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Introduction 
This document provides a brief overview of our Support Center. If you have any 
questions after reviewing this document, please send your inquiries to 
contactsupport@sumtotalsystems.com and a support representative will respond to 
your request. A full demonstration of the Support Center is available from one of our 
SumTotal Support Managers if needed and can be provided to your company’s 
Designated Support Contacts (DSCs). 
 

Support Center Basics 
The SumTotal Support Center is available to the DSCs for your company by logging in 
via our Support portal on the SumTotal corporate website at 
http://www.sumtotalsystems.com/support/index.html. The functionality available in the 
Support Center is as follows: 
 

o SumTotal Support News 
o Submit new incidents 
o View incident details – each action taken by SumTotal or the DSC 
o Add updates to existing incidents 
o View incident history for your company 
o Search for incidents 
o Search for and review Knowledgebase Articles 
o Submit new Knowledgebase Articles 
o Report on open or closed incidents 
o Update your contact information: phone & address 
o Maintain configuration information such as database  

and web server versions 
 
You will be able to view limited information on the open incidents for your company. 
Detailed notes describing action taken on each incident on prior closed incidents will not 
be available. As updates are provided by SumTotal, they will become available in the 
Support Center. Your DSCs may also begin to add updates for SumTotal Support 
directly in the Support Center.  
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Create New Incidents 
New incidents can be submitted to SumTotal Support through a link on the home page 
of the Support Center.  
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The DSC will be able to select the severity for each incident and choose the product 
associated to the incident. A detailed description of the problem will also be captured in 
the form. The DSC will enter the data and click the Submit button at the bottom of the 
screen. 
 

 
 
Once you submit the incident, you will see the following notice on the screen. 
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View Incident Details 
Each incident you create is stored in the Support Center on your main portal page under 
your Open Incidents section. This section contains only the incidents you created that 
are currently open and being worked. 
 

 
 
 
 
Each incident will contain the following information: 

o Incident Name 
o Problem Description 
o Incident Number 
o Contact Name & Phone Number 
o Severity 
o Status 
o Product 
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Update Incidents (Add New Activity) 
A DSC can add updates to any incident for your company within the Support Center. 
Updates from SumTotal Support will also appear on each incident. The updates will 
appear on the incident in the “Incident Activity” section. To see the full details for each 
update, the user can click on the date link for the activity. 
 

 
 



  

SumTotal Support Center  Page 7 of 12 
  1/24/2009 

Adding Attachments to Incidents 
In order to add attachments, you must first create the incident and submit it. Once it has 
been created, open the incident and click on the ‘Add New Activity’ link at the bottom of 
the window. 
 

 
 
 
A new window will open to add additional information. You can now add the attachment 
by clicking on the ‘Add Attachment’ link at the bottom of the window. You also need to 
type some text in the ‘Incident Activity Details’ field, such as ‘Sending Attachment.’ If 
you don’t populate that field with some text, you will get an error when you try to Submit. 
Once you have added the attachment, you then submit the step by clicking on the 
‘Submit’ button. 
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Incident History 
Your incidents as of 8/29/07 will be available in the Support Center. By clicking on the 
Support Incidents link in the left hand navigation menu, all your company’s incidents will 
display in a grid that can be sorted by any of the column headers. You can also narrow 
the list by setting the criteria for recorded date or incident status (Open/Pending 
Customer/Closed). An incident number search is also available. 
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Reporting 
Reports are available to view within your browser or export to Excel. The following 
reports are available: 

o Open incidents for your company 
o Open incidents for the user logged in 
o Closed incidents for your company 
o Closed incidents for the user logged in 

 

 
 

Knowledge Base Articles 
Knowledge Base articles are available to search and view by clicking on the Knowledge 
Base link in the left hand Navigation Menu. You can search by Product, Publish Date, 
KB Number, or Keyword. 
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The most recent Knowledge Base Articles are displayed in your main Support Portal 
window. 

 
 
Customers can also submit New KB Articles to SumTotal for consideration. Simply click 
on the Create New KB Article link in the left hand Navigation menu and follow the 
instructions on the screen. 
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My Profile 
Each user can view and maintain their contact information by clicking the link at the top 
of the Support Center window. An email address or name change cannot be made in 
the Support Center and will need to be requested from SumTotal Support. 
 

 
 

Notifications On Support Incident Updates 
On the My Profile page, there is a checkbox for Email Notifications (see red highlight 
below). If this box is checked, you will receive an email notification each time your 
current active incident is updated by SumTotal Support. It is highly recommended that 
you leave this checkbox marked so that you receive these notifications. If you choose to 
opt out of receiving these email notifications, it will be your responsibility to access your 
active incidents regularly to check for new updates on the incidents. 
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Product Registrations/Configurations 
To view a list of the product registrations your company is licensed for, click on the 
Product Registration link in the left navigation bar. Configuration details for each of your 
registered products are available to view and edit by clicking on each listed product 
registration. This information is made available to SumTotal Support within their ticket 
tracking system. 
 

 
 
 


