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This document provides information on how to use the Issue Tracker system for Technical 
support or RMA (Return Material Authorization). If you have any questions, please call 
858.882.8911 or send an e-mail to support@ccpu.com.  
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1. How do I log into the Issue Tracking System for Technical 
Support or RMA?  
 
This system is for Continuous Computing customers only. You need to have a customer id 
(CID) and password to login to the system. If you are a customer and do not have a CID and 
password, please send an e-mail to support@ccpu.com.  

• Go to http://www.ccpu.com/support/ and click “Request RMA/Support” located on the 
left side of the screen.  
• You will be brought to the following screen 

 
• Click the ISSUE TRACKER button to get the login screen. 
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• Enter your customer id in the User Name field. This number was provided to you by 
Continuous Computing and should be in the form of XXXX-XX-XX.  
• Enter your password in the Password field.  
• Click the Logon button to continue.  
 

2. How do I create an RMA request?   
• Login to the Issue Tracker System using the instructions above.  
• Select “RMA” from the “New” pull down menu and click the “Go” button. 
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• Fill in the form with as much detail as possible including any attachments (use the 
attachment page). The form fields in RED are mandatory to process your submission 
including the “Return Shipping” page. 
 

 
 
• Once the form is complete click the “Save” icon  on the top left side to complete the form.  
• Issue Tracker System will give you a message like, “the changes were successfully 
saved” and you will see a number similar to ccpu000XXXX (where X’s are digits).  You 
will now use this number as the RMA number. You can return the hardware using one of 
the RMA Shipping Address labels posted on Continuous Computing web page at 
http://www.ccpu.com/support/shippingaddresslabel.html .  Be sure to include this RMA 
number on the package when shipping back for tracking purposes.  
 

3. How do I create a Technical Support request?   
• Login to the Issue Tracker System using the instructions above.  
• Select “Defect” from the “New” pull down menu and click the “Go” button. 
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• Fill in the form with as much detail as possible including any attachments (use the 
attachment page). The form fields in RED are mandatory to process your submission. 
 

• Once the form is complete click the “Save” icon  on the top left side to complete the form.  
• Issue Tracker System will give you a message like, “the changes are successfully saved” 
and you will see a number similar to ccpu000XXXXX (where X’s are digits).  You will 
now use this number as the Technical Support Ticket number.  
 

4. What address do I send hardware associated with an RMA?  
• You can print a label and use this for returning the hardware.  The RMA Shipping Label is 
posted at http://www.ccpu.com/support/shippingaddresslabel.html . Be sure to include the 
RMA# on this label.  

5. How do I look up the RMA or Technical support ti ckets I 
previously created?  
• Login to the Issue Tracker System following the instructions 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 tickets or first narrow your search by selecting 
specific ID ranges or “States” (see below for details) and then click Run Query. 
 
You may narrow your search for tickets in a specific “State” or ID range by selecting the 
appropriate Fields and Operator options before clicking the Run Query button. The query 
will return a list of RMA tickets which meet the query conditions. 

6. If I have a question about a ticket what do I do ?  
 

Send an e-mail to support@ccpu.com with the ticket number in the title.  This e-mail will 
be forwarded to the assigned engineer working on the ticket.  
 

7. If I have multiple RMAs for the same part number , do I need to 
enter the same information multiple times to create  multiple RMA 
tickets? 
 
If the part number is same and the failure symptom is same for the parts, you can create one 
RMA ticket. Use serial number of one of the hardware part in the require serial number 
field. In the description field, please enter the failure symptom and then list all the serial 
numbers for that RMA. This way you can avoid creating multiple RMA tickets with 
essentially with the same information.  
 
8. How do I create a RMA ticket if the part does no t have a serial 
number? 
 
In some rare cases, there may be a part which does not have a serial number. The RMA 
Ticket Tracking system will not allow you to submit a ticket without a valid serial number. 
Please send an email to support@ccpu.com for help. A support agent will find a part 
number for you.  

9. How do I logout of the Issue Tracking System?  
• Click the button “LogOff” located on the top right of your screen.  
 
 
 
 
If you have any questions or comments about this document please contact Continuous 
Computing technical support for help.  
 
Email: support@ccpu.com  
Phone (US): 1-858-882-8911  
 


