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NOTICE 

 

SUNGARD BI-TECH LLC MAKES NO REPRESENTATIONS OR WARRANTIES, ORAL OR WRITTEN, EXPRESS OR IMPLIED, 
WITH RESPECT TO THE SYSTEM, SERVICES, SOFTWARE, DOCUMENTATION, OPERATING ENVIRONMENT, ANY OTHER 
SOFTWARE OR SERVICES PROVIDED HEREUNDER OR ANY OTHER MATTER ADDRESSED HEREUNDER, AND SUNGARD BI-
TECH LLC EXPLICITLY DISCLAIMS ALL OTHER WARRANTIES, EXPRESS OR IMPLIED, INCLUDING THE IMPLIED 
WARRANTIES OF TITLE, MERCHANTABILITY AND FITNESS FOR A SPECIFIC PURPOSE.  SunGard Bi-Tech LLC shall not be liable 
for errors contained herein or for incidental or consequential damages in connection with the furnishing, performance or use of this material.  
This documentation is proprietary and confidential information of SunGard Bi-Tech LLC. Copying, reproduction or distribution is strictly 
prohibited.  All rights reserved. 

 

 

 

Copyright © 2007 by 

SunGard Bi-Tech LLC 

890 Fortress Street 

Chico, CA 95973 

 

Should you wish to make a comment, or if you find an error in the text, please contact us via email: 

 

doc@bi-tech.com 
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1.  Introduction 
This Quick Start will guide you through the basic steps of using Support Online. Users of the system will be able to quickly access ticket 
information from any computer with an Internet connection. Support Online allows clients and staff members to take advantage of this 
convenient online ticket management system. 

This guide will provide explanations of processes, definitions of terms, and examples. 

2.  Learning Objectives 
When you finish reading this guide you will be able to: 

 Get to Support Online 
 Login 
 Navigate Support Online 
 Use the Knowledge Base 
 View tickets 
 Add Alerts (Ticket communication tool) 
 View and edit contact information 

 



SunGard Bi-Tech SUPPORT ONLINE GUIDE Page 6 of 27 
 

 

3.  How Do I get to Support Online and login? 
1. Go to the following website: www.sungardbi-tech.com 

2. Click on the Support link and you will be prompted to login. 

  

4. Click on the Client link. 
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5. Enter your Enterprise ID, Contact ID, and Password. (If you do not know them, please contact your Account Manager). 
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Note: If  you can't remember your password or need to create one, click the "Forgot Password" checkbox to run the password utility.  To begin, 
you will be prompted to enter your email address. 

 

After clicking the "Change Passwords" button, you will receive an email much like the one below. 
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4.  How Do I Navigate Support Online? 
The top section of all screens contains a set of tools that will vary slightly depending on which screen you are viewing. The complete set of 
tools is displayed on the Ticket Details screen and is shown below: 

 
 

Explanation of the tools listed above 
1. Requery: This is a search function. When it displays as Requery, the view will contain details about the given ticket: contact info, etc. When 

it displays as Search, these same files will not be populated until you click Search. This tool toggles back and forth between Requery 
and Search depending upon your current view. 

2. First: This option allows you to go to the first record in the database. 

3. Previous: This option allows you to go to the previous record in the database. 

4. Last: This option allows you to go to the last record in the database. 

5. Discard: This allows you to discard the entry you are currently viewing. 

6. Help: This feature displays technical information relating to the field you are currently using. 
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7. Knowledge: The Knowledge Base takes you to a different screen that allows you to perform an in-depth search of the database. You can 
enter keywords and select the Source in which to search. See below: 

 

Follow the instructions on the screen to search the KB records.  
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Once you have clicked Search, a new window will open with a comprehensive list of all items associated with your topic. These items will 
have a number, a rank, and a description. Each item is also a link to an HTML file that you can view. See below: 
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After clicking on one of the links, a new window will open with the information on that topic displayed. Notice that in this case, there is a 
document attached to this item for more information important to the topic. It is a link to a file that will open in a separate window. See 
below: 
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Once you have logged in, the first screen you will see will be: 
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Menu: This link allows you to toggle back and forth to hide or show the menu on the left side of the main window. The screen shot above has 
the Menu hidden. The following page shows a screen shot with the Menu displayed. 
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NOTE: If you have logged in as a User, not a Manager, your menu options will be: 
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5.  Menu Options Explained 
1. Ticket Review: This screen will allow you to see all of the states associated with a given ticket. These states are items such as: Awaiting 

Call Back, Open, Closed, Task in Development, etc. From this screen you can hide or show all of these ticket options by using the 
checkbox feature and then clicking on Show All or Clear All, or you can remove one item at a time by clicking the checkbox associated 
with the item to be hidden and clicking Remove. See the image below: 

 
2. Long List: This screen displays the information seen above in the same format, but instead of the display being according to the contact, 

the information is displayed by Enterprise. See below: 
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NOTE: If you have logged in as a regular user (not a manager), you will only be able to view your own tickets. 

 



SunGard Bi-Tech SUPPORT ONLINE GUIDE Page 18 of 27 
 

 

Key Contacts: This view displays the Key Contacts for a given Enterprise. Key contact is the person able to see all tickets for the site (no 
restrictions).  Non-key contact users only see the tickets they have initiated. There two types of Key Contacts: Primary Key Contact - 
this is usually one person at the site.  This person usually will have even greater abilities in that they can view contact info and compete 
defining a contact as a primary key contact. They need to have a security class of "Manager" on the contact information screen. 
Alternative Key contact - this is usually a group of persons.  They see all tickets for the site, but not the contact information. The 
security class on the contact info screen is "User". The clients can not see what their security class is, but they can tell by the number of 
items they see on the menu list (refer to the menu list shown on page  9). See below: 

 
Note: Call the help desk to add a new client.  You will not be able to add a new entry without help desk assistance. 

3. Contact Details: This screen allows you to view and edit Key Contact information. You will be able to view and edit phone, fax, and e-
mail information for your Key Contacts.  To add new contacts you must call the help desk at 1.800.851.4800. 
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When you click on the Edit link to edit a Phone Listing, you will see the following: 

 
From the view shown above, you can select the Phone Types, change the phone number, and add an extension. When you have made the 

necessary changes, click Accept. This same action is used for editing e-mail addresses too (under the e-mail section). 

4. Contact List: This view allows you to view a list of Contacts, and to select an individual Contact to view the details of. When you click on 
the Select link next to a given Contact, a new window opens that displays the Contact Details as shown previously. See below for the 
Contact List view: 
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5. Accounts:  (Visible only when logged in as a Manager)The Accounts view displays details about all existing Accounts, including software 
information, and contact information. This view allows you to edit information too. See below: 

 
When you click on Edit next to a software product listed for the Account, a view displays with details about the product. You can make 

changes to this information and click Accept to keep the edits. See below: 
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6. Accounts Listing: This displays all of the Accounts within a given Enterprise. It allows you to select from the Account List to view 
Account details as seen above. See the image below for the Accounts Listing view: 

 
7. Ticket Details:  The Ticket Details view allows you to see all information associated with a given ticket. The top section of this view 

displays information such as: Ticket ID, Status, Priority, and Problem Details. This section of this view is shown below: 

 



SunGard Bi-Tech SUPPORT ONLINE GUIDE Page 22 of 27 
 

 

The view that follows the Detailed view is the Alert Listing. This is a comprehensive list of all Alerts associated with a given ticket. It displays 
the Alert ID, Entry Date, Enterprise, Contact, method of communication, and Notes.  If you wish to add an attachment to the list, reply 
to the ticket email WITHOUT MAKING ANY CHANGES TO THE SUBJECT LINE.   
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The next view, listed under the Alerts Listing section, is the Attachment List. This view lists the Ticket ID, the Date the file was attached, a file 
description, and a link to the attached file. When you click on the link for an attachment, you will be able to view the file in a new 
window. See below: 

8.  New Task or Problem   

If you have a new ticket request or a problem to report, complete the following form and send it to SunGard Bi-Tech via email or fax. 

You may complete this form and return it via email or fax it to SunGard Bi-Tech.  Include any supporting information such as screen prints, tail 
sheets, error messages etc.  The email address is support@sungardbi-tech.com.  The fax number is 530-891-4816.  The Help Desk phone 
number is 1-800-851-4800.  
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Client Name/Enterprise ID  

User Name/Contact  

Phone Number  

Fax Number  

Email Address  

Product Line – Reflection, Insight or 7i Web  
                           screens.  

 

IFAS Account – Test, Production,     
                             Development, etc                

 

Data Base – Oracle, Informix 
Test or Production? 

 

Version & Service Pack – Example: 7.6.3  

Sub System –  Example: AP, AR, NU, GL, PO,    
                        PY, HR, SY, SI, EN, EO, etc. 

 

Priority Level – 1=System down, 2=Critical, 
3=Important, 4=Inconvenient, 
5=Documentation  

***REQUIRED 

Brief Description:   

(Attach any screen prints, error messages, 
tail sheets or reports) 
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6.  Access and View a Ticket 
1. Go to the Ticket Details screen. 

  
2. Enter the Ticket ID, or use the Search (Requery) function to locate the ticket you need. 

  
3. After finding the Ticket you're looking for, the fields will populate with any information available for this ticket. 
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7.  View and Edit Contact Information 
NOTE: This option is only available to those logged in as Managers. 

1. Click on the Contact Details link. 

   
2. Enter the Enterprise ID, or use the Search function. Once you have done so, the following type details will display: 
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3. You may edit existing contact information by clicking on the Edit link next to the entry you wish to modify. You may also add new contact 

information (such as a new phone number or e-mail address) by clicking on the New link. 

4. After making your edits, click the Accept (or Discard to delete the entry) link to save the changes. 

 If you have questions, please contact your SunGard Bi-Tech Account Manager or the Help Desk Operators. 
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