
Who uses the SCM application?

All Mastercard Connect users have 
access to create and manage support 
cases. 
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� Create new support case�
� View, track and update cases 

� Add colleagues as followers to cases �
� Escalate, confirm case resolution, and request case closure

With the Support Case Management app, the users can:

SCM allows you to securely create, 
manage and track cases created in the 
application and exchange sensitive data 
with Mastercard Support. You no longer 
have to use Secure Message or send 
encrypted attachments via email.

Why use the SCM application?

Support Case Management is used 
to create and track support cases 
created in SCM with the support 
team.

What is the Support Case 
Management application?

Easy access to your support cases at any time 

Getting Started

connect

1 Sign in to mastercardconnect.com
Access Support Case Management. Select 
the Support Case Management item card or 
from the menu

And click on ‘Go to support cases’ to go to 
Support Case Management4

Go to Support Cases​. Additionally, you 
can access support cases through the 
Help Center from Help Icon

3

Manage My Items

https://mastercardconnect.com
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Support cases grouped in tabs. View your active 
cases, the cases you are following, your Support 
Case Management cases closed in the last 12 
months and your company’s cases, if you have 
access to the data.

1

Case filters and export. You can use the Filter 
dropdown to show cases by number, escalation, 
case status and use the Export option to 
download case details with additional columns 
in a CSV format.

2

connect

Track your support cases at any time

Manage Support Cases

Card activation flow

Chargeback issue

How to check offline transactions?

Problems with card replacement

Colleage unable to login

Access to forms

Access issues

Transaction processing question

Contact Information and FAQs

1

2
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Reviewing and managing an individual case details

Case Details

Case number and status. The case creation 
date can be found with the case number and 
status in right side panel

5

Export. Export case data and select the type of 
file to export

6

Escalate. Escalate a case if you are unsatisfied 
with quality or timeliness of responses

7

Close Case. Close a case once a resolution has 
been made.

8

Followers. Add or remove followers to a case, 
or follow/unfollow a case created by a 
colleague

9

Jacob Cohen

Case Description. The case description can be 
found at the top of the page1

Tab Navigation. Review Activities, 
Attachments, Details, and Related Cases in the 
tabs below the case description

2

Make a post. Create a post, add attachments 
directly to the case for Mastercard Agents and 
other case followers

3

Activity timeline. Stay up-to-date by reviewing 
all posts in the activity timeline

4

2

4

5

6

7

8

9

Detailed View of Tab Navigation. Attachments, Details, & Related Cases2

1

2

3
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7

8

Close Case. If assistance is no longer needed from Mastercard Support, you can request to close the case.8

Escalation. After creating a case, if you are unsatisfied with the timeliness or quality of the updates being 
provided, you have the option to escalate the case. If you need immediate attention, you have the option 
to call Mastercard Support.

7

https://customercare-mastercard.my.salesforce.com/sfc/p/#1I000001YKuj/a/3u0000019R1s/BZciPNhwdJR4.UPuIf82cWgRyFwDP1du08uPtixUXi4
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9

If you’re a follower or have access to the company tab, you will have the same 
functionality as if you had created the case yourself 

Waiting on [Your Company]’s 
Confirmation. Your agent will provide a 
resolution to your case. You must confirm 
if the issue is resolved within 3 business 
days.

1
Requesting Clarification. If you need more support then 
click “No” to resolving the case, you must select a reason 
and provide an explanation.

2

Your agent will give more information and respond to 
you before moving your case back to the “Waiting on 
[Your Company]’s Confirmation” status.

2

2

Resolving and requesting clarification for a case. 

Case Resolution Confirmation

1

9 Add your Technical Account Manager and Colleagues. They can post and communicate with the agent to 
track your case. They cannot escalate a case for you or confirm a resolution on your behalf.  

9
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Closing a case. If you click on ‘Yes’ for resolving the case, you must then click on “Close case” to confirm 
you are satisfied with the resolution.

3

3

3
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Consolidated location for all case details

Create a Technical Support Case

Select US and Australia. First select Other as the primary 
category, then Open Banking, then US and Australia1

1

Select Issue Type. Based on the issue type, more 
fields will be shown

4

Add Attachments. Add screenshots or 
documentation when possible5

To speed up resolution give any and all relevant information

Give Specifics

Enter Summary. A brief description of the 
nature of your inquiry

1

Select ICA and Bin, if applicable. ICA and BIN 
are optional fields

2

Enter Details. Enter all required information and 
include supporting documentation, if needed

3

In the following two sections, there are instructions for when you need to create a Technical 
Support Case or Billing Support Case.

�� Please go to pages 7 and 8 for the instructions to “Create a Technical Support Case”.

�� Please go to pages 9 and 10 for the instructions to “Create a Billing Support Case.”
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How to select the proper ‘Issue Type’ for your case

Issue Type

Create a new support case - credit decisioning. 
Select this to open a support case related to 
Credit Decisioning

4

Create a new support case - ecosystem. Select 
this to open a support case for ecosystem-type 
issues

5

Request a new feature. Select this to add a new 
feature or make suggestions to existing services

1

Request for new institution. Select this to 
submit a request for a new financial institution

2

Create a new support case. Select this to open a 
technical support case or any production issue

3

1

2

3

4

5
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How to create a billing case in Support Case Management.

Create a Billing Case

Select ‘Create new case’.1

Enter Summary. Type in the summary of your 
request.

2

Select the category drop-down menu.3

Select ‘Operational Support’.4

Select ‘Billing and Fees’.5

Select from one of the three options. Billing Event 
Clarification, Invoice Request, or Reconciliation .

6

1

2

3

4

5

6
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Enter the Billing ICA. Although this field is 
marked as optional, it's important to fill it out 
for billing inquiries so we can locate the specific 
invoice in question.

7

Case Confirmation. A pop-up message confirms the case was created successfully and provides the case 
number.

11

Enter Details. Enter all required information and 
include supporting documentation, if needed8

Add Attachments. Attach invoices, reports, etc. 
if applicable

9

Select ‘Create Case’.10

123457

8

9

10

00000000
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View your company’s ​support cases created in Support Case Management ​

Access Company Cases

Request access to ‘Manage my company cases’. From the From the Support Case Management card in 
‘Manage My Items’, select ‘...’ and then select ‘Change access’.1

If you want access to your company cases created 
in Support Case Management, request access to 
‘Manage my company cases’. Check ‘Manage my 
company cases’.

2 Select the CID(s) you want to view in Support 
Case Management. Check the CID(s) to 
request access.

3

2

3
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Track your support cases in one location

Manage Support Cases (Company Tab)

All cases for your CID will be shown by default. Once your access is 
approved by your Access Manager, navigate to the Company Tab.1

If you have access to 
a single CID

Manage Support Cases (Company Tab)
Track your support cases in one location

If you have access to 
more than one CID

All cases for the CIDs will be searchable in the 
Company tab. Once your access is approved by your 
Security Administrator, navigate to the Company tab, 
where CIDs will be searchable by company name.

1

Search by Company name. To search for other 
CIDs, select ‘Clear’ to open your search option, 
then enter Company name.

2

Search by Company ID (CID). To search by CID, 
select ‘Clear’ the dropdown to change search 
criteria.

3

Search cases by selecting ‘Submit’. To search 
the criteria entered, select ‘Submit’ to view 
cases.

4

1

2

3

4


