
LEARN MORE!
Best Practices for Support 
Requests & Managing 
your Cases
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THE OPUS SUPPORT PORTAL
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ACCESSING THE SUPPORT PORTAL FROM DASHBOARD
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The Epilogue Support 
team uses a software 
tool to manage issues 
and enhancements.

In order to log and 
manage your cases, you’ll 
need to create an 
account.  This is not the 
same as your Opus 
credentials.  

PRO TIPS:
• Username should be 

your work email 
address.

CREATE YOUR SUPPORT ACCOUNT
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Provide as many details as 
possible to allow the Epilogue 
Support team to troubleshoot 
efficiently. 

PRO TIPS:
• Provide the name of affected 

documents, projects, users, 
which browser you’re using, 
target application, etc

• Let the team know if this affects 
a deadline or is blocking a 
project (+date).

• If this is a request for new 
functionality, begin the subject 
line with “Enhancement:”

• Provide steps to reproduce the 
issue you experienced.

CREATE A CASE IN THE SUPPORT PORTAL



6

Email: support@epiloguesystems.com

PRO TIPS:
• Provide the name of affected 

documents, projects, users, which 
browser you’re using, target 
application, etc

• Let the team know if this affects a 
deadline or is blocking a project 
(+date).

• If this is a request for new 
functionality, begin the subject line 
with “Enhancement:”

• Provide steps to reproduce the 
issue you experienced.

CREATE A CASE VIA EMAIL

mailto:support@epiloguesystems.com


7

When your case receives 
an update, an email is 
generated and sent to 
you. 

A link to the case is 
available in the email for 
you to visit the Support 
Portal and learn more.

PRO TIP: 
• Hitting “reply” on an 

email does not update 
your case.  It only 
creates a separate 
case.

CASE NOTIFICATIONS
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The Comments and 
Attachments tab for 
your case will allow you 
to respond to the 
Support Team.

By clicking on the 
dropdown arrow, you’ll 
be able to add a new 
comment.

Scroll to the bottom of 
the screen to upload a 
screenshot or video. 
(This is also available on 
the Case Details tab.)

UPDATE YOUR CASE IN THE SUPPORT PORTAL



MANAGING YOUR ORGANIZATION’S CASES
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Your Community Portal 
homepage shows just 
your cases by default. 

Use the dropdown 
arrow to see all of 
your organization’s 
open cases by selecting 
“All Open Cases.” 

There is also a 
Printable View of all 
cases.



HELP RESOURCES

● Epilogue Support Portal

● Opus Technical Support link on your Opus 
Dashboard

● Epilogue Community option on your Opus 
account menu

● Email support@epiloguesystems.com
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CUSTOMER SUPPORT

● Email your Customer Success Manager directly

● Email the Customer Success team at 
customersuccess@epiloguesystems.com 

CUSTOMER SUCCESS

https://epilogue.force.com/s/
mailto:support@epiloguesystems.com
mailto:customersuccess@epiloguesystems.com

