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Access 

• JourneyTeam’s Customer Support Portal utilizes SSO to authenticate your 
credentials. This means the system will utilize the credentials you have set up in 
your organization. You will not need a separate username and password.  

• Note that there is a prerequisite that your organization is a Microsoft tenant. 
Login for non-Microsoft organizations (such as Gmail email addresses) is not 
currently supported.  
 

Login 
• From www.JourneyTeam.com select ‘Customer Portal.’ 
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• You will see the login screen below. Click Accept. Enter your user credentials from 
your organization if prompted.  

 

 
 
• Upon login you should see your company name listed in the top left and any active 

support cases in the dashboard. 

• If you do not see your company name and case information listed, contact 
PortalSupport@JourneyTeam.com.  

• If the portal does not find an active support contract for your account, you will see 
the ‘Request Support Access’ button. If this is in error, contact 
PortalSupport@JourneyTeam.com. 

 
 

• Some organizations may need to approve the portal for SSO access in Entra. If 
approval is required, users will see a banner prompting them to request access. 
Your IT administrator can then approve the request in Entra, after which you will be 
able to sign in. 
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Home Page/Dashboard 
• Active/Resolved Cases: Toggle between Active & Resolved by using the 

dropdown menu underneath the Support Cases Table. 

 

 
 

• Remaining Support Hours: This number represents the remaining hours in your 
Bronze/Silver/Gold/Platinum support plan. Note that if you are on a Level 1, 2, or 3 
plan you will not see a value here. 

• Support Start & Support End Dates: These dates represent the start and end 
dates of your support contract.  

• View Case Details: You can view case details by clicking a case title or using the 
carrot drop down and clicking ‘Details.’ 
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Case Submission 
• Select the Submit New Case button in the top right. 

 
 
• Provide detailed information in the case form. The more information you provide 

helps us to expedite your issue. 

• Contact in the case form defaults to you. You can also add two additional contacts 
from your organization to receive notifications about the case. Leave this blank if 
you do not wish to add additional contacts. 

• Business Priority & End User Impact help us to understand the urgency level of 
your request.  

• Solution Area is the Microsoft technology area your case is regarding. Please select 
from the drop-down list. 

• Environment URL is helpful for us to quickly navigate to the platform and page 
where the issue is experienced, though it is not required. 

• Internal Reference Number is a field you can use to associate an internal 
case/ticket number in your organization. If this does not apply to your organization, 
leave it blank. 

• Please include as much information as possible in the case Description & Steps to 
Reproduce. 

• Attach any relevant files or screenshots. You can add additional attachments 
later by adding a portal comment to a case and including an attachment. 

• Submit your case. 
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• The portal will default to return to the homepage after submission. You can 
verify your case has been received by viewing it in the dashboard. 
 

Case Commenting & Notifications 
• View the details of the case you wish to comment on 

• Select Add Comment at the bottom of the window 

 

 
 

• Type your comment and attach any relevant files. Click Submit. 

• You will see your comment displayed in the case record.  
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• Comments from JourneyTeam will be displayed in the comment thread.  

• When JourneyTeam leaves you a comment, you will receive an email notification 
from Support@JourneyTeam.com.  

• Use the link in the notification to go directly to the case record and reply. Any 
additional contacts you have assigned to the case will also receive the notification. 
 

 

 

Emails  
Emails sent regarding the case will also appear in the case record. Emails are 
distinguished from Case Comments by the mail logo. 
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Attachments 
• Attachments you have submitted on your case can be viewed on the Case Details 

page under the attachments table.  

 

 

 

 

• To add additional attachments to the case, you can use the ‘Add comment’ button 
and include an attachment to your comment.  

 

• Your attachment can be seen in the attachments table upon refreshing the page.    
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Changes to Case Information 
• Case fields are not editable after submission.   

• To request a change to a case field, please add a comment to the case record 
describing the change.   

• The JourneyTeam team member assigned to your case will make the change 
requested.  

 

Sign Out 
When you are finished using the portal, you can log out by clicking your user name on the 
top right of the page and selecting Sign Out.  

 
 

Questions/Feedback 
If you have any questions or issues in the portal, reach out to a member of your support 
team, or e-mail PortalSupport@JourneyTeam.com.  
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