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Registration 
 

If you are new to the BMC Customer Support Website, you will need to register on the site before being able to 

access any of the secure areas of the site. Please click on the “Register Now” button as shown below: 

NOTE: To register for support with BMC software you will require your support contract ID and password. This 

information is communicated to all customers on the Order Detail document. This document is sent to the 

person(s) who are listed at the point of sale or renewal as either or the Shipping, Billing, Install and Order 

contact.  This information is communicated in the format of an email and will look like this: 

 

 

 

 

 

 

 

 

 



 

 

Click on Register Now: 

 

 

 

 

 

 

 

 

 

 



 

 

Choose the option “Are you a current/future BMC Customer?". Enter your user details, then tick the box beside 

Access to BMC Support. 

 

Enter your Support Contract ID and password and click “Validate”. Enter your Job Function, Primary Role and 

Support Language. 

 

If you require access to BMC Academy for education courses, tick that box and fill in the relevant information. 

Once you have filled in your details, enter the text from the Captcha image in the field provided, agree to the 

BMC Privacy Policy, and click Submit. 

 



 

 

 

 

A message will display on the screen, as shown below: 

 

 

You will receive an email from customer_care@bmc.com with the subject line BMC Account 

Validation. 

mailto:customer_care@bmc.com


 

 

 

You must click on the Validation link to activate your account. The following message will appear 

on the screen: 

 

 

Once you have activated your account, you will receive an email with the subject line BMC User 

Registration informing you that your registration is now complete. 



 

 

 

You can now log into your account by going to www.bmc.com/support and clicking on Support 

Login. The first time you log into your account you will be prompted to choose a security image. 

Choose your image, and click Create Account.  

 

http://www.bmc.com/support


 

 

My Support Profile 
 

Once you have successfully registered on BMC Support Central, you will have access to all the secure areas 

of the site (those marked with a padlock symbol). On the BMC Support Central site you can view and modify 

your support profile under the “My Support Profile” link (see highlighted section below): 

 

 

 



 

 

On the “My Support Profile” page you can view and modify your Personal Information, manage your 

company’s Support IDs, view or modify your Personal Products list, create and modify server environments, 

subscribe for Proactive Notifications, and view your account team. 

 

If you click on “My Login Profile”, shown above, you will see the following page: 



 

 

 

You can modify any of the details on this page. However, if your email address has changed and you need to 

have your username updated to reflect your new email address, please email your request to 

customer_care@bmc.com. 

Manage Support IDs 
 
On the “Manage Support IDs” page you will see the list of Support IDs currently associated to your profile, 

along with the relevant Service Level: 

 

mailto:customer_care@bmc.com


 

 

This page tells you what your Primary Support ID is. This is the support ID you entered when you first 

registered on the BMC Support Central site. If your company has more than one support ID, you can add these 

into your profile by entering the support ID and its corresponding password into the fields provided. 

Once you have more than one support ID in your profile, you can switch between them, remove them from 

your profile, or set another support ID as your Primary ID. 

My Server Environments 
 
When you click on “My Server Environments”, you will see all environments that have been created for your 

support ID. Once you create an environment, you can choose this environment when creating an issue. Here 

you will have the option to view, modify or create a new environment profile: 

 

  



 

 

Customer Admin Tool 
 

A Support ID Administration button has been added to the Support Contract Management Panel: 

 

Click on the Support ID Administration button to view users attached to the Current Support ID. 

This view is from a user without administrative privileges: 

 

This view is from a user with administrative privileges: 



 

 

 

Who has access to the Customer Admin Tool? A User’s access to the Customer Admin tool will vary 

depending on their permissions. 

Users –  

1. Non-Admin Contacts will be able to view a list of Contacts that have access to their Support ID and 

what access they have. 

All existing Contacts will initially be Non-Admin Contacts with access to everything. When a Contact 

registers with a Support ID, it will set their access to Non-Admin and access to all areas for that 

Support ID. 

2. Admin Contacts will be able to update the following: 

i. Change the Pin (Password) of their Support ID 

ii. View Contacts (primary and secondary) of their Support ID 

iii. Purge or remove specific contacts from accessing their Support ID 

iv. Restrict user(s) from opening Issues in Issue Management 

Customers will continue to use the “Support Contract Management Panel” to manage their Support ID’s. 

When a contact selects to Add a Support ID, the Contact/Contract relationship will be added as a Non-Admin 

Contact with the Support ID’s Initial Setup Defaults. 

If you select to remove a Support ID, all associated access information will also be removed.  

Contact customer_care@bmc.com to become an Admin or to give users Admin access for your company. 
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Knowledge Base 
 

Once you are registered and subscribed on the BMC Support Central site, you will have access to the BMC 

Knowledge Base where you will be able to search for existing resolutions and FAQs. 

Click on the Knowledge Base link on the top left hand side of the main page, or simply type your question in the 

Ask a Question field. 

 

Enter your question, symptom or error message in the Ask a Question field using natural language (as you 

would ask a colleague or support agent) and click on the Ask button. Results will be displayed on the Answers 

page. For the first search, all content sources and product areas will be included in the answers provided. 



 

 

NOTE: Clicking on the Tips link beneath the Ask button will display a number of useful hints and tips on how to 

get optimal search results. 

 

The Answers page displays the question asked, the best matching answers, some filter options and some 

further action functions. 

 

If the initial answers are not providing the required information, then the question can easily be revised and the 

answers can be updated by clicking on the Ask button. 

In the majority of cases, if the required information exists, it should be possible to locate it by providing a 

succinct and accurate question. 

In some cases it may be necessary to refine the scope of the search to a specific knowledge source or product 

(or product family); this can easily be done using the filters on the Answers page. 

If the required information does not exist, then a support agent can be contacted using the Submit an Issue 

Online link. When the Submit Issue form is accessed in this way, the Summary field is populated with the 

current Knowledge Base Question text for your convenience. 

To view an article, choose the article that you require and click on the title to open it. It will look something like 

this: 



 

 

 

Mainframe customers can use the Mainframe Formatted Fixes option in the Additional Tools box to view 

solutions. Please note that Knowledge Articles cannot be viewed from the Mainframe Formatted Fixes page. 

  



 

 

Issue Management 
 

If you have a technical problem with one of the BMC Software products you are using, you can open an issue 

with our Technical Team on the “Issue Management” section of the site. Here you can also create, view and 

update your issues online. 

 

New Issues 
 
To open a new issue, click on Issue Management, as shown in the highlighted section above. Once in the 

Issue Management page, click on Submit New Issue.  

 

On the New Issue page, the following details are mandatory (highlighted in red below): 



 

 

Product 

Version 

Summary 

Details 

If the problem you are having is with a component, please select from the list in the Component field. If your 

issue is regarding product licenses or passwords, please make sure you check the licenses button (highlighted 

with a blue arrow below). 

You will have the choice here to receive an email with your issue number once you submit the issue. This is not 

an automatic email; you will need to select the Yes checkbox (highlighted with a green arrow below). 

You also have the choice to either submit the issue straight away, or to save the issue until you have more 

details to submit. If you save the issue, it will not be submitted to the technical team until you go back to it and 

submit. 

 

 

 

 

 



 

 

View/Update Issues 
 
You can also View and Modify an existing issue on the Issue Management page: 

NOTE: If an existing Issue needs to have the Impact raised to a 1-Critical, please phone your local Support 

Center for help.  See Contact Support for all local Support phone numbers. 

 

On this page you can search for your issue using the Quick Search fields (highlighted in green) of the Detailed 

Search fields (highlighted in red). 

 

To search in the Quick Search fields, simply enter the Issue number you wish to view or update and click 

“Quick Search”. The issue will show up in the table at the bottom of the page. 



 

 

In the Detailed search field, you can search for entries opened by yourself, or issues opened under your 

support ID – i.e. issues opened by you and your colleagues. To do this, select “Me”, “My Current Support ID” or 

“All My Support IDs” from the “Show entries for” dropdown list, as shown below. You can also search for Open 

issues, Closed issues, Resolved issues, or All issues under the “Entries that are” dropdown list. 

 

Once you have found the issue you wish to update, highlight it in the table and then click on “Modify/View 

Issue”. The issue will open in a new browser window where you will be able to add and submit your update. 

  



 

 

Create or Update Issues via Email 
 

To create a new issue or update an existing issue via email at customer_support@bmc.com, our automated 

system requires the subject line to be formatted as follows: 

 To create a New issue, the Support ID must be included in the subject line in this format: 

o SupID:xxxxxx 

o For Partners: 

SupID:xxxxxx EUSupID:xxxxxx (please use this format if you are a partner updating an 

issue on behalf of your client; if you are the client, please contact the partner for assistance) 

 For e-mail updates on existing issues, both the Support ID used in the issue and the issue number 

must be included in the subject line in this exact format: 

o SupID:xxxxxx ISSxxxxxxxx 

o For Partners: 

SupID:xxxxxx EUSupID:xxxxxx ISSxxxxxxxx (please use this format if you are a partner 

updating an issue on behalf of your client; if you are the client, please contact the partner for 

assistance) 

For Footprints or Track-It! please go to https://support.numarasoftware.com/ or email NU-

Support.Footprints@bmc.com for assistance. 

For Service Desk Express or RemedyForce, please go to https://magickb.remedy.com/helpdesk/ for 

assistance. 

For assistance, our telephone numbers are located here: http://www.bmc.com/support/support-contacts/. 

All issues opened via email default to a Medium priority. Should you wish to open an issue with a higher 

priority, please open the issue on the web, or via phone. 
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mailto:NU-Support.Footprints@bmc.com
https://magickb.remedy.com/helpdesk/
http://www.bmc.com/support/support-contacts/


 

 

Product Documentation 
 

Click on the link Product Documentation to view all documentation related to our products. 

 

This will bring you to the docs.bmc.com site where you will be able to browse by Category, or search by the 

product name. You can also access the Supported Products A-Z list from this portal to view any documentation 

not available on docs.bmc.com. 

  



 

 

Electronic Product Download (EPD) Site 
 

Customers can download their licensed product electronically from BMC’s Electronic Product Download (EPD) 

site. To get to this site, click on Product Downloads, Patches and Fixes.  

 

On the next page click on Product Downloads (EPD): 



 

 

 

On the Export Compliance and Access Terms page, enter all required information, as highlighted below: 

 

Click on Continue to enter the EPD site. You also have the option to print this page for your records. 



 

 

Manage Your Profiles 
 
Once you have clicked on Continue the first time you use the EPD site, you will be automatically directed to the 

Profiles page of the site. On this page you can set up profiles by selecting your platform preferences. First time 

users will need to create a Master Profile. 

 

If you have several support IDs, you can create multiple profiles within this page. To create a profile, please 

follow these steps: 

1. Click the “Create New Profile” button found on the top half of your screen. 

2. Enter the Profile Name in the space provided. 

3. From the dropdown list, select a support ID to be associated to the profile. 

4. If the desired support ID does not exist in the dropdown list, one may be added by entering a valid 

support ID number and password in the spaces provided. 

5. Then click the Add button. 

6. Next select the Profile Filter Preferences by clicking in the selection box for each Install Platform. 

7. Click the Save Profile button to save changes and proceed. 

You can also remove support IDs from your profile, or completely delete secondary profiles. You cannot delete 

your Master profile. 

 

 

 

 



 

 

Component View 
 
To download a product, go to the Licensed Products tab. You will be automatically directed to the Component 

View page, which shows a list of all Component products you are entitled to download. You can also change to 

the Licensed Products View, which will show you a list of all Product Suites you are entitled to, and the 

components will be listed within these suites. 

 

In the Component View, click on the Product name, then on the Products tab. To change the version, select an 

alternative version from the dropdown list, and click on Go.  

 

There are three options to download your products. Download (FTP) will send you an email containing 

download information to the email address associated to your user login details. The Download Manager 

engages a download software application that can assist in downloading to a specific location. You can select 

multiple items to download at the same time. Or you can simply click on the hyperlink of the file you wish to 

download, and it will start the download process.  



 

 

Within the Component View you can use the Filter options to quickly locate the product you require. You can 

search by either the product name, or by the product Category. You can also create a Favorites list by clicking 

on the Star icon beside the product name.  

 

 

 

 

 

 

 

 

You can also download the latest GA Product Patches from the Component view of the EPD site. To do so, 

click on the Product Patches tab of the product you require, and it will display the available patches for that 

product and version. 



 

 

 

Licensed Products View 
 
You can toggle between the Component View and the Licensed Products Vies. To view your products in the 

Licensed Products tree view, click on Go To Licensed Products View, and you will see a list of all products you 

are entitled to, listed in a Tree view. To download a product, locate the product you wish to download, expand 

the tree to the version you require, and you will be able to download in the ways described above. You can also 

create a favorites list, and export the product information to a .csv file. 

 

Product patches are also available in this type of view, by clicking on the Product Patches tab at the top of the 

page.  



 

 

 

You will see a summary of the patch and details of what has been resolved with this patch at the bottom of the 

page. As with the licensed products tab, you can search for a specific patch on this page using the Find 

function, create a list of your favorite products, and export patch information to a .csv file. 

Also within the EPD site, you have the ability to request a trial of a product. Click on the Trial Products tab, and 

then click on the Request a Trial button. 

 

Search for the product you wish to obtain a trial for, and submit your request. It may take up to 72 hours for 

your request to be processed. Once processed, you will need to add your Trial Support ID to your profile, return 

to the Trial Products tab, and click on the blue hyperlink that says Download Approved Trial Products. 

For more detailed EPD information, please visit the following site: http://www.bmc.com/support/epd-help/  
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BMC Remedy Patch Downloads 
 

To download patches for older versions of BMC Remedy products, please click on the Product Downloads, 

Patches and Fixes link, and then on the patch download link for Remedy Heritage Products, as shown below. 

Please note that newer patches are located on the Electronic Product Download site (EPD). 

 

Enter the required Product name and version (NOTE: This is only for Remedy products. BMC Heritage product 

patches can be found in the product documentation. 



 

 

 

Highlight the required patch from the resulting list and click on Download Patch. 

 

  



 

 

Mainframe PTFs 
 

To download Mainframe PTFs, go to the Product Downloads, Patches and Fixes, followed by the Find PTFs, 

locate FTP guide and installation instructions link. 

 

Select eFix PTF Distribution Services and enter the required information on the resulting page. 

 

Once you run the search on the information you have provided, you will receive links to all the PTFs available 

for those requirement, and you can download the PTF you need.  



 

 

Product Availability and Compatibility 
 

You can also check if your BMC Products are supported on specific Platforms and Databases on the BMC 

Support Central site. 

On this page you can also view the list of withdrawn products. 

 

To view your Product Compatibility, click on the link BMC Solution and Product Availability and Compatibility 

Utility. On the next page, click on BMC Product and Version, enter your product name and version, and you will 

see a list of supported operating systems in the resulting table. 

 



 

 

Licensing and Passwords 
 

The Licensing and Passwords section of the BMC Support Central site gives instructions on how you can 

obtain the licenses that you are entitled to for any product that require them. The first section on this page is 

related to BMC Remedy Licenses and the second section highlights the steps needed to obtain password for 

other BMC Products. 

BMC BladeLogic passwords can be obtained via the following URL: 

https://www.bladelogic.com/support/supportLogin.jsp  

Request New Licenses 
 
If you are running BMC Remedy Products, you will be able to request new licenses, request trial licenses, 

purge a license or run a license file upgrade directly on the BMC Support Central site by clicking on the 

Licensing and Passwords link. 

On the next page, select the link you require: 

 

 

 

 

 

 

 

https://www.bladelogic.com/support/supportLogin.jsp


 

 

If you click on the Request a New License link, please read and agree to the BMC Remedy New License 

Agreement that appears on the following page. Once you have agreed to this you will be directed to the 

License page: 

 

The Current Support ID for your session will show up automatically in the Support Contract Id* section. If you 

need to change this, please refer to the Manage Support IDs section above. 

You then need to enter a Purchase Order Number, the Remedy version that you require the licenses for and 

the Hose ID. The email address will be your username and the site name will fill in automatically. 

Once you have entered these details, the licenses that are available under that support ID and PO number will 

appear in the resulting table. Enter the number of licenses required and click on Request License. You licenses 

will be emailed to you.  

On this page, you can also view what licenses you currently have installed under the View Current Licenses 

tab. 

 
  



 

 

Trial Licenses 
 
If you click on Request a Trial/Temporary License, please read and agree to the Trial/Temporary License 

Agreement on the next page. Once you agree to this you will be redirected to the Trial License page. 

 

Go through the steps as shown above. In step two, your Support Contract ID, the PO number and your email 

address will be automatically filled in. 

Purge License 
 
To purge an existing license, click on the Purge link, read and agree to the BMC Remedy License Purge 

Agreement that appears on the following page.   

For Mid-Tier licenses you will be directed to a page like this: 

 

Fill in the license key you wish to purge, the new host ID and the Mid-Tier host ID, and then Submit.  

For all other Remedy licenses, you will be directed to a page like this:  



 

 

 

Enter the required details and submit. 

License File Upgrade 
 
Likewise, to request a license file upgrade, click on the relevant link. This will bring you directly to the following 

page: 

 

Enter the required details, add the license you wish to upgrade, and submit. Your new license will be emailed to 

you. 

Chat for Website Help 
 

To obtain fast website assistance, for example have your password reset, click the Support tab which will take 

you to BMC Support Central. Then click on the Chat Now button at the bottom right hand side of the BMC 



 

 

Support Central web page. There are also Chat Now buttons available on various support pages, for example, 

the registration page and the forgot password page. 

 

  



 

 

Other Information 
 

Also available on the BMC Support Central site are the following: 

1. Telephone numbers to contact support. Click on Contact Support, choose your region, and then your 

country. 

2. Support Offerings: This page gives details on the different types of support BMC offers to its 

customers, and the service levels associated with these offerings. 

3. Support News. This give details of past or upcoming news and changes related to BMC Support. 

4. Beta Programs. If you would be interested in testing our future product releases, please click on this 

link, fill in the information required, and submit to BMC 

5. Maintenance Renewal and Invoice Enquiries. Should you have any queries regarding your current 

support maintenance, please click on this link for information. 

6. Review Policies. This age holds links to a number of our policies such as our Service Level 

Definitions, our Product Support Policy and our Customization Policy. 

If you require any further information regarding the BMC Support Central website, please send an email to 

customer_care@bmc.com. 

Thank you 

The BMC Customer Care Team 

 

 

 

 

 

 

 

BMC delivers software solutions that help IT transform digital enterprises for the ultimate competitive business advantage. We have 

worked with thousands of leading companies to create and deliver powerful IT management services. From mainframe to cloud to 

mobile, we pair high-speed digital innovation with robust IT industrialization—allowing our customers to provide amazing user 

experiences with optimized IT performance, cost, compliance, and productivity. We believe that technology is the heart of every 

business, and that IT drives business to the digital age. 

BMC – Bring IT to Life. 
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