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Introduction and Getting Started 
Introduction to the Commerce Portal 
The Commerce Portal is Rockwell Automation’s online platform for purchasing, managing, and activating 
software. With full visibility and control, it simplifies your software lifecycle. 

 

Key Benefits of the Commerce Portal 
Purchasing software through the Commerce Portal gives you one place to buy, manage, upgrade, 
and renew Rockwell Automation software. Key benefits include: 

• Download, install, and activate software directly on your computer or for designated users. 

• Direct link to myRockwellAutomation to view all software licenses and who they are assigned to. 

• Easily update or modify your software package at renewal. 

• Flexible contract terms and billing options. 

• Automatic renewal for convenience. 

 

Getting Started with the Commerce Portal: Before You Begin 
1. You must register with the Rockwell Automation Knowledgebase and have a valid, primary 

Business Partner ID (BPID). 

 

NOTE:  To create a Knowledgebase account go to 
https://support.rockwellautomation.com/ - select Sign In and 
then click the hyperlink to create an account 

 

2. Accept the supplemental Software and Cloud Service Agreement (SCSA) before your order is 
fulfilled. For Simple Checkout, the SCSA must have been accepted during checkout on a previous 
order. 

3. You can buy through a local distributor or directly from Rockwell Automation, with an option for a 
hands-off purchase process. 

4. All new purchases include maintenance and support for the first term. Renew via the 120-day 
email or the portal. 

5. Software cannot be split into separate serial numbers; quantities are combined into one serial 
number with multiple installs. 

6. Ownership of software and maintenance contracts can be transferred via the portal.  

7. Activation license transfers are done via Manage Licenses in myRockwellAutomation. 

  

https://support.rockwellautomation.com/
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Roles and Responsibilities 
Understanding Portal Roles 
Access to the Commerce Portal is available to all Rockwell Automation customers, distributors, and 
employees.  The portal works differently for each user type, and available functions depend on your role.   

Customer Role Overview 
There are three role types that can be assigned to customers accessing the Commerce Portal.  All roles 
allow access to the Commerce Portal to view products and create quotes. 

1. Contract Owner (aka: Assigned Owner or License Manager) 
The License Manager role in myRockwellAutomation is a restricted role that provides 
elevated access for managing software licenses. This role is automatically granted to users who 
previously held the Contract Manager or Software Librarian roles in the Commerce 
Portal system. These users are migrated and assigned to the License Manager role by 
default, so they do not need to request it manually. If you need to request the License 
Manager role in myRockwellAutomation, please contact your Rockwell Automation or 
Distributor representative. 
 
• An owner is anyone who creates or receives a quote. Owners can place orders, add company co-

owners, or transfer contracts to another business (if an OEM or Systems Integrator). 
• Owners receive a Welcome Kit email with download and license details and are automatically set up 

as software users. 
• Owners can allocate activation licenses to users via Manage Licenses via the link to 

myRockwellAutomation. 
• Can view all activation licenses associated with their locations, including details such as activation 

status, how many licenses are in use, serial numbers, and product keys. 
• Will receive renewal notification emails when their contract is within 120 days of expiration and can 

manually renew a contract. 
 

2. Software User Role 
This is the default user on the Commerce Portal and on myRockwellAutomation; primary users of the 
software. 

• Users can download and activate licenses that are assigned to them by a contract owner. 
• Users can view all activation licenses associated with their locations. 
• Users receive activation and download details via Welcome Kit emails. 
• If you are an OEM or System Integrator, you can assign licenses to your end customers. 

 

3. Software Administrator Role 
Assigning an administrator is best practice for managing software licenses and users, with optional 
renewal notifications.  Software administrators can access all contract activities in their region, while 
enterprise administrators oversee multiple regions.  Owners can create these roles via the View Users 
page in My Subscriptions or by submitting a ticket in the Commerce Portal Help & Support, requesting 
user addition as a Software Administrator or Software Enterprise Administrator.  
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Distributor Role Overview 
Distributors can create and assign quotes to customers in the Commerce Portal as well as assign and 
transfer contracts on behalf of a customer. 
 

Software Options 
Software Offerings 
Rockwell Automation offers flexible subscription-based licenses as well as the traditional 
perpetual software licenses for most products. 
 
Subscription and Software as a Service (SaaS) software  
• The Subscription option provides flexibility to upgrade and change your licenses over time as 

needed.   
• The cost of the subscription includes maintenance and technical support and is renewed annually.   
• You have both the license and maintenance and support for the term of the contract. The 

maintenance & support includes technical assistance (per the agreed service level) and access to all 

software updates, including major and minor releases.   
• At renewal, you have the option of modifying your contract and licenses as needed.  
• 8x5 support is the default support level but can be upgraded to 24x7.  
• SaaS is a cloud-based delivery model for certain subscription products  

 
Perpetual software with maintenance  
• The Perpetual with Maintenance option is a one-time cost for the software license and includes 1st 

year maintenance and technical support (annual cost).   
• You will retain ownership of the software license indefinitely. However, to continue receiving support, 

you must renew the software maintenance & support contract annually. The maintenance & support 

includes technical assistance (per the agreed service level) and access to all software updates, including 

major and minor releases.  
• 8x5 support is the default support level but can be downgraded to self-assist or upgraded to 24x7.  

  
TechConnect  
• Site-based support for perpetual software purchased pre-portal.  
• TechConnect offers tiered service levels:  

o Self-Assist: Access to Knowledgebase and online resources.  

o Product Support: Real-time phone and remote troubleshooting for hardware/software.  

o System Support: Broader coverage for integrated systems.  

o Application Support: Dedicated engineers for key applications.  
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Support Levels 
Self-Assist (available with perpetual software only): 
• Software updates - download updates and replacements, set alerts for new releases, firmware, 

drivers, and tools. 
• Knowledgebase access - Search the Knowledgebase for answers to your questions, interact with 

peers through forums, bookmark information, request notifications of upgrades and chat with 
Rockwell Automation engineers. 

• Submit a Question – ask a question through the online support center and receive a response within 
one business day. 

• Email support - ability to contact technical support by submitting a question. 
 
8x5 Phone Support (Monday-Friday support in local time zone)  
• Includes all the self-assist options and additionally provides chat and phone support with Rockwell 

Automation Engineers.  
• Available in 20 languages. 

 
24x7 Phone Support (Round-the-clock coverage, including weekends and holidays) 
• Includes all the 8x5 Phone Support options extended to 24x7 coverage. 
 

Agreement Term of the Contract 
Options for the term of the contract: 

• Agreement Term 
o Contract Anniversary – contract term will align with your current Anniversary Date linked to your 

account (shown in the address section). 
o 1 to 5 years – contract term will start on the selected Start Date and end 1 to 5 years after 

depending on the selection made. 
• Align with a previous order 

o If selected, a list of previous orders will appear and any of them can be selected to align the End 
Date. 

Billing Options 
The frequency of the invoice.  All invoices are generated on the Start Date selected or on the order 
confirmation date of the order is processed after the Start Date. 

• Annual Billing – annual invoices for orders more than 365 days  
• Quarterly Billing – quarterly invoices for the term of the order 
• Single Billing – one invoice for the full amount of the order 
• Bi-Annual Billing – invoices every 6 months for the term of the order 
• Monthly Billing – monthly invoices for the term of the order 
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Access and Navigation 
How to Log In 

1. Go to the Commerce Portal: https://commerce.rockwellautomation.com/. 
 

2. Click LOGIN, enter your Rockwell Automation Knowledgebase credentials or click FIRST TIME 
USER to create a new account.  Once your account is created, you can log in to place an order or 
submit a quote.  If you have a quote that has been assigned to you before you have created a login 
for the Rockwell Automation Knowledgebase, your account will be synchronized when your login 
is created, and you will be able to view your quotes in My Subscription. 

 

 

 

 

 

 

 

 

 

 

 

 

https://commerce.rockwellautomation.com/
https://rockwellautomation.custhelp.com/
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Navigating the Commerce Portal 
This section covers the menus and Transaction Settings in the Commerce Portal. 

 

Transaction Settings 
The Transaction Settings allows order settings to be changed.  The following items can be changed: 

• Language – what language the text on the screen appears in 
• Country of Transaction – the country location of the Shipping Address 
• Shipping Address – the location that the software will ship to 

NOTE: Entering the correct Business Partner ID (BPID) wherever able, rather than manually inputting 
company and address details, ensures greater accuracy and helps minimize delays in order 
processing. 

• Billing Address – for direct orders, the location that the invoice will be sent to 

NOTE: Always select BILLING ADDRESS IS THE SAME AS SHIPPING ADDRESS for purchased 
through distributor orders, as the Distributor will receive the invoice. 

 
 

NOTE:  If the following message appears when the BILLING ADDRESS is selected for a direct order – 
you must click the link to submit a request to have your BPID upgraded to a direct Sold-To: 
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• Billing Option – See Billing Options 
• Complete Transaction Through Distributor 

Checkbox – determines if the order will process 
through distribution or direct 

o Check the COMPLETE TRANSACTION 
THROUGH DISTRIBUTOR box to purchase 
through your local distributor and to populate 
the DISTRIBUTOR selection list. 

o If you want to place your order directly, 
uncheck the box and NO DISTRIBUTOR will 
populate in the Distributor field 

• Distributor – Provides a list of local distributors 
o This will default to your local distributor, if 

needed, select an alternate 
o If placing your order direct, NO DISTRIBUTOR 

should be selected 
• Agreement Terms – See Agreement Term of the 

Contract 
• Available Pricing Conditions (aka: Agreements) – 

any available agreements will be listed 
o If agreements appear, select the appropriate 

agreement for the order 

 

Commerce Portal Menus 
Home 
Clicking the Home button on any screen will bring you back to the Products page. 

Products 
The Products page lists the software brands available for purchase. Once you select a brand, the 
Commerce Portal will display the specific software offerings, additional technical support options, add-
on products options and any recommended 
products if applicable. 
 
Alternatively, you can search for a product simply by typing the catalog numbers directly into the search 
bar for a quick look up. 
 
See additional information and screenshots in Choosing a Software Package 
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My Subscriptions 
The My Subscriptions page allows you to view and manage your accounts, 
contracts, and 
licenses.  Here you will have access to a variety of actions you can take on your 
quotes and contracts, including: 
 
• buying and downloading software 
• upgrading, or purchasing additional licenses 
• renewing contracts 
• transferring your contract 
• viewing your order status 
 
Use the advanced search and filtering options to locate contracts based on serial 
numbers, POs, project tags, and a wide variety of other factors. Save can be saved 
for quick and easy reuse. 
 
Manage Quote & Contract: 

 
1. Filter By Type: Select the appropriate option: 

▪ My Quotes & Contracts - allows you to see the quotes and contracts that only you are 
the owner of. 

▪ My Company Quotes & Contracts - allows you to see the quotes and contracts of 
your entire company if you have Software Administrator privileges. 

2. Select the search by option: 
• Contract Number • Serial Number 
• Customer PO Number • Assigned User 
• Catalog Number • Assigned Owner 
• Brand • Distributor PO 
• Software Part Number • Tags 

3. Filters: Apply any additional filters to assist in the search. 
 

NOTE: Partial searches and multiple searches are supported by separating search criteria with commas. 
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Manage Licenses:  This will redirect you to myRockwellAutomation.  For additional information on how to 
manage licenses go to:  Rockwell Automation Tech Support / Knowledgebase (ID: QA78694 - Manage 
License - How to Assign a License) 

 

Manage Software Access: Software Owner will use this to approve or deny software access requests 
submitted by Software Users. 

 

 

Request Software Access: Software User can request access to specific software: 

 

 

 

 

 

 

https://www.rockwellautomation.com/en-us/my/home.html
https://support.rockwellautomation.com/
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View Addresses: Contract owners can set up email notifications on activities related to their contracts. 
They also have the option to opt out of receiving renewal email notifications.  

 
 

View Users: Will display people who have been assigned contracts located in the same business 
location. Only the Contract Owner can view the users or change the role of users that appear in the list.   

 
To add additional people to this View Users page and/or assign them roles, contact the Software 
Webmaster team by submitting a ticket request via the Incident Management and Ticketing page via the 
Help & Support menu.  
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My Orders 
This page shows a history of all your past orders and quotations you have generated. Clicking on the 
Order Number link will open the order details.  

 

 

Help & Support 
The Help & Support menu provides links to several video tutorials, answers the most common questions, 
and enables you to submit inquiries directly to Rockwell Automation support teams. 

 
 

1. Video Tutorials: watch “how-to” videos related to common Commerce Portal actions. 
2. FAQ: get answers to Frequently Asked Questions. 
3. Submit a Question: Fill out the form to send a request to the appropriate Rockwell 

Automation support team. See Submitting Questions and Managing Incidents for 
additional information. 
 



 

15 
 

My Tickets 
When you click on My Tickets, a new window for the Rockwell Automation customer support page will 
open. Here you have the option to see active Service Tickets for your account. 

 
 

Temporary Activations 
For OEMs, System Integrators, and Distributors only – if you need assistance, go to Knowledgebase for 
details.   

My Cart 
My Cart breaks the cost down into annual cost and one-time costs for any products that have been added 
to the cart.   
• Annual costs include subscription licenses and maintenance and support costs to stay in support. 

These items are then renewed at the end of the contract term.   
• One-time costs apply to perpetual software. Since the software is a one-time buy, you will own the 

license forever.  Software maintenance & support for the perpetual license is an annual cost that 
needs to be renewed yearly to stay in support. 

 
See additional information and screenshots in Cart Checkout 

 

Managing Your Subscriptions 
Use the My Subscriptions – Manage Quotes & Contracts page to view and manage your quotes and 
contracts.  

The Actions adjacent to each contract present the available options for every quote or contract. The left 
expansion arrow enables users to access further order details, including product catalog, quantity, and 
purchasing actions, where applicable, on active orders. 

Action options depend on your contract's status. Click the Contract Status to access the Order Status 
Tracker and check its progress; completed stages show red checked circles. 

• There are 5 stages for a Purchase Through Distributor transaction. 
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• There are 4 stages for a Customer Direct transaction. 

 

 

Contract Status Information: 
STATUS 
DESCRIPTION 

DESCRIPTION ACTIONS 
AVAILABLE 

Quote This status means the contract is at the quote stage and ready for 
customer checkout. 

Checkout 
Requote 
View PDF 
Delete 
Assign Quote 
Assign Contract 

Assigned This status means the quote has been sent to the customer by 
email for review and is awaiting them to submit to order. 

Checkout 
Requote 
View PDF 
Delete 
Assign Quote 
Assign Contract 

Approved This status applies only to Purchase through Distribution 
transactions. After a customer submits a quote for checkout, the 
order becomes Approved and the local distributor is notified by 
email. When the distributor enters their PO into the Commerce 
Portal, the status changes to Submitted and is then 
automatically routed to Active. No further action is required from 
either the customer or distributor once both POs are entered. 

View Owners 
Assign Contract 

Submitted This status means the order was submitted via purchase orders 
in the Commerce Portal and is being processed by Rockwell 
Automation. The next stage is Active. 

View Owners 
Assign Contract 
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Active This status shows that the contract is now active. Owner and 
User Welcome Kit emails are scheduled to be sent on the 
agreement start date to owners and users with assigned 
licenses. Owners may assign software user licenses through the 
Manage Licenses page.   
 
 
NOTE: Renew is available 120 days before expiration 

Buy More 
Assign Contract 
Auto-Renew 
Auto-Approve 
Users 
View Owners 
Download 
Activation 
Certificates 
Upgrade 
Renew 

On Hold This status means the order has been submitted and is currently 
On Hold. It is under review by the website support team for 
approval. The customer will be informed if additional action is 
necessary. 

View Owners 

Expired This status means the contract has expired. To renew, select Buy 
More or choose Renew in the Products window. 

Buy More 
Renew 
Reinstate 

Cancelled This status shows that the contract has been canceled. The 
owner may purchase this product under a new contract by 
selecting the Buy More option.  
 
NOTE: Cancelled on a quote indicates the pricing has been 
cancelled and is no longer valid. 

Assign Contract 
View Owners 
Requote 

Contract Actions information: 
ACTIONS USE TO: 
Checkout Submit a quote for order processing 
Requote Adjust quantity, special pricing agreement selection or to add additional 

products to a quote 
View PDF Display a PDF file of the quote for print, email or other forms of viewing 
Delete Removes the quote from the Commerce Portal 
Assign Quote Assign a new owner for the quote 
View Owners View the owners assigned to the quotes or contracts 
Assign Contract Assign a new owner of the contract 
Buy More Add additional licenses to your active contract. In some instances, a new 

contract is created as in the case of Toolkits 
Upgrade Upgrade the support the level or applicable product options 
Renew Manually renew your contract 
Auto-Renew Enable or Disable automatic renewal 
Auto-Approve Users Automatically approve software users assigned to Manage Licenses 
Download Navigates to the software download page 
Activation Certificates View license and activation information and activation links 
Reinstate Restore an expired contract, which may be subject to back-dating rules 
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Quoting and Ordering 
Overview of Software Quotes and Orders 

 

Order Flow Types 
Purchase through Distribution (PTD): A quote is generated, a local distributor is selected, and the order 
is submitted. The distributor then receives the order for processing. 

Customer Direct: This option is for customers who have an existing, direct Sold-To account. Orders 
are submitted directly to Rockwell Automation. The process requires a Sold-To business partner ID 
(BPID), customer purchase order number and purchase order document (attach your PO). 

Simple Order flow: 
Distributors generate quotes with both customer purchase order and distributor purchase order, assign 
them via the Commerce Portal, and the order auto-submits after about 15 minutes. Customers must 
have already accepted the SCSA. 
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Purchase Through Distribution Process Quick Steps 
 

1. If needed, make any 

additional changes to 

TRANSACTION SETTINGS. 

2. Enter your CUSTOMER PO 

number – (recommended). 

3. Review and confirm the 

CONTRACT DETAILS and 

ORDER SUMMARY. 

NOTE: If anything is incorrect – 

correct it or have it corrected before 

submitting the order. 

4. Check the PURCHASE 

THROUGH DISTRIBUTOR 

acknowledgement checkbox. 

5. Check the SOFTWARE 

AGREEMENT 

acknowledgement checkbox. 

6. Click GENERATE QUOTE or 

SUBMIT ORDER. 
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Direct Customer Process Quick Steps 
 

1. If needed, make any additional 

changes to TRANSACTION 

SETTINGS. 

2. Enter your CUSTOMER PO 

number (REQUIRED). 

3. ATTACH YOUR PO document 

(REQUIRED). 

4. Review and confirm the 

CONTRACT DETAILS and 

ORDER SUMMARY. 

NOTE: If anything is incorrect – 

correct it or have it corrected 

before submitting the order. 

5. Check the SOFTWARE 

AGREEMENT 

acknowledgement checkbox. 

6. Click GENERATE QUOTE or 

SUBMIT ORDER. 

 

 

 

 

 

 

 

 

 

 

 

Simple Checkout Process 
1. Work with your local distributor and they will take the steps to generate and submit the order.  See 

Order Flow Types Explained. 
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OEM and SI Contract Management Options 
Please review the following key points to facilitate a seamless transaction: 

• Either you or your distributor may generate a quote for the desired software within the Commerce 
Portal. 

• Upon purchase, the Commerce Portal assigns the contract to you as the initial owner; assignment is 
not made to the end user at this stage. 

• To complete your order, select the "Complete Order" button found in your Order Request email. 
Repeat customers who have previously transacted through the Commerce Portal are not required to 
take further action. An email confirmation will be sent to confirm that your order has been placed. 

Following the initial acquisition of software licenses, you have these options to manage your software 

contract: 

• Maintain Contract: Purchase software and maintenance, assign end user licenses, and remain 
contract owner—receiving renewal notices. 

• Assign and Transfer: Buy software and maintenance, then transfer contract ownership to the end 
user at the renewal start date. You lose contract access and renewal notifications after transfer. 

NOTE: Rockwell Automation understands you need time to get software up and running on PC/HMI 
equipment. Therefore, FactoryTalk® View runtime software activations have a pre-contract start date 
“grace period” of 90 days. Therefore, ninety (90) days before the contract start date, owner Welcome Kit 
emails with FactoryTalk® View runtime software download and activation links are sent to owners. 
 
Example: If June 1st is the start date in the Commerce Portal for a FactoryTalk® View runtime software, 
the download and activation will be available 90 days earlier, on March 1st. The support and invoice are 
aligned with the agreement date of June 1st. 

 
How to Create a New Software Quote and Order 
Configuring Transaction Settings 
• See Transaction Settings 

Selecting Your Software 
 

1. On the PRODUCTS page, type the desired catalog directly into the field located at the top right of 
the screen and click the 
CART icon and then 
proceed to the Cart 
Checkout steps. 

- OR -  

Choose the software 
brand you want to 
purchase by clicking the 
CONTINUE button after the brand description and then proceed to Step 2. 
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2. Select the type of software package you want to 
purchase, optional add-ons, customizations, 
quantity and recommended products then click 
ADD TO CART. 

NOTE: Click the link within the product description for 
additional information on the product. 

  
 
 
 
 
 
 
 

NOTE: Select Support Upgrade; Media 
(if required) and any Add-On products 
when selecting your software, if 
available.  Not all offerings have add-
on products to choose from. 

   

NOTE: Change the quantity, if needed, to the number of installs required.  
Software cannot be split into separate serial numbers; quantities are 
combined into one serial number with multiple installs. 

  

NOTE: Select any Recommended Products 
when selecting your software, if available.  
Not all offerings have recommended 
products to choose from. 

 
 
 

3. Select CHECKOUT or CONTINUE 
SHOPPING to add additional products to your cart 
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Cart Checkout 
1. Review your CART to validate 

product, quantity and pricing are as 
expected then: 

a. Click CONTINUE 
SHOPPING to add 
additional products. 

b. Click EMPTY CART to start 
over. 

c. Click CHECKOUT to go to 
the checkout page. 

NOTE: If pricing in Your Cart does not match what you are expecting, check your Transaction Settings to 
see if any expected agreements should be selected. If a distributor created the quote, check and apply 
the same agreement number as the one the distributor applied to the quote. 

Completing Your Checkout 
Checkout Page 
• Edit option – Shipping Address, Billing Address and Contract Details can be edited.  Clicking EDIT on 

any of the three sections will bring you to the Transaction Settings where you can make any required 
changes. 

• Customer PO (Recommended) – enter your purchase order number. 
• Attach Your PO button – click here to upload your purchase order document. 

NOTE: Customer PO number and document attachment are required for Customer Direct orders and 
are recommended for Purchase Through Distribution orders. 

• Special Instructions – enter any notes that you would like your distributor or Rockwell Automation to 
see. 

NOTE: When placing a Direct order or submitting an order based on a distributor-generated quote, 
the order may be processed automatically without displaying Special Instructions. If you have 
specific requirements, it is advisable to coordinate with your distributor or Rockwell Automation 
Sales prior to submitting the order. 

• Promo Code – select if you have a promo code to add.  A box will appear 
where you will need to enter your promo code and then click the Apply 
button. 

 
• Please convert my cart total from the local 

currency to *** - if your account is set-up for multi-
currency transactions, this checkbox will allow you 
to change between your local currency and the other 
transaction currency you are set-up to select. 
 
 



 

24 
 

• Purchase Through Distributor checkbox – this box is required to be checked for through distributor 
orders to confirm your understanding that all pricing is suggested and does not guarantee 
acceptance by the distributor. 

• Software Agreement checkbox – this box is required to be checked for all orders to confirm the 
SOFTWARE AGREEMENT (Software and Cloud Services Agreement - SCSA) has been read and 
agreed to. 

• Generate Quote button – this allows a quote to be generated without placing an order. 
• Submit Order button – this submits the order to either the distributor or Rockwell Automation. 
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Net New Software Quote Validity and Pricing 

• Pricing Validity (90 Days): 
When you receive a software quote, the price listed is guaranteed for the first 90 days after quote 
creation. If you place your order within this period, you will pay the quoted price. 

• Quote Validity (180 Days): 
The quote itself remains valid for up to 180 days, meaning you can still use it to place an order during 
this time. However, after the initial 90 days, the price may change. 

• What Happens After 90 Days? 
If you submit your order after the 90-day pricing window but before the 180-day quote expiration, your 
order will be subject to the current pricing at the time of submission. This means the price could be 
higher or lower than what was originally quoted, depending on any updates to pricing. Orders placed 
after 90 days from quote create date do not qualify for credit based on the original quote. 

• After 180 Days: 
If you haven’t placed your order within 180 days, the quote expires. You’ll need to request a re-quote. 
 

NOTE: Orders submitted more than 180 days after the quote date cannot be processed by Rockwell 
Automation; they will notify you of expiration and require a requote before purchase. 

Confirming and Assigning Quotes 
Once your quote has been generated, you will receive a quote 
confirmation and a confirmation email with an attached quote 
and bill of materials in a .pdf document. 

The quote confirmation and email include links to complete 
checkout and an option to assign the quote to a different 
owner. The new owner can check out, access software 
downloads and activations, and receive renewal notifications. 

       

 

 

 

 

 

 

 

 

 

NOTE: Distributors will use the Assign Quote function to assign Commerce Portal quotes they create to 
their end customers. 
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Assigning a Quote 
 

1. Click ASSIGN A QUOTE OWNER directly 
from either the Commerce Portal or 
email confirmation, or use the Assign 
Contract action in My Subscriptions, to 
assign the quote to the individual who 
will be the new contract owner.   

2. Enter the person’s email address. 
3. Click the ASSIGN button. 
4. Click on YES to confirm that you want to 

send the email.   
 
 
 
 
 
The new owner will receive an email once the quote has 
been assigned to them.  The new owner can click Check Out 
Now to submit an order request.  
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How to Submit an Order from an Assigned Owner Email 
If your distributor has created a quote for you and does not have your 
purchase order entered in the quotation, or if this is your first order 
request transaction in the Commerce Portal, you will need to take steps 
to complete the order request from your Assigned Owner email like the 
one shown here. 
 
This email will provide you with two options for submitting your order: 
 

- Checkout Online - Navigates you into the Commerce Portal to 
review your order and complete the checkout, this includes 
entering your PO. 
 

- Initiate Manual Checkout - Provides a method to check out 
your order without logging into the Commerce Portal. 

 
 
 
 
 

Order Submission and Acknowledgement 
Checkout Online 
Clicking this link in the email will take you to the 
Commerce Portal Checkout page.  To complete the 
checkout and submit your order, you will need to: 
 

1. Click the Check Out Now. 
 

2. Enter your PO number (and attach your PO if a 
direct order). 
 
 

3. Check the acknowledgement boxes at the 
bottom of the screen. 
 

4. Click Submit Order. 
 

To modify your order and make any changes, click the 
Requote action located at the top left of the page. Edit 
Transaction Settings on the requote, if needed. 
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Initiate Manual Checkout 
Manual checkout is available as an alternative to the standard online order submission process. 
However, we strongly recommend using the Commerce Portal’s online checkout whenever 
possible. Manual checkout does not require the quote or contract owner to log in, but it introduces 
several disadvantages: 
 
• Significant Delays: Manual checkout adds extra time to order processing and fulfillment. Customers 

must wait to be contacted by Rockwell Automation via email to provide required purchase order 
information, which can result in extended turnaround times. 

• Reduced Visibility and Control: You will not have immediate access to order status, tracking, or the 
ability to make real-time changes, as you would through the Commerce Portal. 

• Potential for Errors: Communicating order details outside the portal increases the risk of 
miscommunication or missing information, which may further delay your order. 

 
NOTE:  For the fastest, most reliable experience, please use the Commerce Portal’s online 
checkout process. Manual checkout should only be used if you are unable to access the portal or 
have no other option 
 

Customer Order Acknowledgement 
Once you have completed the checkout, you will receive an email with the 
order confirmation.   
 

NOTE: If you are purchasing through a distributor, please send a copy of your 
purchase order to them to complete the order process.   

 
 
 
 
 
 
 
 
 
 
 
 

Purchasing Additional Licenses and Upgrades 
While the contract is Active, the owner can add additional licenses using the Buy More action or add 
upgrades (if available for the product) by selecting the Upgrade action.  
 

Buy More 
• Buy More will amend your contract with the additional licenses you wish to purchase. 
• Clicking this action in the contract on My Subscriptions – Manage Quotes & Contracts will navigate to 

the Cart page where product quantities can be adjusted, and checkout completed.   
• New serial numbers will be created for the additional purchase.   
 

NOTE: Buy-More is not available in the last 151 days of an existing contract. 
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Volume Discounts / Step-In Pricing for Buy More Orders 
The Commerce Portal Provides a cumulative (step-in) volume pricing discount when performing a Buy 
More action on software products with volume discounting. 
 
• To be eligible for Step-In Volume Pricing, both the original and new contracts’ end dates must align. 
• Selecting Buy More will pass the previous volume discount total forward from an existing contract to 

the new order being created. 
• After selecting Buy More and completing a checkout on a new order, the Buy More link will no longer 

be viewable in Manage Subscriptions on the contract.  
• Choose the new contract to perform any additional Buy More actions. 
 

The Commerce Portal will provide indicators that Step-In 
Volume Pricing is applied: 
 
• Items that have volume discounts available will be shown 

with the Information icon on the Checkout page. 
• Cart will display a Volume Discount Applied indicator. 
• Order Summary on the checkout page will have a 

Volume Discount Message . 
 

NOTE:  
• Updates to the end date of the Buy More order will 

invalidate the discounted pricing and may lead to 
the renewal being unaligned. 

• Updates made in Transaction Settings will prompt the user with a blue box message stating that any 
changes related to volume discounting may impact on the ability to consolidate the contract at the 
time of renewal. 

 

Upgrade 
You can add upgraded support or add-ons to your contract later, with costs prorated. Upgrades aren’t 
available for all products—check for the Upgrade option by clicking the down arrow on your contract in 
My Subscriptions – Manage Quotes & Contracts. 

How to Cancel an Order Request 
To cancel a quote or order request for a new contract 
before you receive the Owner Welcome Kit, submit a 
ticket request using Help & Support with the following: 
 

1. Select Category: Order / Contract Processing. 
2. Select sub-category: Cancellation Request. 
3. Make sure to provide the quote or order number 

to cancel and the reason. 
 

NOTE: Once a software order has been processed and invoiced, it cannot be cancelled. This is because 
software orders are considered non-cancellable due to licensing and fulfillment policies. If you need to 
request a cancellation and credit after invoicing, you must do so through the Help & Support menu. 
However, approval for such requests is not guaranteed and will be subject to review. 
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Welcome Kit and Transferring Software Licenses 
Receiving Your Welcome Kit 
Once an order has been completed and submitted, on the agreement 
start date an Owner  
Welcome Kit email with the license and software information is 
generated and sent to the  
Contract Owner. 
 
Users allocated software licenses will receive their own User Welcome 
Kit email with activation and license information on the agreement start 
date, or when they are added to an active contract by the owner. An 
owner will also receive a User Welcome Kit email since they are 
automatically assigned one license. 
 
Owner Welcome Kit email contains: 

• Your contract details: 

o Software product name 
o Serial number 
o Number of licenses 
o Authorization number for technical support 
o Your purchase order number and subscription contract ID 

 
• Includes links to: 

o Download your software 
o Activate your software 
o Manage licenses to allocate software licenses 
o Additional training information 

 
User Welcome Kit email contains: 
 
• Your license details: 

o Software catalog number 
o Contract ID 
o Authorization numbers for technical support 

 
• Includes links to: 

o Download your software 
o Activate your software 
o Additional training information 
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Assigning Contracts and Transferring Licenses 
Assigning Contracts 
Use the Assign Contract action to assign a contract to a new or additional owner within your company for 
management and renewal.  Also, used to transfer a contract and software license to a new owner at a 
different company (effective on the contract’s start date). 
TIP: It is beneficial to transfer the contract and licenses at least 150 days prior to contract expiration to 
ensure the renewal generates to the new contract owner. 
 

Assigning Contracts Within Your Company 
• Select the Assign Contract action from the contract 

you want to assign within My Subscriptions. 
• Enter the new owner's email address 
• Click Assign. 

o The new owner receives an email notification 
and can manage subscriptions and 
renewals. 

o The original owner keeps visibility of the 
contract if the contract was assigned 
within the same company. 

 
 

Transferring a Contract and Software 
License to a Different Company 
To transfer a contract and software license to a different company: 

• Select the Assign Contract action from the contract you want to 
assign within My Subscriptions. 

• Enter the new owner's email address. 
• Check the box to transfer the contract and software license. 
• Use the Address Book to select the customer address. 

o Address is set for both Ship-To and Bill-To. 
o If the Address Book returns “no results found”, use the +ADD 

NEW ADDRESS option to manually enter and add the company 
information for the transfer.  Click Save on the Shipping & 
Billing Address pop-up screen to populate the address into the 
transfer request. 

• Click Assign 
• Confirm the transfer request should be sent by clicking Yes 
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• The new owner is notified and takes over management. 
o The new owner is responsible for contract management and renewal 

notices. 
o You lose visibility to the contract after transfer. 
o License allocations for users remain unchanged.  

 
 
 

Managing Renewals 
This section describes the processes for managing software contract renewals, including automatic and 
manual renewals, merging contracts, and coordinating with distributors. 

Overview of Renewals 
As a software owner or administrator, you will receive renewal notifications when a contract is nearing its 
expiration date. You have two options: 
• Automatic Renewal: Let the contract renew as-is, using your previous purchase order (PO). 
• Manual Renewal: Modify the renewal with a new PO or make other changes. 
 
Perpetual Licenses with Maintenance & Support 
• You own the license (activation), and it does not expire. 
• The maintenance & support contract must be renewed before expiration to avoid:  

o Reinstatement fees from backdating support to the prior expiration date. 
Software Subscriptions 
• Subscriptions should be renewed prior to their expiration to prevent any interruption of service. 
• Subscription renewal includes:  

o License (activation). 
o Maintenance & support contract. 

 

Renewal Notifications 
• Renewal notices include your current contract details and a quote. 
• Notices are emailed via the Commerce Portal. 
• Pricing validity: Renewal quote pricing is valid for 120 days. After that, pricing will show as expired 

and a requote will be necessary. 
• Invoicing:  

o Starts on the new contract’s start date (expiration date + 1 day). 
o If an order is canceled before the start date, no invoice will be issued. 

 

Merging Contracts 
Aligning end dates during purchase or renewal allows contracts to merge at the next renewal, simplifying 
management. 
• The portal defaults to align end dates to a common anniversary date if available. 
• Previously aligned contracts can be merged during renewal. 
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Automatic Renewals 
By default, software subscriptions and perpetual licenses with maintenance are set to Auto-Renew. 
• No action is needed unless you want to:  

o Update your PO. 
o Modify or cancel the contract. 

• If unchanged:  
o Your previous PO will be used to purchase the renewal. 
o Installs, support levels, and part numbers remain the same. 
o No extra administrative work is needed. 

• To renew without a notice:  
o Go to My Subscriptions, select the contract, and click Renew. 

• To change your PO:  
o Use the Modify Renewal link in your quote. 

 
NOTE: If renewing through a distributor, discuss your renewal with them so they can process it efficiently. 

 
Auto-Renewal Timeline 
• 120 Days Before Expiration:  

o Auto-renewal email notice sent. 
o You can modify PO, cancel, or change contract. 

• 90 Days Before Expiration:  
o Renewal order confirmation email sent. 
o If purchasing through distribution:  

• Distributor validates and submits PO.. 
• Distributor renews order with Rockwell Automation 

• Once the order is created:  
o It cannot be modified (PO, activation count, discounts remain as last year). 

 

Manual Renewal 
If you opt out of Auto-Renewal, you must manually renew your contract in Manage Subscriptions. 
• Renewal notices sent at:  

o 120 days, 45 days, and 10 days before expiration. 
• Notices include:  

o Quote attachment. 
o Link to Commerce Portal for renewal. 

Steps to Renew Manually 
1. Go to Manage Subscriptions → Click Renew Contract (available within 120 days of expiration). 
2. Select products to renew. 
3. Optionally merge products with the same end date.. 
4. Click NEXT 
5. Add users:  

o Enter email → Click SUBMIT. 
6. Update license quantity:  

o Enter desired quantity → Click SUBMIT. 
7. Review selections → Click ADD TO CART. 
8. Complete checkout. 

 
NOTE: Start date for the new contract = current expiration date + 1 day. 
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Working with Distributors 
For distribution-based renewals: 
• Distributor receives email to add their PO to the renewal order. 

o After submitting the PO, Rockwell Automation receives the order and creates the renewal. 
• If the Distributor PO is not submitted: 

o Order does not get submitted to Rockwell Automation. 
o Order will terminate on renewal start date. 

• Distributor options:  
o Receive renewal notifications. 
o Enable or disable Auto-Renew on your behalf 
o Create renewal quotes and enter PO on your behalf. 

 

Disabling Auto-Renewal (Opt-Out) 
• Toggle Auto-Renew on or off in Manage Subscriptions. 
• Opt-out options are also available in renewal emails. 
• If opted out:  

o Renewal notices are sent at 120, 45, and 10 days before expiration. 
o You can adjust quotes for activations, PO, and incentives. 

 

Stop Renewal Email Notifications: 
1. Go to View Addresses in My Subscriptions. 
2. Check Renewal Notification Opt Out. 

 
Important: Opting out of renewal email notifications does not disable Auto-Renew. 
 

Validating License Renewal Status 
Viewing and Validating User License Renewal Status 
Use the Manage Licenses page in My Subscriptions to be redirected to myRockwellAutomation or go 
directly to myRockwellAutomation to view the status of your current licenses.  
 
For bound licenses that have been assigned to an email address and activated via the Activate Software 
button in the user Welcome Kit emails, those licenses will be aligned in Manage Licenses with their 
bound machine name. On the renewal start date the user will receive an email notification which will 
include instructions for automatic, manual, and disconnected activation. 
For any licenses that are assigned as Unknown and bound in Manage Licenses to a machine name, they 
will not automatically receive email notifications with instructions for activation.  
 
• Unknown is displayed when a software user activated their software using FactoryTalk® Activation 

Manager. 
• Before contract expiration, the contract owner or administrator can populate the Unknown licenses 

with a user email to align and enable a renewal email. On the renewal start date the user will receive 
an Existing User Notification which has instructions on automatic, manual activation and disconnect 
activation. 

• If no email is provided for Unknown, the email notification will not be sent.  
 
NOTE: If CodeMeter® and FactoryTalk® Activation Manager version is less than 4.04, “130-xxx“ will 
display instead of Unknown. 
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Understanding Notification Emails 
The notification email contains a Renew Activation link that will navigate the software user to the 
Rockwell Automation Activation page with information on their current 
activations and information to renew their current activations. 
 
• Click the Renew Activation link. 
• Click the red link that applies to your renewal scenario. Each scenario 

will provide instructions for activation in FactoryTalk® Activation 
Manager. (See Scenario descriptions below.) 

• Use the Advanced tab in FactoryTalk® Activation Manager to configure 
automatic renewals. By default, automatic renewal is enabled. 

 
If automatic renewal is enabled, a computer with a time-limited 
activation and a connection to the internet will periodically check for 
updates. Renewals are downloaded to the computer, and a notice 
displays information about the renewed activations. FactoryTalk® 
Activation Manager checks every 24 hours for renewed activations. 
 
Scenario Options: 
• If the software user in the plant is connected to the 

internet and has automatic renewal configured in 
FactoryTalk® Activation Manager, no action is 
needed, activation will be automatic. 

• If the software user in the plant is connected to the 
internet and does not have automatic renewal 
configured in FactoryTalk® Activation Manager, 
select Renew Activations on the Manage Activations 
tab to activate the license. 

• If the software user is disconnected from the 
internet, use a removable storage 
device to move the activation to the 
device. Follow the instructions on the 
activation page. 

 
Once the activation is renewed, it will 
retain the same serial number and a new 
expiration 
date will be displayed in FactoryTalk® Activation Manager. 
 
 
For additional information and screenshots related to 
activating your software go to the Activating Your Software 
in myRockwellAutomation and Activating Your Software via 
Welcome Kit Email sections below. 
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myRockwellAutomation 
myRockwellAutomation is Rockwell Automation’s new centralized digital hub for products and services.   

Access in 3 easy steps: 
1. Register in Rockwell Automation (https://www.rockwellautomation.com/) 
2. Link your user with your company information 
3. Login to myRockwellAutomation 

 

NOTE:  Your Authorization Number is also known as your Business Partner ID (BPID). 

myRockwellAutomation Roles 
myRockwellAutomation offers a tailored experience based on user roles:   

License Manager 
Oversees the administration, assignment, and tracking of software licenses and contracts within the 
organization. This role is intended for individuals responsible for ensuring compliance, managing 
renewals, and supporting users. 
 
Capabilities: 
• Assignment of licenses to users across the organization. 
• Oversight of all contracts, including filtering by location and expiration date. 
• Monitoring of license usage, activation status, and support coverage. 
• Submission and tracking of support tickets related to licenses and contracts. 

 
Role Provisioning: 
• Restricted role, assigned to those who previously held Contract Manager or Software Librarian roles. 
• Additional assignments require a manual request by a Rockwell Automation team member or 

authorized distributor. 
 

Software User 
Responsible for utilizing company software to perform daily tasks, access technical resources, and 
support operational needs. This role is typically assigned to individuals who require access to software 
entitlements and related support services. 
 
Capabilities: 
• Access to company-purchased software and related entitlements. 
• Ability to review contract details, including expiration dates and authorization numbers. 
• Visibility into assigned licenses and support resources. 
• Filtering and tracking contracts by location and renewal date. 
 
Role Provisioning: 
• Default role assigned upon self-registration in myRockwellAutomation. 
• Requires a company email and successful account linking to the organization. 
• Additional access to specific locations or entitlements may be requested through the platform or by a 

Rockwell Employee or Distributor. 
 

https://www.rockwellautomation.com/


 

37 
 

NOTE: The information displayed for your company in myRockwellAutomation will depend on the active 
locations assigned to your user profile. Access to contracts, licenses, and service entitlements is 
determined by the locations you are authorized to view. 

 

Manage Licenses:  Commerce Portal to myRockwellAutomation 
Clicking the Manage Licenses tab in the Commerce Portal, will redirect you to myRockwellAutomation.   
 

Authorization Number and Residing Location 
License activation in myRockwellAutomation is streamlined and role-based. Activation can be initiated 
from either the Software Entitlement tab (for Software Users) or the Licenses tab (for License Managers). 
 
Authorization Number 
The Authorization Number is a unique identifier linked to specific software contracts and 
entitlements within myRockwellAutomation. It is used to grant access to software downloads, support 
resources, and product activation. 
• Your Authorization Number is also known as your Business Partner ID (BPID). 
• This number can be found on your Welcome Kit or within the license details on the platform. 
• The Authorization Number determines which products and services you are eligible to access and is 

required for certain support and activation processes. 
 

Residing Location 
The Residing Location refers to your company’s physical address or site associated with your user profile. 
• This location defines which products, services, and contracts are visible and accessible to you in 

myRockwellAutomation. 
• The Residing Location does not need to match the Authorization Number location; it should reflect 

where you are physically based. 
• Access to company information, contracts, and licenses is determined by the active locations 

assigned to your profile. 
 

Both the Authorization Number and Residing Location are essential for managing access and visibility 
within myRockwellAutomation. 
• The Authorization Number in myRockwellAutomation enables entitlement access to the 

Knowledgebase. 
• The Residing Location ensures that you see only the products and contracts relevant to the site you 

work at. 
 
How to Add Your Authorization Number and Residing Location 

1. Go to your account profile or the Manage Licenses section in myRockwellAutomation. 
2. Locate your Authorization Number in your 

Welcome Kit email or within the contract 
details on the platform. 

3. Enter the Authorization Number in the 
designated field and save your changes. This 
links the contract and its entitlements to your 
profile. 

4. Select your Residing Location from the 
available options. This should reflect your 
actual work location, not necessarily the contract location. 
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NOTE: If you need access to additional locations, submit your request through the Account Support 
Center link found in the “Access” section of My Account. Alternatively, you can ask a Rockwell 
Automation representative or your distributor to submit the request on your behalf. you will have all the 
information 

 
Activating Your Software in myRockwellAutomation 
License activation in myRockwellAutomation is streamlined and role based.  
 
Where to Start: 
• Software Users: Go to the Software Entitlement tab. 
• License Manager: Go to the Licenses tab to view and manage all licenses for your organization. 
 
How to Activate: 

1. Click the Activate button next to the license you wish to activate. 

 
2. You will be redirected to 

the FactoryTalk 
Activation Manager 
(FTAM). 

3. In FTAM, enter the Serial 
Number and Product 
Key provided in 
myRockwellAutomation. 

4. Follow the on-screen 
steps to complete the 
activation. 
 

 
 
 
 

NOTE: The activation workflow is the same for both roles, but Software Users only have access to the 
product keys of licenses specifically assigned to them. 
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Activating Your Software via Welcome Kit Email 
The Software User Welcome Kit email provides all the details to start 
using your software.  Download and activate your software directly 
from the email. Your license will be automatically activated, linking 
your serial number and machine ID. 
 
When the Activate My Software button is clicked, a pop-up will appear. 
Depending on your browser you may be asked to Run, Save or Save As. 
 
• Use Run to activate to the local computer. 
• Save is used to download the executable and to activate. 
• Save As is used to download the executable to another computer. 

All options require the activated computer to be connected to the 
internet. 

 
You will be navigated to the Rockwell Automation Activation web page, 
where you will need to sign in using your Rockwell Automation login. 
 
The activation 
license information 
includes all the 
products supported 
by the activation 
license, including 
Add-on items that 
have been added to 
the contract.  
 

By clicking the 
Download My 
Software button, you will be directed to the 
download page where you can choose the 
products and updates you wish to 
download.  

 
You can also find your activation certificate 
and Factory Activation Talk Manager Link 
directly from myRockwellAutomation. 
 
 
NOTE:  
• Once the Activate My Software button has been selected, it becomes inactive and cannot be used 

again. 
• If the User Welcome Kit email is unavailable, equivalent license activation details are accessible on 

the Manage Subscriptions page within the Commerce Portal under the Activation Certificates action. 
• For remote or offline devices, manual activation may be performed using the FactoryTalk® Activation 

Manager. 
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Assigning Users to Software Licenses 
Only users with the License Manager role have the capability to assign software licenses in 
myRockwellAutomation. This ensures that license allocation and management remain secure and 
controlled within your organization. 
 

1. Go to the Licenses Tab: Navigate to the 
Licenses tab in myRockwellAutomation 
to view all available software licenses. 

2. Select and Check the License: Choose 
the license to assign from the list of 
available licenses in the Licenses tab by 
clicking the arrow at the right end of the 
catalog.   Check the license availability 
(number of seats or activations 
remaining). 

3. Assign License: Click the Assign License 
link next to the selected license to open the 
assignment window. 

4. Add User Email Addresses: Enter the email 
addresses of the user(s) you want to assign the license 
to. Multiple users can be added at once. 

5. Submit the Assigned License: Click the Assign License button 
to send an email to the assignee. 

6. Confirm the Assignment: Review the details and complete the 
process by clicking the Submit button.  

  
Additional Options: 
• Search and Filter: Use the search and filter tools in the Licenses tab to quickly locate licenses by 

product name, contract number, serial number and expiration date. This helps streamline the 
assignment process, especially when managing a large number of licenses. 

• Bulk Assignment: Assign licenses to multiple users in a single action to save time. 
• Tracking: Monitor license usage and activation status directly from the dashboard and reassign or 

revoke licenses as needed. 
 

License Usage Details 
The Usage Details feature in myRockwellAutomation provides License Managers with enhanced visibility 
into how software licenses are being utilized across the organization. 
 
• Monitor License Utilization: View the number of activations or seats used versus those available for 

each license. 
• Identify Assigned Users: See which users have been assigned to each license, along with details such 

as activation status and the machines where licenses are installed. 
• Track Activation Status: Instantly check whether licenses are active, pending activation, or available 

for assignment. 
• Support Compliance and Optimization: Use usage data to ensure compliance with license 

agreements and to optimize license allocation, avoiding both underuse and over-allocation. 
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How to Access Usage Details: 

1. Go to the Licenses Tab in 
myRockwellAutomation.  

 
 
 

2. Click on a license entry to 
view detailed information, 
including a list of assigned 
users and activation history. 

 
3. Locate the license of interest 

and review the Usage column 
for a quick summary of 
activations and availability.  

 
 
Contract View 
Provides a centralized overview of all software contracts associated with your organization. This view 
allows License Managers to: 
• Review contract details, including contract numbers, expiration dates, and authorization numbers. 
• Understand which software products and services have been purchased by the company. 
• Track upcoming contract renewals and coverage periods.  
• Filter contracts by location and expiration date to easily monitor relevant agreements. 

 
This feature helps users and administrators maintain visibility over software entitlements and ensures 
timely management of renewals and compliance. 
 
Service Entitlements 
Provides a comprehensive overview of 
all service agreements and support 
contracts associated with your 
organization. This allows Software 
Users to: 
• Review purchased services, 

such as TechConnect or 
Integrated Service Agreements 
(ISA). 

• Check contract details, 
including expiration dates and 
authorization numbers.  

• Monitor service usage through 
the “View Report” feature, 
which displays drawdown and consumption 
details. 

• Track support cases linked to specific 
agreements using the “View Tickets” option. 
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This feature ensures users have visibility into all active service entitlements, helping organizations 
manage support resources efficiently and maintain compliance with service agreements.  
Request Help 
If you need assistance with licenses, contracts, access, 
or any other feature in myRockwellAutomation, support 
is available directly within the platform:  
 
Submit a Help Ticket: 
• Use the Get Support button to open the Get Support 

Submit a Question form. 
• Select the appropriate Category and Sub-Category 
• Enter an appropriate Subject. 
• Add additional emails needed. 
• Fill out the required information describing your 

issue or question and submit the ticket. 
• You can track the status and history of your  

requests directly from the same section. 
 
 NOTE: Do not add Rockwell Automation group emails to the additional email address field, as this may 
delay and duplicate your request review. 

Alternative Support Channels: 
• If you are unable to submit a ticket on the platform, you may also contact your Rockwell Automation 

representative or distributor for assistance. They can submit a request on your behalf. 
  
Self-serve: 
• For additional self-service resources, you can also access the Knowledgebase for frequently asked 

questions and helpful articles related to licenses, contracts, and platform features. 

Submitting Questions and Managing Incidents 
Accessing Help & Support 
Selecting Help & Support in the Commerce Portal opens the Incident Management and Ticketing page as 
outlined under Help & Support. 

Submitting Tickets and Managing Incidents 
To ask a question or submit an incident to the appropriate Rockwell Automation support team: 

1. Select a category. 
2. Select a sub-category. 
3. Enter a subject to describe your issue. 
4. Type your question or issue in the box provided. 

a. Provide as much detail as possible, including any BPID, order, contract, invoice, or other 
relevant numbers that may be needed. 

5. Attach any files needed to support your issue. 
6. Enter emails of those who should be copied on the response from the Rockwell support team. 

NOTE: Please refrain from adding Rockwell Automation group emails to the additional email address 
field, as doing so may result in delays and duplicate reviews of your request. 
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7. Click Submit Your Question.
8. You will receive both an automatic acknowledgement on the page and an email providing an

incident number for tracking purposes.

Viewing Your Support Tickets 
View your submitted incidents, ticket history and resolution details by clicking MY TICKETS from the 
Commerce Portal menu. 

Current users using Rockwell Automation hardware services and products that have a 
Knowledgebase account will see all their tickets and incidents in one place. 

To add attachments, more information or updates as needed to your ticket, click the incident number 
link. Once you submit your ticket you will receive both an automatic acknowledgement on the page and 
an email providing an incident number for tracking purposes. 

Additional Information and Resources 

How to Request a BPID 
If the customer does not have a BPID, a request can be made to create one by: 

1. Go to Help & Support menu in the Commerce Portal.
2. Select Category = BPID Data.
3. Select Sub-Category = Missing BPID.
4. Provide the customer’s company information (name, address).

Managing Multi-Site and Multi-Start Contracts 
Use the Help & Support page to submit a ticket request. Select the category Quote/Pricing 
and sub-category Complex quote inquires. This will route the request to the Rockwell 
Automation Complex Deal team who will be able to assist you in the process. 

Resources and Links 
• Commerce Portal:  https://commerce.rockwellautomation.com
• Rockwell Automation:  https://www.rockwellautomation.com
• myRockwellAutomation:  https://www.rockwellautomation.com/en-

us/tools/myrockwellautomation.html
• Rockwell Automation Tech Support / Knowledgebase:  https://support.rockwellautomation.com
• Customer Success Help:  CSRenewalshelp@rockwellautomation.com
• Activations or Download assistance:

o Product Activations | Rockwell Automation:  https://activate.rockwellautomation.com/
o Product Compatibility & Download Center from Rockwell Automation:

https://compatibility.rockwellautomation.com
o FactoryTalk Hub:  https://home.cloud.rockwellautomation.com
o Rockwell Automation Download FAQ:  https://download.rockwellautomation.com/esd/faq.aspx
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