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Welcome to SymQuest’s Online Client Portal  
 
Welcome to SymQuest’s web-based SafetyNet support portal!  Using any web-browser from 
any location, you can open, update and monitor your support requests twenty-four hours per 
day, seven days per week.  Follow these simple instructions to get started:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 
 

Figure 1 
 
1. Using any web-browser, visit www.symquest.com.  As shown in Figure 1, click the Client 

Login button to access the portal’s login page.   
 
2. Click on the link under Network Support Customers as shown in Figure 2. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 2 

 Click here 
  to log on… 
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Figure 3 
 
3. As shown in Figure 3, enter the SymQuest ID and Password that were provided to you.  

You must have these credentials in order to log into the portal; if you do not yet have 
them, please call our Network Operations Center (NOC) at 800-374-9900 so that the 
appropriate access can be granted. 
 

4. Your password is case sensitive.  After entering the login credentials, click the Sign In 
button, or simply press the Enter key. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 4 

 
5. As shown in Figure 4, this is the home page for the customer portal.  Please click on the 

PROFILE button to change your secure password.  It is recommended that you change your 
password upon first login and at regular intervals. 
 

6. Select the Network Support option to begin managing your SafetyNet incidents online. 

Change  
Password 
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Once you are logged into SymQuest’s Client Portal, you are presented with a snap shot of your 
monthly labor pool, your current Network Contracts and all open SafetyNet incidents as 
shown in Figure 5.  Incidents will appear regardless of whether they were opened by you, 
something else in your organization or by SymQuest’s NOC.  Available details include the 
current status of each incident and the date each incident was last modified.  The following 
pages describe how to open and manage SafetyNet incidents using the online Client Portal. 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 5 

 
 
 
 
 
 
 
 
 

Figure 5 
 
 
 

1. To open a new SafetyNet incident, click the New Request button shown in Figure 5 and 
follow the on-screen instructions.   

SafetyNet 
Labor Pool 

Balance  

Add new 
incident  

Update 
existing 
incident  
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Figure 6 

 
2. As shown in Figure 6, complete the form accurately and with as much detail as possible. 

This will help to ensure that our technical staff has a clear understanding of your issue: 
 

a. Category: Select a general category for your incident that most closely matches 
your issue 

b. Priority: Carefully select the incident priority according to the criteria listed in 
Table 1.  Selecting the correct priority here will help to ensure that our technical 
staff can respond appropriately to all of your support issues.  This table can be 
easily accessed by clicking on the link in the Network Support Request page as 
shown in Figure 6. 

 

 
 

Table 1 – Support Request Severities 
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c. Contact Information: Please check your contact information. 
d. Brief Description:  This should be a brief description of the issue you are having. 

 
3. Press the Next Page button. 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 7 
 

a. Detailed Description:  Enter a detailed description in the additional notes field for 
your support issue as shown in Figure 7.  Enter as much detail as possible, 
including applicable error messages.  

 
4. Press the Next Page button.   
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 8 
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a. Add attachments: Use the browse button to find a document you would like 

to attach to your incident. 
b. Press the Upload button to attach you document.  Your screen should look 

like Figure 9. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 9 
 

5. Press the Submit Request button.  You can review the request summary page as 
shown in Figure 10. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 10 
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6. Press the Return to Requests button to return to the Network Support Requests 

screen.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 11 
 
 

7. To update an existing RID, select the RID in the grid and hyperlink to the screen shown 
in Figure 11. 
 

8. To add a note, press the Add button, and then press the Previous Page button. The 
engineer assigned to your case will be notified of your update immediately.  When your 
support request is closed, you will be notified immediately, via email.   

 
Once you submit your support request, our Incident Response Team will be notified immediately, 
via email.  The assigned engineer will contact you during normal business hours (M-F, 8-5), 
according to the severity of your incident (Table 1).  If you submit a support request outside of 
normal business hours, the assigned engineer will contact you on the next business day.  Note:  
If you have optional 24x7 SafetyNet coverage, you must open off-hours support requests by calling the 
800-number that was provided to you at the inception of your contract.   
 
You will receive email confirmation at the address we have on file each time a SafetyNet 
incident is opened or closed.  Your confirmation will contain the Request ID, which will serve 
as your tracking number while your issue is open.  You may update or monitor your requests 
at any time by returning to the SymQuest Client Portal at www.symquest.com. 

http://www.symquest.com/
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