
Trusty Select Pro Support Portal Guide

Summary: This document contains the instructions for the proper use and
functionality of your Customer Portal for Trusty Select Pro!
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Getting Access & Setting up your Password

1. If you do not have a Customer Support Portal account, you can request one by
emailing: allison@trusty.care. After your account is added, you will get an email with
the following characteristics:

Subject Line: Create a password for Trusty Select Pro

Body:

Your user account for the Trusty.care Customer Support Portal has been created.
This will give you the knowledge and support to address your issues and
concerns.

This portal will allow you to:

1. Create a support ticket for questions or issues

2. View training videos

3. Search the Knowledge Base for helpful information to solve issues or answer
questions 4. Help make the product even better by submitting enhancement
requests to our team for future consideration

So as you know, this is a different login and password than the one you use to
access Trusty Select Pro or Trusty Back Office Pro.

To finish setting up your Customer Support Portal account, click the link below to
create a password and sign in to the Customer Support Portal.

Create a password



2. Click on the “Create a password” link, enter your full name and a secure password.

3. As a reminder, you can make this password the same as your password for
signing into Trusty Select Pro, however, keep in mind that this is not the same
as logging into Trusty Select Pro. This logs you into the Customer Portal.

4. Click ‘Set password’. This will take you to the main screen of the Customer Portal



Create a Case for Support

1. From the home page of the portal, click ‘Submit a request’ from the top menu bar.

2. Choose a category

3. Fill out the form as follows:

● Subject: Should be a brief description of your issue
● Complete all the prompted fields
● Description: Please provide as many details as possible of the issue or

question that you have.
● Attachments: This is an encrypted portal and meets HIPAA compliance

standards for privacy and security. Please post a screenshot of the error
message you received, the quote in question, etc. This information helps our
Support Team recreate and troubleshoot your issue.



Access Your Prior Cases Logged with Customer Support

1. Next to your name in the top right corner, click the down arrow
2. Click ‘My activities’ from the drop-down menu.

3. The first screen you will come to is “My Requests.” This will show all of your
requests to Customer Support.
4. Click “Requests I’m CC’d on” to see any cases that you have been CC’d on by other
agents within your organization.
5. Click “Following” to see all articles, pages, or cases you are following.

Adding a Comment to a Case

1. Click on the down arrow next to your name in the top right corner
2. Select ‘My activities’ from the drop down menu.

3. This will show all of your current requests. Find the request that you want to add a
comment on.
4. Click on the title of the request you want to add a comment to
5. Type within the text field box, this will enable you to type additional information for
the support analyst. Click Submit once you are finished typing so the comment is
added to the case. The Support Analyst is notified that a comment has been made
on the account.



Searching the Knowledge Base

1. Click on the field in the middle of the screen labeled “Search”

2. In the “Search” field, begin typing key words for what you are searching for. As you
type, articles that pertain to what you are typing will be shown. Click on the one you
want to explore further.



3. You can always access our full library of knowledge articles by clicking on the
Knowledge Base icon on the home page. This will take you to articles, organized by
category, with step by step instructions on how to use Trusty Select Pro.



4. You also have access to our comprehensive video library by clicking on the
University icon on the home page. This will take you to our Trusty.care university
with videos, organized in order of the typical Trusty Select Pro workflow from start
through enrollment.



Notifications & Critical Alerts

For the most up to date information and alerts from the Trusty Select Pro Support
Team we recommend that you “Follow” our Notifications/Critical Alerts page.

1. From the main portal page, click “Community” below the search bar

2. Click “Notifications/Critical Alerts

3. This will bring you to a view of all the notifications and alerts that have been
posted within the last year.

4. Click “Follow” on the top right of the screen. By following this page you will be
notified as soon as a new post is created. Topics include holiday closures, issues we
are currently working on solving, as well as release notes after an enhancement
release.




