SupportNet Technical Services
TM

Help is Just a Mouse Click Away

Introducing
SupportNet
Technical
Services

SupportNet Features
and Benefits
SupportNet gives you a standard
set of support tools at no cost.
Just sign up for the service and
you can start using it immediately.

Now you can get technical support for your ROC, FloBoss™, Bristol™, and
ControlWave™ brand products directly from the Internet with SupportNet
Technical Services. Whether you need software or firmware updates or just have
a technical question, SupportNet can make your job easier. And best of all,
SupportNet is available to you 24 hours a day, 7 days a week.
SupportNet gives you an easy and convenient means to get answers to technical
questions or solutions to product problems. You have access to our extensive
knowledge base of information, as well as to our factory-trained technical
support team.
You can enjoy even more benefits with SupportNet Contract and SupportNet
Contract, subscription services that let you download software and firmware
updates, among other advantages. SupportNet Contract and Contract give you
valuable online tools designed to meet your technical support needs.

Receive E-mail Responses
to Tickets
After you submit a ticket, you
will receive status reports of its
progress by e-mail. In some
cases, you may be requested to
provide additional information

After we have thoroughly
reviewed your ticket, you will
receive an e-mail that either
answers your question or
recommends a further course
of action.

Search Our Knowledge Base
of Frequently Asked Questions
By simply searching our knowledge
base of frequently asked questions
(FAQs), you may find the answer
you’re looking for. The database
is maintained by our technical
support staff and contains
problems and solutions we’ve
addressed over many years.
Submit Questions or Problems
to Our Technical Support Staff
Using an online form called
a ticket, you can submit your
question or problem to our
technical support staff for
follow-up. You can also use a
ticket to give us feedback. Tickets
let you enter a description of the
issue or problem, attach files, and
specify the severity of the problem,
to name a few examples.
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The Home Page Gives You Access to the Powerful Features of SupportNet.

View Your Ticket Database
You can view any ticket that you
have created, regardless of its
status. This can be invaluable if
you want to look up the solution
to a problem that you previously
submitted. In addition to viewing
tickets, you can add or edit
information on the tickets
as required before they are
closed out.

Access eLearning Modules
Get online training for your
ROC, FloBoss, Bristol, and
ControlWave products.
Through SupportNet, you
can view introductory level
training modules which

introduce you to product
specifications and functionality.
SupportNet Plus and
SupportNet Contract provide
additional access to more
in-depth eLearning modules.

Modify Your User Profile
Change your password and edit
your contact information as
needed. Your User Profile gives us
important information that helps
us to better serve you. Information
is held in strict confidence and
will not be made available for
unauthorized use.
Download Manuals and
Specification Sheets
You can download manuals and
specification sheets for products
receiving updates without going
to another website. Manuals
provide information on how to
configure and use the product,
and specification sheets
describe the product and
list its specifications.

Search Our Knowledge base for Answers to Common Questions and Problems.
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SupportNet Plus
Features and Benefits
SupportNet Plus helps you take
greater advantage of the worldclass performance of our ROC,
FloBoss, Bristol, and ControlWave
products.

Receive E-mail Notification of
Software and Firmware Updates
You’ll receive e-mail notification of
the latest software and firmware
updates for your products. You
only receive notifications for the

products you have identified in
your User Profile, so you won’t
be bothered with unnecessary
e-mail.

In addition to the standard features in
SupportNet, SupportNet Plus offers
you the tools to keep you in the front
of the class. Advanced eLearning
modules, and e-mail notifications
on the latest software and firmware
updates keep your products
running at their best.
Advanced eLearning
With SupportNet Plus, you can
access advanced level training
modules that provide in-depth
configuration and application
training for your ROC, FloBoss,
Bristol, and ControlWave products.
Submit Questions or Problems to Our Technical Support Staff Using Tickets.
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SupportNet Contract
Features and Benefits
SupportNet Contract gives you all
the features of SupportNet Plus with
the added features of being able to
download software and firmware
updates, and view all of your
company’s users and their support
tickets.

When you receive notification
of an update, simply log on to
SupportNet and proceed to the
Downloads page. There, you
will find a listing of available
updates for your products. You
can view the readme file for

any listed update to help you
determine if it is appropriate
for your application. Once you
download the update to your PC,
you can update your Emerson
product at your convenience.

Download Software and
Firmware Updates
Now it’s easier than ever to keep
your ROC, FloBoss, Bristol, and
ControlWave products up-todate with the latest software
and firmware updates.
Our commitment to continuous
product improvement results
in periodic upgrades to product
software and firmware. SupportNet
Contract keeps you aware of
updates and gives you easy
access for downloading them.

Download Software and Firmware Updates as Well as Documentation with SupportNet Contract.
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View Your Company’s
Ticket Database
SupporNet Plus gives you the
capability to view tickets created
by other SupportNet users in your
company. This is an especially
useful tool when a company has
operations at several locations.

SupportNet Contract Lets You View Tickets Submitted by Anyone in Your Company.
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SupportNet levels and features at a glance
SupportNet SupportNet Plus SupportNet Contract

Feature
Search Frequently Asked Questions
Submit questions to our technical support staff
Receive e-mail responses to your support tickets
View your personal ticket database
Access to introductory eLearning modules
Download manuals and specification sheets
Access to advanced eLearning modules
Receive notification of new firmware / software updates
View company’s support tickets (all tickets for the user’s
company)
Access to new OpenBSI suite releases

Let SupportNet
Work for You
Using SupportNet is easy. To
sign up for either standard
SupportNet, SupportNet
Express, or SupportNet Contract,
contact your Emerson Process
Management sales office. For the
office nearest you, call toll free
1-800-807-0730 (U.S. & Canada)
for ROC/FloBoss support, 1-800395-5497 (US & Canada) for Bristol
support or visit us on the web at
www.emersonprocess.com/remote.
Once you’ve signed up, you
can start enjoying the benefits
immediately. And you can
upgrade from standard SupportNet
to SupportNet Plus or
SupportNet Contract at any time
by simply contacting your
Sales Representative.

SupportNet Gives You Access to Training Through eLearning Modules.

Find us around the corner or around the world
For a complete list of locations please visit us at www.EmersonProcess.com/Remote
Global Headquarters
Emerson Process Management
Remote Automation Solutions
6005 Rogerdale Road
Houston, TX, USA 77072
T +1 281 879 2699
F +1 281 988 4445
www.EmersonProcess.com/Remote

Europe
Emerson Process Management
Remote Automation Solutions
Unit 8, Waterfront Business Park
Dudley Road, Brierley Hill
Dudley, UK DY5 1LX
T +44 1384 487200
F +44 1384 487258

North America and Latin America
Emerson Process Management
Remote Automation Solutions
6005 Rogerdale Road
Houston, TX, USA 77072
T +1 281 879 2699
F +1 281 988 4445
© 2004-2014 Remote Automation Solutions, a business unit of Emerson Process Management. All rights reserved.
Emerson Process Management Ltd, Remote Automation Solutions (UK), is a wholly owned subsidiary of Emerson Electric Co. doing business
as Remote Automation Solutions, a business unit of Emerson Process Management. FloBoss, ROCLINK, ControlWave, Helicoid, and
OpenEnterprise are trademarks of Remote Automation Solutions. AMS, PlantWeb, and the PlantWeb logo are marks of Emerson Electric Co.
The Emerson logo is a trademark and service mark of the Emerson Electric Co. All other marks are property of their respective owners.
The contents of this publication are presented for informational purposes only. While every effort has been made to ensure informational
accuracy, they are not to be construed as warranties or guarantees, express or implied, regarding the products or services described herein
or their use or applicability. Remote Automation Solutions reserves the right to modify or improve the designs or specifications of such
products at any time without notice. All sales are governed by Remote Automation Solutions’ terms and conditions which are available
upon request. Remote Automation Solutions does not assume responsibility for the selection, use or maintenance of any product.
Responsibility for proper selection, use and maintenance of any Remote Automation Solutions product remains solely with the purchaser
and end-user.

D351488X012 / Printed in USA / 04-14

Middle East and Africa
Emerson Process Management
Remote Automation Solutions
Emerson FZE
PO Box 17033
Jebel Ali Free Zone - South 2
Dubai, UAE
T +971 4 8118100
F +1 281 988 4445

Asia Pacific
Emerson Process Management
Remote Automation Solutions
1 Pandan Crescent
Singapore 128461
T +65 6777 8211
F +65 6777 0947

