Appendix A
Online Tenant Request Instructions

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.

1. Open aweb 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.

WELCOME TO THE SERVICE PORTAL

Easily access building operations information,
services and submit service requests.

‘ cathywu ’

Forgot yourusemname or [| Remember Me
password?

To become a registered user, please contact
Property Management.
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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.

Service Portal

Welcome to your Service Portal.

How can we help you today?

L e e ——— —

9 Resource Center 4 @ Announcements 5 Q Property Events 6

@ Billing Reports

SITE FEEDBACK

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.
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e 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 (. MeiU ),

e Atlower screen resolutions where the menu overlaps with other elements on the screen, the

menu will automatically close after a selection is made.

X MENU

To Authorize

Authorize Settings

Service Requests

New Service Request

Reservations
New Reservation
Visits

New Visit

My Colleagues

New Colleague

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
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e 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.

e 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.

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

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

Tenant Administrator.

8. New Colleague: Create new user accounts for your colleagues. This option is only available if

you are a Tenant Administrator.

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

following options:

@ Bill Paxton A @

My Profile
Sign Out

—

Dy
§ ’\\v_/ ——

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

information.

e Log Out: log out of the Service Portal.

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:

o New Service Request: enter a new Service Request.

e New Reservation: create a new Resource Reservation, such as a meeting room, freight elevator, or

other building amenity.

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

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 theannouncement.

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.

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.

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.

Service Requests

New Service Request

Reservations

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.

4 5
i 4
@ (&)

1 =3P | Request No.v Requested By Date Submitted Status Request Type
1929084 Bill Paxton Apr18-12:17 PM Canceled Key & Lock
929082 Bill Paxton Apr18-12:15PM Open 3 Carpet
92908( Bill Paxton Apr18-12.14 PM Completed E HVAC - General
) John Smythe Apr18-10:22 AM Open E Key & Lock
2 — 11929046 John Smythe Apr18-10:21 AM Open T HVAC - Too Cold
92904! John Smythe Apr18-10:21 AM Open 3 Carpet
242¢ Bill Paxton Apr06-11:28 AM Canceled HVAC - Too Hot

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

Status, and Request Type).
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e 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.

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

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

e  Click the Print icon ) to print a copy of the Service Request's details.

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

@ REQUEST 11902404

DETAILS

STATUS DATE SUBMITTED REQUEST TYPE
Open April 6 2017, 10:05 AM Janitorial
PROPERTY BUILDING FLOOR
Mackillop Property Mackillop Building A 02

SUME

Elevator Lobby

PRIORITY

Normal

DETALS

Spill in elevator lobby on second floor.

HISTORY
Date Event Details
Apr 06 -10:05 AM Open

NOTES TO PROPERTY MANAGEMENT

Details

Apr 06 - 10:46 AM Floor condition
The spill Is causing the tile floor to be very slippery

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 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 from the Request Details screen;
rejected estimates will cancel the Service Request.
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Requests with estimates associated with them indicate the status of these requests using color
coded icons:

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

Property Management.

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

o 'E’ 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.

s
g

SEARCH REQUESTS
3M9/2017 4/19/2017 Any v
Any v Any v
Any v Any v
Any v Any v

Request No. ~ Requested By Date Submitted Status Request Type
11929084 Bill Paxton Apr18-12:17 PM Canceled Key & Lock
Bill Paxton Apr18-12:15PM Completed E) Carpet
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The following filtering options are available:

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

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

e  Status: you can view requests with any status (default), Open, In Progress, Delayed, Declined,

Canceled, and Completed.

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

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

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

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

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

dropdown.
e Floor
e Suite

Click Search to apply your filter options.

5. You can also click the Print icon ) to print the details of each Service Request that is currently
displayed.
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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.

X vew

Service Portal

—

Welcome to your Service Portal.

How can we help you today?

New Service Request New Reservation

New Visit

From the New Service Request page, follow the steps outlined below to submit a new request.

|§| NEW SERVICE REQUEST

PROPERTY

BUILDING

FLOOR

SUITE

REQUEST TYPE

PRIORITY

DETAILS

ATTACHMENTS

Mackillop Property

Mackillop Building A
02

202

HWVAC - Too Hot
Normal

It is too warm on the South side of the office

Estimate Required?

+ Attachments

SUBMIT
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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:

e If your tenancy spans multiple properties, then the Property field will be displayed as a

dropdown list. Select the property for the service request.

e 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 bepresent.

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

e  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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|§| REQUEST DETAILS 11902426

It is too warm on the South side of the office.

ESTIMATE REQUIRED

No

SUBMIT ANOTHER REQUEST DONE

DATE RECEIVED REQUEST TYPE TENANT
April 62017,11:28 HWVAC - Too Hot ACME Co.
AM

PROPERTY BUILDING FLOOR
Mackillop Property Mackillop Building A 02
PRIORITY

Normal

DETAILS

CONTACT

Bill Paxton

SUITE

202

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

e 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:

9. The service request is open, and work has not yet started.
10. The Service Request belongs to you.

11. 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.

E’ SERVICE REQUESTS

Request No.v Requested By Date Submitted Status Request Type Details
11902426 Bill Paxton Apr06-11:28AM  Open HVAC - Too Hot It is too warm on the South side of the office.
11902404 Bill Paxton Apr06-10.05AM  Open Janitorial Spill in elevator lobby on second floor.

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

El REQUEST 11902426

CANCEL REQUEST REQUEST ESTIMATE w

DETAILS

STATUS DATE SUBMITTED REQUEST TYPE
Open April 62017,11:28 AM HVAC - Too Hot
PROPERTY BUILDING FLOOR

3. Inthe 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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Cancel Request [ x|

DETAILS

Locks like the issue was the thermostat. It was unlocked and
had been set too high.

CANCEL REQUEST

4. You will be returned to the Service Requests list. The service request is now marked as Canceled.

E] SERVICE REQUESTS

Request No.v Reqguested By Date Submitted Status Request Type Details
11902426 Bill Paxton Apr06-11:28 AM | Canceled HVAC - Too Hot It is too warm on the South side of the office
11902404 Bill Paxton Apr06-10:.05AM Open Janitorial Spill in elevator lobby on second floor.

Ry Anr IS . 1015 A R seded
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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.

2.

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.
On the request details page, click New Note.

It is too warm on the South side of the office.

HISTORY
Date Event Details
Apr06-11:28 AM Open

NOTES TO PROPERTY MANAGEMENT

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

Note

SUBJECT

Additional information

DETAILS

The heat vents on the south side seem to be operating
continuously.

SAVE NOTE

4. The note has now been added to the service request.

Apr06-11:28 AM Open

NOTES TO PROPERTY MANAGEMENT

Date Details

Apr06-11:54 AM Additional information

The heat vents on the south side seem to be operating continuously.
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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)

ENIEY =] (8]

tted Status Request Type Ratings submitted Status Request Type Ratings
:47 PM  Completed Janitorial “w % % % & 01-12:47PM Completed Janitorial Rate Ser
2:45PM Open Key & Lock 1-1245PM Open Key & Lock

24 AM Completed Light Bulbs & Ballasts W W W % W 01-11:24 AM  Completed Light Bulbs & Ballasts

e 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).

e 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. Toview the request's details, click on the Request Number or double-click on the row.

EXNEY

Request No.v Requested By Date Submitted Status Request Type Ratings
12042131 Jennifer Sullivan May 01-12:47PM Completed Janitorial * N K kA &
1204212¢ Jennifer Sullivan May 01-12:45PM Open Key & Lock

12042125 Jennifer Sullivan May 01-11:24 AM Completed Light Bulbs & Ballasts W W W W W
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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).

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

e 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.

e 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.

WERE YOU SATISFIED WITH THE SERVICE? Leave a Comment (optional)

*_, ‘* \ﬁ, a * Thank you for the prompt response

SUBMIT

DETAILS
STATUS DATE SUBMITTED REQUEST TYPE
Completed May 12017, 12:47 PM Janitorial

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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|§| REQUEST COMPLETED

Jennifer Sullivan, vour service request was completed on May 03, 2017
01:49 PM. See more details below.

Plumbing

WORK ORDER

12042155

REQUEST DATE

May 03, 2017 | 01:48 PM

DESCRIFTION

|l
Cold water tap in break room does not work.

Ronald Smythe

(1}

Water shutoffvalve was in the off position. After turning on, found
that the cold water faucet has a slow drip. Adjusted Washer.
3]

Were you satisfied with the service?
Take our One Question Survey.

RATE OUR SERVICE

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.

e Whenyou 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.

e Ifyourservice requestis 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.

|§| RATE OUR SERVICE

We are committed to excellence of service,
and value your feedback in helping us
service your needs to the best of our ability.

Were you satisfied with the service?

L8 8 & ¢

What can we do better next time?
Leave a Comment

SUBMIT
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