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User Guide

OPENLANE Customer Service Portal

The OPENLANE Customer Service Portal is a unique feature that allows dealers to 
create cases, track status of cases, and share documentation online with  
OPENLANE anytime, any day. The Customer Service Portal is convenient, easy-to-
use, and efficient.
•	 Log and track the status of an inquiry online 
•	 Submit photos and shop reports online 
•	 View and add comments anytime 
•	 Receive comments from OPENLANE employees
•	 Submit your feedback and ideas to OPENLANE
•	 Review key OPENLANE documents

Getting Started

Go to www.openlane.com then log in with your user name and password. The 
Customer Service Portal is also available on OPENLANE.ca,  
bmwfspurchasedirect.com, setfdealerdirect.com, and porschedrive.com.

All currently registered dealers can access the Customer Service Portal anytime. 
A newly registered dealer will gain access to the Customer Service Portal on the 
next business day.

A valid email address is required in order to use the Customer Portal. Please call 
OPENLANE at 866-966-5263 or go to My Account once you’re logged in to add 
your email address.
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Access the Customer Service Portal
There are two ways to access the Customer Service Portal:
1.	 Click on My Transactions
2.	 Click on Check status of open cases in the Customer Service box to access all 

open cases
1

2

Create a New Case

There are three ways to create a new case:

To create a general case that is not related to a VIN:
1.	 Click on Open a Case

To create a case that is related to a VIN:
2.	 Enter the VIN
3.	 Create a Purchase Report

By choosing the vehicle first, you get the benefit of carrying the VIN information 
into the Portal so it doesn’t have to be entered manually.

Once you have found the vehicle, click on Search.
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Determine the Case Type

The next step to creating a case is to determine the case type by choosing a Case 
Type from the drop down menu. Click Continue.

Case types include: 
•	 Arbitration
•	 Title Inquiry (USA)
•	 Ownership Inquiry (Canada)
•	 Payment Inquiry
•	 Transportation Inquiry
•	 Customer Service Inquiry
•	 iDEAL (USA) or DealerSelect (Canada) Seller Inquiry.

If you are not sure which case type to choose, you can select Customer Service 
Inquiry.
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Case Description Page

The Case Description page allows you to quickly view all or edit some of the in-
formation related to the case including:
1.	 Case Details:

a.	 Case Information: general information about the case including case 
number, date and time the case was opened and closed, case owner (who 
the case is currently assigned to), case type, and case status

b.	 Contact Information: listing of the contact info of the person who initiated 
the case and the alternative contact, if any

c.	 Description Information: includes VIN, delivery date, case reason and 
description for Arbitration cases

2.	 Case comments: view comments from OPENLANE staff and add your own 
comments

3.	 Attachments: view and attach files such as photos, transport invoice, 
transport bill of lading, and other applicable documents

4.	 Case history: view the progress and changes made to the case
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Review Key OPENLANE Documents

The Documents tab contains key OPENLANE documents related to processes and 
guidelines such as OPENLANE Terms of Use and Purchase Dispute Guideline. Click 
the Go button to view the list of all available documents.

Create a New Idea

Submit feedback and ideas by clicking on Idea in the Create New box. Complete 
the title, description and categories then click Post.

You can also vote on Ideas entered by other dealers and get feedback from 
OPENLANE employees on your ideas.
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Quick Links

The side bar has quick links for:
•	 Search case tool (by case number)
•	 Create a new case or idea
•	 List of recent cases

Contact Us

Please contact your OPENLANE Dealer Services representative if you have any  
questions.

Phone: 866-966-5263 | Fax: 416-646-3016 | Email: dealerservicescanada@openlane.com

Monday – Friday: 8:30 AM – 5:00 PM EST
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