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About this Guide 
This manual is intended to guide California Department of Housing and Development 
(HCD) partners and their consultants in submitting support requests for HCD Connect 
User Portal issues. 
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Request Support via Portal Webform  
You can submit a support request directly from the HCD Connect User Portal either as 
an authenticated user or a guest user.  Please see the descriptions in the table below 
for guidance. 

Additionally, if you would like to register to the HCD Connect User Portal, please follow 
the guidance on the HCD Connect Help page here: https://www.hcd.ca.gov/hcd-
connect/help.  

User Type Definition 

Authenticated User If you have an account and are logged into the HCD 
Connect User Portal, follow the steps listed in section 
Request Support as an Authenticated User. 

Guest User If you do not have an account or are not currently 
logged into the HCD Connect User Portal, follow the 
steps listed in section Request Support as a Guest 
User. 

 
 

  

https://www.hcd.ca.gov/hcd-connect/help
https://www.hcd.ca.gov/hcd-connect/help
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Request Support as an Authenticated User 
After you have successfully logged into your account in the HCD Connect User Portal, 
follow these steps to create and submit a Support Request webform.  

Steps Screenshot Examples 

1. Locate Help on the navigation 
bar at the top of the page.   
 
Note: If you do not see Help on 
your navigation bar, click 
‘More’ to expand the tab 
options.  
 

2. Click on Help to open the 
Support Request webform. 

 

3. Confirm your Contact 
Information: 
 

a. The form will be populated 
from the information in your 
HCD Connect User Portal User 
Profile including your:  

• Contact Name 

• Email 

• Phone number 

b. If your contact information 
does not look correct in the 
form, you will need to update 
the contact information in your 
User Profile. Follow the 
instructions in Step 4 to make 
this update.  

 
c. If everything looks correct, 

continue to Step 5. 
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4. Follow these steps to update 
your contact information:  
 

a. Click on the Profile icon, 
located in the right of the 
navigation bar at the top right 
of the page.  
 

b. Click on My User Profile. 
 

c. Update your contact details on 
the User Profile screen.  
 

d. Click Update to save your 
changes. 
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5. Enter the following information 
into the fields on the webform.  
 

• Type: Select the category that 
best describes your issue.  

• Sub-Type: Select a sub-
category that further classifies 
your issue.  

• Subject: Provide a summary 
or title of the issue.  

• Description: Provide a 
detailed description of the 
issue.  

 

5. Attach screenshots and/or 
helpful documents by clicking 
the Upload Files button at the 
bottom of the form.  
 
Note: Files cannot exceed 
2GB in size. 

 

6. From the pop-up window, 
select the file you would like to 
upload from the local files 
stored on your computer. Then 
click Open.   
 
Note: You can only upload the 
following file types: docx, pdf, 
png, jpg, and txt.  
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7. You will see the file upload 
progress within the Upload 
Files pop-up window. Click 
Done when completed.  

 

8. The uploaded file will appear 
underneath the File Upload 
section.  

 

9. Complete reCAPTCHA.  
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10. Click Submit to submit the 
support request to HCD 
Connect Support. 

 

11. You will be navigated to the 
Confirmation screen to indicate 
that the request has been 
successfully submitted. 

 

12. You will receive a confirmation 
email from HCD Connect 
Support that your case has 
been created. The email will 
include an HCD Connect 
Case # that you can use to 
track your request.  
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13. Click Close to exit out of the 
Support Request confirmation 
screen. 

 

14. The HCD Connect Support Team will review your case and will contact you via 
email with questions or further information.    
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Request Support as a Guest User   
If you do not have an account with the HCD Connect User Portal or have issues with 
logging into the portal, you can still submit a support request from the Portal Help link.  

Steps Screenshot Examples 

1. Type the Portal URL in your 
preferred web browser: 
https://hcd.my.site.com/ 
hcdconnect.   

2. Click on the Help tab in the 
navigation bar at the top 
right of the page.   

 
 
 
 
 
 
 
 
 
 
 

https://hcd.my.site.com/hcdconnect
https://hcd.my.site.com/hcdconnect


 11 

 
3. Enter the following 

information into the fields on 
the webform.  
 

a. Contact Name: Provide 
your first and last name.  

b. Email: Provide your email 
address.  

• If you have an account 
already, please use the 
email address that is tied 
to your account.   

c. Phone: Provide the best 
number to reach you.  

d. Type: Select the category 
that best describes your 
issue.  

e. Sub-Type: Select a sub-
category that further 
classifies your issue. 

g. Subject: Provide a summary 
or title of the issue. 

h. Description: Provide a 
detailed description of the 
issue 

 

 

4. Complete reCAPTCHA.  
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5. Click Submit to submit the 
support request to HCD 
Connect Support. 

 

6. You will be navigated to the 
Confirmation screen to 
indicate that the request has 
been successfully submitted.  
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7. You will receive a 
confirmation email from HCD 
Connect Support that your 
case has been created. The 
email will include an HCD 
Connect Case # that you 
can use to track your 
request.  

 

8. Click Close to exit out of the 
Support Request 
confirmation screen. 

 

9. The HCD Connect Support Team will review your case and will contact you via 
email with questions or further information.    
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