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1. Acronyms, Terms & Definitions 
 

Acronym Definition 
GCS Global Customer Support 
SR Service Request 

 
 

2. Accessing GCS Web 
2.1.1. Register for an account 

 
If you are new to the AVEVA Knowledge and Support Center and do not have any login credentials, follow these steps to 
register. 
 
If you already have an account, skip to Section 2.1.2. 
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1. Go to https://softwaresupport.aveva.com. 

2. Click on Register. 

 

1 

2 

https://softwaresupport.aveva.com/
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3. Select Customer from the dropdown. 

4. Fill in the required information 

a. They are marked Required. 
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5. Click Create Account. 

NOTE: Your login credentials will be emailed to your supplied email address. 
 

2.1.2. Log in to GCS Web 
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1. Go to https://softwaresupport.aveva.com. 

2. Click on Sign In. 

 

 
 
 

3. Fill in your login details. 

4. Click on Sign In. 
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https://softwaresupport.aveva.com/
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3. Managing your Profile 
3.1.1. Preferences 

 
When logging in to GCS Web, the tiles available to you may differ from the snapshot below. Your view and be configured using 
the steps that follow. 
 

 
 

1. Click on the dropdown next to your name and select Manage Profile. 

2. Alternatively, click on Customize. This will navigate to the same settings as the next step. 
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3. Select the Preferences Tab. 

4. Check/Uncheck the Product Lines for which you want to see Product/Document/Video downloads. 

5. Check/Uncheck the Products for each Product Line. 

 

 
 

6. Click Save. 
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7. In the Home Page – Menu Preference section, select the tiles you wish to display on your Home Page. 

8. Click Save. 
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4. Case Management 
4.1.1. Create a New Case 

 

 
 

1. Click on the Case Management tile. 

 

 
 

2. Click on New Case. 

 

 1 

 2 



AVEVA Knowledge & Support Center – Quick Start Quide Page 13 of 31 

 
 
 

 

 

 
 

3. Select/fill in all the required and relevant details. 

 
NOTE: The more information you provide, the less questions the assigned Support Engineer will need to ask when responding to 
your case. 
 
 
P1 – Critical: System or process is down, loss of essential function, critical business or operational impact, human safety or 
environmental impact. GCS will work on the case full time, during normal business hours, until it is resolved, or an appropriate 
workaround is found.  
 
P2 – Serious: Key feature(s) is inoperable, no evident workaround is available, failure of one or more components, degraded 
operation of an essential function, potential business or operational impact, project is up against a hard deadline. GCS will work 
on the case full time, during normal business hours until it is resolved, or an appropriate workaround is found.  
 
P3 – Moderate: One or more minor feature(s) are inoperable, operational question, minimal business or operational impact, a 
workaround is possible. GCS will work on the case during normal business hours.  
 
P4 – Informational: Informational question, no business or operational impact, customer request, or next day call back is 
acceptable. GCS will work during normal business hours. 
 
 
Submitted cases will automatically receive a P3 Priority once it arrives in the GCS Case Management System, however, the 
Support Engineer will be notified of the priority you have selected while creating the case. The Support Engineer will assess the 
case and ensure that the priority you have requested corresponds to the reported problem and the impact it may have on your 
operation. 
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4. Provide a clear and description Subject. 

NOTE: The Search KB (Knowledge Base) feature is not yet available for the Engineering products. 

5. Add as much relevant information into the Description field. 

6. Attach any files if required to support your Case. 

NOTE: 7Zip is not currently supported 

7. Click on Submit. 

 

 
 

You will see the above pop-up to inform you that your case has been created with the displayed Case Number. 
The assigned Support Engineer will contact you. 
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You will receive an email like this, with the details of the new case that you created, including a link of how to access the case 
directly in the Knowledge and Support Center. 
 
 

 
 
 
All of your Cases will be displayed on the main Case Management page. 
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8. Note the available actions on your case by clicking the dropdown arrow. These actions will be covered in the following 
sections. 

 

4.1.2. Withdraw a Case 
 
Withdrawing a Case is an action you would select if: 

• The Case you created is no longer relevant/required. 

• You resolved the issue yourself. 

• The case was created by mistake. 
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1. Click on the dropdown and select Withdraw. 

NOTE: The assigned Support Engineer will be notified, and you Case will be closed. 
 
 

 
 

2. Provide a Description about why you are withdrawing your case. 

3. Attach any files if required 

4. Click Submit. 

 

4.1.3. Create a New Case activity 
 
NOTE: AVEVA recommends using the New Activity feature in GCS Web to provide information against a case instead of sending 
 an email to the support Engineer. Email-to-Case is not yet functional. All activities created here will automatically be added to 
 your case, and be visible to the Support Engineer. 
 

 
 
 

1. Click on the dropdown and select New Activity. 
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NOTE: Activities are any new information that can be provided against the case. It also serves as the communication method 
between you and the Support Engineer, instead of using email to communicate. 
 
 

 
 

2. Provide a clear Subject of the Update to be made to the Case 

3. Provide a clear Description. 

4. Attach any files if relevant. 

5. Click Submit. 
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All of your, and the Support Engineer’s communication and updates will be published here. 
 

6. Click on Back to Case List to navigate to the complete list of all your cases. 

 

 
 
 
NOTE: All unread Updates to a case will be denoted by the vertical blue bar to the left of the case in the case list. 
 
 
 
 
 
 

 6 



AVEVA Knowledge & Support Center – Quick Start Quide Page 20 of 31 

 
 
 

 

 

4.1.4. Accept/Reject a proposed solution 
 
The Support Engineer may provide a solution for you to verify. You can Accept or Reject the solution provided directly from the 
Case in GCS Web. 
 
Notice the Status of the case in the Case List. 
 

 
 

1. Click on the Case Number to go into the case and view the Solution provided by the Engineer in the Activity History. 

 

 
 

2. Click on the latest activity to view the proposed solution. 
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 2 
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3. Review the proposed solution. 

4. Click on Back to Case Details. 

 

 
 
 

5. Click on Accept / Reject. 

NOTE: When you choose to Reject a case resolution, it is important to specify why the resolution was rejected, and to provide as 
much detail as possible.  
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6. Provide a clear Description to update the case history. 

NOTE: This information will help the Support Engineer generate a helpful Knowledge Base article. 

7. Attach any files if required. 

8. Click Submit. 

 

 
 
 
The Case will now be closed by the Support Engineer, and will no longer be visible in your Case List. 
 
If the solution provided is Rejected, the Support Engineer will receive a notification, the Case will be updated, and the same 
workflow will repeat until a satisfactory solution is provided. 
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4.1.5. Reopen a closed Case 
 
Cases that have been closed may be reopened within 30 days of it being closed. After 30 days a new case will have to be 
created. 
 

 
 

1. Click on Reopen. 

 

 
 

2. Provide a clear Description on why the case should be reopened. 

3. Attach any supporting files if relevant. 

4. Click Submit. 
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5. Product Hub 
5.1.1. Download Software and Fix releases 

 
NOTE: Products, Fixes and related documentation are separate downloads, and no longer combined as with the previous Product 
Support website. 
 

 
 

1. Click on the Product Hub tile. 
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2. Select Downloads for Software releases, or select Documents for Release letters, Bulletins etc. 

3. Use the Filters to refine your search 

 

 
 

4. Click Apply. 

 

 
 

5. Click on the link to access the download information. 
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6. Click on the download icon to start the download. 

 

5.1.1. Download Software and Fix release Documentation 
 

 
 

1. Select the Documents tab. 

2. Click on the link to access the download information. 
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6. Training Center 
6.1.1. Instructor-Led Training 

 

 
 

1. Click on the Training Center tile. 

NOTE: You’ll be redirected to the AVEVA Software training website. 
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2. Use the various filters to locate a training you require.  

 
NOTE: There are numerous Complimentary and Paid training courses available across all AVEVA Product lines.  
If the training you’re seeking is not available, contact your local Support Office for more information on available courses in your 
region. 
 
https://www.aveva.com/en/about/locations/
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7. Having issues accessing GCS Web? 
 
If you experience any issues accessing the AVEVA Knowledge and Support Center, or have any permission related constraints, 
contact your local  GCS Support Team. 
 
https://www.aveva.com/en/about/locations/
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