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1 LƴǘǊƻŘǳŎǘƛƻƴ 

YƻŦŀȄ ¢ŜŎƘƴƛŎŀƭ {ǳǇǇƻǊǘΩǎ Web-based support is provided via the Kofax Customer Portal (from this point forward, also 
referred to as the Portal) and provides you the following advantages. 

¶ Online Case submission and tracking method available 24x7 for all customers 

¶ Easy creation of new technical support requests (Cases) 

¶ Automatic email notification of Case updates 

¶ Ability to review existing Case history online 

PLEASE NOTE: Response times for Cases submitted via the Kofax Customer Portal during normal Kofax Technical 
Support Business Hours are the same as for Cases submitted via telephone.  

This document is intended to guide our customers through the process of Case creation and interaction with Kofax 
Technical Support representatives via the Portal. 

2 !ŎŎŜǎǎƛƴƎ ǘƘŜ tƻǊǘŀƭ 

2.1 Requesting a Kofax Customer Portal Account 

You can request your Portal account by completing and submitting the Kofax Customer Portal Account Request form 
(shown below).  

It is important that you enter as much complete information in the requested fields as possible, as this data will help 
ǳǎ ǘƻ ƭƻŎŀǘŜ ȅƻǳ ŀƴŘ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ ǊŜŎƻǊŘǎ ŀƴŘ ŦŀŎƛƭƛǘŀǘŜ ǘƘŜ ǇǊƻƳǇǘ ǇǊƻŎŜǎǎƛƴƎ ƻŦ ȅƻǳǊ ǊŜǉǳŜǎǘΦ 

NOTE: For security purposes, we request that you only specify non-generic corporate email addresses, such as 
YourEmailName@company.com, when completing the form. 

 

http://services.kofax.com/support/details/contact/kofax-support-detailed-contact-info.php
http://services.kofax.com/support/details/contact/kofax-support-detailed-contact-info.php
http://services.kofax.com/support/account-management/forms/kofax-customer-portal-account-request-form.php
mailto:YourEmailName@company.com
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While completing this form, please enter as much complete information in the requested fields as possible, as this 
Řŀǘŀ ǿƛƭƭ ƘŜƭǇ ǳǎ ǘƻ ƭƻŎŀǘŜ ȅƻǳ ŀƴŘ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ ǊŜŎƻǊŘǎ ŀƴŘ ŦŀŎƛƭƛǘŀǘŜ ǘƘŜ ǇǊƻƳǇǘ ǇǊƻŎŜǎǎƛƴƎ ƻŦ ȅƻǳǊ ǊŜǉǳŜǎǘ. 

If you know of a co-worker who has an existing Kofax Customer Portal login, this information can assist us in locating 
the correct account to associate your Kofax Customer Portal login. 

 

Providing your Kofax Product Serial Number and/or Kofax Product System ID can also assist us in locating the correct 
account to associate your Kofax Customer Portal login. 

If your company uses any of the MarkView products (Kofax MarkView, Kofax AP Advisor and/or Kofax 
SupplierExpress,) ŀƴǎǿŜǊ ά¸Ŝǎέ ǘƻ ǘƘŜ άAre you a MarkView Customer?έ question. 
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Be sure to review the Kofax Customer Portal Account Terms and Conditions  prior to clicking Submit. 

 

Shortly after you click Submit, you should receive an email containing your submitted data, including the Kofax 
Customer Portal Account Request number, similar to the one outlined in blue below 

 

http://services.kofax.com/support/account-management/kofax-customer-portal-account-terms-and-conditions.php
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IMPORTANT: If you do not see your confirmation within that time period, please verify that it was not 
intercepted by your email spam filter ōȅ ŎƘŜŎƪƛƴƎ ȅƻǳǊ ΨWǳƴƪΩ Ŝmail folder for an email from a 
@kofax.com address.  

You should receive your Kofax Customer Portal account credentials in an email, sent to the email address you provided 
in the Kofax Customer Portal Account Request form, usually within 1 business day of your request submission.   

An example of the email you will receive is shown below. 

From: Kofax Customer Portal Request Mailbox  
Sent: Wednesday, April 15, 2015 12:02 PM 
To: first.last@company.com 
Cc: Kofax Customer Portal Request Mailbox 
Subject: Your Kofax Customer Portal Sign in information (RE: Kofax Customer Portal Account Request [#51980637]) 
 
Dear YourFirst, 
 
Thank you for requesting a Kofax Customer Portal account.  We hope you will find the Kofax Customer Portal an 
easy to use online Case submission and tracking system.  You may want to take a little time and review the 
information in our Guide to the Kofax Customer Portal; it may make your visits to the Kofax Customer Portal 
smoother.  
 
Your Kofax Customer Portal Sign in information is below. 
 
Username: first.last@company.com 
Password:  Need2Change! 
 
To access the Kofax Customer Portal, you can browse to the Sign in page from the Kofax Account Management 
(http://services.kofax.com/support/account-management/) Web page or browse directly to the Kofax Customer Portal 
Home page at http://techsupport.kofax.com/Sign in/ and sign in there.  We strongly recommend you change your 
password once you log into the Kofax Customer Portal.  You can do this by clicking the down arrow located to the 
right of your name in the upper right corner of the Portal and select ñChange Passwordò to move to the Change 
Password page. 
 
Please note, we strongly recommend you do not copy and paste the above password when signing into the Kofax 
Customer Portal, as it could paste in hidden characters and cause a login failure. 
 
This is an automated email. Please do not respond.  
 
Sincerely, 
 
Kofax Technical Support 

http://services.kofax.com/support 

http://services.kofax.com/support/account-management/guide-to-the-kofax-customer-portal.php
http://services.kofax.com/support/account-management/
http://techsupport.kofax.com/login/
http://services.kofax.com/support
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2.2 Requesting a Password Reset 

If you have forgotten your Portal password, select the Forgot Your Password link located to the right of the άSign inέ 
button on Kofax Support Account Management Web page or Kofax Customer Portal Sign In page to move to the Reset 
your Password Web page.  

 

http://techsupport.kofax.com/login/PasswordRecovery
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You will be taken to the Reset your password page.  Enter your Portal Username and click Submit.   

 

The Reset your password window will refresh and display a "Your password has been sent to your email address.έ 
message. 
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Your reset password will sent to you in an email (example shown below), at the email address we have on file 
automatically at the time of your request submission. 

Dear Customer, 
 
Your reset Kofax Customer Portal password is below. 
 
Password: <PortalPassword> 
 
To access the Kofax Customer Portal, go to the Kofax Support Account Management Web page, enter your 
credentials in the Secure Customer Sign in fields and click Sign in.  Or you can browse directly to the Kofax Customer 
Portal Home page at http://techsupport.kofax.com/ and sign in there. 
 
This is an automated email. Please do not respond.  
 
Sincerely, 
 
Kofax Technical Support 
www.kofax.com/support 

 

IMPORTANT: If you do not see your confirmation within that time period, please verify that it was not 
intercepted by your email spam filter ōȅ ŎƘŜŎƪƛƴƎ ȅƻǳǊ ΨWǳƴƪΩ ŜƳŀƛƭ ŦƻƭŘŜǊ ŦƻǊ ŀƴ ŜƳŀƛƭ from an 
@kofax.com address.    

  If ǘƘŜ ŎƻƴŦƛǊƳŀǘƛƻƴ ŜƳŀƛƭ ǿŀǎ ƴƻǘ ŦƻǳƴŘ ƛƴ ȅƻǳǊ ΨWǳƴƪΩ ŜƳŀƛƭ ŦƻƭŘŜǊ, please follow the instructions in 
the Requesting your Username section below. 

2.3 Requesting your Username 

If you have forgotten your Username or you requested a password reset and never received the new password email, 
ŎƭƛŎƪ ƻƴ ǘƘŜ άhereέ ƭƛƴƪΣ located on the Reset your password Web page (shown in the picture below), to move to the 
Forgot Your Username form. 

 

http://www.kofax.com/support/account-management/
http://techsupport.kofax.com/
http://www.kofax.com/support
http://techsupport.kofax.com/login/PasswordRecovery
http://services.kofax.com/support/account-management/forgot/
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Enter the following information in the upper portion of the Forgot Your Username form. 

Name: The name you provided in your Portal account request form 

Company Name  The Company name you provided in your Portal account request form 

Email Address:  The email address you provided in your Portal account request form 

Kofax Portal ID (login name) if known:  Your Portal Username.  Use this field if you requested a password reset but 
received no email 
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If you know of a co-worker in your company that also has a Kofax Customer Portal login, ask them to provide the 
information requested below.  It may help us to locate you much faster. 

Co-worker Name:  The name your co-worker provided in their Portal account request form 

Co-worker Email  The email address your co-worker provided in their Portal account request form 

Co-worker Portal ID:  Your co-workerôs Portal Username 
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After the Forgot Your Username form is submitted, a Web page response will display, indicating that the form 
submission was successful.  You can expect to receive an email confirmation of that submission within 1 business day 
and your request to be processed within 2 business days. 

 

Below is an example of the Forgot Your Username form submission confirmation email.  

From: Kofax Customer Portal Request Mailbox  
Sent: Day, Month, dd, yyyy hh:mm AM/PM 
To: Customer Name/email 
Subject: Your request for Kofax Customer Portal Username or password reset information 
Importance: High 
 
Dear Customer, 
 
Thank you for contacting Kofax Technical Support.  This email is to notify you that we have received the request for 
us to search for and provide you with your Kofax Customer Portal Username or to have your Kofax Customer Portal 
password reset because you failed to receive your previous password reset email. 
 
We will process your request and you will receive an email with your Kofax Customer Portal Username and temporary 
Password within two business days. 
 
This is an automated email. Please do not respond. 
 
Sincerely, 
 
Kofax Technical Support 
http://services.kofax.com/support 

Once your Kofax Customer Portal Username has been located and your password has been reset, an email, like the 
one shown below, will be sent to the email address we have for you.  

From: Kofax Customer Portal Request Mailbox 
Sent: Day, Month, dd, yyyy hh:mm AM/PM 
To: Customer Name/email 

http://services.kofax.com/support
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Subject: Your Kofax Customer Portal Username and reset password information 
Importance: High 
 
Dear Customer, 
 
Your Kofax Customer Portal login information, with reset password, is below. 
 
Username: <PortalUserName> 
Password: <PortalPassword> 
 
To access the Kofax Customer Portal, go to the Kofax Support Account Management Web page, enter your 
credentials in the Secure Customer Sign in fields and click Sign in.  Or you can browse directly to the Kofax Customer 
Portal Home page at http://techsupport.kofax.com/ and sign in there. 
 
This is an automated email. Please do not respond.  
 
Sincerely, 
 
Kofax Technical Support 
http://services.kofax.com/support 

2.4 About the Portal 

The Kofax Customer Portal Ŏƻƴǘŀƛƴǎ ǘƘǊŜŜ ǘŀōǎ όάIƻƳŜΣέ ά/ŀǎŜǎέ ŀƴŘ άYƴƻǿƭŜŘƎŜ .ŀǎŜϦύ ŀŎŎŜǎǎƛōƭŜ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ŜŀŎƘ 
respective tab located just under the Kofax Logo. 

 

http://services.kofax.com/support/account-management/
http://techsupport.kofax.com/
http://services.kofax.com/support
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2.4.1 Sign in 

You can sign in to the Portal from the Kofax Support ǎƛǘŜΩǎ Account Management Web page or directly from the Kofax 
Customer Portal Home page. 

2.4.1.1 From the Account Management Web page 

To access the Portal from the Kofax Web site, go to the YƻŦŀȄ {ǳǇǇƻǊǘ ǎƛǘŜΩǎ Account Management Web page, enter 
your credentials in the Secure Customer Login and click Sign in.  

 

2.4.1.2 From the Kofax Customer Portal Home Page 

You can also sign in to the Portal by browsing directly to the Kofax Customer Portal Home page at 
http://techsupport.kofax.com/.  If you see a ά{ƛƎƴ Lƴέ button in the upper right corner of the Kofax Customer Portal 
Home page, you are currently a visitor (someone not logged in).  

NOTE: If you see your name and ȅƻǳǊ /ƻƳǇŀƴȅΩǎ !ŎŎƻǳƴǘ ƴŀƳŜ and Account ID, instead of a ά{ƛƎƴ Lƴέ button, 
that means that you are already signed in to the Kofax Customer Portal. 

 

http://services.kofax.com/support/account-management/
http://techsupport.kofax.com/
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Enter your Portal Username and Password and click Sign in 

' 

2.4.2 After you Sign in 

The Portal Home page will open with your name, as it is saved in your Customer record, ŀƴŘ ȅƻǳǊ /ƻƳǇŀƴȅΩǎ !ŎŎƻǳƴǘ 
name and Account ID displayed in the upper right corner of every Portal page. 

 

2.4.3 Home Tab 

¢ƘŜ IƻƳŜ ǇŀƎŜ ƛǎ ǘƘŜ ŘŜŦŀǳƭǘ ǇŀƎŜ ŦƻǊ ǘƘŜ tƻǊǘŀƭ ŀƴŘ ƛǎ ŀŎŎŜǎǎƛōƭŜ Ǿƛŀ ǘƘŜ άIƻƳŜέ ǘŀōΦ  Lǘ Ŏƻƴǘŀƛƴǎ ŀ ƴǳƳōŜǊ ƻŦ ǳǎŜŦǳƭ 
links, such as those in the Kofax Knowledge Bases and Helpful Links sections, which can assist you in researching any 
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questions you may have prior to opening a Case. The Case Tracking section provides links to open a new Case or View 
your existing Cases. 

 

2.4.4 Cases Tab 

The Case page is accessed by clicking on the Cases tab from anywhere in the Portal. 
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¢ƘŜ /ŀǎŜǎ ǿƛƴŘƻǿ Ŏƻƴǘŀƛƴǎ о ŘƛŦŦŜǊŜƴǘ ŦǳƴŎǘƛƻƴŀƭ ΨǎŜŎǘƛƻƴǎΩ:  a location to Search your existing Cases, an Open a New 
Case button, and, in the lower portion of the page, your existing Cases, including Views to allow you to easily find the 
type of Cases you are looking for. 
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2.4.4.1 Search your Existing Cases 

Use the search below to search through your existing Cases. 

Type in a value you wish to search for within the Case ID, Subject or Description field of your Cases and click Search. 

 

The Portal will display all Cases which have that value in the Case ID, Subject,or Description fields. 

 

2.4.4.2 Open a New Case 

NOTE: Prior to opening a new Case, we strongly suggest that you review the suggestions located in the Before 
Contacting Support section. 

Click the Open a New Case button to open a new Case with Technical Support. 

 

For additional details on creating a Case, please refer to the Creating and Working a Case section. 
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2.4.4.3 Case Section 

This section provides you with a way to select what Cases you wish to View and the ability to open any Case displayed 
in the currently selected View. 

2.4.4.3.1 Choosing your Case View 

Depending upon what Cases you wish to see displayed in Case section at the bottom of the window, click the desired 
option and the Portal will display the Cases that fit those parameters.  For example, the currently selected View is 
showing all Cases for the Portal customer currently logged in. 

 

2.4.4.3.2 Work your Existing Cases 

Based upon the View selected, the Cases you see could be Active (i.e., not Closed), Closed, or both. A Case can be 
opened by clicking on the Case number link. 
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Once the selected Case is opened, you can view the contents.  If the Case is still Active (not Closed) your Case can be 
updated (new Case Comments and/or Attachments added).  If, in your estimation, an Active Case is ready to be 
Closed, you can Close the Case.   

NOTE: Any closed Case can be reopened within 30 days. After that, the Case will remain closed and a new Case 
will need to be created, referencing the Closed Case.  

 

For additional information about updating and Closing Cases, please refer to the Creating and Working a Case section. 
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2.4.5 Knowledge Base 

The Knowledge Base page is accessed by clicking on the Knowledge Base tab (outlined in red) from anywhere in the 
Portal. The Knowledge Base window displays Articles about Kofax products.   

 

If you are not logged into the Kofax Customer Portal, you can see all the public facing Articles (outlined in blue) for all 
Kofax products.   

 

If you wish to see non-public Articles for Kofax products, such as the Kofax Business Process Management (BPM), 
Kofax Communication Server(KCS) and/or Kofax MarkView (MV) products, you will need to sign in to the Kofax 
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Customer Portal by clicking on the Sign In button in the upper right corner of the Knowledge Base (or any other Portal) 
page. 

 

The Knowledge Base contains search options to allow you to filter your searches. The table below provides a 
breakdown of the available search possibilities. 

Selection(s)  Results  

Type  Product 
Family  

Product  

All All All All Articles will be returned. 

Specific All All All Articles related to the Type specified will be returned. 

Specific Specific All All specified Product Family related Articles of the Type specified will be 
returned. 

Specific Specific Specific All specified Product related Articles of the Type specified will be returned. 

All Specific All All specified Product Family related Articles will be returned. 

All Specific Specific All specified Product related Articles will be returned. 

 


















































