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bokerhill Troubleshooting Client Portal Users

If your financial institution purchased and uses the Client Portal with Baker Hill NextGen®, you must
create Client Portal Users in NextGen in order for your customers to log into and use the Client Portal.
To assist you in answering questions and/or troubleshooting issues your customers might have with the
Client Portal, NextGen Help contains a series of topics that are documented from the client portal user’s
perspective. In the table of contents, navigate to Modules > Client Portal | Online Loan Application >
Using the Client Portal. You may print these Help topics to a PDF file to then send to a client portal
user.

This document includes information on how to troubleshoot issues with client portal users.

Creating Client Portal Users

Add One Client Portal User

Add Client Portal Users en masse
Supported Internet Browsers
Client Portal URL
Clear Browser Cache
Disable Browser Pop-up Blockers
Issues and Resolutions

Unable to Proceed

Invalid Credentials

Authorization has been denied for this request
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Creating Client Portal Users

In NextGen, Client Portal Users may be added one at a time or en masse using a
Client-based query.

Add One Client Portal User

To add one client portal user at a time, reference the Client Portal Users topic in
NextGen Help. This topic may be found by navigating in the table of contents to
Modules > Client Portal | Online Loan Application > For NextGen Users >
Client Portal Users. As indicated in the Help topic, the e-mail that is
automatically sent to the client portal user will contain a link for the client portal
user to setup their online account, which includes creating their password. The
link is valid for a certain number of hours as configured by your System
Administrator.

Add Client Portal Users en masse

To add multiple client portal users at a time, reference the Action Bar: Clients
topic in NextGen Help. This topic may be found by navigating in the table of
contents to Reporting and Correspondence > Query Builder > Query Results
> Action Bar: Clients. As indicated in the Help topic, a .csv file will be generated
and downloaded by the browser that includes the raw data of the client portal
user information. You (or someone at your financial institution) must use the data
in this .csv file to disseminate the information to the client portal users. This
should include the link that the client portal user needs to use to setup their
online account, which includes creating their password. The link, by default, is
valid for 30 days, but may be changed as part of the steps to create the client
portal users en masse.

Supported Internet Browsers

Similar to Baker Hill NextGen®, the Client Portal may be used on these
supported internet browsers:

[1 Google Chrome (recommended)
[ Microsoft Edge (based on Chromium, released 1/15/2020)
L1 Apple Safari

Client Portal URL
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The URL to access the Client Portal is very similar to the URL to access
NextGen. Per the Accessing the Client Portal Help topic, found by navigating in
the table of contents to Modules > Client Portal | Online Loan Application >
Using the Client Portal > Accessing the Client Portal, client portal users
should bookmark the URL once on the Login page after creating their password.
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The beginning of the URL is the same as if a NextGen user were accessing
NextGen in the production environment: https://nextgen.bakerhillsolutions.net.
However, since client portal users access the Client Portal and not NextGen, the
URL must contain further information, including /clientportal/login/ followed by the
name of your financial institution’s database, which you can obtain from Baker
Hill if you do not know it. As an example, if the database name is
“‘myfinancialinstitution”, the URL to access the Client Portal would be
https://nextgen.bakerhillsolutions.net/clientportal/login/myfinancialinstitution.

Clear Browser Cache

It may be necessary for the client portal user to clear their browser cache (e.g.,
receiving an unexpected error when attempting to login to the Client Portal). Here
are links to websites that document how to clear browser cache for the three
supported browsers:

[1 Google Chrome: Clear cache & cookies

[ Microsoft Edge (based on Chromium, released 1/15/2020): View and
delete browser history in Microsoft Edge

] Apple Safari: Clear your browsing history in Safari on Mac

You may do other internet searches to find more information about how to clear
browser cache.

Disable Browser Pop-up Blockers

It may be necessary for the client portal user to disable pop-up blockers in the
browser (e.g., after logging in to the Client Portal, nothing displays). Here are
links to websites that document pop-up blockers, which could be used to disable
them, for the three supported browsers:

[1 Google Chrome: Block or allow pop-ups in Chrome

[ Microsoft Edge (based on Chromium, released 1/15/2020): Block pop-ups
in Microsoft Edge

L1 Apple Safari: Block pop-ups in Safari on Mac

You may do other internet searches to find more information about how to
disable pop-up blockers.
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https://nextgen.bakerhillsolutions.net/
https://nextgen.bakerhillsolutions.net/clientportal/login/myfinancialinstitution
https://support.google.com/accounts/answer/32050?co=GENIE.Platform%3DDesktop&hl=en
https://support.microsoft.com/en-us/microsoft-edge/view-and-delete-browser-history-in-microsoft-edge-00cf7943-a9e1-975a-a33d-ac10ce454ca4
https://support.microsoft.com/en-us/microsoft-edge/view-and-delete-browser-history-in-microsoft-edge-00cf7943-a9e1-975a-a33d-ac10ce454ca4
https://support.apple.com/guide/safari/clear-your-browsing-history-sfri47acf5d6/mac
https://support.google.com/chrome/answer/95472?co=GENIE.Platform%3DDesktop&hl=en
https://support.microsoft.com/en-us/microsoft-edge/block-pop-ups-in-microsoft-edge-1d8ba4f8-f385-9a0b-e944-aa47339b6bb5#:%7E:text=In%20the%20new%20Microsoft%20Edge,the%20Block%20toggle%20to%20On.
https://support.microsoft.com/en-us/microsoft-edge/block-pop-ups-in-microsoft-edge-1d8ba4f8-f385-9a0b-e944-aa47339b6bb5#:%7E:text=In%20the%20new%20Microsoft%20Edge,the%20Block%20toggle%20to%20On.
https://support.apple.com/guide/safari/block-pop-ups-sfri40696/mac
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Issues and Resolutions

Unable to Proceed

Issue: The client portal user is on the Login page but an “Unable to proceed.
Check the provided URL and try again.” message is displayed.

My Financial
Institution

USER NAME

PASSWORD

i

@ Unable to proceed. Check the provided URL
and try again.

LOGIN

There is one possible resolution:

1. The client portal user is not using the correct URL. Specifically, the URL
is missing the name of the database. Have them correct the URL (per the
information in the Client Portal URL section above) and try again.
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Invalid Credentials

Issue: The client portal user attempts to login to the Client Portal but receives an
Invalid Credentials message.

TN

Invalid Credentials

There are three possible resolutions:

2. The client portal user is not using the correct URL. Have them correct the
URL (per the information in the Client Portal URL section above) and try
again.

3. The client portal user is not entering their correct User Name and/or
Password. In NextGen, verify their User Name. Then either reset their
password for them or have them use the Forgot Password functionality, if
your financial institution has configured that for use.

4. The client portal user has no security. permissions for the Client Portal.

Category

View ltems

Upload Iltems

View Messages
Insert Messages
Accept Opportunities
Admin User

Edit Application

View Application

View Signed Documents

({0} O O O O O

In NextGen, update the Client Portal User’s record by assigning
appropriate security permissions.
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Authorization has been denied for this request

Issue: The client portal user receives an “Authorization has been denied for this
request” message when attempting to navigate to the Client Portal using a saved

bookmark.
7N

Authorization has been denied
for this request.

There is one possible resolution:

1. The bookmark was added after logging in to the Client Portal rather than
before logging in to the Client Portal. Have the client portal user correct
the URL (per the information in the Client Portal URL section above) and
try again.
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