
Client Support Portal
Training for Netsmart EVV Clients



Accessing Client 

Support Portal



Requesting Access

Contact your Agency Administrator as they can request a Support 
Portal account on your behalf.

• All users must have a unique e-mail address, e-mails may not be 
shared.

Call Support, be prepared with:

• Your Full Name

• Your e-mail address

• Your Phone Number

• Your Agency Name

• You Agency Administrator Name and Contact Details

• Netsmart EVV Toll-Free Support Line: 1-833-483-5587



When access is granted

New user welcome email

Login using temporary password then follow prompts

Subject: Welcome to ServiceNow

Hi Susy,

Welcome to ServiceNow. To get started, go to 

https://netsmartcares.force.com/

Your Username: yourname@agencydomain.com

Thanks,

NetsmartCares

https://netsmartcares.force.com/


Access Support Portal: 4Tellus.com website

The Open Support Ticket 

button on the 4tellus 

website will now redirect 

you to the NetsmartCares 

login portal.



Access Support Portal: ntst.com website

Recommended: Use 

the ntst.com main 

page and click Client 

Login



Enter your login credentials



Successful Login



Features and Functionality



Features

Case tracking system

• Simplified case form for creating and documenting issues

• Track open cases, review past cases

• Emphasis on Client interaction to move cases to resolution

• 24x7 access for ease of submission

Provides easy workflow to communicate

• Easy to read case comments

• System generated emails to keep you informed

Knowledge base

• Find answers to questions quickly

Known Issues

• Search and tag current Known Issues for update notifications



Important Information – Your Account Number



Important Information – Your Account Number

Make a note – Having your account number ready will simplify opening a case 

with our Support Call Center



Creating Support Case



Unified Search

Always start with our unified search. This will let you lookup current cases, 

Knowledgebase Articles and Known Issues.



Unified Search

For example, search for Password Reset then hit Enter



Unified Search

Known Issues

Search will return current and prior cases, Known Issues and Knowledgebase 

Articles which may help you find what you need right away.



Create Support Case

If you do not find an answer, log a Support Case using either of the two 

buttons highlighted above.



Create Support Case

This initial question is 
to remind you to call if 

there is a critical 
outage occurring.

For typical questions, 
click No and then 

continue.



Create Support Case

We pop-up a reminder 
for those who click yes, 

you cannot log an 
outage case through the 

portal.



Create Support Case

Pick your Product 

Family

Typically, this will be 

Netsmart EVV



Create Support Case

Pick your Product

For Mobile – select 
Mobile Caregiver+

For Provider 
Dashboard options, 
select the Provider 
Dashboard Option.



Create Support Case

Pick your Category that 

best describes the 

nature of the problem 

you are experiencing.

Is this a question about 

how to use the 

application?

Are you receiving an 

Error?



Create Support Case

Your Subject field 
should be descriptive.

Example: PNOT Error 
in the Worklist

Your Description 
should include step-by-
step instructions on 
how to recreate the
error.

If PHI is required, 
place it in the PHI 
data field. EX: a 
recipient name or 
Medicaid ID.



Create Support Case

Don’t forget to add 

attachments and 

then hit Submit



Create Support Case

Once a case is 

created, you can 

see the current 

status and when 

the case was last 

updated in the 

case view.



Create Support Case – PHI Data

• PHI Data is securely stored in the Secure Data area

• All Attachments are automatically added to this area as well



Post Comments to a Case

Client CommentsNetsmart Comments

• Add comments to the 

case using the Case 

Conversations function.

• Easy to read the 

conversation in this 

format.



Add Attachments Securely

Additional 

attachments 

may be added 

here.



Attachments Automatically moved to PHI section

Remember, additional attachments will 

automatically be added to the Secure Data 

area.



Close your own Cases

If a case has been resolved, you can close it 

out to clean up your view of cases.

Just click Close Case and complete the

reason requested.



Access Support Cases



Netsmart Support Portal – Access Cases

To view open support 
cases, Click the Cases 
Drop-down at the top of the 
menu.

Select My Cases to see 
your cases.

Or Select All Cases to see 
any cases from your 
organization.



Case Information Screen - Description

You can see your list 

of cases here



Knowledge base

Known Issues and Solution Articles



Knowledge bases

• Global Knowledge base Search

• Use the Search feature to view all relative articles

• EVV Knowledge Articles

• Global search for the Netsmart EVV solution related ‘How to’ and 
‘Troubleshooting’ articles

• EVV Known Issues

• Global Search for Known Issues
• Product issues sent to Development



Option1: Use the Unified Search

Unified search is a quick way to search for both Known Issues 

and Knowledge Articles which may help you.



Option 2: Focused, Knowledge Search

You can also select the Knowledge link at the top of
the page as well to search only Knowledge Articles.



Knowledge Menu Search

Search using keywords related to your inquiry 



Knowledge Menu Search

For Best Results:

Type in your search phrase in the form of a 

question, using keywords, then click Enter 



Knowledge Menu Search

Search results will display noting the associated Knowledge base. 
These may be educational articles or a known issue article.



Known Issues Knowledge base



Accessing General Known Issues

Public known issues may also be search using either the 
Unified search, or the Knowledge search.



Known Issues Knowledge base

Select the “Application Support Known 
Issues” to filter for just Known Issues and 
exclude any User Guides or other 
educational articles



Known Issues Knowledge base

Known Issue Article view

• KB number notes this known 
issue has been published for 
global searching

• NTSTEVV-### tracking 
number is how our Dev teams 
track and manage issue.

• Click the hyper-link to 
add your name to the 
watch list



Known Issues Knowledge base

Once you have found a Known Issue, you may choose to Watch it or Share it. Watching it will allow you to receive notifications 

when the Issue has been updated.



Known Issues Knowledge base

Watch Issue

• Click link to add your contact name to 
this known issue

• Receive an email notification when 
issue status changes

• Click Unwatch Issue to remove your 
contact name from the known issue



Known Issues Knowledge base
Share Issue

• Click and hold the desired contact name tile

• Drag to Contacts Selected 

• Click Share

• The contact will receive an email alert



Known Issues



Known Issue Tracking

Directly able to view Known Issue

• Viewable on the Client Support Portal for tracking your issues

• Track Known Issues associated to yourself

• Track Known Issues associated to the entire account

• Share Known Issues with colleagues

Email Notifications

• Notified of status change

• Notified of solution



Accessing Your Known Issues

Click the Known Issues drop-down to view Known Issues you are currently tracking.



Known Issues Knowledge base

• Current Known Issues View

• Drop Down Menu displayed

• My Watched Issues

• My Account’s Issues

• Issue associated to your account through a case

• Displayed in list view when selecting the menu option



Client Support Portal – Known Issues

The issue number is the identifier for the specific known issue. You can click on this issue number to 
see additional information.



Client Support Portal – Known Issues

Description and if available, a workaround will be visible on the details page.



Thank you!!


