
MY SUPPORT LINK 
TRAINING MANUAL

February, 2018
NCR Confidential



Table of Contents

2

§ What is My Support Link?
§ How to access My Support Link?
§ Menu Items
§ My Support Link Options

‾ Option 1 – Create a Call
• Create a Call (Hardware)
• Create a Call (Software)

‾ Option 2 – View a Specific Call
‾ Option 3 – View a Summary of Calls (Advanced 

Search)
‾ Option 4 - Preferences



3

§ My Support Link provides a web 
interface which allows customers to 
create, update and review the status of 
Service Requests.  

§ My Support Link offers the ability to:
q Create new Service Requests
q View the status of all Open and any 

Service Requests closed within the 
last 60 days

q Update any Open Service Request 
with additional information

q Create a Summary List of SRs and 
additionally export the results to 
Excel

What is My Support Link?



How to access My Support Link
§ From the MyNCR Home page, click on any of the options under the 

Incident Management tab:
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How to access My Support Link
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§ If you click on the Home Page option you will be redirected to the screen 
below:

§ Click on the Incident Management link.
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§ At any time you may find useful links in the page header:

§ Use Feedback to provide any kind of input, suggestions for improvement or any issue you’re 
having with using the application.

§ Demo page contains useful tips on how to use the application.

§ Glossary contains some of the commonly used terms/phrases throughout the portal.

§ FAQ page contains some of the most commonly asked question. Before submitting an issue 
related to the application we strongly advise to refer to FAQ as the support team is keeping 
the page updated with any known issues with the application.

Menu Items
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My Support Link Options

‾ Option 1 – Create a Call
‾ Option 2 – View a Specific Call
‾ Option 3 – View a Summary of Calls – Advanced Search
‾ Option 4 – Preferences Section 
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§ In order to create a call, first you need to select whether the issue is 
Hardware or Software related:

Option 1 – Create a Call

§ If your profile is entitled for Hardware or Software only you’ll only have one 
option available:

NOTE: If your profile is not entitled for Call Creation, Option 1 will not be displayed
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§ To create a Hardware call, select Hardware and click on Go:

Option 1 – Create a Call (Hardware)



10

§ Next step is to identify the Site that the issue is related to. You can search 
for sites by multiple filters:

Option 1 – Create a Call (Hardware)
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§ Once the Search is initiated you will be presented with the list of Sites 
available. Click on the Site Code/ID field next to the site you wish to select:

Option 1 – Create a Call (Hardware)
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§ Now you need to select the Equipment you are requesting assistance for. 
Select a piece of Equipment by clicking on the Product ID link:

Option 1 – Create a Call (Hardware)
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§ Fill in the required information and select Go:

Option 1 – Create a Call (Hardware)
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§ On this screen you’ll be presented with the information you have provided 
regarding Site, Equipment and additional details. Click on Create Call to 
submit your incident:

Option 1 – Create a Call (Hardware)
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§ Once you get the Incident number your incident has been submitted. 
You will also receive an email confirmation with incident details.

Option 1 – Create a Call (Hardware)
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§ To create a Software call, select Software, choose a Software Solution from 
the dropdown menu and click on Go:

Option 1 – Create a Call (Software)



Option 1 – Create a Call (Software)
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§ Fill in the required information and select Go:

NOTE: Questions may vary depending on the selected Software Solution



Option 1 – Create a Call (Software)
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§ On this screen you’ll be presented with the information you have provided. 
Click on Create Call to submit your incident:



Option 1 – Create a Call (Software)
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§ Once you get the Incident number your incident has been submitted. You 
will also receive an email confirmation with incident details.



Option 2 – View a Specific Call
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§ To perform a Search for a specific call, you need to enter the Call Number 
under Option 2 – View a Specific Call. You may input either Call Number or 
Customer Reference Number and click on Go:



Option 2 – View a Specific Call

21

§ Detail View of the incident will be displayed. Here you can find incident 
specific information like Site, Equipment, Status details etc. 



Option 2 – View a Specific Call
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§ In order to provide an Update for a specific call, use the Update
functionality in the upper right side of the screen:

§ The update will appear in the Remarks section on the bottom of 
the screen.



Option 3 – View a Summary of Calls – Advanced Search
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§ Advanced Search is used to filter the calls by using available filters. 

§ After selecting the filters, click on Go to initiate the Search.



Option 3 – View a Summary of Calls – Advanced Search
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§ All the calls under the selected filters should be displayed. This screen is 
called Summary View:

§ You may Show/Hide columns or drag & drop to have better visibility. If you 
wish to Export the list as a spreadsheet use Export to Excel functionality and 
an Excel file will be generated and downloaded to your PC.



Option 4 – Preferences Section
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§ Preferences section is accessed by selecting Go under Option 4 – Preferences 
Section:

§ Here you may set many of the commonly used functionalities such 
as your preferred search filters used in Advanced Search so 
anytime you login these filters will be pre-applied. 
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THANK YOU


