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So that Elearning Experts may best serve your support needs, we ask that you consider the
following information when seeking support and interacting with existing support cases.

How does the Elearning Experts Support Portal work?
The support portal is a web site where we handle all of our support communications. While the
portal does send out email notifications, it is best to log in to the support portal directly at
https://elearningexperts.worketc.com to view all current and historical communications related to
support cases.

What is a support case?
A support case is a data record in the support portal, which encompasses all of the
communications for one unique support need. It is important to put separate, distinct issues into
separate support cases. It is also important to update existing support cases for ongoing
communication of a support need, rather than creating a new support case for every new
communication relating to the same problem.

How to create a new support case?
A new support case can be created by logging in to https://elearningexperts.worketc.com
A new support case can also be created by sending an email to support@elearningexperts.net ,
however any additional communications to the support case should be made by logging in
directly to the support portal at https://elearningexperts.worketc.com

Why can’t I just send email to support@elearningexperts.net?
We ask that you do not send a new email to the support account for every update to the same
issue because this creates a new support case for every email that is created. As you can

imagine this becomes quite hard to manage efficiently and instead of addressing the problem
you are experiencing we must wade through a plethora of new support cases.

Can I reply to email sent to me by WorkETC?
Yes  if you reply, you MUST leave the subject in tact. This will allow the WorkETC support portal
to attach your reply to the existing open support case.

Can I put a bunch of different issues into one support case?
No, as this confuses the communications to a point that we are not able to efficiently sort out
which communication belongs to which issue. Separate issues go in separate support cases.

How do I log in to the support portal?
If you do not know your username and password to the support portal, drop us an email at
support@elearningexperts.net and we will help you out.

How long do I have to wait to receive an update to a new support
case?
See the service agreement located here: http://elearningexperts.net/termsofuse

Why can’t I just call you?
See the service agreement located here: http://elearningexperts.net/termsofuse

What priority should I choose when creating a new support case?
If you create a new support case via the support portal at https://elearningexperts.worketc.com
then you have the option to set a priority level on the new support case. The most up to date
priority definitions can be found in our service agreement located at
http://elearningexperts.net/termsofuse, but the following is accurate at the time of this
publication:

My learning management system (Totara or Moodle) is completely
down and unresponsive: I need help NOW!
Log in to the support portal at https://elearningexperts.worketc.com and create a new support
case. Set the priority to “Urgent”
A case priority of Urgent will notify the appropriate on call personnel and will always be more
effective than a phone call.
Urgent priority is reserved for issues where the learning site is unavailable or unusable for all
users.

