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Sugar Serve 9.1 Portal Deployment User Guide

Overview

The Sugar Portal is a powerful tool that allows Sugar users to interact with
customers and share information related to multiple modules (Bugs, Cases,
Knowledge Base). The portal allows customers to log in and review information
directly from your Sugar instance and perform actions such as submitting cases
and bugs, communicating with your employees regarding the cases and bugs, as
well as reviewing knowledge base articles. Please note that in order to enable the
portal for your instance, the Configure Portal option must be enabled via Admin >
Sugar Portal. This will enable a Portal API User in Admin > User Management
which must be left enabled in order for portal users to authenticate.

Note: The information viewable in the portal can be updated and restricted by
Sugar users as allowed by team membership, user access type, and assigned roles.
For more information on teams and roles, please refer to the Team Management
and Role Management documentation in the Administration guide.

Managing Portal Users

For a customer to be able to access your instance's portal, the customer must first
be recorded as a contact in Sugar. In the contact's record view, you can set up the
username and password that the contact will use to log into the portal. In addition,
the Portal Active checkbox option must be enabled in order to enable access to the
portal. Portal users can be created either through a process initiated by the
customer from the portal, or by a Sugar user via the Contacts module.

Creating Via Portal

When a customer accesses the portal, he or she has the opportunity to sign up for
the portal if they do not have a username or password. During the registration
process, the customer will need to provide their first and last name, email address,
as well as the name of the company to which they belong. When the customer
submits this form, a lead will be created in your Sugar instance. The lead must
then be qualified and converted to a contact. After the lead is converted, edit the
contact to assign a username, password, and mark the Portal Active checkbox.
Once this process is complete, the portal user will be able to log into their portal
account.
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http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Developer_Tools/Sugar_Portal#Configure_Portal
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Team_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Role_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/Contacts
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/Leads
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/Leads#Converting_Leads
http://support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_Deployment_User_Guide/#Editing_Portal_Users

Creating Via Contacts Module

Sugar users can create portal users by populating three specific fields (Portal
Name, Password, Portal Active) in the Contacts module. Please note that the Portal
Active checkbox option must be enabled in order to enable the user's access to the
portal. In addition, the user's portal name must be unique to any other existing
portal names in the instance. For more information on editing or creating a
contact, please refer to the Contacts documentation.

Please note that you will only be able to view and edit contact records as allowed
by your team membership, user access type, and assigned roles. For more
information on teams and roles, please refer to the Team Management and Role
Management documentation in the Administration guide.

Editing Portal Users

The contact's portal account details (Portal Name, Password, Portal Active) can be
edited via the Contacts record view. For more information on editing contacts,
please refer to the Editing Records section of the User Interface documentation.
You can change the user's portal name, update their password, or disable access to
the portal by updating the specific field(s) in the record view. To change the portal
password, simply click the Change password link below the Password field, then
enter the new password and confirmed password into the open text box.

Portal Name Portal Active
HilaryMera130 i
assword Date Modified
------------------ 12/04/2014 10:33am by Administrator

Change password

Please note that you will only be able to edit contact records as allowed by your
team membership, user access type, and assigned roles. For more information on
teams and roles, please refer to the Team Management and Role Management
documentation in the Administration guide.

In addition, registered portal users are able to update their contact information via
their user profile in the portal. This allows customers to keep their contact
information up-to-date and make any changes as necessary. If the user's portal
password needs to be updated, it can be done via the user profile as well.

Note: Any changes made to the user profile will be reflected in Sugar as well.
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http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/Contacts
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Team_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Role_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Role_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/User_Interface#Editing_Records
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Team_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Role_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_User_Guide#Editing_User_Profile

Managing Cases

The Sugar Portal allows customers to create and track their open cases, as well as
communicate with the assigned support representative. Contacts are able to view
cases that are associated to their account, meaning that both the contact and case
need to be associated to the same account in order for the case to appear in the
contact's portal.

Note: The Show in Portal checkbox option must be enabled in the case's record
view in order for the case to be visible in the portal.

@ System not responding ¥

Number Priority

22 Low

Account Name Show in Portal
B.C. Investing International I:l

Type Source

Administration

Portal users will be able to review details such as the status of the case, as well as
any updates made on the case. In addition, portal users will be able to view notes
that the assigned support representative has added to the case. For more
information on adding notes to cases, please refer to the Adding Notes and
Attachments to Cases section of this documentation. Portal users can also add
notes to the case via the portal, which will appear in the Notes subpanel of the
Cases record view. For more information on related record subpanels, please refer
to the Related Record Subpanels section of the User Interface documentation.
Using notes, the support representative can engage in a collaborative conversation
with the portal user regarding the progress of the case and any troubleshooting
needs.

Adding Notes and Attachments to Cases

In the case's record view, Sugar users have the ability to add notes to the case by
clicking the Plus button on the upper right of the Notes subpanel. Please keep in
mind that the Display in Portal checkbox option in the note's record view must be
enabled in order for the note to appear in the portal. The portal user will be able to
view the note's Subject, Description, etc., as well as download any attachments, if
applicable. Please note that there is a 30-second timeout limit for all uploads.
Administrators in Sugar can control the maximum file size that is allowed to be
uploaded via Admin > System. Please refer to the System documentation in the
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http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/Contacts
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/Cases
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/Accounts
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_User_Guide#Cases_Record_View
http://support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_Deployment_User_Guide/#Adding_Notes_and_Attachments_to_Cases
http://support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_Deployment_User_Guide/#Adding_Notes_and_Attachments_to_Cases
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/User_Interface#Related_Record_Subpanels
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_User_Guide#Cases_Record_View
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/System#Advanced

Administration Guide for more information.
@ noTes (1) -

Subject % LastModified & Date Created £ AssignedUsm

pid Additional Informat...  2018-01-04 01...  2018-01-04 01... Max Jensen @ -

Please note that you will only be able to add notes as allowed by your team
membership, user access type, and assigned roles. For more information on teams
and roles, please refer to the Team Management and Role Management
documentation in the Administration guide.

Managing Bugs

The Sugar Portal allows customers to submit bugs to your company, track the
status of bugs to receive details on current progress, and communicate with the
assigned representative regarding the bug. Please note that bugs can be seen by
all portal users, regardless of any account membership.

Note: The Show in Portal checkbox option must be enabled in the bug's record
view in order for the bug to be visible in the portal.

@ Fatal error during installation ¢ m

Number Priority

4 Urgent
Status Type

Closed Defect
Source Category
Internal

Resolution Assigned to
Out of Date Sarah Smith
Description

Installing in an environment with some database vendors results in an error.

Tags

Show in Portal
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http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Team_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Administration_Guide/Role_Management
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/Bugs

Portal users will be able to review details such as the status of the bug, as well as
track any updates regarding the fix. In addition, portal users will be able to view
notes that the assigned support representative has added to the bug. For more
information on adding notes to bugs, please refer to the Adding Notes and
Attachments to Bugs section of this documentation. Portal users can also add notes
to the bug via the portal, which will appear in the Notes subpanel of the Bugs
record view. For more information on related record subpanels, please refer to the
Related Record Subpanels section of the User Interface documentation. Using
notes, the engineer can engage in a collaborative conversation with all portal users
regarding the progress of the bug and any fix information.

Adding Notes and Attachments to Bugs

In the bug's record view, Sugar users have the ability to add notes to the bug by
clicking the Plus button on the upper right of the Notes subpanel.

@ nores (1) -
Subject & LastMcodified & DateCreated € AssignedUsm

pd Additional Informat...  2018-01-04 01...  2018-01-04 01... Max Jensen @ -

Note: The Display in Portal checkbox option must be enabled in the note's record
view in order for the note to appear in the portal.

@ Additional Information ¢ m

Contact Bug

Johanne Bramwell Fatal error during installation
Description Teams

Hello Johanne, Global (Primary)

Please provide a screenshaot of the error
along with detailed steps to reproduce.

Thank you,

Max Jensen

Attachment Assigned to
Max Jensen

Tags

Date Created Date Modified

2018-01-04 01:47pm by Administrator 2018-01-04 01:47pm by Administrator

Display in Portal?
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http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_User_Guide#Bugs_Record_View
http://support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_Deployment_User_Guide/#Adding_Notes_and_Attachments_to_Bugs
http://support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_Deployment_User_Guide/#Adding_Notes_and_Attachments_to_Bugs
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Application_Guide/User_Interface#Related_Record_Subpanels
http://http//support.sugarcrm.com/Documentation/Sugar_Versions/9.1/Serve/Portal_User_Guide#Bugs_Record_View

The portal user will be able to view the note's Subject, Description, etc., as well as
download any attachments, if applicable. Please note that there is a 30-second
timeout limit for all uploads. Administrators in Sugar can control the maximum file
size that is allowed to be uploaded via Admin > System. Please refer to the System
documentation in the Administration Guide for more information.

Please note that you will only be able to add notes as allowed by your team
membership, user access type, and assigned roles. For more information on teams
and roles, please refer to the Team Management and Role Management
documentation in the Administration guide.

Managing Knowledge Base

The Sugar Portal allows customers to review your company's published Knowledge
Base articles. In order for an article to be visible through the Sugar Portal, the
article must meet the following requirements:

e External Article : Field must be checked
e Status : Status must be set to "Published"

@ Resetting the device % < > m
Category Active Revision

Database

View Count Teams

2 Global (Primary)

Assigned to External Article

Will Westin

Date Modified Approved By
2017-12-28 05:10pm

Publish Date Related Case
2017-12-28

Expiration Date

2018-12-31

Show less ) NotUseful ) Useful

For example, portal users will be able to reference these articles when trying to
troubleshoot some common issues. The Body of the article will be presented with
all the HTML styling that is shown in the article's record view. For more
information on viewing an article's record view, please refer to the Viewing via
Record View section of the User Interface documentation.

Last Modified: 2019-06-21 19:33:53
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