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Introduction

– Effective May 2 2017, online support for HPE Solutions Support for Communications Service Providers has moved to HPE Support 

Center Web Portal www.hpe.com/support/hpesc (replacing the HPE Software Support Online (SSO) portal softwaresupport.hpe.com)

– As of May 2 Customers must use the HPE Support Center Web Portal www.hpe.com/support/hpesc to submit new cases. Customers 

should NOT log new cases in the HPE SSO portal from May 2 onwards.

– There is no automatic transfer of the support cases history from HPE SSO to HPE Support Center. HPE Software Support will remain 

open for a short period after May 2 for transition and consulting purposes only.

– All cases opened in Software Support Online before the GO Live date May 2, will be closed in HPE SSO and recreated by HPE Support 

teams within HPE SC. 

Actions required from customers:

1. Register their HPE Passport on HPE Support Center www.hpe.com/support/hpesc (or sign in) 

2. Link their Support Account Reference (SAR) and Service Agreement Identifier (SAID) to their HPE Passport profile

3. Log every new case in the new HPE Support Center Web Portal www.hpe.com/support/hpesc only

4. Every “trust case” should be opened via phone only

Note: A “trust case” requires support if Support Contract is expired and under renewal process. 

2

http://www.hpe.com/support/hpesc
https://softwaresupport.hpe.com/
http://www.hpe.com/support/hpesc
http://www.hpe.com/support/hpesc
http://www.hpe.com/support/hpesc
http://h20565.www2.hpe.com/portal/site/hpsc/public/help/contactHP/home/?ac.admitted=1492754875755.125225703.1851288163


Hewlett Packard Enterprise Support Center (HPE SC)
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The HPE Support Center Web Portal allows you to: 

– Submit and manage support cases: using the HPE Support Center Portal to log your issues is our recommended 

and the most efficient method

– Manage your support contracts and warranties

– Access technical product information

– Download patches

– Get software updates and licensing

Within this presentation, you will find the concrete steps on how to get started (Linking your SARs and SAIDs) and 

how to submit test cases. Please check the help for further details.



HPE Support Center Training Package

– Getting started with HPE Support Center - First steps

– Submit a case in HPE Support Case Manager (SCM)

–Get help
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Getting started with HPE Support Center
First steps
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First steps to using HPE Support Center (1/2)

1. Locate my Support Account Reference (SAR) & my 

Service Agreement Identifier (SAID)

2. Login to www.hpe.com/support/hpesc

3. Go to “Manage my contracts & warranties”

6

4. Sign in or create an HPE Passport account

Click on Link Support Agreements

If you don’t already have an HPE Passport 
please create your account (required once 
only).
Otherwise, sign in.

5. Click on « Link Support Agreements»

http://www.hpe.com/support/hpesc


First steps to using 
HPE Support Center 
(2/2)
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6. Fill in the required fields, and enter your 

Service Agreement ID(s) (SAID) and 

Service Account Reference (SAR) in the 

required fields, then press Submit.

In case the contract is already linked, 

contact the owner to get access. This may 

be the result of the owner selecting single 

ownership.

In case you have many SAIDs to link, use 

the Batch Link Tool

Unlink contract & warranties HELP

Retrieve and enter your 

Service Agreement ID 

(SAID) and Support 

Account Reference (SAR)

(SAR is also referred as to 

System ID or System 

Handle or Function 

Location) located on your 

Support Agreement

Ownership type: Multiple is the 

preferred choice.

If Single is selected, the HPE 

Support Center user will either 

retain unique control or will 

have to allow the next HPE SC 

requester to also access his 

SAID and SAR. The next 

requester will be prompted to 

contact the initial requester to 

request entitlement sharing.

Done

http://h20565.www2.hpe.com/portal/site/hpsc/public/aae/help#batchLinkTool
http://h20565.www2.hpe.com/portal/site/hpsc/public/aae/help#unlinkWarranties


Ownership types

Ownership

Type
Privileges

Single

• Full privileges and control

− You are the sole "owner" and can grant privileges to one or more other 

users

Multiple

• Privileges are based on the entitlement type

− Other users with the correct entitlement identifier can also link to the 

entitlement if not already owned in single mode

− Any passport linked in multiple mode can set up shares and grant 

privileges



Submit a case in HPE Support Case 
Manager (SCM)
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Submit a case in HPE SCM (1/4)

Login to www.hpe.com/support/hpesc

1- My HPE Support sign in

2- Go to «Submit or manage support 

cases»
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1
1

2
1 3

1

3- “Browse your contract & warranty products” to list all SAIDs you have previously 

linked in the Getting started – First steps, or enter your contract SAID

Support Case Manager HELP

http://www.hpe.com/support/hpesc
http://h20565.www2.hpe.com/portal/site/hpsc/public/scm/help


Submit a case in HPE SCM (2/4)
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4.a

1

4.a Click on “+ Linked support agreements – Quantity n” 

Or 

4.b Enter your 12 digits SAID

4.b

1

The SAIDs you

previously linked

to your contract

will be listed

4.a

1

5
1Select (+) the 

SAR/SAID to list

all HPE products

included on this

Support Contract

Support Case Manager HELP

http://h20565.www2.hpe.com/portal/site/hpsc/public/scm/help
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Submit a case in HPE SCM (3/4)

6
1

Select the product

number for which

you need support 

and click on 

« Submit a case »
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Provide a case title

Operating System /Version 

are optional fields

Select case Severity

See "severity matrix

Enter detailed information 

regarding the issue or 

question, be as specific as 

possible

NOTE: These are text-only 

fields

Adding attachments is 

possible after you have 

submitted the case

I am unable to boot the server after it passes 
POST.  It appears to hang after accessing the 
disk.  The disk activity light shows green 
access for 10 seconds and then stops.

I have re-seated the disk drive and also re-
seated the server in the enclosure. 

7
1

Support Case Manager HELP

http://h20565.www2.hpe.com/portal/site/hpsc/public/scm/help
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I have re-seated the disk drive and also re-
seated the server in the enclosure. 

You may enter your own 

tracking reference to co-

relate the HPE support 

case ID to a number 

used in your internal 

tracking system.

Submit a case in HPE SCM (4/4)

7
1 8

1

9
1

Support Case Manager HELP

Enter case contact information

You can preset both contact and 

equipment information by using 

the SHPE Support Case Manager 

settings options

http://h20565.www2.hpe.com/portal/site/hpsc/public/scm/help


Update a case - adding details and/or attachments

HPSupport_Global@hp.co

m

(Maximum size is 5 MB)

Add additional information,

TEXT only in this section

Support Case Manager HELP

Large text or attachments can be added to a case: Use this 

email functionality. Add the Case number (ex 

<CASE:12345678>) in the Subject Line

Note: In case you need to provide files with size greater than 

5Mb, please ask the support engineer to send you an FTP link

http://h20565.www2.hpe.com/portal/site/hpsc/public/scm/help


View and respond to existing cases

To view a case, click the Case ID

If updates are needed, click on 

update

Support Case Manager HELP

http://h20565.www2.hpe.com/portal/site/hpsc/public/scm/help


Customize Support Case Manager settings

These options allow you to specify “pre-

fill” values for the case submission form:

• Contacts

• Equipment Location

Support Case Manager link

Edit SCM Settings link

http://h20565.www2.hpe.com/portal/site/hpsc/public/scm/home?ac.admitted=1494092311562.125225703.1851288163
https://h20565.www2.hpe.com/portal/site/hpsc/scm/editSettings


Get help
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HPE Support Center 
Get help
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Not applicable
For solutions for HPE 
Solutions for  
Communications 
Service Providers 

Phone assistance

HPE Support Center User Guide

Contact HPE link

Hewlett Packard Enterprise 

Support Center

https://h20566.www2.hpe.com/hpsc/doc/public/display?docId=emr_na-c03234633
https://h20566.www2.hpe.com/portal/site/hpsc/public/help/contactHP/home/
https://h20566.www2.hpe.com/portal/site/hpsc/public/


HPE 
Support 
Center 
Site Help

Hot Links to 

various topics

Site help is 

available from 

any page
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General Product 

Search

Change your 

Passport Profile



Send email about HPE Support Center usage
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Bookmark this URL for direct link to this form http://www.hpe.com/support/contacthpesc

http://www.hpe.com/support/contacthpesc


Back up slides
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Severity matrix using HPE Support Center

22

Severity in HPE SC HPE SC Your case severity

• Severity 1—

• Critical Down

for example, production environment down; 

production system or product application down/at 

severe risk; data corruption/loss or risk; business 

severely affected; safety issues

• Critical

• Severity 2—

• Critically 

Degraded

for example, production environment severely 

impaired; production system or production application 

interrupted/compromised; risk of reoccurrence; 

significant impact on business

• Major

• Severity 3—

• Normal

for example, non-production system (i.e., test system) 

down or degraded; production system or production 

application degraded with workaround in place; non-

critical functionality lost; limited impact on the 

business

• Minor

• No Impact: 

Select Severity 3- Normal

Submit a case

Please select the HPE Support Center Severity according to this matrix



• SAID: Service Agreement IDentifier. The SAID is 

a 12 digits reference for your Support Agreement 

automatically generated by HPE systems. You may 

have onle one SAR per SAID.

• SAR = Support Account Reference = The SAR 

(also referenced as  System Handle, System ID, 

or Function Location, is determined by your HPE 

contract administrator to designate your account. It 

might be different per location and you may have 

several SAIDs per SAR.

• SARs and SAIDs are located on your Support 

Agreement document (Document title: Support 

Account Overview or Support Account Detail)

• See Support Agreement documents examples

Use the right identifier: SAID, SAR, Packaged 

support, Warranty

11R123456789STD12

123456789012

123456789012

11R123456789STD12

Locate my Support Account Reference (SAR) & my Service 
agreement ID (SAID)

http://h20565.www2.hpe.com/portal/site/hpsc/public/aae/help#useTheRightIdentifier


• SARs and SAIDs are located on your Support 

Agreement document (Document title: Support 

Account Overview or Support Account Detail)

• SAID: Service Agreement IDentifier

• SAR = Support Account Reference = same as 

System Handle or System ID

• See Support Agreement document example

Locate my Support Account Reference (SAR) & 
my Service agreement ID (SAID)



Thank you
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