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HOW TO ACCESS SUPPORT BEFORE LOGGING IN

1. From the 

landing page, 

click on 

Learn More.



HOW TO ACCESS SUPPORT BEFORE LOGGING IN

2. Choose either Program Support or 

IT/Technical Support based on your needs.

3. By selecting a topic type, users can 

explore Frequently Asked Questions 

(FAQs) to find information relevant to your 

issue.

Note: This type of guidance also provides 

self-guided answers for some more specific 

questions, like how to report to the Federal 

Plastics Registry.



HOW TO ACCESS SUPPORT BEFORE LOGGING IN

4. Click on the topic that seems most 

related to your question to explore 

more detailed information.

Note: Clicking on the arrow or the 

topic will open the window tab under 

the topic.

5. If you can’t find the answer you 

need at the bottom of the page, click 

on the Contact Support to submit 

your inquiry for personalized 

assistance.



HOW TO ACCESS SUPPORT BEFORE LOGGING IN

6. Fill in all the fields (required) in the form.

7. Fill in the image code  

8. Click Submit.

Providing a descriptive Subject line and full 

details in the Description box will provide ECCC 

with the information required to assist users.



HOW TO ACCESS SUPPORT BEFORE LOGGING IN

9. Once your request is submitted, a 

confirmation ribbon will appear at 

the top of the page.

10.The Contact Support request will 

generate a reference numbers. The 

reference number will be part of the 
confirmation email sent to the email 

address provided in the Support 

Request form.

Each Contact Support request is accompanied with a confirmation email sent to the 

email address provided in the form. The email will arrive shortly after submitting your 

request. If you cannot find it, check your spam folder, as it may have been filtered.
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HOW TO ACCESS SUPPORT AFTER LOGGING IN

1. Click Help & Support.

2. Guided Support provides you with a list of 

frequently asked questions or encountered 

problems with guided resolutions and 

provides you the ability to submit a ticket for 

additional support.​

3. Support Request History provides you with 

a list of requests to help you track. This is 
covered in the next section of the course: 

link here



Similar to the help found before logging in, assistance is 

found under specific topics.

4. The Guided Support is a series of drop-down menu 

options that allow you to select the question you have 

and the resolution steps.

5. If Guided Support does not answer your question, you 

can click on Contact Support to access the support 

ticket form.

Guided Support invites you to select the type of support required: 
Program = answers questions about the reporting program for which you are registering; or 

Technical Support = answers questions about the IT reporting solution.

HOW TO ACCESS SUPPORT AFTER LOGGING IN

CHOOSING GUIDED SUPPORT



HOW TO ACCESS SUPPORT AFTER LOGGING IN

CHOOSING SUPPORT REQUEST HISTORY

When selecting Support Request History, a window 

will open where all the request tickets are saved and 

can be viewed for follow-up.

However, if additional assistance is required, there is an 

option to access the Support Request Form from this 

window.

6. Click on Create New Support Request. 

Follow the instructions on slides 10 & 11: link here

The Create New Support Request will take you back 

to the guided help pages, and from there you need to 

select Contact Support. 

The Contact Support form is only available on the Guided Support page. The goal is to 
provide as much preemptive assistance as possible, and decrease the need to send 

Support Requests to ECCC.



7. The Contact Support button 

brings you to an online form.
a) Fill in all required fields to create a support 

ticket.

b) Click Submit when you complete your 

question or problem explanation. ECCC 

monitors support requests and will contact 

you directly.

The Contact Support form automatically fills in the type of question you are inquiring about, 
Program or Technical Support. This provides ECCC lets assess your question type and to 

route the question to the appropriate team for service.

a

b

HOW TO ACCESS SUPPORT AFTER LOGGING IN

CHOOSING GUIDED SUPPORT
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HOW TO MANAGE SUPPORT REQUESTS

1. Click Help & Support. 2. Click Support Request History. 



HOW TO MANAGE SUPPORT REQUESTS

• Once your request is submitted, a 

confirmation message will appear at the top 

of the page with the reference number.

• The reference number can also be seen in 

the Support Request History table.

3. Click on the Reference Number or View 

Request Details to access the Support 

Request information.

You will also receive a confirmation email shortly after submitting your request which 

will contain all the Support Request details. If you cannot find it, check your spam 

folder, as it may have been filtered.



HOW MANAGE SUPPORT REQUESTS

VIEWING DETAILS

• The View Details window will pop up and 

provide the summary of the Support 

Request.

4. To close the View Details pop up, click on 

the x in the top right-hand corner.

If ECCC requires further information or communication on the Support 

Request, portal notifications will be used in the Support portal.



HOW TO MANAGE SUPPORT REQUESTS

CANCELLING A REQUEST

5. Click on the down arrow next to your 

request and select Cancel Request

6. The Cancellation pop up window will 

open. From the Cancellation Reason 

dropdown menu, choose a reason for 

your cancellation.

7. Click Submit.



HOW TO MANAGE SUPPORT REQUESTS

CANCELLING A REQUEST

8. In the pop-up window, click OK to confirm 

your cancellation.

Note: If you have accidently chosen the 

incorrect cancellation reason or no longer 

wish to cancel, click Cancel.

9. You will now see that the request status 

has been updated to Cancelled.

All new and historical Support Requests, regardless of the status will be 

logged and can be accessed in the Support Request History window.
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HOW TO RESPOND TO ECCC VIA SUPPORT REQUESTS

1. Click Help & Support. 2. Click Support Request History. 



HOW TO RESPOND TO ECCC VIA SUPPORT REQUESTS

3.Click the down arrow next to 

your Active Request to 

reveal more options.

4.Select Communication 

History.



HOW TO RESPOND TO ECCC VIA SUPPORT REQUESTS

5. Click Add Comment to provide additional 

information or ask further questions about your 

request.

6. Add the communication required in the Comment 

box.

7. If you need to upload a file, click Choose File to 

select the file to upload.

8. When complete, click Submit.

ECCC 
Contact
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LOCATION OF SUPPORT RESOURCES

Support Resources can be found in two areas 

at any time.

1. Located on the navigation ribbon. Click on 
Help & Support

2. Anytime during new user or 

organization registration. 

a. Click on  Help and Support Page; 

or

b. Click on Link to Request Support

a

b



LOCATION OF SUPPORT RESOURCES

When you click on Help 

and Support Page, this 

navigates to the Guided 

Support 

When you click on Link to Request 

Support, this navigates the Request 

Support Page
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