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Introduction
The purpose of the Support Reference Guide is to provide a central location for information
related to OneStream support, such as the support portal and the Marketplace. We have
developed these tools to add to your success and we want to empower you to use them to the
fullest.

Support Portal Administrators
At the beginning of your OneStream journey, you designated several users as your OneStream
administrators. To add or remove an administrator, have an existing administrator e-mail
support@onestreamsoftware.com with the request.

This guide will be most useful to you if you are one of those administrators.

One Stream Okta Portal
This is your gateway to all things OneStream.

Administrators can access the OneStream Okta portal by visiting https://onestream.okta.com

You will see the OneStream applications you have access to, such as Service Now for the support
portal and knowledge base articles.

Support Resources Guide 1

Introduction

mailto:support@onestreamsoftware.com
https://onestream.okta.com/


Support Portal
The support portal is full of resources to help you succeed, including documentation and
Knowledge Base articles searchable by keyword, so you can easily find what you are looking for.

Access
There are many ways for administrators to access the support portal:

l The Service Now chicklet at https://onestream.okta.com

l Directly at https://support.onestreamsoftware.com

l Alternatively, you can create a ticket by e-mailing support@onestreamsoftware.com

Navigation
The following section details how to navigate the Support Portal.
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How can we help?
Typing a subject in the How can we help? bar shown above will browse our Knowledge Base
articles. For example, if you type “Excel Add-In,” you will find a list of instructional guides that
reference the Excel Add-In.

Documentation, Knowledge Base, Get Help,
Community
Each of these selections will take you to a different section of the Support portal. We will explore
each of these in detail below.

Documentation
To access Documentation, navigate to https://support.onestreamsoftware.com and click
OneStream Documentation.

Here you will find key OneStream reference documentation in one place, including the Design and
Reference Guide, API Overview Guide, and Installation and Configuration Guide, among others.

Knowledge Base
To access the OneStream Knowledge Base, navigate to https://support.onestreamsoftware.com
and click Knowledge Base.

The Knowledge Base is a fantastic resource with a wide variety of articles on all things
OneStream. We add to these articles regularly.

Simply type the subject you are interested in the search bar and the related articles will come up.
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Get Help – Make a Support Request
To create a request with OneStream Support, navigate to https://support.onestreamsoftware.com
and click Get Help. Our team will direct your ticket to the department best suited to assist.

CC: Anyone you CC on the ticket will be added as a watcher to receive all ticket updates. They
can contribute to the ticket via e-mail reply.

Enable Support Access: Clicking this box will allow Cloud Support to access your environment
to troubleshoot or to enact a change, if needed. More on this below.

Severity Level: Select the severity level of your request. A severity level 1 will send an
emergency page to Support, 24/7. Please note that only an inaccessible environment qualifies as
a severity level 1.
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Enable Support Access
The Enable Support button is a security feature that gives you better control over when Support
can access your environment. An administrator will need to check this box before Support is able
to access.

You can enable this access upon ticket creation by checking the Enable support access to cloud
environment for this incident box, as shown above.

If you did not check the box originally but want to enable support access, navigate to
https://support.onestreamsoftware.com, select the ticket you need to enable access on, and click
the red Enable Support Access button, as shown below.
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FAQ
How do I access Marketplace?
Marketplace is accessible at https://xfmarketplace.com/onestreamweb/onestreamxf.aspx, in an
Internet Explorer browser.

If you are not able to access this link, submit a ticket to the support portal requesting Marketplace
access and our support team will assign you the necessary permissions.

How do I access the Academy?
Submit a ticket to the support portal with the request. Once you have been approved for Academy
access, the chicklet for Academy will appear in your OneStream Okta portal at
https://onestream.okta.com

Why don't I have access to a resource referenced in this
guide?
Only the designated support portal administrators can access these resources.

How can I add or remove a support portal administrator?
To change an administrator, have an administrator submit a ticket to the support portal requesting
the change, including the full names and e-mail addresses of the users to be changed.

Where can I find the Excel Add-In?
This is available in the Marketplace -> Marketplace. You can search for Excel in the search box.

How do I upgrade to the new version of OneStream?
Have a support portal administrator submit a ticket requesting the change. Cloud Services will
take the ticket and provide a link for you to schedule two hours of downtime for your upgrade.
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Where can I find SOC reports?
These are available by navigating to Marketplace -> Marketplace -> Help (bottom toolbar) ->
SOC.

Where can I find documentation for OneStream?
Many technical documents and reference materials are available at Marketplace -> Platform. If
you are looking for information on a specific topic, you can also browse the Knowledge Base at
support.onestreamsoftware.com -> Knowledge Base.
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