
NetsmartCONNECT 

Solution Support Portal
Training for Simple clients



Create Support Case



Creating a new case

Option 2:

Click I Need Help category 

and then click Create Case

Option 1:

Click Create Case from 

the Popular Items page

OR



Main Case Form

All high and critical 

issues must be 

called into Support



Main Case Form

Selecting Yes 

triggers alerts to call Support

Selecting No opens the case form



Case Priority

Critical (P1)

• Production system cannot be utilized in any capacity, a direct patient safety 
issue is present, or a HIPAA compliance violation as a result of an incident or 
Netsmart application defect

High (P2)

• Defects in live production environment that have significant negative impact, 
but do not cause a “System Down”

Medium (P3)

• An issue that allows the continuation of function, including issues in which a 
reasonable workaround is available

Low (P4)

• Non-defect related request on cosmetic defect that does not affect system 
usability



Create Case form

Click drop 
down arrows to 
choose values 
for each field

• Product 
Family

• Product

* Red Asterisk 
indicates 
required field



Adding case contacts

Contact
• Works with Support in resolving the 

case

• Verify number is correct

Alternate Contact
• Contact Back up

• Has interest in following case

All contacts receive email updates



Input fields

Short description

• Similar to email Subject line

Description

• Similar to the body of an email

• Share details around issue (i.e. 
Steps leading up to error)

PHI

• ALL sensitive patient data

• Add attachments by clicking the    
       icon



Adding PHI

All PHI MUST be populated in 
the secure PHI field

• Creates Secure Data Records

• Records saved on secure server

System Audits all views

• Audit files can be created

Attachments saved on secure 
server



Create Case form

Can add files before or 

after Submitting case



Case email notifications

Each new case triggers 

an email to the contact 

with the case ID and link.

Click the case link to be 

directed to the case.

Additional emails are sent 

for case updates and 

resolutions.



Completed Case View



Case Information Screen – Case Details

Number – Use this when calling Support

Stage
• New – Case waiting to be assigned to agent

• Open – Agent working case

• Pending – Client gathering information for Support

• Resolved – Troubleshooting/Answer complete

Case Priority - Determined by the Impact and Urgency 
of the issue

Updated – Denotes the last update.

• Hover over the value and the exact date/time of update 
displays



Case Information Screen – Case Details

Case Description with 
additional details

Contact details

Internal ticket # tracking 
field

PHI Note field

• ALL PHI MUST be 
entered into this field



Case Information Screen – Case Details

Case conversation

• “Type your message 
here….” field used to 
send Support a 
message

• The system displays a 
conversation timeline

• Most recent will display 
at the top of the timeline

REFRAIN from entering 
any PHI in this field



Case Information Screen – Case Details

Populate patient data in PHI note field

Creates Secure Data record

• Robust PHI Auditing
ALL PHI views are recorded

• Add Attachments
Drag file from your computer to “Drop files 
here”

Click the Paper clip to open window for 
searching files.

• All PHI Secured

Actions - Close Case

• Client determines the issue/question has 
been resolved



Netsmart Support Portal – Access Case Lists

Navigation options for viewing active cases
• May vary depending on Support level access 



Case List Information Screen

Click anywhere on case 

detail row to open record

Click any Column header 

to sort list

Keyword Search

Search for specific case 

number

Narrow the list by searching for 

desired value
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