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Introduction
This guide is designed to help Neutral Evaluators navigate the Neutral Evaluator Portal—a
secure and easy-to-use platform for managing Sinkhole Neutral Evaluation cases with the
Department of Consumer Services. Whether reviewing Sinkhole Neutral Evaluation
requests, tracking the progress of a case, or reviewing past communications, this guide will
walk through each feature step-by-step to ensure a smooth and informed experience.
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Signing In

Whenever a new or existing Neutral Evaluator navigates to the Consumer Assistance 
Portal, they will land on this homepage, where they will be able to sign in, sign up, or 
request assistance directly using the portal chat and form submission features.

If a Neutral Evaluator visiting the Consumer Assistance Portal wishes to sign up, they can 
simply click on the “Sign In” button at the top right corner of their screen. 

Upon clicking “Sign In”, Neutral Evaluators 
will be informed that they will be navigated 
to an external authentication website 
where they will be able create an account if 
they do not have an existing one.

Click “Proceed to Sign In” to be navigated 
to the external authentication website and 
follow the links to create and account.

On the Sign in screen, Neutral Evaluators will be asked if they do not have an account. If 
that is the case, click “Sign up now” at the bottom of the screen.



5

Once navigated to the sign-up page, Neutral Evaluators will be asked to verify their email 
using a verification code that will be sent to that email. Verify the code and provide basic 
information to create the account. Fill out the information and click “Create” to finish 
setting up your account

Once the account has been created, the Neutral Evaluator will be prompted to verify their 
email address using a verification code sent to their email. Verify the code to sign in and 
access the Consumer Assistance Portal.

Upon verification, Neutral Evaluators will be navigated to their Consumer Assistance Portal 
dashboard.
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Neutral Evaluator Portal

Homepage

Users will be navigated to the homepage upon signing in, where they can find a link to their 
Requests tabs, as well as tools to manage their profile and preferences in the portal.

Once logged in, Neutral Evaluators will be 
able to change their preferred language to 
Spanish by using the language dropdown 
menu at the top right corner of the screen.

Neutral Evaluators will also be able to modify 
their information within their Profile. To 
navigate to the profile, Neutral Evaluators can 
click on their name in the top right corner and 
click on “Profile” from the dropdown menu.
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In their profile, Neutral Evaluators will be able to modify their name, mailing address, and 
contact details.
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Requests Dashboard

Requests tab on the Neutral Evaluator portal shows all the Cases associated with the 
Neutral Evaluator. These Cases are shown as a list, with columns to help identify essential 
information regarding the cases without having to click into each one, including information 
like the Case Number, status of the Case, involved parties, a claim number, and any 
actions to be taken by the Neutral Evaluator.

The Requests tab displays Cases in 3 subgrids:

1. Assigned Neutral Evaluations: This is where Neutral Evaluators will see Cases they 
have completed their acknowledgement for and are confirmed to work.

2. Proposed Neutral Evaluations: This where Neutral Evaluators will see 
acknowledgement requests for Cases which they are conditionally assigned to. 
Users will be able to view the acknowledgment request for a particular Case by 
clicking the ellipses in the Actions column.

3. Pending Strikes: This is where Neutral Evaluators will be able to view and respond 
to Strikes that have submitted against them. To view the strike, the user can click on 
the ellipses in the Actions column.
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Users can also filter based on the status of those Cases, i.e. Open, Closed, or All. If users 
are looking for a specific Case and they have the full or partial Case Number, they can 
search for it directly using the search bar, and filter on Case type to make their search 
result more accurate.

To view a specific Case in detail, users can click on the Case number which will then 
navigate them to the Request Details page.
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Request Details Page

Details

Upon clicking into a Case, users will be brought to the Request Details page. This page 
consists of multiple sections, allowing users to manage the Case completely. This page 
includes the Case Overview, related Claims, Neutral Evaluation Session Details, and 
Submitted By details.
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Conversations – Portal Comments

Request Details page also provides a tab for 
Conversations, which can be used to communicate 
directly with the Analyst assigned, the Consumer or 
the Respondent from within the Portal, this includes 
both sending a new message, and responding to any 
messages received from the external parties. All prior 
conversations with the external parties can be found 
within each external party’s own tab found on the left 
side of the screen.

To send a new message, click on the “Create Message” button. This will open a popup 
window that allows users to select the recipient of the message and enter the message 
they want to send. Fill out the required fields and click “Submit” to send the message.
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Documents

The third tab on the Request Details page is 
for Documents. This tab shows users a list 
view of all the documents that have been 
submitted related to the Case being reviewed 
by all involved parties. To upload a new 
document, click on the “Upload New 
Document” button on the right side of the 
screen. This will open a popup window 
providing instructions on the file size and 
types acceptable. Choose a file that adheres 

to the provided instructions and click “Submit” to finish uploading the document. This is 
where any disposition documents the Neutral Evaluator may submit will be displayed.
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Managing a Case

Viewing an Acknowledgement Request
Acknowledgement Requests are sent to Neutral Evaluators when they have been 
conditionally assigned to work a Sinkhole Neutral Evaluation Case. This acknowledgement 
allows the user to accept the request to work the case or decline it due to a conflict of 
interest. These acknowledgement requests are displayed in the Proposed Neutral 
Evaluations subgrid.

Users can view an acknowledgement request by clicking on the ellipses under the Actions 
column. Users can also view the acknowledgement request from the Request Details 
page by clicking the Actions drop down on the top right and selecting “View 
Acknowledgement”.
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After clicking “View Acknowledgement”, 
the user will be taken to the 
Acknowledgement window. This is where 
the user can record their response to the 
request, either selecting “Accept” or 
“Decline”.

If the user selects “Decline”, they will be 
met with 2 additional fields to input their 
conflict reason and a description. Once 
the user has recorded their desired 
response, they can click “Submit” in the 
bottom right corner of the window to save 
the response.

If the user accepts the acknowledgement 
request, the Case will then appear in their 
Assigned Neutral Evaluations subgrid. If 
the user declines the acknowledgment 
request, the Case will no longer be visible 
to the Neutral Evaluator.
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Viewing a Pending Strike
Pending Strikes are For Cause Strikes that were submitted against a Neutral Evaluator by a 
Consumer or Respondent. Through the portal, a Neutral Evaluator can view and respond to 
strikes that have been submitted against them. They can view these strikes in the Pending 
Strikes subgrid. 

Users can view a pending strike by 
clicking on the ellipses under the 
Actions column and clicking “View 
Strike”. This will open up the For 
Cause Strike window. This is where 
the user can view the strike details 
and record their confirmation or 
denial of the strike.
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If the user selects “Deny” they will be 
met with an additional field to 
capture their strike denial 
explanation. Once the user has 
recorded their desired response, they 
can click “Submit” in the bottom right 
corner of the window to save the 
response.

After the user has submitted their 
response, the Case will no longer be 
visible to the Neutral Evaluator.
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Scheduling a Conference
A Neutral Evaluator can schedule a conference by first navigating to the Request Details 
page for their desired Case. 

After scrolling down, they will see the “Claims” section. To schedule the conference, they 
can click on the ellipses under the Actions column within the Claims subgrid and click 
“Schedule Conference”.

The user can then input their desired Conference Date, Conference Type, and Virtual Call 
Link (if Consumer selected Virtual) or enter the Conference Details (if Consumer selected 
In Person).
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Virtual Call In Person

After inputting the conference
details, the user can click “Submit”
to schedule the conference.
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Submitting a Disposition
A Neutral Evaluator can submit a disposition by first navigating to the Request Details 
page for their desired Case. 

After scrolling down, they will see the “Claims” section. To submit a disposition, they can 
click on the ellipses under the Actions column within the Claims subgrid and click “Submit 
Disposition”.
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This opens up the Disposition Details window. 
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In this window, the user can input 
their resolution of mediation. 

The user can also add disposition 
comments and choose a file to 
attach. They can then click “Submit” 
to submit the disposition.



22

After submitting the disposition, the user will see the Status of the Claim update to 
“Disposition Submitted”. 


