
Temperzone Customer Support Portal
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Customer Portal – what’s it for?

The Customer Support Portal is for anybody who requires support for their Temperzone or Hitachi products, but as a logged in ‘Authorised User’, there are special features.

• Access to an ever-increasing 
Knowledge Article Library, 
containing anything from 
Conversion Tables, to 
Installation Guides.

• Requests can be made to 
create –

• Warranty Requests

• Technical Support 
Enquiries

• Spare Part Enquiries

• As a logged in ‘Authorised User’ 
– you  can  view  Warranty 
Cases that you are or have been 
requested to work on, with all 
required details.



Temperzone Temperzone Product Presentation 24 April 2026

3

Knowledge Articles

• An ever- expanding Library of useful documents.

• You can search for anything in the knowledge Base 
using the Search bar on the home screen – you don’t 
need to know the name of the article, just use some key 
words, for example -  ‘SAT-3’ or ‘Split Systems’.
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Warranty Request

• Anybody can make a Warranty 
request on the Portal.

• In order to submit the request 
form -

• You must know the Brand 
and serial number.

• The unit must still be 
within the Warranty 
period.

• You must enter site 
contact details, a brief 
issue description, and any 
other question 
highlighted with a * on 
the form.

• You can also attach files 
if required (photos etc.) 
to give more detail or 
support the claim.

• Most questions are Yes/No 
choices to make the form as 
quick and convenient as 
possible.
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Warranty Request

As an Authenticated User, Temperzone will automatically see who is raising 
a case – but not your relationship with the unit, you could be the 
Installer/Service Agent, Business/Facilities Manager or even a Landlord or 
Tenant (Tenants cannot directly raise a case).

When not logged in, it is similar process to an Authenticated user, 
except there is a Captcha required (to prove you are not a bot) and 
you would need to put in contact details manually.
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Warranty Request

The Brand and Serial number are key to any Warranty request – at least 
6 characters must be entered in to find the correct unit information.



Temperzone Temperzone Product Presentation 24 April 2026

7

Warranty Request

If our system shows a unit to be 
out of its warranty period, a 
message will pop up to explain 
what to do next.



Temperzone Temperzone Product Presentation 24 April 2026

8

Warranty Request - 2nd page

• As an Authenticated User, you will be 
asked if you wish to complete the work 
yourself and if so, confirm that you 
have read, understood and will abide by 
the Terms and Conditions for the 
product you are working in and the 
location relevant to you.

• Secondly, the page will ask for Contact 
details and site address. As an 
Authenticated user,  your details are 
automatically loaded.

• The Unit Address and Site Contact 
details will need to be completed by 
you, then…
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Warranty Request - 2nd page 
(cont)

• …from there, you can add some 
detail of the fault description in 
your own words.

• Then there are questions 
regarding specifics about the 
issue and details regarding the 
site.

• Finally, you can attach files (like 
Photos or Videos) before 
submitting the claim.
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Technical Support Enquiry

• Anybody can make a Technical 
Support Request on the Portal.

• In order to submit the request 
form -

• You must provide Brand 
and would ideally have a 
serial number.

• You must enter contact 
details, a brief issue 
description, and any 
other question 
highlighted with a * on 
the form.

• You can also attach files 
if required (photos etc) 
to give more detail or 
support the claim.

• Most questions are Yes/No 
choices to make the form as 
quick and convenient as 
possible.
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Technical Support Enquiry Like Warranty Requests, the form asks for a Serial number, but it 
is not a required field – it will, however, help diagnose specific 
issues if we can ensure exactly which model has an issue.
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Spare Parts Enquiry

• Anybody can make a Spare 
Parts Enquiry on the Portal.

• In order to submit the request 
form -

• You must provide Brand 
and would ideally have a 
serial number

• You must enter contact 
details, a brief issue 
description, and any 
other question 
highlighted with a * on 
the form.

• You can also attach files 
if required (photos etc.) 
to give more detail or 
support the claim.
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Spare Parts Enquiry

Like Warranty Requests, the form asks for a 
Serial number, but it is not a required field – 
it will, however, help ensure that the correct 
part is requested.
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My Support Cases

When you become an Authenticated 
Portal User, you will have direct 
access to information on Warranty 
Cases you are working on or being 
asked to work on by us.
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Getting Started as an Authenticated Portal User

We will send you an invitation to 
our Portal, from there, just follow 
the instructions in the email  (right), 
and then you will be able to view all 
your cases details.
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Verifying your identity and logging in

Once set up, you can log into the Portal at any time, 
by just putting in your email address and filling in the 
one-off security code that will be emailed to you on 
each log in.



Temperzone Temperzone Product Presentation 24 April 2026

17

Editing your profile

When you first log in (or any time after), you 
can update your profile to suit your needs, 
including how you would rather be contacted.
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Receiving updates

Whenever you are Assigned a new 
case, or if there are any updates to 
your existing cases, you will 
receive an email to prompt you to 
check the Portal.

When you want to see the details 
of a case that you have either been 
assigned or you are actively 
working on, click the       and then 
Edit Warranty Case.
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Accepting or Rejecting a Case Request

Whenever we assign a case to you, 
we understand that you may not 
always be in a position to be able 
to do the job, simply choose 
whether to accept or reject the 
assignment and click the update at 
the top right-hand corner of the 
form.
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Communicating with Temperzone on active cases

You can communicate directly with us from 
the Case via the Portal Case Comments, you 
can also attach files via the Portal 
Comments. 

Once you have finished, you click submit and 
we will receive it.

 Whenever you are finished with the Case 
form, click Update in the top right-hand 
corner and any changes  or updates you 
have made will be saved to the case and you 
will receive a message to say that your 
updates were saved.
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Temperzone communicating with you on active cases

Whenever there are any updates to 
Portal Comments on your existing 
cases, you will receive an email to 
prompt you to check the Portal.
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Resolving and invoicing a case
Once the job is complete, you can change the Status of the Case 
to ‘Warranty – Agent Resolved’.

 Once that is done you have the option to attach an invoice by 
checking the tick box and then attaching an invoice as shown in 
the view below.

NOTE: You will not be able to close the form after checking the 
tick box unless you have either attached an invoice OR 
unchecked the tick box.


	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22

