitor Security
The Visitor Security List
Through the Visitor Security list you can view and search through visits that have been entered, update
their details, and enter new visits. To access the list, click on Visits in the navigation menu (
).

An overview of the visitor security list and its functions are detailed below.

By default, the system displays the current day's visits. You can override this setting and configure additional
filtering options by clicking on the Search button, as described in section 6, below.

1. By default, the list is sorted by Expected Date. You can sort the list in ascending or descending
order by clicking on the following headings:
•

Expected Date

•

Host

•

Floor
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It is important to note that the individual who created the visit (Entered By) may be different from the Host.

2. You can view a visit's details by clicking on the expected date, or by double-clicking on the row.
You can also edit or cancel a visit while viewing a visit's details. See The Visit Details Screen
topic for additional information.
•

If the visitors will be issued single use badges, then the visit will be marked with a single
use badge icon next to the date and time (

). Single use badges are automatically

disabled after the first time they are used at a security scanner.
•

If the visitors will be issued badges that have had the allow entry until feature enabled,
then the arrival time is replaced with a time range that indicates the range of time that the
the security badges will be active for.

3. You can review any notes attached to the visit by clicking the Note icon (
displayed and can be edited from the Visit Details screen.

). Notes are also

4. The list is configured to displayed visits within a specified date range. By default, visits are
displayed for the next month (30 days). You can use the quick links to conveniently switch
between Today, 7 days, and 30 days. The most recently selected quick link is remembered
between login sessions. Additional date and filtering options are also accessible from the Search
button (

) as described in (6) below.

5. Click Import From Excel to upload visits from a list that you have created. This list must be
saved as a Microsoft Excel Spreadsheet (XLS) file. You can download a template for the list from
within the Import Visitors interface, as described in Importing a Visitor List.
6. Click the Search button (
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•

Use the dropdown menus to filter the list by Date.

•

If you have access to view your colleagues' reservations, you will also see an Entered
By dropdown.

•

If you have access to multiple properties and buildings, you will see Property and
Building dropdown lists.

•

You can also enter the name of a visitor and/or the host (the person who will be receiving
the visitors).

7. You can print the currently displayed list by clicking the Print (
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Entering a New Visit
Visitor Security enables you to pre-register your visitors using the Service Portal. This feature ensures
visitors are quickly processed and promotes building security.
To enter a visitor into the system, click New Visit from the navigation menu (

), or click the New Visit

quick link from the Home page. This will open the New Service Request screen.

There are two methods for manually entering a visit's details: Form Entry (default), and Quick Entry. You
can also import a visitor list from an excel spreadsheet. If you have a list of names that you would like to
copy and paste, click the Quick Entry link. This will change the Visitors section of the interface to a
unified field where you can paste the visitor's name, company and email address in a single line. For
additional details, see Entering a Visit with Quick Entry.
Follow the steps below to enter a new visit:

The company name and email address fields are optional. If you do not have information for these fields or do not
want to include this information, leave these fields blank.

1. The Visitors section of the Visit details screen is used to enter information about the people who
are expected to arrive. There are two methods for manually entering a visit's details: Form Entry
(default), and Quick Entry. You can switch between these modes by clicking on the Quick
Entry/Form Entry button in the top-right corner. If you would prefer to import a list of visitors from
an Excel spreadsheet, you can instead select Import From Excel.

Refer to the subsections below for instructions on filling in this section in each mode.
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Form Entry (Default)

•

Enter the First and Last name, affiliated company and email address (if applicable) for
each individual that will be visiting, or enter the details for the primary visitor, and use the
Group Size field to indicate to total size of the group that will be visiting (including the
primary visitor)
o

If the Group Size field is skipped, it will be automatically determined based on
the number of visitors that are entered.

•

After entering the details for each visitor, click Add.

•

When entering the first name of a visitor, possible matches (based on previous visitors
already entered into the system) are displayed in a dropdown menu, allowing you to more
rapidly enter visitor information for people who have visited before.

•

You can edit or delete a visitor that you have added by clicking the associated Edit or
Remove links.
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Quick Entry

•

Enter each visitor's information on a new line in the field provided (either by copying and
pasting, or by manually typing the information). Each visitor must have information
entered in the following format (including commas): First and Last name, Company
Name, Email Address. E.g. John Smith, ABC Company, jsmith@abc.com
o

•

A first and last name must be provided. You can omit the company name and/or
the email address; however, if an email address is not provided, then the visitor
will not be able to use the Self Check-In process if it is available in your building.

You can also enter the size of the group that is visiting in the Group Size field. If this field
is skipped, it will be automatically determined based on the number of visitors that are
entered.

If you choose to import a list of visitors from an Excel spreadsheet, click Import From Excel and
refer to the Importing a Visitor List topic.
2. The Time & Location section is used to indicate when and where the visit will be taking place. In
addition to the default Single Visit option, depending on what features have been enabled for
your property, one of the following visit types will also be available:
•

Recurring Visit: visitors will be returning on a regular schedule for a specific time
interval, e.g. Wednesdays and Fridays at 9AM, April 12-28, 2017).

•

Multiday Pass: visitors have access to the building between the specified start and end
dates, e.g. April 12-28, 2017).

The option to create either a Recurring Visit or Multiday Pass is displayed as a link in the top-left
corner of the Date & Location section (as shown below).
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Properties using the Recurring Visit option

Properties using the Multiday Pass option

Refer to the subsections below for instructions on filling in this section in each mode.
Single Visit (Default)
•

For a one-time visit, enter the Date, Time, Floor and Suite.
o

If you have access to multiple buildings, you will need to select one by using the
Building dropdown list provided.

o

If you have access to multiple properties, you will also need to select one by
using the Property dropdown list provided.

o

If your building uses the Allow Entry Until feature, you can set a specific time
after which the visitor's badge will no longer be active using the provided field. If
you do not set a time, or if you do not have this feature, visitor badges are active
until the end of the day.

o

If your building uses the Single Use Badge feature, enabling this option will
cause the visitor's badge to be disabled after the first time it has been used at a
security scanner.
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Recurring Visit
•

Click the Recurring Visit link. The recurring visit section is displayed in place of the
single visit interface (shown below).

•

Enter the start date, end date, floor, time, days of the week, and suite number.
o

If you have access to multiple buildings, you will need to select one by using the
Building dropdown list provided.

o

If you have access to multiple properties, you will also need to select one by
using the Property dropdown list provided.

o

If your building uses the Allow Entry Until feature, you can set a specific time
after which the visitor's badge will no longer be active using the provided field. If
you do not set a time, or if you do not have this feature, visitor badges are active
until the end of the day.
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o

If your building uses the Single Use Badge feature, enabling this option will
cause the visitor's badge to be disabled after the first time it has been used at a
security scanner.

Multiday Pass
•

Click the Multiday Pass link. The recurring visit section is displayed in place of the single
visit interface (shown below).

•

Enter the start date, end date, floor, time, and suite number.
o

If you have access to multiple buildings, you will need to select one by using the
Building dropdown list provided.

o

If you have access to multiple properties, you will also need to select one by
using the Property dropdown list provided.

After entering in the appropriate day/time information for your single visit, multiday pass, or recurring visit,
continue with the steps below:
3. The Host section is used to indicate who will be receiving the visitor(s). By default, this is set to
the person entering the visit. You can select a different host using the dropdown list provided.
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•

If the host does not have an entry in the dropdown menu, place a checkmark beside Not
finding who you are looking for? and manually enter a name and phone number for
the host in the fields provided.

4. The General section is used to provide notification email addresses and any additional notes
concerning the visit.
•

Send an email when the visitor(s) are checked-in is selected by default. Enter the
host's email address if one has not already been entered. For multiple email addresses,
enter each additional address on a new line. If you do not want to receive email
notifications for this visit, uncheck this option.

•

Enter any additional important information concerning the visit in the Notes field.
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5. When you are finished, click Save. After saving, you will be shown a summary of the visit you
have entered. At the bottom of this screen, you can click Submit Another Visit if you have more
visits to create, or click Done to return to the Visitor Security list.
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The Visit Details Screen
Visit details are accessed from the Visitor Security list. From the Visit Details screen, you can do the
following:
•

Review visit details

•

Edit visit details (if the visit is in the future).

•

Cancel a visit, or cancel one or more recurring visits

A breakdown of each section of the details screen and the various editing options available are provided
below.
•
•
•

Once the visit's date and time has passed, or after visitors have been checked in, the visit details can no
longer be edited. A more compact, uneditable summary of the visit is displayed in these circumstances.
When editing a Recurring Visit, any changes you make will only apply to the currently displayed visit.
Multiday Pass visits can be canceled from this screen, but cannot be edited.
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1. The Visitors section displays all visitor information that was entered. In this section, you can
review, edit, add or remove expected visitors using the Form Entry interface as outlined in
Entering a New Visit.
•

To add another visitor:
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o

If you are entering the names of all visitors, enter the First Name, Last Name,
affiliated company and email address (if applicable) for the new individual that
will be visiting, then click Add. The Group Size field will automatically update
after saving your changes.

o

If you have only entered the details for the Primary visitor, simply update the
Group Size to reflect the new total size of the group.

•

When entering the first name of a visitor, possible matches (based on previous visitors
already entered into the system) are displayed in a dropdown menu, allowing you to
quickly enter visitor information for people who have visited before.

•

You can edit or delete a visitor that you have added by clicking the associated Edit or
Remove links.

2. The Time and Location section allows you to update the time and specific location for the
upcoming visit.
•

From here, you can update the Date, Time, Floor and Suite using the dropdown lists
provided.
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o

If your building uses the Allow Entry Until feature, you can set a specific time
after which the visitor's badge will no longer be active using the provided field. If
you do not set a time, or if you do not have this feature, visitor badges are active
until the end of the day.

o

If your building uses the Single Use Badge feature, enabling this option will
cause the visitor's badge to be disabled after the first time it has been used at a
security scanner.

3. You can review and update who will be receiving the visitors in the Host section. By default, this
is set to the person entering the visit. You can select a different host using the dropdown list
provided.
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•

If the host does not have an entry in the dropdown menu, place a checkmark
beside Not finding who you are looking for? and manually enter a name and
phone number for the host in the fields provided.

4. Use the General section to review and update notification email addresses and add or revise any
additional notes concerning the visit.
•

You can check or uncheck Send an email when the visitor(s) are checked-in to
indicate of the host(s) should receive a notification when the visitors arrive. For multiple
email addresses, enter each additional address on a new line.

•

Enter or revise any additional important information concerning the visit in the Notes
field.
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5. After viewing or updating the visit's details, the following options are available at the bottom of the
screen:
•

Save: save your changes.

•

Cancel Visit: permanently remove the visit from the list. If this is a recurring visit, this
option cancels the currently displayed visit only all other visits in the series are
unaffected.

•

Cancel All Visits: this option is only displayed for recurring visits. This will permanently
remove all upcoming visits in the series. Past visits in the series are unaffected.

•

Return to List: ignores any changes you may have made and returns you to the Visitor
Security list.
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Importing a Visit List
To ensure that your spreadsheet is up-to-date and supports all available visitor options and features, please ensure
that you always download the spreadsheet from the provided link (as described in Step 2, below) before creating a
new visitor list. Using an out-of-date spreadsheet format can prevent the successful import of visitor lists.

If you have a large number of visits to enter, you can upload visits from a spreadsheet by clicking Import
From Excel. This list must be in a specific format, and also must be saved as a Microsoft Excel
Spreadsheet (.xls) file.

You can download a template for the list from within the Import Visitors interface, as described below:

1. Under Step One, select the building and floor for the visits that will be imported. You can
optionally specify the suite.

2. Use Step Two to download a sample template for the visitor import list by clicking Download
Import Template. This will download a file to your computer that is in the XLS (Microsoft Excel
Spreadsheet) format. If you already have a copy of the current version of this template, you do
not need to download the file again.
•

XLS files can be read by a variety of spreadsheet programs; however, to ensure the best
compatibility and prevent issues that can be introduced by format conversions, Microsoft
Excel is recommended.

•

Please be aware when saving the file that it must be in XLS format (and not XLSX). Use
the Save As... command in Microsoft Excel to ensure the correct file format is selected.

•

Additional instructions concerning the format used to enter visitor data is on the first tab
of the spreadsheet. Please carefully read and follow all instructions provided by the
spreadsheet.

Visits on adjacent rows in the spreadsheet that have the same Host, Date Expected and Time Expected will be
considered a single visit with multiple visitors.
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3. Once you are finished creating the list you want to import, click Upload File and locate the file
you want to import in the popup window.

4. You can enter one or more email addresses which will be used to send notifications for visitor
arrivals. You can enter multiple email addresses by entering each additional address on a new
line in the field provided. When you are finished, click Import Visitors.
If there are any issues with one or more rows of data in your spreadsheet:
• You will receive an error message indicating the row number(s) that failed to import, and the reason for
the error.
• To correct this issue in the spreadsheet, correct the identified issues with each affected row, and then
remove all rows that were successfully imported. If you do not remove rows that were already imported,
this will cause duplicate visits to be entered into the system.
• After you have finished updating the spreadsheet and removing rows that were successfully imported,
follow the steps above to import the file again.

Service Portal User Guide

72

Self Check-In
Introduction to Self Check-In
Visitor Self Check-In is a system that allows visitors to use a self-serve kiosk in order to check-in and print
a badge. If this system is available in your building, visitors entered with email addresses will be sent
PINs in advance of their visits, which are required to use the Self Check-In kiosks.
For more information, see Self Check-In Email Notifications, and Using Self Check-In.

Service Portal User Guide

73

Self Check-In Email Notifications
For buildings that have Self Check-In enabled, whenever a visit is entered into the system that includes
the visitor's email address, a notification email is sent which includes the name of the company being
visited, and a 6-digit PIN. A sample notification email is shown below.

•

Visitors will receive their PINs by email approximately 22 hours before the scheduled visit.

•

Visitors that are entered on the same day as the visit will receive their PIN within 5 minutes of
being submitted.

To use the kiosk, visitors will need to know the name of the company they are visiting, and their PIN. For
an overview of the check-in process, see Using Self Check-In.
•
•

Changing the email address for a visitor that has already received an email notification will cause the
notification to be re-sent with a new PIN. The previously issued PIN will no longer work.
Removing the email address will invalidate the PIN that was emailed to the visitor (the PIN will no longer
work).
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Using Self Check-In
At the main screen, pressing Check In starts the process.

Visitors are able to check in using the kiosk in 3 easy steps:
1. Locate the company being visited.
•

The visitor can filter the list by letter (for example, displaying all companies that start with
"C"). Once found, the visitor selects the company.

•

The Previous and Next buttons at the bottom of the screen can be used to page through
longer company lists.

2. The visitor then enters the 6-digit PIN that was provided in the email and selects Continue.
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3. The visitor's name, the name of the host, and the company name are displayed on a confirmation
screen. The visitor selects Check In to complete the process and print out a badge.

•

If the process completed successfully, then the following screen is displayed:
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•

Visitors that experience difficulties checking in, such as being unable to enter their PIN
correctly, will be directed to the security desk to check in.
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Package Pass
About Package Pass
In properties where removal of goods is a concern, Package Pass allows tenants to identify individuals
who will be removing specific items from the building, and provide authorisation to building security
allowing the item to be removed.
Package Pass provides the following features:
•

Names a specific person who will be removing items from an office.

•

A physical description of the items being removed can be provided.

•

Package Pass requests require approval from a Tenant Authorizer.

•

Once approved, a pass can be printed.

See the additional topics in this section for additional information on using Package Pass.
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The Package Pass List
The Package Pass List is a searchable list of all package pass requests, whether they are still awaiting
approval, have been approved or declined. To open the Package Pass list, click on Package Passes in
the navigation menu (

).

An overview of the Package Pass list and its functionality is detailed below.

1. You can sort the list by clicking on the following column headings:
•

Package Number

•

Submitted By

•

Date Submitted (default)

•

Expiry Date

•

Status (Requires Tenant Authorization, Authorized, or Declined)

2. To view the details of a package pass, or to print an approved pass, click the associated
Package Number in the left-hand column. For more information on printing Package Passes, see
Printing a Pass.
3. Click New Package Pass to request a new pass. See Requesting a Package Pass for additional
details.
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4. Click the Search button (
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Requesting a Package Pass
If your Property Management office requires use of the package pass system to remove office items, you
must first request a package pass. This pass must be approved by a Tenant Authorizer.
To request a package pass:
1. Click on New Pass in the navigation menu (
Package Pass button.

), or from the Package Pass list, click the New

2. Enter the following information in the provided form fields:
•

If your company has offices in multiple buildings, you may be asked to select the building
from a dropdown list (as shown below).

•

The Floor and Suite that the items will be removed from.

•

In the Permit For field, use the dropdown list or enter the full name in the field provided
to specify who will be removing items.

•

Enter an Expiration Date for the pass; this date cannot be more than two weeks past the
current date.

•

Use the Details field to describe the items that will be removed. Include any identifying
information on the items such as serial numbers or asset tag numbers, as applicable.
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3. Press Submit. A summary of your Package Pass request is displayed. Please note that a Tenant
Authorizer must approve the request. Once your request has been authorized, you can print the
request as a badge, to be carried by the individual that will be removing items.
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Printing a Pass
Once your Package Pass has been approved, you will be able to print a badge. This should be kept on
the person who will be removing the items from your office.
1. Locate your approved package pass by clicking Package Passes in the Package Pass section of
the navigation menu. For more detailed information about searching through the pass list, see
The Package Pass List topic.

2. Click the Package Number on the pass that you want to print. The pass details are displayed.

3. Click Print.
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4. A pop-up window will open, containing a formatted badge that can be printed. Use your web
browser's built-in print function by pressing the Ctrl-P on your keyboard.
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My Profile
Changing Your Profile
The My Profile screen allows you to manage the information in your account. You can access your profile
by clicking on your name in the top-right corner of the screen, then selecting My Profile.

For Tenant Administrators, depending on the method used by your Property Managers to handle access
cards, the information detailed below may be displayed under a Profile tab, and you will see an additional
Access Card tab. For additional information concerning this tab,see The Access Card Tab.
A breakdown of each section of the My Profile screen and the various options available are provided
below.
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1. The General section contains contact and location information. The following information can be
changed in this section:
•

First Name and Last Name

•

Building (if more than one is available on your property)

•

Floor & Suite

•

Phone

•

Fax

•

Email

•

CC (used with service requests and reservation notifications)

2. The Emergency Information section allows you to enter emergency contact information, which
will be used to receive building-related emergency notifications from Property Management. The
following information can be provided:
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•

Phone 1, Phone 2

•

Email

•

SMS

3. The first subsection of the Login, Permissions & Subscriptions section allows you to modify
the username and password you use to log in to the Service Portal. Any rules regarding
passwords, such as minimum length, are also listed here.
•

If you are changing your password, you must enter your new password twice (in the New
Password and Confirm Password fields) to help ensure your new password has been
entered as intended.

4. The E-Mail Subscriptions subsection displays the notification types that you are subscribed to. If
you have sufficient access, you can change the notifications you will receive by adding or
removing checkmarks beside each notification type.
5. The Permissions subsection displays your current general level of access. This section is for
informational purposes only and cannot be edited. Requests for changes in your permissions
settings can be directed to your company's Tenant Administrators (if you have Tenant
Administration set up), or your Property Manager.
6. If your building uses Meeting Room Panels, then this section will appear if you have previously
been sent a QR Code and PIN for use with the panels. Checking Email QR and Reservation
Code will re-send the code to the email address listed in your profile.
7. When you are finished making changes, click Save.

Service Portal User Guide

87

The Access Card Tab
Depending on the method used by your Property Managers to handle access cards, Tenant
Administrators may see an additional Access Card tab when viewing their own profile, when viewing a
colleague's profile, or when creating a new colleague profile. Under this Access Card tab, you can view
information related to the profile's building access card, and make service requests related to access
cards. See below for additional details.

1. Click Update to request an update to the access card's security level.
•

In the field provided, indicate the access level that the card should have (e.g. Parking,
Floor 10) and the time of day that your card should have this access.

•

Click Save to send your request to Property Management. A trackable Service Request
is also created, allowing you to stay informed on the progress of your request.
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2. Click Replace to request a replacement access card. Upon submission of this request, the
existing access card will be immediately deactivated.
•

If your company has a supply of access cards to use as replacements, select Assign
Card Number and enter the number on the access card. Otherwise, select New card
required.

•

In the field provided, indicate the access level that the card should have (e.g. Parking,
Floor 10) and the time of day that your card should have this access.

•

If your access cards include photo ID, click Upload Photo to include a photograph.
Please note the photograph guidelines listed on-screen to ensure that your picture will be
acceptable.

•

Click Save to send your request to Property Management. A trackable Service Request
is also created, allowing you to stay informed on the progress of your request.

3. Click Deactivate to request deactivation of a card. Please note that this option does not include a
request for a replacement card.
•

You can either select Deactivate Immediately, or a future date for the card to be
deactivated.

•

Enter a Reason for the deactivation in the dropdown provided.
o

If you select Terminated as the reason for deactivation, then you will need to
provide additional information concerning the termination in an additional field.
This information will be passed along to the security desk.
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•

Click Save. The will be automatically deactivated on the specified date.
o

If there are no other active cards associated with the account, then a popup will
ask if you would also like to deactivate the account. Click Yes if you would like to
deactivate it. You can also manually deactivate accounts, as described in
Deactivating a Colleague.

4. Click New Access Card to request a new access card. If the profile you are viewing currently has
no access card, then this will be the only option available to you.
•

If your company has a supply of access cards to use as replacements, select Assign
Card Number and enter the number on the access card. Otherwise, select New card
required.

•

Select the Building that the card should have access to.

•

Indicate if this is a Permanent or Temporary card.

•

Enter an activation date using the Active From field (default is today). If this is a
temporary card, you will also need to enter a Deactivation Date.

•

In the field provided, indicate the access level that the card should have (e.g. Parking,
Floor 10) and the time of day that the card should have this access.

•

If your access cards include photo ID, click Upload Photo to include a photograph.
Please note the photograph guidelines listed on-screen to ensure that your picture will be
acceptable.

•

Click Save to send your request to Property Management. A trackable Service Request
is also created, allowing you to stay informed on the progress of your request.
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Authorization
Setup
The Tenant Authorization feature is used to designate specific colleagues as Tenant Authorizers. When
new service requests are created, Tenant Authorizers have the ability to authorize or decline these
requests in the Service Portal.
•
•

It is not necessary for Tenant Authorizers to be Tenant Administrators.
Tenant Authorizers that would like to receive email notifications need to enable this feature in their user
preferences. See Changing Your Profile for more information.

The Setup screen allows you to set up automatic authorization for certain request types. To access and
configure the Authorization Setup screen follow the steps below:
1. From the Navigation Menu (
screen.

), click Authorize Settings. This will display the Authorization

2. To select which Request Types can be automatically authorized, locate the desired Request
Type and click the checkbox to select it. As shown in the screenshot below, these settings will
apply to all authorizers in your company.

3. Click Submit to save your changes.

Service Portal User Guide

92

Authorizing Items
The Tenant Authorization feature is used to designate specific colleagues as Tenant Authorizers. When
new service requests are created, or when package passes are requested (if this feature is used by your
Property Management company), Tenant Authorizers have the ability to authorize or decline these
requests in the Service Portal.

You can enable automatic authorization of specific request types. See the Setup topic for additional details.

Refer to the Authorizing Service Requests and Authorizing Package Passes subsections below for
additional details.

Authorizing Service Requests
To view and provide responses to Service Requests that require authorization, follow the steps below:
1. From the Navigation Menu (

), click To Authorize. This will display the Authorization screen.

2. The Authorization list is displayed. You can sort the Authorization list by clicking on the following
column headings: Request Number, Date Received, and Colleague.

3. To authorize a Service Request, or request a cost-estimate from Property Management, locate
the desired Service Request and click the Request Number, or double-click on the row.
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4. In the Service Request Details screen, a section at the top is displayed that provides the following
options:
•

Authorize This Request (default)

•

Decline This Request

•

Request Estimate (from Property Management)
o

This option is not displayed if the Estimates feature is not enabled by Property
Management. For more information on requesting and approving estimates, see
About Estimates and associated topics

•

You can also optionally send a note to the original requester explaining your decision in
the Explanation/Message To Requester field.

•

If you do not want to make a decision at this time, you can click Return.

5. After making your decision, click Save My Decision. When the requester logs in to the Service
Portal, Requests that are authorized will be marked Authorized and those that are declined will
be marked Declined. If you requested an estimate, then Property Management will be notified;
see About Estimates and associated topics for additional details.

Authorizing Package Passes
To view and provide responses to Service Requests that require authorization, follow the steps below:
1. From the Navigation Menu (
screen.
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2. The Authorization list is displayed. Pacage passes are displayed in a separate list below Service
Requests. You can sort the Package Pass list by clicking on the following column
headings:Package Number, Submitted By, Date Submitted, and Expiry Date.

3. To authorize a Package Pass, locate the pass you want to authorize and click the Request
Number, or double-click on the row.

4. In the Package Pass details screen, a section at the bottom is displayed that provides the
following options:
•

Authorize This Request (default)

•

Decline This Request

•

You can also optionally send a note to the original requester clarifying your decision in
the Explanation field.

•

If you do not want to make a decision at this time, you can click Return.
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5. After making your decision, click Save My Decision. When the requester logs in to the Service
Portal, Package Passes that are authorized will be marked Authorized and those that are
declined will be marked Declined.
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Estimates
About Estimates
Some service request types may have fees associated with them, collectively referred to as billable
services. If the Estimates feature has been enabled by Property Management, a cost-estimate can be
requested from Property Management when entering a Service Request. Once the estimate is received, it
can then be rejected or approved; rejected estimates will cancel the Service Request.
The estimate request and approval process varies depending on whether you have Tenant Authorization
enabled or not:
•

Estimates with tenant authorization

•

Estimates without tenant authorization
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With Tenant Authorization
When Tenant Authorization is enabled, only Tenant Authorizers can request, approve or reject estimates.
Requests for estimates must occur before approving the item.

Requesting an Estimate
1. When authorizing items, any billable service request will provide Tenant Authorizers with the
option to request an estimate. Select Request Estimate.
2. Click Save My Decision.

3. When Property Management responds with a cost-estimate, the service request will reappear in
your list. See Approving an Estimate and Rejecting an Estimate below for additional details.
If you are a Tenant Authorizer and are entering a service request, you can instead request an estimate at the time
that you create it by putting a checkmark beside the Estimate Required option. This option only appears to Tenant
Authorizers.

Approving an Estimate
1. Estimates from Property Management can be viewed in the Items to Authorize screen.
2. To approve the estimate, you must view the estimate's details by clicking the Request Number,
or double-clicking on the row.
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3. On the Service Request Details screen, review the estimate cost and any additional relevant
information from Property Management.
4. In the Estimate section at the top of the details screen:
•

Select Approve Estimate.

•

Enter any notes related to the decision in the space provided.

•

Click Save My Decision.
o

If you do not want to make a decision at this time, you can click Return to List at
the top-right corner of the screen.

Rejecting an Estimate
1. Estimates from Property Management can be viewed in the Items to Authorize screen.
2. To reject the estimate, you must view the estimate's details by clicking the Request Number, or
double-clicking on the row.
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3. On the Service Request Details screen, review the estimate cost and any additional relevant
information from Property Management.
4. In the Estimate section at the top of the details screen:
•

Select Reject Estimate.

•

Enter any notes related to the decision in the space provided.

•

Click Save My Decision.
o

If you do not want to make a decision at this time, you can click Return to List at
the top-right corner of the screen.
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Without Tenant Authorization
For tenants that are not using the Tenant Authorization feature, when you are entering a service request
you can request an estimate by placing a checkmark beside Estimate Required. For more information on
filling out a service request, see Making a Service Request.

After submitting the service request, you can view the status of your request by clicking on Service
Requests from the Navigation Menu (
) and finding the request. Service requests which require
estimates are displayed with a color-coded estimate icon.
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•

indicates that an estimate request has been sent and is awaiting a response from Property
Management.

•

means that an estimate has been provided by Property Management and is pending
approval (you can respond by approving or rejecting the estimate).

•
•

denotes that the estimate was approved.
Rejected estimates are changed to have a status of Canceled, and no longer displays an
estimate status icon.

See Approving an Estimate and Rejecting an Estimate below for additional details.

Approving an Estimate
1. Locate the request in the Service Requests list. If the request is marked with a yellow pending
approval estimate icon (

) then you will be able to review and approve the estimate.

2. To approve the estimate, you must view the estimate's details by clicking on the Request
Number, or by double-clicking on the row.

3. On the estimate details screen that appears, review the estimate cost and any additional relevant
information from Property Management.
4. In the Estimate section at the top of the details screen:
•

Select Approve Estimate.

•

Enter any notes related to the decision in the space provided.

•

Click Save My Decision.
o

If you do not want to make a decision at this time, you can click Return to List at
the top-right corner of the screen.
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Rejecting an Estimate
1. Locate the request in the Service Requests list. If the request is marked with a yellow estimate
icon (

) then you will be able to review and reject the estimate.

2. To reject the estimate, you must view the estimate's details by clicking the Request Number, or
by double-clicking on the row.

3. On the estimate details screen that appears, review the estimate cost and any additional relevant
information from Property Management.
4. In the Estimate section at the top of the details screen:
•

Select Reject Estimate.

•

Enter any notes related to the decision in the space provided.

•

Click Save My Decision.
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o

If you do not want to make a decision at this time, you can click Return to List at
the top-right corner of the screen.
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Tenant Administrators
About Tenant Administrators
Tenant Administrators are users that have access to your Service Portal and have the ability to grant
colleagues permission to do one or more of the following:
•

Make tenant requests

•

View billing reports

•

Request reservations

•

Create visits

•

Self-subscribe to announcements

The abilities that a Tenant Administrator has are determined by their Tenant Administrator Permissions,
which are set up at the time the account is created (or can be added later by Property Management).
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Adding a Colleague
To add a colleague as a contact in the Service Portal, click New Colleague from the Navigation Menu
(

). The Contact Entry screen is displayed.

Depending on the method used by Property Management to handle access cards, the information below
may be displayed under a Profile tab, and you will see an additional Access Card tab (as shown below),
which is used to handle initial setup and additional requests related to the colleague's access card. For
additional information, see The Access Card Tab topic.

A breakdown of each section of the New Colleague screen and the various options available are provided
below.
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1. The General section contains basic name and location details (First & Last name, Property &
Building, Floor & Suite). Fill in all information in this section.
•

By default, the Active checkbox is selected. This indicates that the account will be
immediately accessible. If you do not want the new account to be immediately
accessible, you can remove this checkmark.

2. The Contact & Emergency Info section allows you to enter daytime and emergency contact
information. Emergency contact information is used by Property Management to send emergency
notifications.
3. Place a checkmark beside Send email notification to colleague... will send an email to your
colleague with a link that will allow them to create a username and password. If no email address
has been specified, then this option will be disabled, and login credentials will not be able to be
made.
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4. The E-Mail Subscriptions subsection displays the notification types that the colleague will be
subscribed to. You can change the notifications the account will receive by adding or removing
checkmarks beside each notification type.
5. The Permissions subsection is used to determine what level of access the account will have.
Add or remove checkboxes to determine what the new user will have access to in the service
portal, such as Service Requests, Visitor Security, and the ability to self-subscribe to
announcements.

Depending on the specific administrative permissions you have been given, one or more options in the Permissions
section may be inaccessible to you.

6. When you are finished making changes, click Save.
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Inviting Colleagues
In addition to being able to manually add a colleague, you can also simply invite one or more colleagues
to join the service portal by email. When your colleagues follow the provided email link, they will then be
prompted to enter any required profile information for their account.
To invite colleagues, follow the steps below:
1. Click Invite Colleagues from the navigation menu (

).

2. On the Invite Colleagues screen, enter the email addresses of the colleagues that you want to
invite to use the Service Portal, separated by commas (as shown below). Depending on your
level of access and the features available in your service portal, there may additionally be one or
more checkboxes that can be used to indicate the general level of access that your colleagues
can have (can request services, can reserve resources, can invite visitors). By default, any
available options are checked by default. Make any necessary modifications to these checkboxes
and click Save. Please note that whatever options are selected will apply to all colleagues that
you invite.

3. Your colleagues will receive an email with a Register button, similar to the one shown below.
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3. After clicking Register, they will be presented with the web page shown below. Your colleagues
should fill out all applicable information. At a minimum, they should fill out and/or verify the
information in the following fields:
•

First and Last name

•

Verify the Building (if applicable) and select the correct building from the dropdown if the
one displayed by default is incorrect.

•

Verify the floor and suite (if applicable) and select the correct floor/suite from the
dropdown if the one displayed by default is incorrect.

•

Email (if a different email address is preferred)

•

Username (by default the email address is used, this can be changed if the colleague
prefers a custom username)

•

Password and Password confirmation (these two fields must match)
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4. The colleague then clicks Save to complete the signup process. After clicking save, the colleague
is automatically signed into the service portal, and can begin using it immediately.
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Modifying Colleagues
Tenant Administrators can modify their colleagues' settings in the following manner:
•

Click My Colleagues from the Navigation Menu (

•

Select the colleague you would like to modify. The Contact Entry screen will be displayed.

) to display the My Colleagues list.

o

You can click the Search button ( ) to display fields that allow you to filter the list by full
or partial name, and by Active, Inactive, or all employees (shown below).

o

You can also sort the list in ascending or descending order by clicking on the Name, Email, and Phone field headings.

Depending on the method used by Property Management to handle access cards, the information below
may be displayed under a Profile tab, and you will see an additional Access Card tab (as shown below),
which is used to handle initial setup and additional requests related to the colleague's access card. For
additional information, see The Access Card Tab topic.
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A breakdown of each section of the Colleague Details screen and the various options available are
provided below.
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1. The General section contains basic name and location details (First & Last name, Property &
Building, Floor & Suite). Edit this information as needed.
•

The Active checkbox whether this account can be logged into. When checked, this
indicates that the account can be logged into. If you do not want the account to be
accessible, you can remove this checkmark, which will set it to Inactive.
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2. The Contact & Emergency Info section allows you to update daytime and emergency contact
information. Emergency contact information is used by Property Management to send emergency
notifications.
3. If the colleague already has a username and password set up, then the colleagues username is
displayed, but cannot be edited. Placing a checkmark beside Send email notification... will send
an email to the colleague, providing a link to reset their password (and optionally, their
username). If an email address has not been specified, this option will be disabled.
•

If the colleague has never set up a username and password, then checking the above
option will send an email with a link to set up a username and password. If an email
address has not been specified, this option will be disabled.

4. The E-Mail Subscriptions subsection displays the notification types that the colleague is
subscribed to. You can change the notifications the account will receive by adding or removing
checkmarks beside each notification type.
5. The Permissions subsection is used to determine what level of access the account will have.
Add or remove checkboxes to determine what the user will have access to in the service portal,
such as Service Requests, Visitor Security, and the ability to self-subscribe to announcements.

Depending on the specific administrative permissions you have been given, one or more options in the Permissions
section may be inaccessible to you.

6. If your building uses Meeting Room Panels, then this section will appear in the Permissions
section, and can only be selected if the colleague has permission to submit reservations.
Checking Email QR and Reservation Code will send or re-send the code to the email address
listed in your colleague's profile.
7. When you are finished making changes, click Save.
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The Access Card Tab
Depending on the method used by your Property Managers to handle access cards, Tenant
Administrators may see an additional Access Card tab when viewing their own profile, when viewing a
colleague's profile, or when creating a new colleague profile. Under this Access Card tab, you can view
information related to the profile's building access card, and make service requests related to access
cards. See below for additional details.

1. Click Update to request an update to the access card's security level.
•

In the field provided, indicate the access level that the card should have (e.g. Parking,
Floor 10) and the time of day that your card should have this access.

•

Click Save to send your request to Property Management. A trackable Service Request
is also created, allowing you to stay informed on the progress of your request.
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2. Click Replace to request a replacement access card. Upon submission of this request, the
existing access card will be immediately deactivated.
•

If your company has a supply of access cards to use as replacements, select Assign
Card Number and enter the number on the access card. Otherwise, select New card
required.

•

In the field provided, indicate the access level that the card should have (e.g. Parking,
Floor 10) and the time of day that your card should have this access.

•

If your access cards include photo ID, click Upload Photo to include a photograph.
Please note the photograph guidelines listed on-screen to ensure that your picture will be
acceptable.

•

Click Save to send your request to Property Management. A trackable Service Request
is also created, allowing you to stay informed on the progress of your request.

3. Click Deactivate to request deactivation of a card. Please note that this option does not include a
request for a replacement card.
•

You can either select Deactivate Immediately, or a future date for the card to be
deactivated.

•

Enter a Reason for the deactivation in the dropdown provided.
o

If you select Terminated as the reason for deactivation, then you will need to
provide additional information concerning the termination in an additional field.
This information will be passed along to the security desk.
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•

Click Save. The will be automatically deactivated on the specified date.
o

If there are no other active cards associated with the account, then a popup will
ask if you would also like to deactivate the account. Click Yes if you would like to
deactivate it. You can also manually deactivate accounts, as described in
Deactivating a Colleague.

4. Click New Access Card to request a new access card. If the profile you are viewing currently has
no access card, then this will be the only option available to you.
•

If your company has a supply of access cards to use as replacements, select Assign
Card Number and enter the number on the access card. Otherwise, select New card
required.

•

Select the Building that the card should have access to.

•

Indicate if this is a Permanent or Temporary card.

•

Enter an activation date using the Active From field (default is today). If this is a
temporary card, you will also need to enter a Deactivation Date.

•

In the field provided, indicate the access level that the card should have (e.g. Parking,
Floor 10) and the time of day that the card should have this access.

•

If your access cards include photo ID, click Upload Photo to include a photograph.
Please note the photograph guidelines listed on-screen to ensure that your picture will be
acceptable.

•

Click Save to send your request to Property Management. A trackable Service Request
is also created, allowing you to stay informed on the progress of your request.
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Deleting a Colleague
Colleagues cannot be deleted; however, you can deactivate them, which disables the account. See
Deactivating a Colleague.
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Deactivating a Colleague
Only Tenant Administrators and Property Management can deactivate accounts. If your company does not have a
Tenant Administrator account to perform this activity, contact your Property Management office to deactivate a
colleague's account.

When an colleague's account is no longer required, it should be deactivated. In order to maintain the
integrity of Service Request histories, accounts cannot be deleted. Accounts are deactivated in the
Colleague Details screen. To deactivate an account, follow the steps below:
1. Click My Colleagues on the navigation menu to display the My Colleagues list.

2. Select the colleague you would like to deactivate. The Colleague Details screen will be displayed.
o

You can click the Search button ( ) to display fields that allow you to filter the list by full
or partial name, and by Active, Inactive, or all employees (shown below).

o

You can also sort the list in ascending or descending order by clicking on the Name, Email, and Phone field headings.

3. In the General section, remove the checkmark beside Active.
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4. Click Save. The account is now deactivated, and cannot be used to log into the Service Portal.
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