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1. Creating a Case 

 Navigate to Cases and Support 

From the homepage of the Portal, you can click on the link for ‘Cases and Support’ under the 
‘Communications’ heading. Similarly, from the banner menu near the top of the page you can 
click on ‘Communications’, and then on ‘Cases and Support’. 

 

 

 Create a New Case 

To create a new Case with the BAO, click on the ‘Create New Case’ button near the right-hand 
side of the page. 
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You will be taken to the ‘New Support Case’ page of the Portal. 

 



       

   

 

5 

 

 Fill in Case Form 

On the ‘New Support Case’ page of the Portal, fill in and complete the form. To submit a Case 
on behalf of your organization or site you should have the name visible in the field marked 
‘Organization/Site/Individual’. To submit a Case on your behalf you can select the checkbox 
marked ‘Case on my Behalf’ which will change the field value to your name. 

 

For the field ‘Case Subject’ you should put a brief title for your Case, similar to the subject line 
of an email. 

To fill in the Case Category click on the magnifying glass shaped lookup symbol. 

 

Select the most relevant Case Category and click on ‘Select’. If you are unsure, you can select 
the ‘General’ option. 

 

Repeat this with the Case Type field to further define your Case. The Case Type values will be 
narrowed down based on the Case Category you have selected. 
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Add in a detailed Case Description with as much relevant information so that the BAO can 
properly assess and handle the Case. 

You can, if relevant to your Case, upload and attach a file by clicking on the ‘Attach a file’ box 
which will prompt you to add an attachment from your computer. 

When all information has been filled out, you can click on the ‘Submit’ button at the bottom 
of the form. 

 

 

 View and Update your Cases  

On the Cases and Support page you will be able to see all your personal Cases and your 
organization’s Cases. To filter between the two, you can click on the filter on the left-hand 
side of the screen. 
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You can review the Cases and sort by any of the column headings by clicking on them. 

 

If you click on ‘Details’ on the right side of the table for a Case, you can open the Case Details 
page for it. On the Case Details page, you can review the Case and see the comments made by 
the BAO. To add a new comment, click on the ‘Add comment’ button. 
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You will be prompted to add your comment, and you have the option to attach a file if 
needed. When you are ready you can click on the ‘Submit’ button to submit the comment to 
the BAO. 
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2. Creating a Complaint 

 Navigate to Cases and Support 

From the homepage of the Portal, you can click on the link for ‘Cases and Support’ under the 
‘Communications’ heading. Similarly, from the banner menu near the top of the page you can 
click on ‘Communications’, and then on ‘Cases and Support’. 

 

 Click on the Online Complaints link 

On the Cases and Support page you will see a link for the online Complaints form. Click on it to 
navigate to the online form. 
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On the Complaints page, please carefully read the page to understand the instructions and 
the complaints process. 

 

 

 Complete the Complaint Form 
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On the Complaint form, accurately fill out and complete the Complainant Contact Information 
and the Complaint Against sections. All fields with a red star next to them are required to be 
filled before submission. 

 

Next, fill out the details of the complaint. Information about the decedent will be required for 
this section. 
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Complete the form and add any relevant files to the complaint. To add a file, click on the 
upload box and then add the files from your computer. At the bottom of the page there is a 
consent checkbox which has to be selected, and then the ‘Submit’ button can be clicked to 
submit the Complaint form. 
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