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Remedy – Customer Access Interface (CAI) 
 
Welcome to the Remedy – Customer Access Interface.  This tool will allow you to review the 
issues you’ve submitted to Customer Support.  In addition, the CAI will allow you to update your 
issues, attach additional documents, submit new issues and update your contact information.  
The following document provides instructions on how to use the CAI as well as detailing CAI 
functionality. 
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Notifications: 
 

Access to the CAI usually will begin with an email notification which includes a link 
(ISS000…) that will direct you to the CAI.  This email notification will include a summary of 
the issue received and indicate the consultant assigned to your issue.  Click on the issue 
number to open the CAI. 

 
Example Notification:   
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Login: 
Access to the CAI begins with the Welcome page.  You are prompted for a User Name 
and Password.  Your User Name & Password are the same as the ones used to access 
the eAccess Support website.  If you do not have an eAccess user ID and password, 
please contact Customer Support at 1.800.321.0267 or eAccess to request one.  The 
Authentication field can be left blank. 

 

 
 
CAI Home Page: 
 

Upon successful login you will be taken to the CAI Support Home page.  From this page 
you can view your Issues, Issue Details, Attachments, Activity log, Create a new issue, 
Search for Issue Solutions, and update your Profile. 
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Home page Views: 
 

The issues viewed from the Support Home page can be displayed by Myself (displays only 
those issues entered by the user logged in), by Account or by Site (includes all issues). 

 

 
 
 
Issues can also be displayed by status:  Open, Resolved or Closed. 
 

 
 
 
 
Issues and Details: 
 

The Issues field lists the issues that meet the search criteria selected from the Support 
Issues for and Show parameters.  The Details box lists the details for the highlighted 
issue. 
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Activities: 
 

The Activities box contains an audit trail of all the actions taken on this issue.  It records 
the correspondence type and date.  

 

 
 
 

Activity details can be viewed by highlighting the specific entry of interest and selecting the 
View button: 
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The CAI also allows the submitter to add additional information to the issue through the 
Add Activities button.  This entry will update the Consultant’s issue with the information 
provided.  The Issue ID, Summary, Activity Type and Date/Time will auto-populate.  
Simply enter the Activity Note you wish to include in the Activity log and select Save. 

 

 
 
Attachments: 
 

Attachments can Viewed or Added to an issue through the Attachments window.  To view 
an attachment simply highlight the attachment of interest and select the View button. 
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Adding Attachments: 
 

To add an attachment to your issue simply select the Add button.  You will be prompted for 
the file location.  Select Browse to find your file. 

 

 
 

Once you’ve selected your file for attachment select OK.  You should receive the following 
confirmation that the attachment has been added to your issue.  Select OK to continue. 
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Entering a New Issue: 
 

By selecting the Create button at the bottom of the Support Home page you can enter a 
new issue.  Your Name, Account and Site will auto-populate based on your login.  Enter 
your issue data based on the fields.  Use the drop down menu boxes to select if this issue 
is a Shipping Request, your Product Name and Product Version.  Note that all bolded 
fields are required. 
 
Enter a short summary of your issue in the Summary field.  A text box can be opened by 
selecting the icon to the right of the Summary and Details fields to add more text than will 
fit in the field.  Enter a detailed issue description in the Details field.   
 
Note:  Whenever possible please include steps to recreate the problem, organizational 
impact, screen prints, logs, or any other documentation that will detail the problem you are 
experiencing. 
 
Is System Down:  This feature sends out additional issue notifications to assure prompt 
response to critical issues.  Please note that we highly recommend that critical issues are 
submitted directly via a phone call to 1.800.321.0267 for the promptest response. 
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My Profile: 
 

To access or update your user profile select My Profile from the left menu bar.  The 
following page will appear.  On this page you can update your Phone number, Email 
address, Address information and view the Products and Versions associated with your 
profile. 
 
If any of this information is incorrect or needs updating, please enter the correct information 
in the appropriate field and select Save. 

 

 
 
Personal Information: 
 

The Personal Information box also allows you to Change Password.  This is the password 
that allows you to access the CAI.  Once changed, the password the password becomes 
encrypted and is only available for reset.  If you change this password it will no longer be in 
sync with eAccess.  
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Enter your Old Password, New Password and confirm the new password in the Repeat 
Password field.  To save your change select Change Password. 

 

 
 
Address Information: 
 

Your address can be changed or updated at anytime via the CAI. 
 
 

 
 
Account Information: 
 

Your Account Information typically should not change.  
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Products: 
 

Occasionally, sites will upgrade their software or bring on new products.  As this occurs it is 
important to associate your profile with the correct product and version for more accurate 
customer service.  The Products view allows you to see all the products and version 
numbers currently associated to your profile.  If you need to update this information please 
contact the Support Center. 
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Searching: 
 

The Search feature is available on the left menu bar in the Solution Search field.  
Searches can be specific or can use the % sign as a wildcard.  Enter you search criteria 
and select Go. 

 

 
 
 

The Solutions Search page allows you to narrow your search.  You can search the 
following issue fields:  Title, Details, Solution ID or All by selecting the appropriate check 
box.  Additionally you can select by Product Name and Category by using the dropdown 
menu selections. 
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Product Name: 
 

 
 
Category: 
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Search Results: 
 

 
 

To view your search results highlight the line you would like to view in more detail. 
 
The details of the Solution are displayed as well as attachments.  Attachments can be 
viewed by double clicking the attachment line. 
 
If you found the solution as useful you can enter your response in the field.  This will allow 
the Support Center to track and more prominently display the most beneficial solutions. 
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Logout: 
 

The Logout button is found on the top right hand corner or your screen. 
 
 

 
 
 

Upon Logout you should receive the following confirmation screen. 
 

 
 
 


