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Introduction

The S&C Customer Portal is the property of S&C Electric Company, Chicago, IL, and may 
not be sold, nor may any part of the program source code be used to produce a commer-
cial, marketable product.

Cookies are used for the best online experience. By using our website, you agree to our 
use of cookies in accordance with our privacy policy. The privacy policy is stated at this 
link: https://www.sandc.com/en/privacy-notice/.

If any portion of this instruction sheet is unclear and assistance is needed, contact 
the nearest S&C Sales Office or call the S&C Global Support and Monitoring Center at 
1-888-762-1100. Telephone numbers are also listed on S&C’s website, sandc.com

S&C customers can use this secure website to download software and technical documen-
tation, view order statuses, track RMAs, manage support cases, licenses, and other assets. 

Conditions of Use

Help and Support

About the 
Customer Portal

https://www.sandc.com/en/privacy-notice/
https://www.sandc.com/
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Using the Customer Portal

Customer Portal credentials can be obtained by completing the form at 
https://www.sandc.com/en/contact-us/customer-portal/ or contacting the Global 
Support and Monitoring Center (GSMC) at 1-888-762-1100. 

The Customer Portal is accessed at: 
https://www.sandc.com/en/contact-us/customer-portal/

Two types of user profiles are available:

	● Manager. Users with Manager credentials can view all Sales Orders, RMA Orders, and 
Cases assigned to the company.

	● Standard. Users with Standard credentials can view all RMA Orders and all Sales 
Orders. They will only see their own Cases, or Cases that have been assigned to them. 

There are a variety of permissions separately assigned to user profiles when Customer 
Portal credentials are created:

	● Licensing and Assets Access. When a product requiring licensing or an activation 
file has been purchased by a customer, the licensing information and activation files 
will be available in the menu under “Licensing and Assets.” If a customer does not 
have a licensed product in their inventory, this menu item will not appear.

	● Application Access. All users are assigned permissions to use the 
Coordinaide™ — The S&C Coordination and Protection Assistant. There are other 
product-specific applications that are only available to users or prospective users of a 
product. Contact the GSMC for more information.

	● Distributor Access. If the Manager or Standard user’s company designation is that of 
an S&C Authorized Distributor, an additional permission is applied allowing an Autho-
rized Distributor to view the end customer name on orders. See the description of the 
Orders screen on page 7.

Understanding 
Your Customer 
Portal Credentials
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The Home Dashboard screen displays three frequently used menu items across the top 
of the screen and information on recent account activity, including: Recently Shipped 
Orders, Recent Support Cases, and Recently Viewed Files. To the left side of the 
Home Dashboard is the Main menu. Each Main menu item will be described in the 
following sections. See Figure 1.

Figure 1. The Home Dashboard screen.

Home Dashboard
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The Files screen shows the downloadable files available to each customer. See Figure 2. 
The files available will be specific to each customer and their company’s inventory of S&C 
products. 

Figure 2. The Files screen.

Available files typically include:

	● Software installers. For S&C software products or authorized third-party software.

	● Firmware update files. Depending on the product the file is used for, the firmware 
update may be either an .exe or .txt file. See the product’s Instruction Sheet for details.

	● Product configuration files. Files related to a support case may be provided here as 
a .xspt or .txt file.

	● Instruction sheets. S&C Instruction Sheets are provided in PDF format. Instruction 
Sheets for third-party equipment installed with S&C products (i.e., relays, radios, etc.) 
may also be provided in the third-party equipment manufacturer’s preferred format.

	● Release notes. Release notes are provided in PDF format and give information 
on new software or firmware releases. They are numbered to correspond with the 
software or firmware release.

Note: Other files or file types pertinent to a support case may be uploaded directly to the 
case upon creation or added post-creation.

Files



Using the Customer Portal

6    S&C Instruction Sheet 100-505    .

The Files screen includes a dynamic search tool. Files can also be sorted by creation 
date, file type, and file size using the filtering buttons. Files are downloadable by selecting 
the checkbox to the left of the file names and clicking on either the Download Selection 
button to download multiple files or the Download icon directly on the right-hand side to 
download individual files. Selecting the checkbox to the left of the Name column header 
will select all files available to the user. The Download Selection button will remain 
grayed out until a file is selected.

Clicking on a file name in the table will open the File Details panel which provides a 
preview of the file. Not all file types can be fully previewed. See Figure 3. 

Figure 3. File Details preview panel.
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The Orders screen shows active and completed sales orders. See Figure 4. The Orders 
screen includes a dynamic search tool. Orders can be also be sorted by their menu item, 
Order Line Number, PO Number, Product Group, individual Catalog Number, 
Status, Quantity, or Projected Ship Date.

Figure 4. The In Progress Orders screen.

Orders are displayed using the toggle menu buttons. Three buttons are displayed: In 
Progress, Shipped, and Closed. 

The order information on the current table view can be downloaded to a .csv file that 
can be opened in a text or spreadsheet program. To download, click on the Export to 
CSV button. 

In Progress Orders
In Progress orders have been booked but not shipped. See Figure 4. When the In Progress 
toggle button is selected, six fields are shown:

	● Order line number. This is the S&C assigned Sales Order number followed by the 
line number. A line number is simply the number of the line on which the item appears 
on the Sales Order. 

	● PO number. This is the customer’s purchase order number.

	● End customer. Only visible to customers designated as an S&C Authorized Distrib-
utor, this field provides information on the end recipient of the order if provided by the 
Authorized Distributor. (Not shown.)

Orders
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	● Product group. This is the product group/category of the ordered product. 

	● Catalog number. This is the configured catalog number, including any options and 
information on the product’s Erection Drawing (ED) number. Custom engineered 
orders have an “-S###” designation at the end of the catalog number where “S” stands 
for “special,” and the number is the identifier that corresponds to any custom drawings 
and/or product modifications made by custom engineering.

	● Qty. Quantity ordered.

	● Status. There are four statuses for In Progress orders:

	○ In Production. The order has been scheduled and is being manufactured.

	○ In Review. The order is with a production planner for scheduling.

	○ Order Entered. The order has been booked but not scheduled.

	○ Order Scheduled. The order has been scheduled but not shipped.

	● Projected ship date. The projected ship date is based on the status of the order. 

When an In Progress order is selected by double-clicking it, more details about the 
order will be displayed. See Figure 5.

Figure 5. Order Details screen showing In Progress status.



Using the Customer Portal

.    S&C Instruction Sheet 100-505    9

Shipped Orders
Shipped orders have been manufactured and packaged and have been moved to shipping. 
See Figure 6. When the Shipped toggle button is selected, six fields are shown:

Figure 6. Shipped Orders screen.

	● Sales order and line number. This is the S&C assigned Sales Order number followed 
by the line number. 

	● PO number. This is the customer’s purchase order number.

	● Product group. This is the product group/category of the ordered product. 

	● End customer. This field provides information only visible to customers designated 
as an S&C Authorized Distributor, this field provides information on the end recipient 
of the order if provided by the Authorized Distributor.

	● Catalog number. This is the configured catalog number, including any options and 
information on the product’s Erection Drawing (ED) number. Custom engineered 
orders have an “-S###” designation at the end of the catalog number where “S” stands 
for “special,” and the number is the identifier that corresponds to any custom drawings 
and/or product modifications made by custom engineering.

	● Qty. Quantity ordered.

	● Status. Shipped orders only have the status of Shipped.

	● Ship date. The actual ship date of the order. 
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A shipped order can be opened by double-clicking it. More details about the order 
are displayed on the Orders Detail screen, including tracking information and shipping 
address. See Figure 7.

Figure 7. Order Details screen showing Shipped status.



Using the Customer Portal

.    S&C Instruction Sheet 100-505    11

Closed Orders
Closed orders have been invoiced. See Figure 8. When the Closed button is selected, six 
fields are shown:

Figure 8. The Closed Orders screen.

	● Order line number. This is the S&C assigned Sales Order number followed by the 
line number. A line number is simply the number of the line on which the item appears 
on the Sales Order. 

	● PO number. This is the customer’s purchase order number.

	● End customer. Only visible to customers designated as an S&C Authorized 
Distributor, this field provides information on the end recipient of the order if provided 
by the Authorized Distributor. (Not shown.)

	● Product group. This is the product group/category of the ordered product. 

	● Catalog number. This is the configured catalog number including any options and 
information on the product’s Erection Drawing (ED) number. Custom engineered 
orders have an “-S###” designation at the end of the catalog number where “S” stands 
for “special,” and the number is the identifier that corresponds to any custom drawings 
and/or product modifications made by custom engineering.

	● Qty. Quantity ordered.

	● Status. Closed orders only have the status of Closed.

	● Ship date. The actual ship date of the order.
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The RMA Orders screen shows active and completed Returned Material Authorization 
(RMA) Orders. These are products that the user is returning to S&C either for credit, 
exchange, evaluation, or repair. See Figure 9.

The RMA Orders screen includes a search toolbar across the top. The search structure 
is dynamic. RMA Orders can be sorted by RMA and Line Number, Return Item Type, Status, 
and Days Since RMA Creation. An RMA Order may be related to a case that was opened 
with S&C.

RMA Orders are displayed by using the Status toggle menu buttons. Three buttons 
are displayed: Awaiting return to S&C, In Progress, and Shipped/Closed.

The information on these menus can be downloaded to a .csv file that can be opened 
in a text or spreadsheet program. To download, click on the Export to CSV button. 

Figure 9. The RMA Orders screen.

Awaiting Return to S&C
Toggling the Awaiting Return to S&C button shows approved RMA Orders that have not 
been received at S&C Electric Company. When the Awaiting return to S&C button is 
selected, four fields are shown:

	● RMA and line number. This is the S&C‐assigned RMA number followed by the line 
number. A line number is simply the number of the line on which the item appears on 
the RMA Order.

	● Return item. This is the is the product group of the returned product.

	● Status. The only status available is Awaiting Return.

	● Days since RMA creation. Gives the duration in days since the RMA Order was 
created.

RMA Orders
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In Progress
Toggling the In Progress button shows approved RMA Orders that have been received at 
S&C Electric Company. See Figure 10. When the In Progress button is selected, four fields 
are shown:

Figure 10. The RMA Orders In Progress screen.

	● RMA and line number. This is the S&C‐assigned RMA number followed by the line 
number. A line number is simply the number of the line on which the item appears on 
the RMA Order. 

	● Return item. This is the is the product group of the returned product.

	● Status. 

	○ Material Received and Awaiting Evaluation. The RMA Order has been received by 
S&C and is waiting for evaluation by a service expert.

	○ Evaluation Report in Progress. The RMA Order has been evaluated by a service 
expert and the report is being written.

	○ Repair/Order Being Scheduled. Depending on the evaluation, a repair to the 
equipment may be made, or replacement equipment may be sent. Both need to be 
scheduled in our production facility. 

	○ Repair/Order in Progress. The repair or replacement order is being worked on in 
the factory. (In cases where no repair was required and the equipment is func-
tional, it will be scheduled for return.)

	● Projected ship date. The projected date for shipping the refurbished or 
replaced order.
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Shipped/Closed
Toggling the Shipped/Closed button shows complete and shipped RMA Orders. See 
Figure 11. When the Shipped/Closed button is selected, four fields are shown:

Figure 11. The RMA Orders Shipped/Closed screen.

	● RMA and line number. This is the S&C assigned RMA number followed by the line 
number. A line number is simply the number of the line on which the item appears on 
the RMA Order. 

	● Return item. This is the product group of the returned product.

	● Status.

	○ Evaluation and Disposition Complete. The evaluation has been completed and 
the product has been repaired or replaced.

	○ Report Issued. The RMA Report has been forwarded to the customer.

	○ Shipped. The product has been shipped.

	● Ship date. Gives the date the product was shipped to the customer, or in cases where 
there was no shipment (i.e., a credit was issued), the close date of the RMA.
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An RMA Order’s details can be viewed by double-clicking on the RMA line number 
column. More details about the order are displayed in a an RMA Order Details screen, 
including tracking information and shipping address. See Figure 12. If the RMA Order is 
the result of a Case, the CSP number is visible. If the user has access to that Case, there 
will be a direct link to the Case Details screen.

Figure 12. RMA Order Details screen showing a shipped RMA.
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The Cases screen shows a complete record of customer support cases opened with S&C. 
Users with Standard credentials will see only the cases they have initiated. Users with 
Manager credentials will see all their company’s cases, including who opened each case. 
The Cases screen includes a dynamic search tool. Cases can be also be sorted by Case 
Number, Subject, Status, Contact, or the date Last Modified. See Figure 13.

Figure 13. The Cases screen.

	● Case number Each case is assigned a unique number. 

	● Subject. A brief description of the customer support issue.

	● Status. The status of the support case. The statuses include:

	○ Assigned to Support.

	○ Investigating.

	○ Awaiting Product Return.

	○ Contact.

	○ Closed.

	● Last modified. The last date the case information was updated.

This information can be downloaded to a .csv file that can be opened in a text or 
spreadsheet program. To download, click on the Export to CSV button. 

Case Number



Using the Customer Portal

.    S&C Instruction Sheet 100-505    17

Case Details Screen
A Case Details screen is opened by selecting either the case number or the subject 
columns. An Upload dialog box is accessible from the screen where the customer or 
support specialist can upload files related to the case. See Figure 14.

Approved file formats include: ‘.jpg,’ ‘.jpeg,’ ‘.png,’ ‘.pdf,’ ‘.mov,’ ‘.mp4,’ ‘.doc,’ ‘.docx,’ 
‘.xls,’ ‘.xlsx,’ ‘.ppt,’ ‘.pptx,’ ‘.msg,’ ‘.csv,’ ‘.exe,’ ‘.zip,’ ‘.html,’ ‘.xml,’ ‘.evt,’ ‘.xspt,’ ‘.xevt,’ 
‘.wfc,’ ‘.vm,’ ‘.txt,’ ‘.log,’ ‘.tgz,’ ‘.heic,’ ‘.htm,’ ‘.xdss,’ ‘.mch’ If another type of file needs to be 
uploaded, use a file compression application to zip the file before uploading.

There is a 500 mb size limit on individual file uploads. A maximum of 100 files can be 
attached per case.

Figure 14. The Case Details screen showing a closed support case where an RMA has been 
created.

If additional communications about the case are required, click on the Send new 
email button. An Email screen will pop up with the subject line automatically populated 
with the case number for ease of tracking. If an RMA is generated as a result of the Case, 
the View related RMA button will go directly to the associated RMA Order screen.



Using the Customer Portal

18    S&C Instruction Sheet 100-505    .

Creating a New Case
A case can be opened by clicking on the Create new case button on the side menu or the 
Create new case button on the Cases screen. See Figure 15.

Figure 15. The Create a new case dialog box.

To create a case, complete the following steps:

Step 1.	 Fill in the Subject (required) field with a brief description of the issue or 
question.

Step 2.	 Fill in location of the product in the Site Location field if known.

Step 3.	 See the Case Details Screen section on page 17 for available file formats and 
file sizes.

Step 4.	 Enter a description of the issue in the Description (required) field. Be as 
detailed as possible.

Step 5.	 If returning the product for evaluation, repair, or credit is desired, check the 
Request RMA checkbox.

Step 6.	 From the dropdown menu, select the Product Group (required) of the product. 
When the Product Group menu item is selected, the Product Name dropdown 
menu will become selectable. Select the name of the product from the Product 
Name dropdown menu.

Step 7.	 If the catalog number or part number of the product is known, enter it in the 
Catalog/Part Number field.

Step 8.	 If the serial number of the product is known, enter it in the Serial Number field. 
(Filling in this field allows the support specialist to check if the product is still 
under warranty.)

Step 9.	 Click on the Create button.
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The Licensing and Assets screen shows available software licenses assigned to the 
customer’s company as well as authorized users of software licenses. There are four tabs 
across the screen; Overview, All Licenses, Assets, and Authorized users. With the 
exception of the Download Activation File button, these screens are informational only. 
To purchase more licenses, contact your sales representative. To manage your available 
licenses, call the GSMC at 1-888-762-1100. When the Licensing and Assets screen is first 
opened, the Overview tab will display. 

Overview
If the customer has access to IntelliTeam® Designer, the activation file can be downloaded 
by clicking on the Download Activation File button. For instructions on how to use the 
activation file with IntelliTeam Designer, see S&C Instruction Sheet 1044-570. 

The rest of the screen is a visual representation of the available licenses for each 
automation product type. See Figure 16. For more information on license types, see 
Specification Bulletin 1044-31.

Figure 16. The Licensing and Assets screen.

Licensing 
and Assets
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All Licenses
The All Licenses screen shows a complete record of each software license assigned to the 
company by S&C. Licenses can be sorted by License Number, the Licensed Product, the 
Catalog Number (Software License Catalog Number), the Qty., the Order Number, or 
the Order Date the license was issued. See Figure 17.

This information can be downloaded to a .csv file that can be opened in a text or 
spreadsheet program. To download, click on the Export to CSV button. 

Figure 17. The All Licenses tab on the Licensing and Assets screen.
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Assets
The Assets screen shows S&C hardware products and any associated license information 
if applicable. Assets can be sorted by Asset Name, Serial Number, Sales Order (Sales 
Order Number), PO Number (the purchase order number), User Email, Application, 
MAC Address, Role, Creation Date, and Note. See Figure 18.

This information can be downloaded to a .csv file that can be opened in a text or 
spreadsheet program. To download, click on the Export to CSV button.

Figure 18. The Assets tab on the Licensing and Assets screen.
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Authorized Users
The Authorized Users screen shows the users authorized for S&C Software Products. 

Users can be sorted by User Email, Application, MAC Address (user PC), Role (this is 
the software role, not the company portal credentials), Ship Date, License Type, License 
Assigned (whether a product has an assigned license), the Creation Date, and Note. See 
Figure 19.

This information can be downloaded to a .csv file that can be opened in a text or 
spreadsheet program. To download, click on the Export to CSV button.

Figure 19. The Authorized Users tab on the Licensing and Assets screen.
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The My Apps menu shows the web-based applications accessible by the user. All creden-
tial types have access to the Coordinaide™ — The S&C Protection & Coordination 
Assistant. For more information on the Coordinaide assistant, see S&C Instruction Sheet 
100-500. 

When other application permissions are assigned to the user, the application names 
will appear in this menu.

Clicking on the Help menu item will display a dialog box showing the contact information 
for your salesperson along with the numbers for the Global Support and Monitoring Center 
and the link for the sandc.com help center. See an example in Figure 20.

Figure 20. The Help dialog box.

Clicking on the Privacy Settings menu item will display a dialog box showing the Privacy 
settings available for the Customer Portal. Some cookie permissions are required for 
website functionality. See Figure 21.

Figure 21. The Privacy Settings dialog box.

My Apps

Help

Privacy Settings
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