
Instructions on how to move from Customer Support Site(CSS) to HP Software Support Online(SSO)

Achieve more
Software support from HPE Autonomy 
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Welcome to HPE Autonomy Support

This step by step guide provides important information on how to align with the new proceses 
and settings required to review and create cases using our HPE Software Support Website 
instead of the previously used Autonomy Support Website.

In our ongoing effort to deliver a high-quality, responsive support experience, Autonomy 
Technical Support is aligning our operations with Hewlett Packard Enterprise Software Support 
practices.

Beginning 13th June, Autonomy Support online resources will transition from the Autonomy 
Customer Support Site and begin utilizing Hewlett Packard Enterprise’s Software Support 
Online portal.  Software Support Online (SSO) provides a fast and efficient way to access the 
interactive technical support tools needed to manage and optimize your business.  On the 
transition date, all existing support cases and knowledge documents previously found on the 
Autonomy Customer Support Site will transfer to the Service Request and Self Solve sections 
of SSO.
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Create your passport account

In order to create your  account please navigate to the Software Support HPE Software 
Support Website.

https://customers.autonomy.com/
https://softwaresupport.hpe.com/
https://softwaresupport.hpe.com/
https://softwaresupport.hpe.com/


Click on the Register for HP Passport link

Complete all required fields demarked with an asterisk(*) sign

Once all the mandatory fields have being completed click on the create account button
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Login using newly create account

On the Main Software Support Online Portal click on My Software Support Sign-in
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Once you successfully loging you will be redirected to your main screen
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Enter your credentials and click on login



Your Company ID/NetSuite ID will serve as contract identifier, if you don’t have one it will 
be sent to you in a separate email once your order is processed and will serve as your 
Support Agreement ID (SAID) for access to restricted areas of the site. Note that these 
actions should be performed by each individual requiring access to the new system.

If you need to log an incident and have not received your Entitlement ID or you have an 
existing Company/NetSuite ID and wish to inquire about it, please log an Investigate Contract 
Service Request from your Personalized Dashboard at http://softwaresupport.hp.com

Navigate to the CSS Portal (Autonomy Customer Support Site)
Login using your old credentials

Alignement from CSS to SSO | Software support from 
HPE Autonomy 

Adding an Company/NetSuite ID to your account

If you don’t know your entitlement ID and have access to the 
Autonomy Customer Support WebSite

Navigate to Account/Help->Entitlements
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https://customers.autonomy.com/


Entitlement ID (Also known as Company entity/NetSuite ID) will be found on this screen
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Navigate to the Software Support Online Portal and login using your account
Select ‘My Entitlement’ located on the top right pull down on the navigation bar. ~

If you already have an Entitlement ID

Add you entitlement ID on the Contract identifier (SAID)* box, this will display the list of 
products you have entitled on your Entitlement ID:
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Once you successfully add your entitlement ID you will be able to see listed the ID and 
your entitled products:

Navigate to the SSO Portal and login using your account
Select the option to Submit Requests to create a new ticket

How to create a Support Case
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Select the Category of your service request

Select the details of the service request

Submit a ticket description
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Look and search if the knowledge articles solve the issue, then click on continue

Complete the remaining required information and submit the request
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https://downloads.autonomy.com
https://downloads.autonomy.com
https://softwaresupport.hpe.com/chat-language-selection
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Navigate to the SSO Portal and log in using your account.
Click Dashboards, and then click Search Knowledge.

How to access HPE Autonomy Product Documentation

If you have a default product selected, click Clear All to ensure access to HPE Autonomy 
product documentation.

In the Document Type list, select online help. All HPE Autonomy documentation falls under 
this document type.
The default sort order is by the number of documents per type, which is shown in 
parenthesis after the name of the document type. To order the list alphabetically, click         .
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You can search for specific product documentation by name or browse to it based on a 
number of filters, such as product or version.

NOTE: On the Autonomy Customer Support Site, solutions-related documents were accessible 
from the same area as product documentation. Software Support Online (SSO) separates 
solutions documents from product documentation. To access solutions documents from SSO, in 
the Document Type list, click knowledge documents. You can then search or browse for specific 
solutions documents using the same techniques as outlined below for product documentation.

Search for documentation by name

To search for documentation for a specific product, in the Search field, type the product’s 
name, and then click          .

TIP: For detailed information about how to fine tune your search using wildcard characters or to 
troubleshooting search issues, click         .

Browse for documentation

To view documentation for one or more specific products, in the Products list, select the 
products. 
The default sort order is by the number of documents per product. To order the list 
alphabetically, click        .

To view documentation for one or more versions, in the Version list, select the version 
numbers.

TIP: To expand the Version list if it is collapsed, click      .

The default sort order is by the number of documents per version. To order the list 
numerically, click        . 
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HPE Autonomy Support customers can download the latest version of software from 
the “Big Data Download Center” portal available from the
https://downloads.autonomy.com portal.

Download Software and Licenses

You will need your HPE Autonomy Download Center login and password to access the 
download portal. Follow the instructions on the screen to request for access or 
download the software. Product updates are also available under the Download Center 
Portal.

If you have questions or concerns about the upcoming transition or how to get set up for success in our new 
location, please contact us at/by our support phone number +1 800-633-3600 or accessing our Support Chat.
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If you have selected one or more products, the list includes only the versions that apply 
to those products. Otherwise, the list contains all versions for all products.

You can filter documentation further based on several other categories, such as 
operating system, language, date range, and so on. To do so, if the category on which 
you want to filter is collapsed, click     to expand it, and then select one or more items in 
the list. 

To collapse a category that you no longer need, in the filter’s header, click        . For 
example: 

TIP: For more information about how to filter your search results or to troubleshoot search issues, 
click         .

https://softwaresupport.hpe.com/chat-language-selection
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