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1. About the Symphony RetailAI Customer Portal 

The Symphony RetailAI Customer Portal is your gateway into the world of Symphony RetailAI 

Customer Support. The system provides a single location where you can log support Cases for any 

Symphony RetailAI product, track and manage your cases online in real-time, download user 

manuals and desktop software products, and much more besides. 

The current version of the Customer Portal was first introduced in April 2012, providing a 

significant upgrade to the previous release, with the introduction of Knowledgebase articles, user 

management and improved reporting capabilities. New features were also introduced in January 

2013, including a major overhaul of the Knowledgebase system. 

For best results on the Customer Portal, please use a recent version of Microsoft Internet Explorer. 

However, the system has been tested on most other popular browsers including Mozilla Firefox 

and Google Chrome, and all functionality is still available, although there may be some slight 

differences in display. 

The Symphony RetailAI Customer Portal can be found at: 

https://www.symphonyretailai.com/support/ 

 

Welcome to the Symphony RetailAI Customer Portal. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://www.symphonyretailai.com/support/


Symphony RetailAI Customer Portal User Guide  
 

 
Copyright © Symphony RetailAI. The contents of this document are confidential and not for reproduction without permission  Page 4 

 

2. Getting Access to the Symphony RetailAI 

     Customer Portal 
 

Your Customer Support representatives are responsible for ensuring that you have access to the 

Customer Portal. If you were an active user on the previous release of the Customer Portal, you will 

have been migrated to the new system automatically. If you are a new customer, the Professional 

Services team will have assisted your transition to Support through the Customer Portal.  

If you do not currently have access to the Customer Portal, please contact your Customer Support 

representative, and we will ensure a Portal User is created for you.  

Once your Portal user has been created, you will receive an email from the system containing the 

details you need to connect for the first time, which will look something like the one below: 

The long link in this message is a one-time link that can be used to create your user and set your 

password for the first time. 

Choose your own password here (at least 6 characters long), and press "Save. 
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After creating your account, you get the opportunity to set your own personal settings, including 

the language you want to use in the Portal, and your local time zone. See the next chapter for 

details.  Once your account is created, you would normally login with your username and password 

on the login page at https://www.symphonyretailai.com/support/

 

https://www.symphonyretailai.com/support/
https://www.symphonyretailai.com/support/
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3.     Customizing your Profile 

3.1    Setting your Personal Details 

 
You can customize your profile on the Customer Portal at any time by clicking the “My Profile” link 

at the top of the page. You are also presented with these options the first time you log in after 

creating your user: 

 
 

In the “My Profile” page, you can set the following details: 

 Your Name 

 Your Job Title 

 The Language you want to use on the Portal 

o Currently, the available options are English, French or German 

 The Locale you want to use on the Portal 

o This controls various settings such as date and time formats, which are different in 

different countries 

 Your Time Zone, to ensure that all update times are displayed in your local time 

 Your other contact details 

 

Note that your email address is your username in the system, and cannot be changed. If you need 

to change your email address, please contact your Customer Support representative, who will 

create a new account for you. Once you have updated your details click ‘Save’ to store changes.
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3.2     Changing your password 

 

You can change your password on the Customer Portal at any time by clicking the “Change your 

password” link at the top of the page: 

 

 
 

 

Just fill in the password change form, and click “Change Password” to save the update: 
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3.3     Resetting your password 
 

If you forget your password, you can request a password reset from the login page. Use the link at 

the bottom of the page that says “Click here if you forgot your password”: 

 

 
 

On the following screen enter your email address (which is the same as your username on the 

Customer Portal), and you will be sent a one-time link that can be used to set a new password on 

your account:  
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4.    Creating a new case 

 
When you have a question or issue regarding your software, log in to the Customer Portal, and 

create a new case. To create a new case, click “Case” in the “Create New” box on the left: 

 

 

 

Fields marked with a red border on the left are mandatory and must be filled in correctly to open a 

new case. All other fields are optional: 

 

 

 

 Account - this will be filled in automatically with your company details. If you are a 

distributor of Symphony RetailAI software, you may also choose to raise a case on behalf of 

one of your customers 

 Contact - this will be filled in automatically with your details. Depending on the permissions 

set on your account, you may also choose to raise the case on behalf of another user in 

your company 

 Customer Case ID (optional) - use this field to record any internal ID you have for this case, 

for example in your own company’s case tracking system 

 Parent Case (optional) - if this case relates to another case previously raised on the 

Customer Portal, you can enter that previous case number here, to allow quick reference 

back the older case’s details 

 Workstream (GOLD family of products only) - if you are using one of the Symphony 

RetailAI GOLD family of product (e.g. GOLD Central/Shop), Workstreams will be enabled 

on your account. Workstreams allow you to separate different sub-projects in your 
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business, for example Store Ordering and Master Data Management. Contact your 

Customer Support representative for more information about setting up workstreams 

 

o When you select the Workstream, the appropriate Product and Version will be 

populated automatically 

 Customer Team (mandatory, if enabled) - if your account administrator has enabled 

Customer Teams, you must choose the appropriate team within your business that is 

managing this Case 

 Target Patch (optional) - enter the number of the patch in which you would like a 

correction to be delivered in, if appropriate 

 Regression - If the case is created due to a problem that came up after updating to a new 

patch, select “Yes”. Otherwise, select “No” 

o If you have selected “Yes”, you can enter the name of the last working patch 

 

In the next section, please provide full details of the Product, Version, Patch and Language that 

apply for the issue or question you are reporting. You should also indicate if this issue relates to a 

Production Environment or not, and if the problem can be reliably Replicated?  

 

Finally, describe the issue or question in detail, including details about the Priority. If the case is to 

be logged as High Priority, a reason must be given for this priority level.  

 

If appropriate, and if known, you may specify the Functional Domain, i.e. the specific area of the 

product you are using that relates to this issue. 

  

If possible, please also detail the steps necessary to replicate the issue. This will allow the Customer 

Support team to resolve your case more efficiently. 
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Once you have filled in all the necessary fields, click “Save” to submit the Case. 
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5.     Following-up cases 
 

In the “Case” section of the Customer Portal, you can see various lists of Cases on your Account. By 

default, you will see the list of “All Open Cases”. You can also view several other lists of cases: 

 

 All Cases - every case ever created on your Account 

 All Open Cases - every case that is currently open (i.e. not Closed) on your Account. 

 Closed Cases - every case that has been resolved, and is marked as Closed 

 My Open Cases - open cases that you created yourself 

 Pending Customer Response - cases which are waiting for a response from your business 

before they can be progressed by Customer Support 

 Recently Viewed Cases - automatically updated with the cases you have accessed lately 

 Solution Delivered - cases where a solution has been provided by Customer Support, and 

which are therefore waiting for your business respond to the solution 

 
 

Note: Whenever a case is updated by Customer Support, the Responsible Contact will receive an 

email notification, as will any users who are set up to receive carbon copies of case notifications.  

 

Normally, the Account shown will be your company. If you are a distributor of Symphony EYC 

software, you will also have the ability to view cases for your own customers as well, either showing 

all accounts at once, or filtering for a particular account. 

  

Within the case list, you may filter by the case Status, Product, Priority, Workstream, Validated 

Target Patch and/or Customer Team. To clear a filter (once selected), choose the “All” option 

from that dropdown list, or click the “Clear Filter” icon next to the selection. 

 

 
 

You may also export the full list of cases to an Excel file for internal reporting 

or more detailed analysis - just click the “Export to Excel” icon:  

 

To view the full details of a case, click “View”, or click directly on the “Case Number” or “Title” to 

open the Case Detail page. 
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5.1    Viewing case details 

 
When viewing the details of a case, the available fields match those used when creating a new case, 

with the following additions.  

 Created On and Created By - these detail when the case was created, and by which user 

(potentially, different to the current Contact for the case) 

 Expected Delivery Date - this date is provided by the Customer Support team, once a 

delivery has been planned for a correction to the software 

 Validated Target Patch - the Target Patch information entered when creating or editing a 

case is free-text, and therefore may be entered incorrectly or speculatively. The Validated 

Target Patch information is provided by the Customer Support team once the target patch 

has been agreed and confirmed by all parties 

 Last Delivered Patch - in a situation where one or more deliveries have been provided for 

a case, this field will show the details of the most recently delivered patch for this case. 

 Testing Status - once a fix has been provided by the Customer Support team, this field 

allows you to track your internal testing of that fix 

 Customer Internal Remarks - this field shows notes made by yourself or your team 

 Resolution and Case Resolution Comment - for a closed case, these fields detail the 

nature of the closure 

 

Additionally, two sections below the case details are shown. The first section, Comments and 

Attachments, contains the full conversation between yourself and the Customer Support team, 

including any file attachments that have been sent by either side.  

The second section, Emails, provides a copy of all email notifications that have been sent, separate 

and additional to the case comments. 

 

5.2     Editing Case Details 
 

To edit the details of a case, click the Edit button on the Case Detail page. 

 

The following fields are editable on a Case after it has been opened: 

 Contact - you can change the responsible contact for a case to another user in your 

company 

 Customer Case ID - you can change the internal reference you use for the case 

 Parent Case - you can link this case to another case 

 Target Patch - you can reference a different target for patch delivery 
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 Customer Team (if enabled) – you can switch this case to a different team in your company 

 Replicated - if you are now able to replicate the case (more) reliably, you can update this 

field 

 Testing Status - this field allows you to track the testing of any fix provided across different 

installation environments 

 Customer Internal Remarks - this field is for your internal use, for making notes on the 

progress of the case. It cannot be used for communication with the Customer Support team 

 Priority - the Priority of the case can be updated at any time according to your business 

needs. Note: If you select High Priority, the High Priority Reason field will also become 

editable and mandatory 
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The remaining fields cannot be modified after the case is created. 

Note: This page also allows you to quickly add a comment or attachment when updating the case 

details.  This can be useful when changing the case priority, or when updating the other details of 

the case. 
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5.3    Adding a Comment or Attachment 

 
It may be necessary to add a Comment or Attachment to a case - either to provide more details 

about the logged issue, or to respond to a question from the Customer Support team.  

To do this, open the Case Details page as normal, and go to the “Comments and Attachments” 

section, either using the shortcut link at the top of the page, or just by scrolling down: 

 

In the Comments and Attachments section, you can view the comments that have been made on 

this case in reverse chronological order (i.e. newest at the top).  

Comments and questions from your business are highlighted in grey to distinguish them from 

comments and questions from the Support Team.  

To add a new Comment, click the “Add Comment or Attachment” button: 

 

Enter the comment or response you want to make on the case, and, if appropriate, add an 

attachment: 

 

Note: There can only be one attachment per comment, so if you have many files to add to a case, 

it may be best to combine these in a Zip file or other archive. Also note that there is a 5MB size 

limit on attachments - for larger files, either compress them, split them, or contact your Support 

team directly to discuss an alternative file transfer method. 

 

Click “Save” to attach the comment to the case, and this will send a notification to the Customer 

Support team who is looking after the case. This will also update the case from “Pending Customer 

Response” status to “In Progress”  
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6.     Case duplication 

 
You can duplicate a case in the portal. For that, there is a button duplicate in the screen of viewing 

details: 

 

 

 
 

Once you have clicked, the screen which opens is the same than to create a case, the fields are 

filled but editable.  

 

 

The field Parent Case is linked to the case number duplicated, it’s not editable: 

 

 
 

 
 
 
 
 
 
 

 



Symphony RetailAI Customer Portal User Guide  
 

 
Copyright © Symphony RetailAI. The contents of this document are confidential and not for reproduction without permission  Page 18 

 

7.     Handling solutions 

7.1    Rejecting a solution 

 

Occasionally, a solution may be delivered on a Case which is not satisfactory for your business. In 

this situation, the solution should be Rejected.   To do this, click the “Reject Solution” button at the 

top of the Case Details page. 

 

Note: This button is only present when the Case is in “Solution Delivered” status. 

 

 
 

Enter the details of the Rejection, as with adding a Comment, then click “Reject Solution” to submit 

this to the Customer Support team. 

 

 
 

The case status will automatically change to “In Progress”.  

 

Note: Commenting on a “Solution Delivered” case will also put it back to “In Progress” for action 

from the Customer Support team but without marking the solution as Rejected; therefore, rejecting 

the solution should be reserved for when the provided solution is incorrect, and should not be 

used when you just have more questions about the information supplied. 

 

 

7.2    Closing a case 

Once you have tested and accepted a solution to a Case, you should close the case. This ensures 

that it is no longer considered active on reports, and allows you to clearly distinguish between 

solutions you have yet to test, and those that have been tested and accepted.  

 

Note: Cases which remain in “Solution Delivered” status will eventually be automatically closed by 

the system. Except in this situation, the Customer Support team will never close a case - it is up to 

your business to determine when you are happy with the solution.  
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To close a Case, click the “Close” button at the top of the Case Details page:  

 

 

 
 
 

You will be asked to provide a resolution code, indicating why the case is being closed, and a brief 

comment on the resolution: 

 

 
 

Finally, click “Close Case” to actually close the case. 
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8.     Managing Customer Portal Users and Teams 

8.1    Adding new Customer Portal Users 

If you have been set up as an Account Administrator on the Customer Portal, you will see an 

Administration section in the tabs at the top of the Portal pages:  

This section allows you to add, maintain and delete users for your Account, without having to go 

through Customer Support for assistance.  

You will also see “User” listed in the “Create New” section on the left of the Portal. Click this to 

create a new Portal user.  

 

The following fields are available when creating a new Portal user: 

 E-mail - this is the email address of the user, which will be used as the username for login 

 First Name, Last Name -  the user’s name 

 Customer Portal Profile - either a Standard User, or an Account Administrator (who can 

manage users) 

 Access Rights - There are three levels of access available: 

o Read - the user can view cases created by other users, but cannot modify them or 

create new cases 

o Create -  the user can create new cases, modify his own cases, and view cases from 

other users 

o Modify - the user can create new cases, and modify any cases on the Account 

 Receive Email Copy - set this to “Yes” to put this user in CC of all email notifications for all 

cases on your account: 

o This is designed for use by mailing lists (for example) who might have a read-only 

account, and never log in to the system, but would ensure all users are notified 

when a case is updated 

o It could also be used by managers who want to be notified about every case 

 Portal Language – select the language to view the portal in, either English, French or 

German: 

o Note: The user must configure his Local settings himself when activating his account 

 Time Zone - select what time zone the user is in, for viewing case update times correctly 
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Click “Save” to finish creating the user - the user will receive an email with details of how to log in 

for the first time and set his password.  

Note: The user will be able to change his name, language and time zone by editing his profile, but 

cannot change his own Profile, Access Rights or if he is CC’d on email notifications. 

 

8.2    Editing a Customer Portal User 

 

To edit an existing user, go to the User Management section of the Customer Portal: 

 

You will see a list of the currently active users on your Account: 
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Click “Edit”, or click on the user’s name to edit the user’s details. Editing a user is exactly the same 

as described above for creating a new user. 

 

 

8.3    Disabling a Customer Portal User 

 

To disable a user, go to the User Management section of the Customer Portal: 

 

 

You will see a list of the currently active users on your Account: 

 

 

Click “Disable” to disable the user.   

Note: You cannot disable your own user, and you cannot disable a user who is responsible for 

active cases.  

You will be shown a reminder of the user’s details, click “Disable” to finally disable the user: 

 



Symphony RetailAI Customer Portal User Guide  
 

 
Copyright © Symphony RetailAI. The contents of this document are confidential and not for reproduction without permission  Page 23 

 

 

To re-enable the user, you must create it again as a new user.  

 

 

8.4    Changing the Responsible Contact of Cases 

If a user leaves the company, or changes department, you may wish to remove him from being the 

responsible contact on cases, to ensure that the case notifications are no longer sent to that user. 

This can be done from the “Change Owner” section, beneath “User Management”: 

 

Simply select the old “Responsible Contact”, and the new user that should replace that owner, and 

click “Save”. The system will update all the cases that had the old contact, and set the new contact 

on those cases.  

 
 

 

8.5    Managing Customer Teams  

To allow separation of cases between different teams in your organization, the Customer Portal 

provides a facility called “Customer Teams”. This allows you to flag each case with a particular team, 

which can then be used when filtering and reporting on Cases.  
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By default, no teams exist, and therefore the Customer Team option is not available when creating 

or editing cases.  

To manage Customer Teams, select the “Customer Team” option from the Administration tab: 

This shows the list of currently defined teams:  

 

 

8.5.1    Creating a Customer Team  

To create a new Customer Team, select “Create New” at the top of the list of teams.  

Only one field is necessary, this is the name of the team that will appear in the list when creating, 

editing or viewing cases.  

 

8.5.2    Editing a Customer Team  

To edit a Customer Team, either click “Edit”, or click directly on the team name. The name of the 

team can be changed at any time. The status of the team can be set to Active or Inactive.  

 

8.5.3    Removing a Customer Team 

Once a team has been created, it is not possible to remove the team from the system. However, 

you can Edit the team and set its status to Inactive to prevent it showing in the list when creating 

or editing Cases.  

To stop using Customer Teams entirely, set all defined teams to the Inactive status. You will no 

longer be required to provide a Customer Team when creating a new Case. 
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9.     Downloads and Activation 

9.1    Downloading the Symphony RetailAI Shelf Planning Suite 

To download the software, you will need to log in to the Customer Portal. Please refer to section 2 

of this document, “Getting Access to the Customer Portal”.  

Once you are logged in to the Customer Portal, navigate to the Download tab: 

 

This will open up the download page as shown below: 

 

Please follow these steps to search for your software and download: 

1. Select a Product from the dropdown.  

Note: If your product does not appear on the list please open a new ticket with Support by 

navigating to the Case tab. 

2. You will then see another dropdown. Select the version that you wish to download. 

3. Select the desired language in the dropdown to the far right. 

4. Select the appropriate operating system installed on the machine. 

5. Click the “Search” button 

The search results will be displayed below the search button: 

6. Click on the view, product name or filename links to view the software information: 
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7. Click on the Download button to continue with the download process. You will then get a 

prompt to either open the downloaded files, save the downloaded files or cancel the 

download. 

 

 

8. Click on “Save” and choose a directory to save to. 

 
 

9.2     Activation Keys for Installation 

Once you download the desired software, you will need an activation key for installation. You can 

obtain this key by hovering over the Download tab and selecting the activation keys option: 

 
 

 

 
 

 Account - This indicates which account the activation key belongs to; note that this field, 

and the account selection box only appear for distributors of Symphony EYC software 

 Name - This will list the name of the software the key is for 

 Activation Key - This is the key required for the installation of the software 

 Total Licenses - # of licenses the account has purchased 

 Remaining Licenses - # of licenses remaining or unused 

 Used Licenses - # of licenses used 

 

Note: This page is updated every 15 minutes.  

If you are a distributor of Symphony RetailAI software, you will be able to see the activation keys 

for all your customers’ software in this view. You can also download the list of keys as an Excel file 

for easier management and distribution. 
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10.     Reports 

10.1    Viewing Reports  

Users have the ability to view automatically generated reports that show past and present cases 

through the Reports tab at the top of the portal page: 

 

 
 

In the report dropdown, the following reports are available:  

 

 Open Cases - This will generate a report showing all cases that are still in open status for 

the account within the date criteria settings 

 Open Cases with last comment - Generates a report showing all cases within the date 

criteria settings along with last comments submitted in the case 

 Service Level - Generates a report showing additional service level statistics for all cases 

with the date criteria range. Includes time taken to solve the case and number of rejected 

solutions 

 Case Summary by Age - Report of all open cases, summarised by age and status, including 

a graph 

 Case Summary by Status and Priority - Report of all open cases, summarised by age and 

priority, including a graph  

 Case Summary by Workstream - Report of all open cases, summarised by status and 

workstream, including a graph 

 

10.2    Filtering Reports by Date 
 

To filter case down to a specific opened date displayed in the report, please follow these steps: 

 
1. Select the type of report to generate 

2. Select an Account ID through the dropdown 

3. Select a Start Date by clicking on the calendar icon and choosing a date 

4. Select an End Date by click on the calendar icon and choosing a date 

5. Click the View Report button to generate the report 
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11.     Knowledgebase Articles 
 

The Knowledgebase provides a resource including articles and documents relating to all supported 

software. 

  

11.1    Searching the Knowledgebase  

 
There are two ways to search the Knowledgebase. On any page on the customer portal, use the 

search box on the left hand side to enter a search term, then select the Articles option before 

clicking “Search”: 

 

 
 

Alternatively, select the Articles tab at the top, and enter your search term in the Search Criteria 

box. This allows finer control of the search, as you may search for “All Words”, “Any Words” or 

“Exact Phrase”. 

 
 

 
 

All matching articles will be shown, in a tree format, indicating the article subject. 

 

 

11.2    Browsing Articles 
 
To browse all available Articles, select the Articles tab from the top: 
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In addition to the search box, a tree view is shown with all the Article Subjects available in the 

knowledgebase: 

 

 

Click the [+] icon to expand any branch of the tree to view available sub-topics and articles.  

 

Note: Articles are generally organized along the lines of Product Family (e.g. ACO, SCM), Product 

(e.g. GOLD Central, Shelf Planning), Language and Topic. 
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