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Introduction to IBM Support and the  

 Client Success Portal 
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Welcome! 

Thank you for attending this IBM Support Webinar  

 

 To download the Webinar slides, please visit our Customer Center:  

 

http://www-01.ibm.com/software/analytics/varicent/customercenter/webinars.html 

 

 

 

 

http://www-01.ibm.com/software/analytics/varicent/customercenter/webinars.html
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Agenda 

 Support Process  

 Client Success Portal  

 Email 

 Phone  

 Knowledge Base & Documentation  

 Client Success Portal Walk-Through  
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Support Process – High Level  

Portal 
• IBM Client Success Portal 

Email 
• vsupport@ca.ibm.com 

Phone 

• 1-800-IBM-SERV for NA (1-800-426-7378) 

• Outside of NA – refer to IBM’s Planet Wide Directory 
 www.ibm.com/planetwide 

 

http://www.ibm.com/planetwide
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Contacting Support via the Client Success Support Portal  

https://support.ibmcloud.com 
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Open a Support ticket and view existing open/closed tickets  
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Contacting Support via Email  

 Your email will be converted into a ticket  

 

 Default Severity = 3  

 

 *You cannot choose the severity level via Email  

 

 Please include the following in your email:  

 Subject Line: Summary of the issue  

• For Example: Cannot import daily transactions  

 Email Body 

• Description of the issue  

 Related attachments (as applicable) 

 Your preferred contact phone number  

 



© 2014 IBM Corporation 12 

Contacting Support via Phone  

 If you are in North America:  1-800-IBM-SERV (1-800-426-7378)  

 

 If you located outside of North America:  

 

Please go to the Planet Wide Directory and choose your region 

 (http://www.ibm.com/planetwide/index.html#region) 

 

   

 

http://www.ibm.com/planetwide/index.html
http://www.ibm.com/planetwide/index.html
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Contacting Support via Phone  

 When calling IBM Support, you need to provide the following information:  

 

1. Your IBM Customer Number (ICN) 

2. Official Product Name 

• Cognos Incentive Compensation Management  

• Cognos Sales Performance Management 

3. Client Name  

4. Your Name  

5. Phone Number  

6. Please include your Support Portal ticket Number  

 

*Note: the “Call Receive” team will not have any information on your Support Portal ticket number.  

If you are calling for the first time, they will give you a “PMR” number (5 digit number). If you call again, 

please reference your assigned PMR number.  
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Severity 1 Procedure / After Hours Support  

1. Log a ticket via http://support.ibmcloud.com 

 

2. Call the Support Line:  

a) Please provide the following: 
i. IBM Customer Number (ICN) 

ii. Client Name  

iii. Your Name  

iv. Phone Number 

v. E-mail Address  

vi. Business Impact – For Example: Need to make payroll, May 12th at 3:00pm EST 

vii. Ticket Number (From the IBM Client Success Portal)  

 

3. Caller needs to be available 24x7 to work with Support to troubleshoot 

the Sev 1 issue 

 

http://support.ibmcloud.com/
http://support.ibmcloud.com/
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Agenda 

 Support Process  
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Knowledge Base & Documentation  
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IBM Client Success Portal Walk-Through  
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