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Watch Training Videos

If you're more of a visual learner
check out our library video
tutorials.

Submit a Support Ticket

Having some trouble with FRM?
If you need help troubleshooting
please click here to submit a
support ticket.

Find More Training
Resources

To see other training documents,
resources and videos click here.

SUBMITTING A SUPPORT TICKET IN FRM

FRM CLIENT PORTAL ONBOARDING

The FRM support portal is your gateway to accessing the FRM Development
team for requests, issues & questions.

First Time Login
Submitting Your Case
Reviewing & Commenting on Active Cases
User Management Module
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What you will need to get started:

« FRM Username & Password
« Invitation Code provided in system-generated email
« Answer to security question provided in system-generated email

FRM CLIENT PORTAL ONBOARDING

1. Clike on the URL or type http://support.FRMSolutions.com into your web
browser

o

Welcome to the Client Portal

frrn -

solutions Client Portal

1If you have a support agreement, please login using the "Login® link in the headar. Then you can submit a support request using the
"Cases" menu selection.

If you do not have a support agreement, or you need an account for this website, please contact your Account Manager directly or at
404-812-3123.


https://www.youtube.com/playlist?list=PLiKaAow7lhlbd2Lcy-Hys9z9Exlg05QvK
https://www.youtube.com/playlist?list=PLiKaAow7lhlbd2Lcy-Hys9z9Exlg05QvK
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http://arkeportal2.cloudapp.net/?affiliate=frm/
http://arkeportal2.cloudapp.net/?affiliate=frm/
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http://www.frmsolutions.com/frm-onboarding-training/
http://www.frmsolutions.com/frm-onboarding-training/
http://www.frmsolutions.com/frm-onboarding-training/

2. Select Login from the top-right of the screen then select FRM

ome Enowledge Base

» Lagim

Login

This site uses Windows Live, Google, Or Yshoo! for authentication. Please sign in by o

Google

Windows Live™ |0
Yahoo! /
FRM
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3. Enter your FRM credentials including the domain (FRM\)

Connecting to prdeaadfsl.cloudapp.net.

’ FRI, .
| Password ”
| Dormain: FRM

| Remember my credentials

IP Insert a smart card

ot




4. Enter your invitation code, click OK
5.Answer Security Question; click Submit

6. Select FRM once more

Sign in to arkeportal2.cloudapp.net

Sign in using your account on
Google
Windows Live™ D
Yahool
4

FRM

Arke Employes

You have successfully completed first time login! You will be brought to
a page where you can update your contact information if you so desire,
however, this is not required.



SUBMITTING YOUR CASE

1. Select Cases in the top-navigation

Home Knowledge Base Cases Projects

2.0n the cases dashboard select “Open a New Case”

& > Support Cases

Open Cases

Support Cases

View your past and present support cases here \

Status [Client Attention Required (1) | Created By [Me v| Open a New Case

The case submission form will appear. Please input the following information &
click Create Case:

-Title

-Case Type

-Description

-Priority: Description of each priority level outlined below.

-S1: A production system is down and cannot be accessed

-S2: Critical Business Operations are interrupted.

-S3: High Priority

-S4: Normal Priority

-Attachments (if applicable): We encourage the use of screenshots and
documentation. To upload multiple documents at one time please ZIP them
up and submit the .ZIP file



REVIEWING & COMMENTING TO ACTIVE
CASES

Once your case has been submitted it will appear on your Case Dashboard
By clicking the Created By drop-down You can review cases submitted by yourself

OR by your team members

Support Cases

View your past and present support cases here,

Status | Assigned to Support (1) V| created By

Anyone in my company

Title Case Number Status Reason Priority Created On
test CAS-06052-KON4 | In Progress S4 - Normal 4/18/2016 1:18 PM

By clicking the status drop-down you can filter on cases that are assigned to you
awaiting feedback/confirmation, cases assigned to the FRM Support Desk, cases

On Hold & Completed.

Support Cases

View your past and present support cases here.

|Client Attention Required (1

Status F-CCL: Created By |Me W
On Hold (0)
Closed (0)
Title Case Number Status Reason Priority Created On

test CAS-06052-KON4  In Progress S4 - Normal @ 4/18/2016 1:18 '



By selecting the Case Name hyperlink you can open the case and add comments
to the individual assigned to your case OR answer questions they have directed to
you.

Title 'se Number Status Reason Priority
CAS-06052-K0ON4 54 - Normal

test In Progress

From here you can add additional notes, request an update, add attachments or
resolve any case.

Edit Case

test
Case Number: CAS-06052-KON4

Status: In Progress (Assigned to Support)

Add a New Note:

Add a New Attachment:

Updawandasmgnm&upport”&ose(:ase

Created at 4/18/2016 5:18:24 PM

CUSTOMER> test

Comment thread from Support desk will
start here

Go Back to All Cases




USER MANAGEMENT MODULE

FRM Customers now have the ability to manage their users’access as well as
license types directly from the client portal.

What you will need:
+ Access to the FRM Client Portal
+ User Management enabled on your contact

If you do not have both of the above, please reach out to your Project or Account
manager.

If you have access to the FRM Support portal and User Management has been
enabled please follow the below steps:

1) Login to the FRM Support Portal (http://support.frmsolutions.com)
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Client Portal

Home Envwledge Base Cases Projects User Management

Welcome to the Client Porta

I you have & support agréamant, please login using the “Login® link in the header, Then you can submit & Support request using the
Cages” men U 4 tion
If you do not have a '|..'|||i'\.I| A ST &nt, or you need an account for this website please contact your Account "|.III.|..J—' directly or at

404-812-3123,

& Copyright 20052016

Wersion 1.9.30801. 71631

If user management has been applied to your contact record you will see the option
available in your navigation:

You are logped in as: Ty Test (Manage Account

u f Yodir accoint manager is: Shakon Tu
r m -

Client Portal

Home Knowledge Base Cases Projedcts User Management
e

Welcome to the Client Portal

If you have a support agreement, please login using the "Login® link in the header. Then you can submit a support request using the
‘Cases” menu selectlon,

Account Manager diréctly or at

If you do not have 3 SUpport Sgreement, o you need an account for this website, please contact your

A04-812-3123




By selecting a user, you will see available actions appear as indicated in the below
screenshot:

User Management

SIS

Actions

Admin Account
Change Password

Disable User

Edit Roles

Edit

From each of the above options one is able to reset passwords, update license types,
add/remove security



