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This document provides information on how to ugelisue Tracker system for Technical
support or RMA (Return Material Authorization).yibu have any questions, please call
858.882.8911 or send an e-maibtgport@ccpu.com
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1. How do | log into the Issue Tracking System for Technical
Support or RMA?

This system is for Continuous Computing customeig.orou need to have a customer id
(CID) and password to login to the system. If yog&iacustomer and do not have a CID and
password, please send an e-magupport@ccpu.com

» Go tohttp://www.ccpu.com/supporéind click ‘Request RMA/Suppdtrtocated on the
left side of the screen.
* You will be brought to the following screen

Continuous

Create | Deploy | Converge

[ontm | s s s | o | oo | won | cous [CTRRE

wPrevious RequestSupport Patch Manager Downloads /Docs  Repairs IRMA  Contact Support

Request Support or Submit RMA

To request customer support or submit an RMA request, please click the button below to launch our |ssue Tracker web application. The Issue Tracker will walk you through the steps need to
Submit a CustomerPreblem Report (CPR) or request an RMA,

ISSUE TRACKER

Issue Tracker assistance
u Issue Tracker Instruction Sheet (PDF) I%
» Review our RMA process and policies

= RWA Shipping Address Label

Issue Tracker not working?

If you find the |ssue Tracker is unavailable or not working comectly, click here to send us a support request via Email.

| sicwa | Gossay | tea | oy lvprwetir ||

Copyright & 2008 Continuous Computing. All Rights Reserved. | +1 858 882.8300 phone | www.cepu.com |RSS £

* Click the ISSUE TRACKER button to get the logoreen.

Please enter your Lser Marme and Password.

LIserMarme:
|
Password:
|
Schema Bepository;
(700 v

Cratahase;

||:|:pu CCCPU I=sue Tracking .. W

Login
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 Enter your customer id in the User Name fieldisTiumber was provided to you by
Continuous Computing and should be in the form BXX-XX-XX.

* Enter your password in the Password field.

* Click the Logon button to continue.

2. How do | create an RMA request?

* Login to the Issue Tracker System using the ut$itons above.
* Select “RMA” from the “New” pull down menu andick the “Go” button.
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« Fill in the form with as much detail as possilvleluding any attachments (use the
attachment page). The form fields in RED are maorgiab process your submission
including the “Return Shipping” page.

D

* Once the form is complete click the “Save” icon the top left side to complete the form.
* Issue Tracker System will give you a message fitke changes were successfully
saved” and you will see a number similar to ccpRQ0RX (where X’s are digits). You
will now use this number as the RMA number. You c&tarn the hardware using one of
the RMA Shipping Address labels posted on Contisu@amputing web page at
http://www.ccpu.com/support/shippingaddresslabeilht Be sure to include this RMA
number on the package when shipping back for tracgurposes.

3. How do | create a Technical Support request?

* Login to the Issue Tracker System using the utsions above.
* Select “Defect” from the “New” pull down menu aalick the “Go” button.
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« Fill in the form with as much detail as possilrleluding any attachments (use the
attachment page). The form fields in RED are magiab process your submission.

D

* Once the form is complete click the “Save” icon the top left side to complete the form.
* Issue Tracker System will give you a message fikee changes are successfully saved”
and you will see a number similar to ccpuO00XXXXMhere X's are digits). You will
now use this number as the Technical Support Ticlatber.

4. What address do | send hardware associated with an RMA?

* You can print a label and use this for returrtinghardware. The RMA Shipping Label is
posted ahttp://www.ccpu.com/support/shippingaddresslabeilhtBe sure to include the
RMA# on this label.

5. How do | look up the RMA or Technical supportti  ckets |
previously created?

* Login to the Issue Tracker System following thstiuctions listed above.
* Click on the Your Tickets” located on the left of the screen
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* Select “click Run Query” to see all your ticketsfirst narrow your search by selecting
specific ID ranges or “States” (see below for dsjand then click Run Query.

You may narrow your search for tickets in a speciitate” or ID range by selecting the
appropriate Fields and Operator options befordiclgcthe Run Query button. The query
will return a list of RMA tickets which meet the epy conditions.

6. If | have a question about a ticket whatdo | do  ?

Send an e-mail teupport@ccpu.corwith the ticket number in the title. This e-muaill
be forwarded to the assigned engineer working ertithket.

7. If I have multiple RMAs for the same part number , do | need to
enter the same information multiple times to create multiple RMA
tickets?

If the part number is same and the failure sympgtsame for the parts, you can create one
RMA ticket. Use serial number of one of the hardwaart in the require serial number
field. In the description field, please enter thdure symptom and then list all the serial
numbers for that RMA. This way you can avoid cregtinultiple RMA tickets with
essentially with the same information.

8. How do | create a RMA ticket if the part does no t have a serial
number?

In some rare cases, there may be a part whichraudsave a serial number. The RMA
Ticket Tracking system will not allow you to subraiticket without a valid serial number.
Please send an emaildopport@ccpu.corfor help. A support agent will find a part
number for you.

9. How do | logout of the Issue Tracking System?
* Click the button “LogOff” located on the top rigbf your screen.

If you have any questions or comments about thesishent please contact Continuous
Computing technical support for help.

Email: support@ccpu.com
Phone (US): 1-858-882-8911
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