Alert: Move to HP SSO

Dear former Mercury customers,

In the next week you will receive a letter from HP Software Support containing your new Service Agreement ID (SAID) number.  This letter is being sent via email and to your companies address.  Please follow the instructions in this letter to create your new login to HP Software Support Online (SSO) – HP’s support website.  Effective November 14, 2007, all Mercury online services such as case creation, knowledge base, discussion forums, patches and manuals will be available on SSO.    The Mercury support website will be fully decommissioned and taken offline in December 2007.  It is imperative that you create your new login and transition to HP SSO to start logging your cases starting November 14.  

Current open cases available on the Mercury Support site will be moved to HP SSO and a new case number will be sent to you when this transition occurs. Closed cases will be migrated in December and will still be viewable through the Mercury website during the transition.

With the transition to HP SSO, case creation will no longer be available from Mercury.  Support will be available at HP via the HP SSO and via the phone.   Please update your browsers Favorites to the new HP SSO portal at http://www.hp.com/go/hpsoftwaresupport.  Local phone numbers can be found at http://h20229.www2.hp.com/contact/ .

Support@mercury.com will be retired on November 10TH; access to create new cases will no longer be available from this site.  Starting November 14th you can create support cases on the HP SSO website.   For updating cases, please refer to the email you will receive once you create a new case on SSO for the addresses to send email updates to. 
 More time for Support!  HP Support hours are based on your contract: 

o         9x5-Standard business hours, standard business days. Service is available between 8 a.m. and 5 p.m., Monday through Friday, excluding HP holidays. Calls received and answered outside this service window will be logged the next day for which you have a service window. Response is based on the location of your contract.  

· 24x7-Service is available Monday through Sunday, including all bank, public and HP holidays.
· HP SSO is available around the clock (24x7), regardless of contract, to assist you in managing your HP Software products     

Please see example letter being sent and how to request help if needed.

Thank you,

HP Software Support

