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CHAPTER 1: INTRODUCTION

The FaciliWorks Service Request Portal enables both internal personnel and external users to submit and
track service requests—without requiring direct access to the FaciliWorks application.

Once configured, request users can:

« Submit service requests at any time
* View real-time status updates
* Access the portal through a simple computer web interface or mobile device

The portal supports:

* Internal users (Personnel records with Login enabled)

+ External users authenticated via supported Identity Providers (IdP), e.g., Google, Microsoft, Facebook,
Microsoft Entra ID, Okta.

This solution is ideal for organizations that need to support a high volume of requesters—such as employees,
tenants, customers, or contractors—without the overhead of managing each user within FaciliWorks.

BEFORE YOU BEGIN (ADMINISTRATORS)

This section is intended for Application Administrators who will be responsible for configuring and
maintaining the FaciliWorks Service Request Portal.

Before enabling access, ensure the following areas are properly configured:

LICENSING AND ACTIVATION

« Verify that your organization has an active Service Request Portal license

+ Confirm the portal is enabled at the appropriate organizational and site levels

MANAGING PORTAL REQUESTERS

+ Add or remove Portal Service Requesters via the Organization Admin Portal

* Manage requester access per site using My Application Sites
+ Understand how external users are provisioned and associated with sites

SITE CONFIGURATION

Within each site, review and configure:

* Portal access settings
* Request submission options
+ Visibility and status and notification preferences

FaciliWorks Essentials Service Request Portal Intro Guide Chapter 1: Introduction 4



PORTAL SERVICE REQUEST LICENSING

Each of the sites in your organization that will support external requesters will need a Portal Service Request
License Code. The Portal Service Request license provides unlimited seats, so you will be able to support as
many internal or external requesters as needed for each site.

IMPORTANT: If you are a FaciliWorks Hosted customer and you have purchased a Portal Service Request
license, a CyberMetrics team member will activate these licenses for your designated sites. You can verify this
for each site via your Corporate Administration Portal via the My Application Sites link.

ACTIVATING THE LICENSE (ON-PREMISES INSTALL)

Once you have obtained your Portal Service Request License Code(s), you will need to enter the code to
activate licenses for each of your sites. If you are new to FaciliWorks administration, you can reference the
FaciliWorks On-Prem Installation Guide to better understand managing sites within your organization.

To activate a Portal Service Request license, log in to your Corporate Administration Portal and access My
Application Sites in the menu navigation, then click on the site you need to activate.

@ FACILIWORKS ESSENTIALS

Welcome back, Administrator License Activation

HOME LOG OFF

MANAGE

Your Applications and Administration Portals

:, 1060 =r
L BEE
ABC Frankfort ABC Corp Admin Portal

FaciliWorks Essentials FaciliWorks Essentials

& My Application Sites
v9.0.01 va.0.01 el i

Launch the FaciliWorks Essentials Create and configure application sites
CMMS Application for this organization

\8) Utilities v

https://...
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When the My Application Site form appears, click the Licenses tab to access the activation page.

N 1 T ~
& My Application Site < + Tofs b M oX
Information Users Licenses External Identity Provider  Service Requesters €§
Application Site Name: Subdomain:

Faciliworks Users

License Code: (0] Activated Concurrent

Service Requesters

License Code: @ Activated Concurrent

Enter your license code,

Portal Service Request

i then click the padlock
Practomined activation icon

License Code: FW-0000-

MANAGING PORTAL REQUESTERS

Each of your application sites that has a valid Portal Service Request license will have a tab provided in the
Corporate Admin Portal for external portal request users. Any external portal user will automatically be
created in the identity database for your sites when successfully creating a login with an Identity Provider.
Internal Personnel Users can be managed directly from Personnel and Security in your FaciliWorks
application (see the FaciliWorks Essentials CMMS Software Intro Guide for more information on managing User
Security for Personnel).

To access external requester accounts, select My Application Sites for each site in your organization that has
Portal Service Requests activated. Click on each site in the grid, then click on the Service Requesters tab.
From there, you can remove or block any external users that are no longer permitted to make requests for
that site.

Q
+

1of5 » M X

& My Application Site

Information Users Licenses External Identity Provider ~ Service Requesters €9

Application Site Name:  ABC Frankfort Subdomain:  ABCFrankFort
Drag a column header here to group by that column ‘ ‘x 3 ':':l Q Q Search
= UserlD Email Full Name Phone Blocked
Qg Q Q Q Select... M
v EXUser RN T ST External User
JSmith Offmsmith @yourcontractor.com John Smith 555.555.5555
TFloyed tiloyed@somedomain.com Thomas T. Floyd M111-1111
JKSimons EditorChief@Daily Sun.com J on 1-800-DAY-SUNN
2 s 1 B s Select any user to block or L tems) ;
unblock them from making
Z Refresh &x Block & Unblock < requests In the portal
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EXTERNAL USER PROVISIONING

External users are any users who may work within your organization, but do not have a Personnel and
Security User established in Faciliworks. They may also be requesters external to your organization, such as
contractors, customers or tenants in your facilities, etc. FaciliWorks supports the creation of Identity users for
login and creating service requests via supported identity providers (IdP), such as Google, Microsoft and Okta.

If you have a supported SSO identity provider for users in your organization, you can set this up in the

My Application Sites -> External Identity Provider tab in each of your sites. Users having a supported IdP
such as a Google Gmail identity can also log in to create request. To do so, they must first know your
Organization or Site Name. Once the user successfully creates a login account, the user will be entered in the
Identity database for that site and can then be managed by a FaciliWorks administrator in your Corporate
Admin Portal.

& My Application Site < + Tofs b MX
Information Users Licenses External Identity Provider ~ Service Requesters €)
Application Site Name: CyberLand Inc Subdomain:  facilitesting
Identity Provider: None -

None

-~

=s Refi Microsoft Entra ID
Active Directory Domain Services
Okta Workforce

Google Workspace

SITE CONFIGURATION

You can configure each of the sites in your Organization to allow submission from external social media
providers as well as setting other requirements for requesters in general.

Optional Settings

Web Service Request Creation

| Allow submission from social login service requesters

+ | Allow submission from all users within your organization

Require Asset ID

Require Email Address

Use the Web Service
Require Request Type Request Creation settings
Require Phone Number to control access and
additional requirements
Corrective Maintenance Creation for each Site in your
organization.

Require Priority

Require Asset ID

Require Shift

Require Comments

Corrective Maintenance Completion
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NOTIFICATION PREFERENCES

You can set notification preferences for requesters or your maintenance teams for each site by accessing
Configuration -> Notifications from the main menu of each FaciliWorks application site. Note: For on-
premise installations, you must have an SMS provider for text messages.

B4 Notifications
stration
Q search Service Request Progress
~ EMAIL EVENTS AND RULES o
Name: New SR Active: Yes .
» PM Advanced Notification (1)
» PM Qverdue Listing (1) Event Name: * Service Request Progress Email Trigger:*  pending Review
* Service Reguest Progress (3) +
e John Smith
+ New SR & Send To List: ismith@abcfrct.com
Service Request Dec... &
SR Approved to CM @ Send To Requester: v .
» CM Pragress (From SR) (1) +
Send To Email List | Type any number of ema e
* New (SR) Update (1) + -
SR Reviewer Update i New Service Request Created
. Subject Line:
PM Assigned +
Note: Your organization and application site names will be appended in the subject line.
CM Assigned +
» PM Signature (1) + Please review
Email Text:
¥ SMS EVENTS AND RULES o
Service Request Progress |
CM Progress (From SR) +
New (SR) Update
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CHAPTER 2: SERVIGE REQUEST PORTAL USER’S GUIDE

Accessing the portal is fairly straightforward and intuitive. This section provides useful information for both
administrators and portal end users. If you choose, you can use any portion of this chapter to provide your
own guide for your request users. Lastly, there is an Invitation Template provided for administrators that can
be used for inviting potential requesters to your portal.

The following areas will be covered in this chapter:

Accessing the Request Portal

+ Login Options

* Login with Existing Personnel (Internal Users)

+ Login with Supported Identity Providers (External or Internal Users)
Portal User Experience

* Submitting a Service Request

* Portal User Interface
Notifying Potential Requesters

* Notification Template (Email body)

ACCESSING THE REQUEST PORTAL

Users can submit service requests in the portal through the dedicated Submit a Service Request button on
the FaciliWorks application login page. If FaciliWorks is installed on-premises and managed by your
organization, then you can direct potential requesters to your FaciliWorks application login page. Faciliworks
hosted customers can direct users to the public login portal, e.g., https://app.faciliworks.com.

C [ 25  app.faciliworks.com/is/Account/Login @ e

e FACILIWORKS ESSENTIALS : i ¥, . . A 1 Submit a Service Request

by CyberMetrics

8§ LogIn

QOrganization / Application Site Name
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LOGIN OPTIONS

Depending on your configuration, users may log in using:

* FaciliWorks application users defined in Personnel, with Login enabled
+ Social identity providers (Google, Microsoft, Facebook), if enabled for your sites
* Enterprise identity providers (Microsoft Entra ID, Okta, etc.)

LOGIN WITH EXISTING PERSONNEL

Existing Personnel records with Login enabled can make requests in any of your organization’s sites that they
are members of. These users can use either the standard login provided, or an IdP account (Entra ID or Okta)
that is synced with those sites.

> G @ % appfaciliworks.com/is/SubmitSR/Login Q eu

Log In

In order to submit a service request, you have to log in.

If the user has an existing
Personnel record in the User ID / Email

FaciliWorks application, with Login [ @ -
enabled, then they can enter their
login credentials here. Passphrase

............................ H ® &
& Personnel
Information User Security Training € Assignments
1D: J. Smith Name:
License Type: *
User ID:
Security Group: *
Enable Login: (
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LOGIN WITH SUPPORTED IDENTITY PROVIDERS

Users who are not members of your organization sites can utilize one of the supported Identity Providers (IdP)
present in the Other Login Options of the login screen.

Log In

In order to submit a service request, you have to login.

User ID / Email

Passphrase

Users that are external to your

organization, such as customers Other Login Options
or vendors, can login using the

Other Login Options.

| Microsoft H Google H Facebook

IMPORTANT: First-time IdP users will be prompted to authenticate by their chosen provider before they are
synced to a FaciliWorks profile for submitting requests.

External Identity Providers B Microsoft
will prompt request users for Sign in

authentication

Email, phone, or Skype

Can't access your account?

G Sign in with Google

Choose an account

to continue to faciliworks.com Google User
extgoogleuser@gmail.com

Before using this app, you can review faciliworks.com’s privacy policy
and terms of service.
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PORTAL USER EXPERIENCE

After requesters complete the login process, they will be presented with the Submit Service Request form.
This is the next step in the process that they must complete to submit their requests to the correct Application
Site in your organization.

SUBMITTING A SERVIGE REQUEST

The Submit Service Request form will display the requester’'s Name and Email from the requester’s login.
There will also be a field provided for the requester’'s Phone Number and for the Application Site Name to
which this request will be directed.

IMPORTANT: As stated earlier in this guide, portal users must enter the exact Application Site Name
associated with your organization. Some things you will need to know and communicate to your potential
requesters are listed below:

* This value is not auto-filled or assigned
* It must be known and entered manually by the requester

* The name must match your configured site exactly

Submit a Service Request

Name
Email

Phone

Portal users will
need to know your Application Site Name*
Application Site

Name to submit

requests.
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If the Application Site Name is not known, or is entered incorrectly, the requester will be presented with an
error and will not be able to proceed with the request.

Submit a Service Request

A nvalid Application Site Name!

Name
PortalUse &
Email
portaluser@
Phone

555-555-5%5 .

Application Site Name*

Once the correct Application Site Name has been entered, the user can proceed to the next request form.
Here, requesters will be able to select from existing Asset IDs from the Application Site, as well as provide
details about the request. As stated earlier, these fields can be configured to be required, not permitting the
requester to advance until all required fields have been completed. Required fields will have a red asterisk in
the field label.

Submit a Service Request

Asset ID Requesters will be

able to select from
5150 (Refrigerator in Break Room) e Asset records

available in the
application site

Request Type

Service v

Priority
Medium v Fields displaying
the red asterisk
are required
The inside cabinet of the refrigerator is warm in spots and has a bad odor when you HEGS
open the door.

_ prd
Problem Description* <&
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Once all of the required fields have been updated, the requester can submit the request. Once submitted, a
message will appear indicating a successful request.

Submit a Service Request

Service Request successfully submitted. _

Name

PortalUser ‘ &
Email
portaluser@anydomain.com ‘ =]
Phone
‘ 555-555-5555 . |
Application Site Name*
a

‘ YourOrgSiteName

PORTAL USER INTERFACE

The portal interface is simple and easy for your requesters to navigate. They can return to the portal at any
time to review their request progress or manage their account information using the portal navigation links

provided.

HOME MANAGE YOUR SERVICE REQUESTS LOG OUT English (US)

Convenient portal navigation
links are provided for your

requesters to manage and
view existing requests or
create new ones.

Submit a Service Request

Asset ID
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In the Service Request grids, portal users can utilize the available column filters to narrow down the request
records.

FACILIWORKS ESSENTIALS Requesters can return to the HOME MANAGE SUBMIT A SER
by CyberMetrics s s :
portal at any time to review their
request progress and use the
B Your Service Requests available column filters

Drag a column header here to group by that column

Application Site Name Request No Request Progress Y | Request Date ! Asset ID Request Type p
Q Q Q B a Q q
YourOrgSiteName SR-200326-0001 Pending Review 3/20/2026, 11:54 AM 5150 Service

YourOrgSiteName SR-290425-0001 Pending Review 4/29/2025, 12:28 PM Asset-002 Floor H

5 10 20 50 100

Portal users can also manage their own accounts for actions such as passphrase changes or updating their
Authenticator Apps without requiring FaciliWorks administrative requests.

HOME MANAGE YOUR SERVICE REQUESTS SUBMIT A SERVICE REQUEST

Requesters can manage
their portal access, such as

passphrase changes and
Manage your account Authenticator App changes

Change your account settings
Passphrase : CHANGE

Phone Number : 6022847267
CHANGE | REMOVE

Authenticator App: SETUP

Two-Factor Authentication : ENABLE
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NOTIFYING POTENTIAL REQUESTERS

This section provides recommendations for notifying potential requesters, such as company employees,

contractors, or facility tenants, that you have a Service Request Portal for making maintenance requests. The

template provided here helps you ensure that your requesters understand what information will be needed

to submit requests to your sites.

Unlike the internal Personnel Users in FaciliWorks, external portal users are not invited via the FaciliwWorks

application. Instead, they simply need to be provided the portal link and the Application Site Name for making

requests. The template provided below can be used for sending a notification to your potential requesters.

EMAIL INVITATION TEMPLATE SAMPLE

Subject: Making Maintenance Service Requests at [Your Org Name]

Dear valued [Tenant, Customer or Contractor],

As a [Tenant, Customer or Contractor] of [Your Org Name], you can make maintenance requests via our Service
Request Portal.

To access our portal using your web browser or mobile device, browse to the portal address provided below:

[Your Org Name] Request Portal
https://app.faciliworks.com/is/SubmitSR/Login

Log In

If you previously received a User Invitation from our FaciliWorks application, you can enter your user credentials to
log in. Otherwise, use the Other Login Options provided to create a login using either a Microsoft, Google or Facebook
social media account. Follow the instructions for your chosen Identity Provider to complete the login process. If you
do not have a social media or other supported account, please contact our facilities administration team.

Submitting a Service Request
On the Submit a Service Request form, please provide the required information (indicated by a red asterisk) for each

field. Please enter the following in the Application Site Name: [your application site here] and then click Next.

On the next form, provide the required information for each field, making sure to provide as much detail as possible in
the Problem Description. Click the Submit button when ready.

A member of our maintenance team will review your request as soon as possible.

Once you have established a login, you can return to the Service Request Portal any time to submit a request or view
the status of prior requests.

Thank you.

Sincerely,
[Your Org Name] Maintenance Team
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Learn how to save time, avoid common mistakes and get the most out of your software with

FaciliWorks Essentials training classes. We offer online, regional and on-site training. Please
visit https://faciliworks.com/training-schedule/ for detailed training information or contact
us today at 1-800-776-3090 or training@cybermetrics.com for more information.
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