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3 Ways to Open a Case

There are three ways to open a Case with iBridge:

e Phone
Dial 866.790.7391 and Press 1 for Support, someone from our Help Desk will assist you in opening
your case.

e Email

Send an email with the details of your case to support@ibridgecloud.com, it will be assigned to an
engineer who will create a new case and contact you.

e ServiceNow Customer Portal
Log in to our customer portal following the instructions below and create your case.
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How to Log-in to the iBridge Portal

1. Navigate to https://ibridge.service-now.com

2. Enter Username & Password

Login with SSO Forgot Password ?

3. You are then presented with:

@ Krowedge  Requests e Mylsts  Incdentflepsy) Cmes  Swppote  Mothcstin@)  Toun ™ Test McTesterson
Rtd

How can we help?
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How to Open a Case through the Portal

”

1. Click “Case” in the upper right-hand corner and select “Create Case”.

Create Case

2. Enter all details for support, and click “Submit”

Home % CustomerService » Support > Createcase Search |Q’

Create case
Submit a case and our support team will assist you.
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How to View Cases in the Portal

1. To view cases, click “My Lists” in the upper right-hand corner.

My Lists

2. Then, you can click “All Cases” to view all the Cases submitted by you.

o |f you have the appropriate role, you will be able to see All Cases submitted by your organization,
in addition to the cases submitted by you.

Home % MyLists ‘ Search ’ Q ‘
My Lists = All Cases
All Cases
ST A
Action Needed
Number Short description Product  Contact Account Priority ~ State Updated v
My Cases
CS0001005 asdfasdfasd Test McTesterson Test Business 4-Low Resolved ~ 2022-04-20 10:30:22
My Requests
CS0001006 Test McTesterson Test Business 4-Low Open 2022-04-19 13:53:28
C€S0001012 TEstS Kevin Leinenweaver Test Business 4-Low New 2022-04-14 11:43:22
Cs0001011 Test4 Kevin Leinenweaver Test Business 4-Low New 2022-04-14 11:40:03
CS0001004 Test McTesterson Test Business 4-Low Closed 2022-03-24 13:51:36
Rows 1-50f5

3. Click on the Case number to view the details of the case, and to communicate with the Support
Agent assisting you.

Home > My Request-

Number Updated State
CS0001005 3d ago Resolved
asdfasdfasd | Actions - |
Priority Account Contact Entitlement

4-Low Test Business Test McTesterson Support
Activity Attachments
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a. Click the “Attachments” tab to add supporting documents to your case.

Activity Attachments
%
Drop files here
b. Once a solution has been provided for your case, click “Actions”
to either Accept or Reject the solution.

Updated State

3dage  Resolved
Accept Solution
Reject Solution
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How to Create and View Requests

1. To create a request, click “Requests” in the upper right-hand corner and then click “Request
Something.”

knowledge [EETRICECRAM Mylists  Incidents(legacy)  Case~  Support~  Notification @)  Tours ™  Test McTesterson

All Reguests

Request Something

2. Once you are on the Requests page, you can click on different Categories to request a variety of
services.

Home » CustomerService » Data Center Services Search Catalog ‘Q‘

Categories Data Center Services | =

" Contains Catalog Items for different types of Smart Hands requests.
Data Center Services

Support Data Center Service Request Smart Hands - Cabling Smart Hands - Cage Services
Request form for facilities On Site Data Center On Site Data Center Cage
Technology Services work or service desk Cabling Support Service Support
E assistance.
View Details View Details View Details
Smart Hands - Equipment Smart Hands - Shipping & Log...
Ll On Site Data Center On Site Data Center
n P Equipment Support Shipping & Logistics
" Support
View Details View Details
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3. To create a new request, click the Request for the service you need, fill out the request form with all
necessary details, and click “Request.”

Home J CustomerService » DataCenterServices » DataCenter Service Request ‘Search ‘Q

Data Center Service Request
.
Request form for facilities work or service desk assistance.

Request Form for facilities work or service desk assistance, provided by DCFM staff

members.
Required information

Facilities Work - New work or repairs
Examples: What location are you requesting services for?
e CableRun Please enter any additional details for this request. -

* New Outlet Installed
* Monitor Mounting

Service Desk - Request help from the Service Desk
Examples:

e CableTracing
® Port Verification
e After hours access to facility

* Indicates required

* What service are you requesting?
* What location are you requesting services for?

* Please enter any additional details for this request.

4. To view your submitted requests, click “Requests” and then click “All Requests.”

Knowledge [NIUIMECRGN Mylists  Incidents(Legacy)  Case~  Support~  Notification @)  Tours ™ | Test McTesterson

All Requests

Request Something rch ‘ Q ‘

5. You will be able to view all requests submitted by you.

Home > MyLists ‘ Search ‘ Q ‘

My Lists = My Requests

All Cases ?

All > Initiated as request = true
Action Needed

My Cases No records in Case using that filter

My Requests
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