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Empower Contact 

Management

A Guide for Support Authorizers



Empower Contact Management
Who Can Manage Empower Contacts?

• The customer is the only responsible for administering the contacts in their organization in the Software GmbH’s Support 

Portal, maintaining the proper and updated list of users with their corresponding access level.

• There are 2 ways for customers to carry out the contact administration:

− Support Authorizers assigned by the customer, who have the capacity and responsibility for administering the contacts 

for their organization. This is maintaining the contact list and actively deactivate any contacts no longer in the 

organization or who no longer require access or updating the access level when needed.

Customers with an active maintenance contract can designate one or more Support Authorizers for Empower

If you would like to designate a Support Authorizer for your organization or find out who your Support Authorizers are, 

contact empower@softwareag.com

− Customer not having any Support Authorizer designated can send a request to empower@sofwareag.com to make 

changes in their contacts.

▪ This document describes “How” Support Authorizers can administer the contacts in their organization.
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Empower Access Roles
Description of the different access roles
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STEP 1: Launch Incident Management Portal
To Administer Contacts, first launch the Incident Management Portal 
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To administer 

contacts, first launch 

Incident 

Management Portal 

via the “Contact 

Support” “Incident 

Management Portal” 

link



STEP 2: Launch the Contact Management Tool
[RESTRICTED TO SUPPORT AUTHORIZERS] 
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Click the “Contact 

Management” Link



STEP 3: Manage Contacts & External Contractor
Choose a Contact Management Function (Create/Edit Contact or Add/Remove External Contractor)
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Click the “Create 

Contact” link to 

add a new contact 

from your site

Click the “Edit 

Contact” link to Edit 

an existing Contact 

from your site

Click the “Add External 

Contractor” link to 

add an external 

contact

Click the “Remove 

External Contractor” 

link to remove an 

external contact



STEP 3a: Manage Contacts
Create an Empower Contact from your site
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1. Enter the contact 

information. (Name 

and email are required)

2. Select an 

Empower access 

level

4. Click “Save” to 

create the contact3. Select a Region 

(optional) 

5. View the 

status of the 

Contact 

creation in 

“Requests”



STEP 3a: Manage Contacts
Edit an Empower Contact from your site
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1. Make the 

desired changes 

and click “Save”

 

2. View the status of 

the contact changes 

by clicking on 

“Requests”



STEP 3b: Manage External Contractor
Add an External Contractor
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Click “Create New 

Contact” if the 

contractor doesn’t 

already have an 

Empower Id to login to 

the incident 

Management Portal

Click “Use Existing Contact” if 

the contractor already has an 

Empower Id to login to the 

Incident Management Portal



STEP 3b: Manage External Contractor
Add an External Contractor – “Create New Contact”
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1. Enter the contact 

information (name and email 

are required), and click 

“Save”

2. View the status of 

the contact changes 

by clicking on 

“Requests”



STEP 3b: Manage External Contractor
Add an External Contractor – “Use Existing Contact”
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1. Enter the external 

contractor’s email address 

(Empower Id), and click “Save”

2. View the status of 

the external contractor 

addition by clicking on 

“Requests”



STEP 3b: Manage External Contractor
Remove an External Contractor
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1. Enter the external 

contractor to be 

removed and click 

“Save”

2. View the status of the 

External Contractor 

removal by clicking on 

“Requests”



Contact Management Notes
Important highlights about Contact Management

• Customers with an active maintenance contract can designate one or more Support Authorizers for Empower.

• If you would like to designate a Support Authorizer for your organization, contact empower@softwareag.com.

• Empower Contacts and their access roles are listed in the Contact drop-down when selecting "Edit Contact" in the Contact 

Management Tool. Please email empower@softwareag.com to request a printable list of your account's Empower users.

• Newly added Basic Users, Authorized Technical Contacts, Support Authorizers, and External contractors will gain access to Empower 

and receive an email with their credentials.

• Group/shared email aliases, generic emails, and public email domains (e.g. @gmail.com) are not permitted.

• External contractors must accept your request to add them to your site before the process to add them completes and they receive a 

Welcome email.

• To deactivate an existing Empower contact, change their Empower access role to "Deactivated".

• Please maintain your contact list and actively deactivate any contacts no longer with your organization or who no longer require 

access. 

• Individuals requesting Empower access will be referred to their company’s Support Authorizer.

• If you are unable to add ATCs or Support Authorizers for your organization due to the ATC limit (ATCs + Support Authorizers), you 

must demote a contact to “Basic Access” or “Deactivated” to free up room.
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