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Welcome to HPE Autonomy Support

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.

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.

Create your passport account

In order to create your account please navigate to the Software Support HPE Software
Support Website.
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Click on the Register for HP Passport link

About Product
Home ~ Dashboards ~ Software information

My Software Supgpon sign-in

Eegister for HE Passport
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On 1 Hovember 2015 HP split into twe
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assistance with laptops, tablets,
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‘Toner, or accessories, please click here
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To reach Hewlett Packard Enterprise

Saltware Support pleasa uie the Chat
icon below.

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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Enter your credentials and click on login

Hewlett Packard
Enterprise
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Sign in using HP Passport @
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User 1D~

Products

Your wser 1D may be your email Foegod User 1D

Password *

Forgol Passead

Remember me on this computer
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& HP Passpart is secure &

About Us

Support

Once you successfully loging you will be redirected to your main screen
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Adding an Company/NetSuite ID to your account

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

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

Navigate to the CSS Portal (Autonomy Customer Support Site)
Login using your old credentials
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Navigate to Account/Help->Entitlements
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Connected MX Release Notification
A new version of Connected MX has been released - version 3.1. For more
information, click here.
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Entitlement ID (Also known as Company entity/NetSuite ID) will be found on this screen

—
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If you already have an Entitlement ID

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. ~
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T baut Produet Suppart Website
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Chat Forums
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=] pations anwered in real time, by infecested ParTies fegarding many right here. Use the Advance Search 10
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4 cares abeut your chalenges ‘Somatimes your peers have the e

# T solutions you're locking for.
Product informatian, white papers,
patch information, and misch more!
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Add you entitlement ID on the Contract identifier (SAID)* box, this will display the list of
products you have entitled on your Entitlement ID:

Hewlett Packard Saolutions: Services Products About Us Suppaort
Enterprise

Customer About Product Support Website
Home Dashboards ~ Software Information Contact & Assistance v
— Community

Check Entitlement ) —O

There are no contracts added 1o your profile.

For adding contract ID, please enter contract I and click on Add

Contract identifier (SAID)” m
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Once you successfully add your entitlement ID you will be able to see listed the ID and
your entitled products:

Suppot

Customer About Product Suppoart Website
Home Dashboards. Saoftware Information Contact & Assistance
Community

Check Entitlement =0

Listed below are the software support contraces you have added 1o
aur HP Passpart profile

For adding contract 1D, please enter contract 1D and click on Add
button.

Contract identifier (SAID)* m

How to create a Support Case

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

Hawlatt Packard Sohution Services Products A Us  Support
Enterprise
Customer About Product Support Website
Home Dashboards Software v Information Contact & Assistance v

Community
Submit a New Service Request

Step1: Categorize Service

Senvice recaest

Comménts an Soltware Experience
ELA Admintstrator Request
Electronic product defivery
Investigate Contract

Licensing

Physical Update Shipment

Product Enhancement Request
Product Technical Issue

Product Techmical Quistion

Salac

Select the details of the service request

Hewlett Packard

Enterprise
Customer Aboart Product Support Website
Home Dashboards Software v Information Contact & Assistance v

Community ~

Submit a New Service Request
whep Wol Xk Categorize Service Request (— " Required field

Remember 10 browse the Knowledge Search, FAQ, Communities and orther Self-Sobve areas.

Maary comman answers and suggestions are covered there,
Service request type’ Product Techaical sue ﬂ Peoduct’ onnected badkp

Gsetract IDCSADF 12345HF Software] ~ Contigue tion oem Select

Prnduan Versian' .60 ﬂ Optrating System” Windows

]
]
[
redt z| Sub Area Select El
@

Submit a ticket description
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52 characher|shnemaining lor service reguest title

Describe your roquest, Fleass be as detaibed - yor choar - o ponsible”

Please provide assistance tocontinue product installation

14842 characteris) remaining Tor service regeest description
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=



Alignement from CSS to SSO | Software support from
HPE Autonomy

Look and search if the knowledge articles solve the issue, then click on continue
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Complete the remaining required information and submit the request

Hewlett Packard
t e

Customer About Product Support Website
Home Dashboards » Software Infiormation w Contact & Assistance w
Community
Submit a New Service Request -
e Mok Xk Summmary
Service Request Category
Service request fype Praduct Technical lssue Prodhuct conrced bockg
17348
w50 Windiws
Service Request Detalls
Service Regrst Title: Hat able re insrall sedtware
Savwice Ragarss Detally Please provide asskstance tocontinue product installation
& - Neglgible/None Kgency &olLow
Contact Details
Emad addteds® I@CompanyDomain.com
[——— Country Code  Ares Fhone Ext

EXT |

Do rit contact me outsice standand business hours in relarion fo thisrequest L

Service Request ID will be created and emailed to you after you submit the Service Reguest
m Submit Service Request


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

Alignement from CSS to SSO | Software support from
HPE Autonomy

How to access HPE Autonomy Product Documentation

Navigate to the SSO Portal and log in using your account.
Click Dashboards, and then click Search Knowledge.

Hewlett Packard Sclutions  Services Products About Us
Enterprise

bo Support Website
Dashboards ~ oftware v Contact & Community ~ Assistance v
—
Trilead Cus
o Markas g Deshboer
. My Products
Welcome \§ nformation how to navigate our website, please access the Getting Starfed option under
the Websit Manuals lcome Letter,

Qs—| & ifi

Change Regquests

Sea at Forums Service Requests
Explore & wealth of Service Requests support questions  Connect with other customers and All your active service reguest found
spanning mulriphe ne. by someane interested parties regarding many right here. Use the Advance Search
facet-based know) Product News nguage and cares topics about sur products. to further sort your active and chosed
BCCEES 1O dOCume Jes. Sometimes your peers have the fequest,

problems. request o solutions you're looking for

=] [ Wl

Patches Manuals Dashboards Submit Requests
Using aur facer-based knowledge Using our facet-based knowledge All of your information in ane place Stilll don't have the answer? Connect
browser you'll have direct access to browser woull have direct sccess to The dashboard you've beenusing i with cur staff for expert advice.
the patch list. Sort on product the manual list. Sart on product. this easy location. answers 1o questions, assistance with
vergion, 05, etc 1o refine your wersion, 05, efe. 10 refine your search problems. and many mone services at
search. your disposal

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

Self-5olve Knowledge Search

Search : Seanch for An

il

NETS

B online help (273405)
B incidents (228344)

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.

Clear All

Document Type

2 online help (273405)
B incidents (228344)
® known problems (192188)

B enhancement requests (101257)
B discussion forum (32672)

B manuals (24197)

B patches (11073)

B ciirareadad natrhase QAR
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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 (550) 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 technigues 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 | 1.

Self-Solve Knowledge Search -
s . B

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 .

B idol - server (46371)

@ k2(15515)

@ idol - speech server (14189)
B kv - filter sdk (3547)

® idol - connector fram... (9074)
B idol - dih (8654)

@ idol - hitp connector (8178)

B b2 himl evnnk edl ITRAZY

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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B 51005129
W &.0(5097)
@ 61.104113)
W 5.201272)
B 5120218
® 700743
W37

B A NS

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:

'

W english (273343)

TIP: For more information about how to filter your search results or to troubleshoot search issues,
click 9

Download Software and Licenses

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.

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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