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Introduction to BSMARTLINK  

 
B
SMARTLINK is a web-based program that will allow customers to: 

 
 Open new service calls, 
 Inquire on all Open calls,  
 Inquire on Past service calls, 
 Escalate to Brains II on any open calls 
 
B
SMARTLINK is a secure application allowing customers to inquire, escalate and action calls that belong to 

them.  A Username and Password for individual or group permission needs to be assigned to gain access to 
the 

B
SMARTLINK website. The security for each customer is determined in the initial account profile set up, 

and only your designated and authorized personal will have access.  

 
Location of BSMARTLINK 
To protect the integrity of your company’s data

 B
SMARTLINK is a secured site, giving you the highest level of 

protection possible for all your Internet communications.  
 
 http://eservices.brainsii.com/ 
 

 
BSMARTLINK Access Hours 
 
B
SMARTLINK will accept calls 24 hours a day, 7 days a week.  

 
For any urgent calls or escalations after 5:00pm and to 8:30am EST Monday-Friday, please call the Brains II 
Customer Help Desk at 1-888-BRAINS2 (1-888-272-4672) 
 

http://eservices.brainsii.com/
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Using BSMARTLINK  
 

Log In  
 
 

 
 
 
 
 
 

Label Action 

User ID – Case Sensitive 

Enter your User ID then tab to the next field, or use your mouse  

(if you are a current user, using the new portal for the first time, 
your ID will be the same characters but will be changed to all 
lowercase, no spaces and is case sensitive, click on forgot 
password link and answer the favourite question prompt. A return 
email will be sent with your new password) 

Password 
Enter your password then click on “Sign in” or hit “Enter” on your 
keyboard.  

Forgot Your Password? 
Click on the Forget your Password link if you have forgotten your 
password.  

Want to Know More 
Fill out this screen if you want more information on Brains II 
Services  
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Forgot Password 
 
 
 

 

 
 

 
 

Label Action 

Please enter your User ID 
Enter your user ID and Favourite Answer then click on “Submit”.  
Your password will be emailed to the email address associated with 
your user ID. 

Want to Know More 
Fill out this screen if you want more information on Brains II 
Services  
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Want To Know More  
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Home – My Engagements 
 

 
 
 

 
 
 
 
After signing in to BSMARTLINK you will be taken to the Home Page, My Engagements.  From this page you 
can: 
 

 Open a New Support Request – Open a Service Call 

 View Open and Closed Calls – Open and Resolved Support and Service Requests 
 View My Company Profile - Customer Number, Name, Company ID and Bill to Address and Phone Number 

 View Service and Support Request History  

 Export data to Microsoft excel or other type of spreadsheet for reports. 
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New Support Request – Open a Service Call 
 
From the Home page click on the tab “New Support Request” on the toolbar.  The screen below will enter and 
your Customer Name, ID and Phone number will automatically populate. 
 

 
Automatically Populated Fields:  

 
 

Date Opened The date the call was opened in BSMARTLINK 

Caller ID Name of caller who opened the call. 

Customer Bill to Customer Name 

Customer ID Bill to Customer ID 

Drop Down Options:  

Site  Allows for a search by ship to site address 

Site ID Allows for a search by ship to Site ID 

Request Type 
On Sidebar Select 3. Contract, this allows you to choose service 
“request type”.  (See snapshot below) 
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Drop Down Options: 

 

Serial Number- MANDATORY 
On Sidebar Select 4. Product.  This allows you to search for the site 
serial number.  If the serial number does not identify on the system 
enter a machine type in the “product” field. (See snapshot below) 
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Product 
 
If your serial number does not come up in inventory then you MUST search by Product in order to open the 
call. The drop down menu will allow you to search by Product ID – Manufacturer part number. If you do not 
know that then search serialization – Always -  to get a list of products to select from.  Product Line will 
allow you to search by Manufacturer. The Search Key will allow you to enter your Product ie HP ML310.  
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Problem Code 

 

Problem Code/Priority 

On Sidebar Select 6. Problem. This will allow you to enter a 
problem code and a priority level of Low, Medium, High or Critical.  
as well as the mandatory Problem Description information  

(See snapshot below.) 

Problem   MANDATORY 
You MUST enter Site Contact, Alternate Site Contact (if available), 
contact phone numbers and a detailed problem description in this 
field.   
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Save and Continue 

 

After completing ALL of the steps in this section and ensuring 
accuracy of all information click on the “Save and Continue” icon 
on the toolbar at the top of the page.  If you miss some information 
after this procedure you will need to email 
TScustomerHelpDesk@brainsii.com to provide the missed details. 

 
 

 
 
 
 
Problem   MANDATORY FIELD 
 
 
Always include the Site Contact Name, Phone Number (and an alternate if available)  
and then the problem description as detailed in the example below. 
 
 

 
 
 

 
 
 

 

mailto:TScustomerHelpDesk@brainsii.com
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Support Request  
 
Once the call has been opened it will be assigned and entitled by a Brains II Client Delivery Controller (CDC) 
before being assigned to a Service Technician.  You can search on the status of the request through the 
Support Request Tab on the toolbar on Home Page – My Engagements. The search options are included in 
the screen shot below. This search was done via the “Status” dropdown. 
 

 
 
 
Click on “Request ID” field to get more details about the call entitlement and response.  
See screenshot below. 
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Support Request Details 
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Support Request – Activities 
When you click on “Activities in the Tool Bar, the first screen will provide a list of Activities.  To open an  
Activity click on ZOOM at the far right hand side of the screen.   
 
If there are multiple activities you can scroll through them by clicking on back or forward keys shown circled in 
red below, or you can go back to list. 
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Service Request  

 
Once the call has been entitled by a Brains II Client Delivery Controller (CDC) it will be assigned to a Brains II 
Service Technician.  
 
Similar to Support Request, you can search on many fields to view open and resolved service requests, in this 
example the search was by “Order Status” 
 
 
 

 
 
 
 
Click on “Request ID” field to get more details about the call. See screenshot below. 
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Service Request – Service Info 
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Service Request – Activities 
 
When you click on “Activities in the Tool Bar, the first screen will provide a list of activities.  To open the 
Activity click on ZOOM at the far right hand side of the screen.   
 
If there are multiple activities you can scroll through them by clicking on back or forward keys shown circled in 
red below, or you can go back to list. 
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Service Request History 
 
You can search on Historical Closed calls in this section. 
 
Click on “Request ID” column and you can view the call details in Main Info. 
 

 
  

Service Request History – Main 
 
This view will show Problem Description and the Resolution details of the call. 

 

 



               
 
                                                                                                                                                        User Manual 
 

_______________________________________________________________________________________ 
Brains II Canada, Inc. - STRICTLY CONFIDENTIAL 

  
May 2013 
 

21 

Service Request History – Posting 
 
Activities 
When you click on “Activities” in the Tool Bar, the first screen will provide a list of activities.  To open the 
Activity click on ZOOM at the far right hand side of the screen.  If there are multiple activities you can scroll 
through them by clicking on back or forward keys shown circled in red below, or you can go back to list. 
 

 
 
Materials 
 
When you click on “Materials” in the Tool Bar you can view what parts were used on the call. 
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Support Request History 

 
You can search on Historical Closed calls in this section. 
 
Click on “Request ID” column and you can view the call details in Main Info. 

 

 

 
Support Request History – Main 
 
This view will show Problem Description and the Resolution details of the call. 
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Support Request History – Posting 
 
 
Activities 
When you click on “Activities in the Tool Bar, the first screen will provide a list of activities.  To open the 
Activity click on ZOOM at the far right hand side of the screen.   

 
If there are multiple activities you can scroll through them by clicking on back or forward keys shown circled in 
red below, or you can go back to list. 
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Escalate a Call 
 
Once the call has been opened, entitled and assigned to field service, you can escalate via the email link on 
an open Service Request during business hours 8:30am – 5:00pm EST.  See screenshot below. 
 

 
 
 
After Hours 5:00PM – 8:30am EST  
 

1. Telephone Brains II Help Desk at 1-888-Brains2 (1-888-272-4672)  

**The Help Desk will need to know your Brains II Call Number and reason for escalation** 
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Change Password 
 
 
On the Home Page – My Engagements go to the far right hand side and click on the personalize ICON 
 

 
 
This will take you to My Profile. Click on the password ICON and make changes in the pop up box.   
 

 


