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Getting Started:

l. Visualutions Customer Portal:

a. What is the Customer Portal?
i. The Visualutions customer portal is a website designed to streamline support issues between
Visualutions and Visualutions’ customers.

ii. Users can log in to the customer portal securely, and quickly complete any of the following
tasks:

= Create new support tickets.
= View all existing support tickets for your company or companies.
=  Manage your preferences for the notifications you receive when support tickets are
modified.
iii. The customer portal can be accessed by going to https://www.visualutions.com/, and then
clicking on “Support” (See Fig. 1.)

isualutions

Tomorrow’s Vision - Today's Solution

HOME PRODUCTS/SERVICES ABOUT US CALENDAR BLOG CONTACT REQUEST ADEMO SUPPORT

Robust PCMH Tools

We've developed one of the most robust, vendor-agnostic
PCMH programs in the health IT industry.

@ highly usable
© innovative
@ interoperable with any EHR platform

Read More

@ Data Analytics 0 PCMH @ Revenue Cycle
Management
Since 1996, Visualutions has focused on efficient Visualutions is helping to guide customers through
data collection and meaningful reporting products to the maze of requirements and guidelines to provide a At Visualutions, we have a very different philosophy
enhance various PM/EMR platfarms, by creating sustainable future for the new value-based healthcare on Revenue Cycle Management. As our name
applications that enable technologies to “speak” bi- enviranment. implies, we're interested in solutions. VWhat that
directionally. VisAnalytics is such an application. means for you is that we want what you want - a
Read more solution to your situation. That solution...
Read more
Read more

Figure 1
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1. Your User Account:

a. User Accounts:

i. User accounts on the Visualutions customer portal work on a per-user basis. This means that
users from the same company will have separate accounts.

ii. There are two ways to request a new user account:
=  From the “Support” page, click on “Request a new account here” (See Fig. 2.)

= Access the “Request New User Account” page directly by clicking the following link:
https://www.visualutions.com/RequestNewAccount.aspx.

Home / Log in to the Visualutions Support Portal

Log in to the Visualutions Support Portal

Log In:

Your Email Address:

| | Need a new account set upAReguest a new account here.

Your password:

| | Need your passwordqReset vour password here.

Login

ﬁ Customer Portal User's Guide

Figure 2
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= Fill out the information on the “Request a new user account” page and click “Submit
Information” (See Fig. 2.1.)

Home / Reguest 2 new user account

Request a new user account

Please complete the following information:

Your Company Mame:

Your Full Name:

Your Location:

Your Email Address:

Your Phone Mumber:

[ Submit Information ]

Figure 2.1

iii. There are two ways to reset your password:

=  From the “Support” page, click on “Reset your password here” (See Fig. 2.)
= Access the “Request a password reset link to be sent to your email address” page
directly by clicking the following link: https://www.visualutions.com/SendLink.aspx.



https://www.visualutions.com/SendLink.aspx
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iv. Enter your email address and then click “Send Link” to have a link sent to your email that will
allow you to reset your password (See Fig. 2.2.)

= Note: This will only reset the password for your email address, not the passwords for the
other users from the same company.

Home ! Reguest 8 password reset link to be sent to your email address

Request a password reset link to be sent to your email address

Please enter your email address below:
(wou wil be emailed a link which will allow you to reset your password.)

Your email address:

Figure 2.2



Visualutions Customer Portal User Guide

06042015

Logging In:

a. Customer Portal Log In:

To log in to the Visualutions customer portal go to https://www.visualutions.com/, and then

click on “Support.”
This will take you to the log in screen (See Fig. 3.)
=  Enter your email address.

=  Enter your password.
= Click “Log In.”

Hzme / Log in to the Visualutions Support Portal

Log in to the Visualutions Support Portal

Log In:

You are not signed in.

Your Email Address:

h{DuremailaddresS@Email_cum | Meed a new account set up? Request a new account hers.

Your password:

| Meed your password? Reset your password here.

Login

m Customer Portal User's Guide

Figure 3

Once you are logged in, you will be taken to the “Visualutions Customer Support Main Menu.”


https://www.visualutions.com/
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V. Customer Portal Main Menu:

a. Visualutions Customer Support Main Menu:

The customer support main menu will be the starting point for the tasks you perform in the
Visualutions customer portal.

. It is only viewable when you are logged in (See Fig. 4.)

Home / Main Menu
Visualutions Customer Support Main Menu

Create 3 New Ticet Product Licenses

Release Motes (14)

Main Menu View Support Tickets Watch List

View Your Company's Tickets |Eq Library
[l . . s
Wiew Your Watch List

=| Report Store
@ Create a New Support Tickst

= Product Licenses

) Manage Your Email MNotifications H Install Products

Support Details

ﬁ Ticket Summary Export to Excel

-
% Edit ¥our Account Settings

' Log Out

(Request senice by creating a new support ticket. )

Figure 4
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iii. From the main menu, you are able to:

= View Your Company’s Tickets

=  View Your Watch List

= Create a New Support Ticket

= Manage Your Email Notifications
= Access Support Details

= Ticket Summary Export to Excel
= Access the Library

= Access the Report Store

=  View your Product Licenses

= |nstall Products

= Edit Account Settings

= |Log Out

Note: You can also log out at any time by clicking “Log Out” in the top, right corner of the
screen (See Fig. 4.1.)

Logged in as: Heather Bixby |
L 4
isualutions

Tomarrow's Vision - Today's Solution Home Support Contact us

Revenue Cycle Management PCMH Data Analytics Cloud & IT Services Software Consulting & Training Data Conversions

Home ! Main Menu

Visualutions Customer Support Main Menu

Main Menu View Support Tickets Watch List Creste 8 Mew Ticet Product Licenses Release Notes (14)

View Your Company's Tickets ==, Library

(| . .
View Your Watch List

Cloud & IT Services

Report Store
Cloud & IT Senices

: SEE;T]EUFE Cycle Management |/Q Create a New Support Ticket = Praduct Licenses
+ Partners
+ Data Conversions 0 Manage Your Email Motifications H Install Products
« Consulting & Training
Recent News: Suppert Details

» Hiring Network Engineer
» Visualutions” Data Analytics
Strengthened with Wellcentive

@ Ticket Summary Export to Excel

Partnership
f)\/ﬂ Edit Your Account Settings
Live Support! ' Log Dut

(Request service by creating a new support ticket.)

Figure 4.1
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V. Quick-Launch Menu:

a. The Quick-Launch Menu:

i. When you are logged in, you will see a set of navigation buttons directly below the title of
each page (See Fig. 5.)

ii. The first button will return you to the customer support main menu. The other buttons allow
you to quickly launch into other tasks.

Home / Main Menu

Visualutions Customer Support Main Menu

IMain Menu View Support Tidkets | | Watch List Creste 5 New Ticet Product Licenses Release Motes (14)

View Your Company's Tickets |¥L Library

.- . FEL

View Your Watch List ~gf Report Store

@ Create a Mew Support Ticket = Product Licenses
Ay Manage Your Email Matifications ﬂ Install Products

Support Details

ﬁ Ticket Summary Export to Excel

m Edit Your Account Settings

' Log Out

(Request senvice by creating a new support ticket )

Figure 5

10
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Using the Portal:

l. Viewing Support Tickets:

a. Viewing Your Company’s Support Tickets:

At any time while you are logged in to the customer portal, you can view the support tickets
for the company or companies that you represent.

There are two ways that you can view support tickets (See Fig. 6.)

Click “View Support Tickets” in the quick-launch menu.
Click “View Your Company’s Tickets” in the customer portal main menu.

Home / Main Menu

Visualutions Customer Support Main Menu

Main Menu I View Support Tickets I Watch List Create 3 Mew Ticet Product Licenses

View Your Company's Tickets

View Your Watch List

.@ Create a Mew Support Ticket = Product Licenses

M Manage Your Email Notifications B Install Products

Support Details

Figure 6

11
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You will be taken to the “Open Support Tickets” page where you can view the support tickets
for your company (See Fig. 6.1.)

Home / Main Menu / Open Support Tidets

Open Support Tickets

Main Menu View Support Tidkets ‘Watch List Creste 8 Mew Tidet Product Licenses Release Motes (56)

Vi.

Vii.

Search for ticket # I:I Go

View Tickets for:
All v |

#| Only show open tickets
Ticket #

Ticket Title Contact

155335 Package Testing Ticket Tony Testing Failed
155334 Cinco de Mayo Testing Tony Ready for Testing
155333  Mew Testing Ticket Bruce Ready for Testing
155332 Fnday Testing Tany Testing Failed

12345678910 ...

Creste 8 Mew Support Ticket

Figure 6.1

You can search for a specific ticket number by entering the ticket number and clicking “Go”
(See Fig. 6.1.)

You can view only the open support tickets by checking the box to the left of “Only show open
tickets” (See Fig. 6.1.)

If you are a representative of more than one company, you can also select which company’s
tickets you wish to view.

= Use the “View Tickets for” drop-down list (See Fig. 6.1.)
= Select one company to view support tickets for.
= Or, select “All” to view the support tickets for all the companies you represent.

To view the ticket details page, click on the ticket you wish to view.

12



Visualutions Customer Portal User Guide 06042015

Support Ticket Details:

a. Ticket Details Page:

The ticket details page allows you to view the latest notes on the ticket, as well as a variety of
other information (See Fig. 7.)

Home / Main Menu / Ticket #155334

Ticket #1565334

Main Menu View Support Tidkets ‘Watch List Creste 3 Mew Ticket Product Licenses Release Notes (56)

« Wiew Tidket List | | Create a New Ticket
Cinco de Mayo Testing

Customer Mame: Visualutions - Test

Primary Contact: |Tnny v | Status: Ready for Testing

Ticket Start Date: 5/5/2014 9:35:15 AM Scope: | Multiple users affected v |

Assigned to: Heather

|#| Watch this ticket

Add a New Note | | Upload a Document | | Close Ticket

MNotes:

Heather 5/5/2014 10:14:35 AM (22 days ago.)

Baold.
ltalics.
Underlined.

1. Mumbered List.
2. Second ltem.

+ Bulleted list.
+« Second ltem.

Figure 7
From the ticket details page, you can (See Fig. 7):

= Change the primary contact

= Change the scope

= Add the ticket to your watch list by checking the box to the left of “Watch this ticket.”
Note: Adding a ticket to your watch list allows you to receive notifications when the ticket
is updated, without having to be the primary contact or having the ticket assigned to you.

= Add a new note

= Upload a document

= Close the ticket

13
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1. New Support Ticket:

a. Creating a Support Ticket:

i. At any time while you are logged in to the customer portal, you can create a new support
ticket.

ii. There are two ways that you can create a new support ticket (See Fig. 8.)

= Click “Create a New Ticket” in the quick-launch menu.
= (Click “Create a New Support Ticket” in the customer portal main menu.

Home / Main Menu

Visualutions Customer Support Main Menu

Main Menu View Support Tickets | | Watch List Creste 5 Mew Tiocet Product Licenses

Wiew Your Company's Tickets |¥»L Library

| - - . BE"

View Your Watch List ~Ef| Report Store

@y Create a Mew Support Ticket = Product Licenses
M Manage Your Email Notifications B Install Products

Figure 8

iii. You will be taken to the “Create a New Support Ticket’” page where you will select the
company and the type of support ticket (See Fig. 8.1.)

= Note: Selecting “General Support Ticket” is usually appropriate.

Home / Main Menu / Create 8 Mew Support Ticket

Create a New Support Ticket
Main Menu View Support Tickets || Watch List Create 3 Mew Tioet Produdt Licenses

Please select the company you would like this ticket created for:
|Vi5ua|utinn5 - Other ¥ |

Please select the type of support ticket you would like to create:
| General Support Ticket ¥ |

Figure 8.1

14
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iv. The “New Ticket” form will open, and you will fill out the following information (See Fig. 8.2):

=  Primary Contact

= Scope of Issue

= Ticket Subject (this is the ticket title)

= Description of Issue
Note: The more details you give regarding the issue may result in a faster resolution
time.

= Click “Save This Ticket”

Home / Main Menu / Creste 8 Mew Support Ticket

Create a New Support Ticket

Main Menu Wiew Support Tickets | | Watch List Creste 8 Mew Ticet Product Licenses Release Notes (56)

New Ticket

Primary Contact:
| ]

Scope of issue:

| One user affected v |

Ticket Subject: (reguired)

Description of Issue (required)
(Pleasze be as detailed as possible.)

Save This Ticket

Figure 8.2

V. Once the ticket has been saved, Visualutions customer service representatives will be
notified of the issue.

15
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V.

a.

Notifications:

Email Notifications:

The Visualutions customer portal allows you to easily manage whether or not you receive

email notifications when support tickets are updated.

From the customer portal main menu, click “Manage Your Email Notifications” (See Fig. 9.)

Home / Main Menu

Visualutions Customer Support Main Menu

Main Menu View Support Tickets

View Your Company's Tickets
(| . .
View Your Watch List

|/¢) Create a Mew Support Ticket

Watch List

i Manage Your Email Matifications

Figure 9

16
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~Ei| Report Store

= Product Licenses

1 K
Install Products
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iii.  You will be taken to the “Manage Your Email Notifications” page (See Fig. 9.1.)

Hzme / Main Menu / Manage Your Email Metifications

Manage Your Email Notifications

Main Menu View Support Tickets ‘Watch List Creste 8 Mew Ticket Product Licenses Release Notes (96)

Ticket Notification Settings

Scenario Setting
You are the contact person on the ticket. On v |
You are watching the ticket. [on v |
All tickets for your company. | Off |

Product Update Notification Settings

Scenario Setting

Licensed Product Updated [on v |

Figure 9.1

iv. From this screen, you can turn email notifications on or off for the following scenarios:
= Ticket Notification Settings:
1. You are the contact person on the ticket.

Note: This means that you created the ticket, or you are the contact person on the
ticket.

You are watching the ticket.
All tickets for your company.

2.
3.

= Product Update Notification Settings:
1. Licensed Product Updated

Note: If this setting is turned on, you will receive an email notification any time a
product you are licensed for has a new release note published.

17
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V. Product Licenses:

a. Your Visualutions Products:

i. The Visualutions customer portal allows you to easily view your product license information,
and download your Visualutions products.

ii. There are two ways that you can access the Product Licenses page (See Fig. 10.)

=  Click “Product Licenses” in the quick-launch menu.
= Click “Product Licenses” in the customer portal main menu.

Home / Main Menu

Visualutions Customer Support Main Menu

Main Menu View Support Tickets | | Watch List Create 3 Mew Ticet Release Motes (14)

View Your Company's Tickets |ik Library

View Your Watch List Report Store

@ Create a New Support Ticket = Product Licenses
M Manage Your Email Motifications ﬂ Install Products

Support Details

@ Ticket Summary Export to Excel

x Edit Your Account Settings

' Log Out

(Request service by creating a new support ticket.)

Figure 10

18
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iii. You will be taken to the “Product Licenses” page (See Fig. 10.1.)

Home ! Main Menu / Product Licenses

Product Licenses

Main Menu View Support Tickets || Watch List Creste 3 Mew Tioet Product Licenses Release Motes (56)

Product Licenses B Install Products
Click on a product description below to view product update information
Customer Description Key Issue Date  Expiration

Visualutions - Other
Expired UDS Reporting 247 10/16/2012  11/8/2013
Expired VisDental 247 10/16/2012  11/8/2013
Expired VisCHC 247 10/16/2012  11/8/2013

VisAnalytics Reparting 247 10/16/2012

VisWebRoot 2-47 4/3/2013 10/15/2015

CustomReport10Pack 247 6/6/2013

VisEDI 2-47 10/24/2013

VisDental 2-48 11/28/2012  12114/2014

To install or update these products, run the installer, and enter the product key from the list above.

Download the installer by clicking here.

EDI Plugins

Figure 10.1

iv. From this page, you can do the following things (See Fig. 10.1):

=  View a list of your Visualutions products.
= View the product key for your Visualutions products.
= View the issue date and expiration date for each product.

Note: If the product license is expired it will appear in bold, red text, and will say
“Expired” on the left-hand side of the product list.

Note: If the product license is due to expire within the next 30 days it will appear in bold,
orange text, and will say “Expiring Soon” on the left-hand side of the product list.

= Download the Visinstaller to install products by clicking the “Install Products” button in the
upper right-hand corner, or the “Download the installer by clicking here” link at the bottom
of the page.

= |nstall EDI Plugins.

19
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V. To view the release notes for a product, click on the product name in the “Description”
column (See Fig. 10.1.)

Vi. The release notes for that product will be opened, and you can click on the release note title
to read that release note (See Fig. 10.2.)

Home ! Visuslutions Blog / Filed Under: Release Motes, Public, Wisdental

Filed Under: Release Notes, Public, Visdental

Main Menu View Support Tickets | | Watch List Creste 3 Mew Tiocet Product Licenses Release Notes (58)

VisDental 1.17 Released

test release notes

VisDental 1.17 released

VisDental 1.16 Released

VisDental 1.15 Released

Figure 10.2

Vil. You can also view all of the unread release notes for all the products you are licensed for by
clicking “Release Notes” in the quick-launch menu (See Fig. 10.2.)

20
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VI.

a.

Install Products:

Download VisInstaller:

To download the Vislnstaller, click the “Install Products” button in the main menu (See Fig.
11))

Save and run the installer to install your products.

= Note: You can also download the VisInstaller from the “Product Licenses” page by
pressing the “Install Products” button in the upper right-hand corner.

Home / Main Menu

Visualutions Customer Support Main Menu

Main Menu View Support Tickets | | Watch List Creste 3 Mew Ticet Product Licenses Release Motes (14)

View Your Company's Tickets =5, Library

WView Your Watch List Report Store

|Q/ Create a New Support Ticket = Product Licenses
My Manage Your Email Motifications ﬂ Install Products

Support Details

| Ticket Summary Export to Excel

B

f)\/ﬁ Edit Your Account Settings

' Log Out

(Request service by creating a new support ticket.)

Figure 11

= Note: For complete instructions on the installer, download the install guide for the product
you wish to install from the “Installation Guides” folder in the Library.

21
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VII. Visualutions Library:

a. Visualutions Library:

i. From the customer portal main menu, click “Library” (See Fig. 12.)

Hzme / Main Menu
Visualutions Customer Support Main Menu

Create s MNew Ticet Product Licenses

Release Motes (14)

Main Menu View Support Tickets | | Watch List

View Your Company's Tickets |Et1 Library

View Your Watch List

@ Create a New Support Ticket

Report Store

= Product Licenses

N Manage Your Email Motifications ﬂ Install Products

Support Details

ﬁ Ticket Summary Export to Excel

x Edit Your Account Settings

e Log Out

(Reguest service by creating a new support ticket.)

Figure 12

22
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ii. The Visualutions Library allows you to quickly and easily access all of the user guides and
other supplemental materials pertaining to Visualutions products (See Fig. 12.1.)

isualutions

Tomorrow's Vision - Today's Solution

4 Document Library
|| User Guides
| Installation Guides
| Active Reperts & Plugins

| Training

Signed in as: Heather Gary | Sign out

Home | Sign out | Contact us

Home / Visualutions Document Library

Visualutions Document Library | Se=rch

Main Menu

Hello Heather Gary

Welcome to the Visualutions Document Library. You can select a document from the list to the left for details about
the document, or enter keyword(s) above to search for a specific document.

User Guide

Figure 12.1

= Note: For complete instructions on the Library, you can view the “Library User Guide” by
clicking the link at the bottom of any page in the Library.

23
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VIll.  Report Store:
a. Visualutions Report Store:

i. From the customer portal main menu, click “Report Store” (See Fig. 13.)

Home ! Main Menu
Visualutions Customer Support Main Menu

Create a New Tidket

Product Licenses Release Motes (14)

Main Menu View Support Tickets || Watch List

View Your Company's Tickets

Wiew Your Watch List

@ Create a New Support Ticket

= Product Licenses

a Manage “Your Email Motifications ﬂ Install Products

Support Details

ﬁ Ticket Summary Export to Excel

x Edit ¥our Account Settings

e Log Out

(Request service by creating a new support ticket.)

Figure 13

24
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ii. The Visualutions Report Store allows you to view various reports (See Fig. 13.1.)

Signed in as: Heather Bixby | Sign out

isualutions

Tomarrow's Vision - Today's Solution Home | Sign out | Contact us

Reports List Home ¢ Main Menu / Visualutions Report Store
=

+ Report Store Visualutions Report Store

. Main Menu
|| Accounts Receivable

£ Active Hello Heather Bixby
£ Administrative Welcome to the Visualutions Report Store. You can select a custom report from the list to the left for details about
] CHC the report, or enter keyword(s) above to search for specific reports.

|| Claims

|| Collections

|| Financial

] Patients

| Schedule

] Support

Custom Report Fequest Form | User Guide

Figure 13.1

= Note: For complete instructions on the Report Store, you can view the “Report Store
User Guide” by clicking the link at the bottom of any page in the report store.

25
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iii. Selecting a report will open the report details page. From this page, you can (See Fig: 13.2):

=  Preview a sample of the report (if one exists)
= Download the report

Note: You will only be able to download reports if you have purchased the report store. If
you have not purchased the report store and would like to, please contact Visualutions
Sales at 281-297-2257.

Reporis List Home ! Main Menu / Visusluticns Report Store
e

+ Report Store Visualutions Report Store

. Main M
I ] Accounts Receivable =in Meny
[ || Active
b [ Administrative Selected Group: Claims
Preview Download
I B CHC
4 [ Claims
2] Claim History Claim History
|2 Paid Claims by Insurance Carrier Shows claim history by claim and carrier. Lists DOS, ticket number, patient name. procedures, filed by, claim
. date, and charges. Click the Show Visit Detail option for more information per claim.
[ | Collections
I || Financial Crested by: Rick Hart on 1/21/2007 8:32:28 FM
b B Patients Medified by: Suzanne Cney on 7/15/2012 2:45:14 PM
- [ Schedule
> ] Support
4 I 3

Custom Report Reguest Form | User Guide

Figure 13.2

26
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Visualutions Customer Service:

l. Contacting Customer Service:

a. Contacting Visualutions Customer Service:

i. For customer service, open a ticket through the customer portal on the Visualutions website:
https://www.visualutions.com/

ii. You can also contact customer service by email or phone:

=  support@visualutions.com
=  Phone:
= 281-297-2257

27
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