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This document has instructions on how to Log In to Request Tracker (RT) through iSupport, Change 
Your Password, Create an RT ticket and how to Check your ticket when there are comments or questions 
about it. 
 
Logging in to iSupport 
 
Step 1: Go to the support portal by typing the URL: http://isupport.yourcompany.com in your 
browser’s address bar. (For example - http://isupport.widgetfactory.com) 
 
 

 
 
Step 2: Click on the “Request Tracker” link to go to the Request Tracker login page.  
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Step 3: Log in using your  regular company email address (ie., jennblack@widgetfactory.com) and the 
password you were given for RT. You will change this password the first time you log in. 
 

 
 
 
Request Tracker Home page 
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Changing your Password 
 
The first time you log in you will use the temporary password that you were given. You should 
immediately change this password to one of your own. 
 
Step 1: In the menu on the left, or on the top right side of the screen, you’ll find a link to Preferences. 
Click either link. 
 
 

 
 
Step 2: You will see the Change password area with a box to type in your New Password and a second 
box Confirm, to re-type that same password. After you have entered in your password in both boxes, be 
sure to click on the Save Changes button. 
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Creating a new ticket. 
 
Step 1: Click on the “New ticket” link in the left menu to create a new ticket. The Queue will be labeled 
“Default” or it will have your Company’s name listed. Your email address will appear as the Requestor. 
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Step 2: Enter the required information. Be sure to choose the appropriate Ticket Type and an appropriate 
“Severity” for what you are reporting.  Be sure to click the “Create ticket” button – otherwise your entry 
will be lost. Subsequently, you will be able to come back to this same ticket and track its progress. 
Finally, click “Create ticket” otherwise your ticket won’t be saved. 
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Checking your ticket. 
 
After you submit a ticket you will receive an email from RT. It will show the information in your ticket. 
You will get another email when a technician works on your ticket and makes comments or asks you 
more questions. If you need to reply, click on the blue link in the email (circled in red below). Don’t be 
tempted to reply to the email directly (it will go nowhere). That link will take you directly to your ticket. 
 

 
 
Replying to a ticket. 
 
Step 1) Go to your ticket(s) in RT (either by clicking on the link in your email or navigating there through 
your company’s isupport portal – see Logging in). 
 
Step 2) Open the ticket by clicking on it’s number or subject. 
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Step 3) You’ll see details about the ticket listed. Click Reply. 
 

 
 
Step 4) Add your message and be sure to click Submit at the bottom right. 
 

 


