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Overview: 
AccuRev has implemented a web based support case tracking system.  This system will 
allow you to submit, modify and view all your issues via the web.  You will no longer 
need to submit an email to support@accurev.com when submitting issues that are not 
license related.  When an issue is submitted, modified or closed, you will receive an 
email notification of each event.  Please do not respond to these emails.  All 
correspondence will be recorded within the tool itself. 
 
Logon Procedure 
 

1. To connect to our database, go to the following URL: 
 
http://support.accurev.com 
 
2. Enter the username and password you received via email. 

 

 
 
Creating Issues 
 

1. To create a new issue, click on the “Create New Issue” button. 
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2. Accept the defaults and click on the “Next” button. 
 
 

 
 
 
3. Fill out the following fields and then click on “Create”: 
Priority – 1 being the highest, 4 being the lowest. 
Release – Which version of AccuRev are you using? 
Product – Are you having a problem on AccuRev or AccuWork? 
Server OS – What operating system is your server running? 
Summary – Brief one line description of your problem. 
Description – A detailed description of the problem you have encountered. 
Security Level – The name of your company. 
Attachment – If you need to include and attachment, here is how you will submit with 
the case.  
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4. You will now have created a new case and will receive an email indicating so. 

 

 
 
Generated Email: 
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Updating Issues 
 

1. To update an issue, you will click on the “Customer Update” button. 
 

 
 
If you need to send an attachment, it is done through this mechanism.  If you are just 
responding with text, please enter in the “Comment” field and click on the “Customer 
Update” button. Underneath the comment box you will see a field Viewable By with a 
default value of All Users. Please do not change this value. This will not expose your 
issue and updates to the entire AccuRev customer base. Updates will only be available to 
members of your company and AccuRev support. If this field is changed AccuRev 
support will not be able to see your updates nor will we receive a notification that the 
status of the issue has changed. 
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Viewing all issues submitted by your company 
 
If you have multiple users from the same company that submit cases through our Jira tool 
and you wish to view all issues, you can perform the following. 
 
Please see the screenshot below for reference. 
  
1. Click on Find Issues 
2. Select "Case" in the Issue Type field. 
3. Select "Specify Group" in the Reporter field. 
4. Enter the name of your company in the space below. 
5. Click on the View>> button 
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How to query your issues? 
 
To create a query, you will need to click on the “Find Issues” button. 
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Click on the “New” button. 
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In this example, we will create an “All Open Issue” query.  You will need to: 
1. Select “Case” from the “Issue Type” field. 
2. Select “Current User” from the “Reporter” field. 
3. Select every option from the “Status” field except “Closed. 
4. Click on “View”. 
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You will now see the results of all the issues you have reported that are not closed. 
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You will then click on the “Save” button. 
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You will enter a name for your filter and description if desired and click “Save” 
 

 
 
You will now have an “All Open Issues” filter you can use to query against all your open 
issues. 
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If you click on “Manage”, you will see a list of your filters that you have created. 
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