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Read me first!

= Micro Focus is launching a reformatted Customer Portal in just a few short weeks. We
recommend that you review the files in this overview folder.

= We have segments to walk you through the various sections of the site, help you get oriented to
the new layout and address the basic tasks to get you started on your support experience.

= Here you will find the following topics:

Review the general navigation of the site, what’s on the page, etc.

Login and/or creation of a NetlQ Access Mgr (NAM) account if you don’t already have one

How to engage in a Chat session with a service agent

Overview of the Knowledge search functions to help you locate the information you need to solve issues at your site

A review of how to open a new case with Micro Focus or manage existing cases

How to upload/download a file with Micro Focus support during an active case

How to review the support entitlements and products (assets) you have at your site

Review Flexible Credits, status on what you’ve purchased, how many have been used and how to request service

Understanding the Delegated Admin at your site, what permissions they have and how to control who can use your support entitlements
How to manage your email notifications so you can stay current on new product offerings, product updates and patches, security alerts, etc.

Accessing additional help
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General Navigation of the Customer Portal

= In this module we’ll cover the general navigation of the Customer Portal. It is meant to give you
an overview of the site and highlight the layout of the page.

= We do not cover specific details of each item on the page. Details will be covered in their own
short overview so that you can consume the content quickly and at your own pace.
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Portal Login and NetlQ Access Mgt (NAM) account
creation

= In this module we’ll cover the Portal Login to access the support portal. We’ll also cover the
creation of a new account if you are new to the site and do not have a Micro Focus account.

= Shortly we will show you how you’ll know if you need to create a new NAM account with Micro
Focus.
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Enter your credentials
and log in to the Portal

Please signin

User Name or Email Address

Forgot Password
Login Assistance
Privacy Policy

or

Don't have an account?

e Access your products

e Submit service requests
e Manage user access

e Download patches

e Get product keys

Create an Account

If you do not have a
NetlQ Access Manager
(NAM) account, please

create one now.




Portal Login and NetlQ Access Mgt (NAM) account
creation

Why do | need a NAM account to access support?

= The CRM system at Micro Focus uses Accounts and related Contacts to ensure you have access to the
support entitlements and products purchased by your company.

= A NAM account on the support portal will link you to your Contact record in the CRM tool insuring the

proper linkage. It’s vital to create this link so that you remain connected to your case history and other
important information.

= Typically the Delegated Admin at your site will create your Contact record (see Delegated Admin & User
Access Control module) in the CRM tool and then you’ll receive an email inviting you to complete the
registration.



Portal Login and NetlQ Access Mgt (NAM) account
creation

How do | know if | have a NAM account today?

Q. Do | need to create a new account?

A. If you are former user of SupportLine or Attachmate My Support or Downloads portals, and never registered on Community (to post in
support forums, idea exchanges, etc.), then you likely need to create a new account.

If you have previously logged into a Customer Center portal (Micro Focus, Novell, NetlQ, GWAVA), softwaresupport.softwaregrp.com
(mysupport.microfocus.com), or Community, then you already have an account.

If you’re not sure whether you have an existing account, go to Forgot Username and enter your email address.

If you have an existing account, you will be sent an email containing your username (from webmaster@microfocus.com with Subject line
“Micro Focus Login Username”).

If you do not have an account, you will see the message “Sorry, we cannot find the email address you entered. Your email address must be
typed exactly as it appears in your Login. Please recheck the email address and re-submit. If you are receiving this message a second time, it
appears that you are not in our system. Please use Create Account to create your new Login.”

Q. When creating a new account, | see an error “Sorry! Something’s wrong.” What now?

A. You may already have an existing account that uses the same email address. Go to Forgot Username and enter your email address. If you
have an existing account, you will be sent an email containing your username (from webmaster@ microfocus.com with Subject line “Micro
Focus Login Username”).



https://community.microfocus.com/
https://community.microfocus.com/
https://www.microfocus.com/selfreg/jsp/forgotUsername.jsp
mailto:webmaster@microfocus.com
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Create Account

IMPORTANT: The Micro Focus Partner Portal is built using Salesforce Lightning which only works in

Complete the Basic Information fields
and be sure to use the email address
that matches the one you used
previously for Micro Focus portal
access. Using your existing email

Chrome or Firefox

Basic Information

First Name*

A . Last Name*
address is essential to ensure your
user record on the portal matches
. Company*
your contact record in the system
City*

-

|
|
Job Title |
|
|
|

Zip/Postal Code*

Country* |-:‘_-, =ct3 Country v
v

State/Province*

|
Telephone* |
Email Address* |

Create Login

Username* | |

\ Password* | o |

Complete the Login Information Repeat Password* | |
fields following the requirements for i Validate your email:

open unique link in message from
webmaster@microfocus.com

username and password creation. 3 !
* o lagree to Micro Focus Terms of Service
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Knowledge Content Search

= In this module we’ll cover the search features of the Customer Portal
= Using search will help you solve problems more quickly with information already available on
the site.

= The module will explain the basic concepts of a search, how to set filters to refine the search
results, how to save the search and more.
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perform the search... R PRI RUOS RNt Portal you are granted access to
content that is only available to
entitled support users.
Entitlements
...or click here to go directly to Request help from Support or [+ | View your Support entitlemenits ) a

product software releas
patches

Ipdate an existing case

the search page

Visit Support Home to find all the technical resources for your product -
documentation, knowledgebase articles, forums and more

Support Home Contact Support

Explore resource by product
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Enter your search terms
here and click the magnify
glass to perform the search.

CONCEPTS

Articles

FILTERS APPLIED (0)

-

The results of your
search will be
found in the center
section of the page

\_

>

>

FILTER

PRODUCT (152)
SECURITY LEVEL (2)
DOCUMENT TYPE (12)

LANGUAGE (10)

Showing1to100f408977 2results

Next Page

. Re: Reports not being generated (2835358)

Re: Reports not being generated (2835358). Greetings, 1) What do mean by catalog? There 1s

not a catalog page in Identity Reporting. 2) What 1s the exact version of Identity Reporting are

you using? Please provide the information from the About page.

Similar Documents LANG
Re: X Display at OES2018SP2 server broken after last mesa-update (2835357)

Re: X Display at OES2018SP2 server broken after last mesa-update (2835357). Could you post

(etc/default/grub of an affected instance. (...and why doesn't the forum interface tab

completion...)

Similar Documents

Sort by D\eie\K

RELATED
CONCEPTS

MICRO FOCUS
«Jze Database Toolkit

Click here to change
the sort criteria from
Relevance to Date

Similar items FREE MICRO
FOCUS

FREE MICRO FOCUS

Mark Martin

Service Manager

Service Management
Automation X

digital transformation

items FREE MICRO FOCUS

promise approaches reality
RELEASE NOTES



Add a concept, here we
chose Reflection and clicked
the magnify glass. You see
Reflection listed as a concept
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(In the Filter box you can
further refine your search
by typing in more detail.
Here we are looking for
COBOL as it relates to
Reflection. As you type
choices will appear in the
list below. Click on the
choice that matches your
interest and the search will
be performed.

Important to note that as
you add filters and
concepts you are
continuing to refine your
search. To broaden your

Reflection X

FILTERS APPLIED (0)
FILTER
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search remove concepts
\ and filters )

> DATES

FILTER
v PRODUCT (195)
VISUAL COBOL (270)
ACUCOBOL-GT (EXTEND) (264)
RM/COBOL (28)
COBOL SERVER (26)

COBOL ANALYZER (23)
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Articles

Showing1to100f185817results Sort by Relevance

. How to package Reflection Desktop 16 with VMware 4.7 ThinApp

Files\VMware\VMware ThinApp'Captures\Micro Focus Reflection Desktop
\%Personal%' Micro Focus'Reflection™ so that the Reflection Host sessions can load later
in the virtual ThinApp environment for other users. 8. Unload and close the Reflection

Similar Documents

Upgrading to Reflection Desktop 16.x Products

for UNIX and OpenVMS 2014 Reflection Standard Suite 2011 Reflection for IBM 2011
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practices

Situation This technical note
user interface modes
NET API
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Chat with a Micro Focus Assistant

= In this module we’ll cover the basic concept of user or chat service to receive help.

= Chat is operation by Micro Focus and is staffed with qualified personnel to assist you with a
range of questions to help you navigate your support experience.

= Chat is offered in English and Japanese 24/7 and offered in Chinese, French, German, Portugese
and Spanish during local business hours

= |fit’s determined that you need to speak with a technical expert to resolve your support
guestion they can assist in opening a new support case.
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Subscribe to email notifications
ssues and more

for product

It’s not required to be logged

o ERHESIEHES Fitarcase into your account to use Chat.

Request help from Support or ﬁ View your Support entitlements

If you log into the site first the
Chat form will be pre-populated
with your name and email

Visit Support Home to find all the technical resources for your product -

documentation, knowledgebase articles, forums and more

Explore resource by product
Support Home Contact Support

@ ChatWith An Agent

Chat is available any time you
see Chat with An Agent
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Your name and email will be
auto populated.

Chose your preferred language

Explore resource by product

Support Home Contact Support

Click Start Chatting
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When you are done with the chat
click on the X to end the session.

| notifications
s and more

sers for your L 2 Subscribe to en

.@ for product is:

View or mana:

support entitle

ur personal sett

Testuser Service_Agent

Entitlements

tor ﬁ View your Support entitlements J@;\

Visit Support Home to find all the technical resources for your product -
documentation, knowledgebase articles. forums and more

Support Home Contact Support Hello, thank you for choosing

LiveChat. My name is
Testuser Service_Agent.

° How may | help you today?
Tes Service ent

Explore resource by product

Begin chatting with an agent
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Notif

O'. Subscribe to email notifications
.@ for product S and more

Chat X

tor ﬂ View your Support entitlements

Manage licenses and download a

End chat?

Don't worry, after the chat ends, you
can save the transcript. Click Save
Transcript at the bottom of the chat
window.

Visit Support Home to find all the technical resources for your product -
documentation, knowledgebase articles. forums and more

Support Home Contact Support

Explore resource by product

Confirm End Chat

Go Back

Confirm you want to end the
session
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patche
Chat started st 15:04
Hello, thank you for choosing
LiveChat. My name is
Testuser Service_Agent.
Visit Support Home to find all the technical resources for your product - ° How may | help you today?
documentation, knowledgebase articles. forums and more T
Explore resource by product

Support Home Contact Support

Save the Transcript if you choose. The file will be
downloaded to your computer as a .txt file.

Close the chat
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Case Management

= In this module we’ll cover the basic concept of opening a new Support Case and interaction with
a support agent.

= You’ll learn how to open a new case, how to list out all case activity at your site and how to
update a case.
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My Open Cases
All My Cases

Once you have logged into My Accounts Open Cases

the Portal you can begin to All My Account's Cases
manage your cases using
the Cases menu.

Here you can open a New
Case or access the
preformatted lists to quickly
see what is going on in the
Accounts you belong to
should you be associated

with multiple accounts.

It's important to note that

in the Portal an Account is
the name of your company

Visit Support Home to find all the t

documentation, knowiedgebase articles,

Support Home Contact Support

Explore resource by product
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XYZ Company
ACME Inc.
Your Company LLC .

When you click on New Case
you'll be taken to the
Submit screen.

It is possible that you belong
to more than one Account.
If that is the case make your

selection here. )
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Submit a new Support case

Account

To log a Technical issue or
License question you must be
an active support
entitlement with Micro
Focus.

XYZ Company =

Technical Issue

( «_.' 2C o E-
After you make your
Account selection you can
chose your Case Type. For
product issues or questions
typically you will pick
Technical Issue.

-
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Submit a new Support case . Frequently Asked Questions - 13 FAQ 9.60-9.62

Account Case Type @ might be fixed in a future PPM version. Question: Whe: © AgentOffine

4 »

XYZ Company : ¥
=Product
] Enterprise Developer, 600000861812 . After you complete step 7 and you
—— put the cursor in the Description
bl - box you'll get a pop up suggesting
3 Business Support s i knowledge articles based on the
title of your new case
=ity @ +Priority @

J

ﬁdditional fields will 5

appear. Complete the fields *Subjec
in the order indicated by
the numbers on this
demonstration. It’s
important to follow the
numbers as each field drop
down menu is populated
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Qau made. j Submit

or the first time.

Click Submit when done
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00802400 Nl
Case Owner Account Name Subject
MFI Support XYZ Company need some help with an error I'm getting when

Following the Submit button
you will receive this next
screen indicating the case
has been opened.

Update Case Request Closure

v Description Information

Here you’ll find the case
number and all the detail

\_

ding a new user please.

tting when | try and add a new user to the system

Medium

Case Owner

MFI| Support
Type
Technical Issue

v Related Info

roduct Closure Summary@

0
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Update C Request Closure

v Description Information

SW user pisase
with an arror 'm gatting when

\NSY
evert @
3 - Madium

OC a new user
Date/Time
10/112/2020
f

Madum
Medu

Case

MEI Sunnars
ViFl Suppo
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* re S

My Entitiements

Knowledge Base Flexible Credits v
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the case ID number

G
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MFI Support XYZ Company

Update Case Request Closure

v Description Information

Click on Update Case

Help with adding a new user please.

Subject@

need some help with an error I'm getting when | try and add a new user to the system

v Summary Fields

MFI| Support

Type

Technical Issue

v Related Info




Make your case comment and
click Save

44

New Case Comment
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Scroll the page and your case Description@
comments will be listed here. Help with adding a new user please
Subject@
need some help with an error I'm getting when | try and add a new user to the system
Case Comments (1) New
User Public Created Date Comment
= 10/12/2020 1844 Hi, | have some follow up information

about this problem

@
J



Update / Reply by email

= All of the case management process can be done within the support portal.

= We do understand that you don’t always have time to log in and getting current updates on your
open cases is important.

= Once the case is opened you will received updates via email alerting you to the status of the
case. You'll receive an email when a new case is opened, when the support engineer change the
case status, when a solution is provided and may others.

= You may simply reply to any one of these emails and your updated will reach the CRM tool and
will be available to you as an email update when you access the case on the support portal.



-

Click the home button to
return to the Portal’s main
screen

\_

J
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Support Porta

A Cases v Users Email Notifications v

Home > >

Cases
My Open Cases (Portal) w
50+ items * Sorted by Last Modified Date * Filtered by All cases - C
ago
AccountName v | Case Num... v | Le...
1 XYZ Company 00802400

Q

My Entitlements Knowledge Base Flexible Credits v  Help v

ase Visible to Customer » Updated a fe

Pr... v | Subject v | St.. v | Severity v | Date/Time....

New 3 - Mediu... 0/12/202018... 0/12/202

01

A (& TestuserPortal ¥

v | LastModi... ¥ v | R..

0

g~ C|Y

v | OwnerNa... v

MFI Support -



Users Email Notffications v  MyEntitlements Knowledge Base Flexible Credits v  Help v

Be sure to sign out
when you’re done.

Explore resource by product
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Support!|

A Cases v Users Email Notifications v  MyEntitlements Knowledge Base  Flexible Credits v  Help v

Free Trials

Notifica

.'. Subscribe to email notifications

Manage your personal settings
0] for product issues and more

Request help from Support or ﬁ

|pdate an existing case

s and download

patches

Visit Support Home to find all the technical resources for your product -
documentation, knowledgebase articles, forums and more

Support Home Contact Support

Explore resource by product
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Case Management

= In this module we’ll cover the basic concept of how to view cases on the portal.

= We’'ll review how to find cases you open or someone at your site opened.

= We'll also show you how to customize your list view.



Orocls Becect
SupportPota 8 @ -

A Cases v Users EmailNotifications v MyEntitlements KnowledgeBase Flexible Credits v  Help v
New Case
My Open Cases
All My Cases
My Account’s Open Cases
All My Account's Cases

* The portal comes with four pre-defined list views of cases.
* My Open Cases shows you only active cases opened by you.
* All My Cases shows you active and closed cases opened by you.
* My Account’s Open Cases shows you active cases opened by anyone at your account(s)
* All My Account's Cases shows you active and closed cases opened by anyone at your account(s)

* These are default system list views and cannot be customized

* To create a customized list view click on any of the four views listed above to get you started!
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Support Porta . 9 A (& TestUserPortal ¥

A Cases v Users EmailNotifications v  MyEntitlements Knowledge Base  Flexible Credits v

Help v
If you click the filter icon you'll
Home > > see the filters on locked on this
pre-defined list view.
Cases
My Open Cases (Portal) w
50+ items * Sorted by Last Modified Date « Filtered by All cases - Closed, I2R_Owner, Case Visible to Customer » Updated a fev
90 Search this list

AccountName v | CaseNum... v | Le... v | Pr... \v | Subject v | St.. v | Severity v | Date/Time... v | LastModi... + v | R..

1 XYZ Company 00802400 New 3 -Mediu... 0/12/202018... 0/12/202018..

Filter by Owner All cases

Closed equals False

2R_Owner equals True
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Support P A (& TestUserPortal v
A Cases v Users Email Notifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v
Home > >
Cases
My Open Cases (Portal) w
50+ items * Sorted by Last Modified Date « Filtered by All cases - Closed, 12R_Ow .
ago Search this list
AccountName v | CaseNum... v | Le... v | Pr... \v | Subject v | St.. v | Severity v | Date/Time... ‘v | LastModi... ¥ v
1 XYZ Company 00802400 Serv. New 3 -Mediu... 0/12/202018... 0/12/2020

You can chose New to start a e
clean view or chose Clone to use
the current view as your base.

If you click the setting icon you'll
see the list view controls
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A Cases v Users Email Notifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v

Home > >
Cases
My Open Cases (Portal) w
50+ items * Sorted by Last Modified Date * Filtered by All cases - Closed, I2R_Ow ; t = ol -
ko Search this list... e CGY
go
AccountName v | CaseNum... v | Le... v | Pr... \v | Subject v | St.. v | Severity v | Date/Time... v | LastModi... + v | R.. v | OwnerNa... v
1 XYZ Company 00802400 Serv. New 3 -Mediu... 0/12/202018... 0/12/202018. MFI Support -
New List View
Weather you chose new or \ =
Name your lis{

clone you’ll need to name your
list and decide who can see the
list...

..then click Save

Please note: At this time
customer list views cannot be

Qhared with others. Cance
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A Cases v Users Email Notifications v

My Entitlements  Knowledge Base  Flexible Credits

0 items * Sorted by Case Number * Filtered by My cases * Updated a few seconds ago Search this list &~ ¢ Y
CaseNu... T+ | ContactN... v | Subject v | Status v | Severity v | Case Own... v Filters %
XYZ Company
Field
Filter by Owner
Accoun > My cases
L Matching all of these filters
equals v New Filter*
3lue Ad Eiltar

Add Filter Logic

Now you are free to add filters
and filter logic until you have the
resulting list the way you’d like to
see a view of your cases.
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Upload and share files with Micro Focus support

= |n this module we’ll cover the basic concept of uploading files for support
= Micro Focus uses an in-house application called Micro Focus — File Transfer System (MF-FTS)

= MF-FTS is a secure and encrypted site protecting your data while made available to Micro Focus
support personnel

= Each time you open a case with Micro Focus a new MF-FTS account is opened, dedicated to this
support case.

= Content is removed from the location 45 days after the close of a case.



Q A (& TestUserPortal' v

MICRO
Llrocus

Support/

Users Email Notifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v

4 Cases v

Log into your account

Notifications Profile

Manage your personal settings

.’. Subscribe to email notifications
.@ for product issues and more

& Entitlements s & Dov
Request help from Support or ﬂ View your Support entitlements )@,) Manage licenses and dow a
) product software releas
patches

Ipdate an existing cas

Visit Support Home to find all the technical resources for your product -

documentation, knowledgebase articles, forums and more

Explore resource by product
Support Home Contact Support



Users Email Notifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v

My Open Cases

All My Cases

My Account’s Open Cases
All My Acoount's Cases

Choose My Open Cases to get a
list of cases

Explore resource by product

Support Home Contact Support
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4 Cases v Users Email Notifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v

Home > >

0+ item:s ri ) t Modified Date « Filtered by All cases - Closed, I2R_Owner, Case Visible to Customer » Updated a few seconds - o
ki L Search this list.. 2 C Y
go
AccountName v | Case Num... v | Le... v | Pr... v | Subject v | St.. v | Severity v | Date/Time... ‘v | LastModi... + v | R.. v | OwnerNa... v
1 XYZ Company 00802400 Serv.. need some ... New 3-Mediu... 10/12/202018... 10/12/202018.. MF| Support

Click on the Case ID of the case
you want to upload a file
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SupportPorta i Q A (& TestUserPortal v

4 Cases v Users EmailNotifications v MyEntitlements Knowledge Base Flexible Credits v  Help v

P

+ Follow

w

tatus Account Name

Pending Support (New Actl

3 - Medium MFI Support

Caixa Economica Federal

Update Case Request Closure

Note the credentials

Click the URL
v Description Information

i
Description@

=elp with adging a new user please

Vv EXchange tiles

Customer Fts HostFtpURL@ Psszword@

https://sample.url.com EB3b*HD5f.NISM

User Public Created Date Comment

v 10/12/2020 18:44 Hi, | have some follow up information
«.- <lad O.as
about thi

wm

problem.



Products & Solutions ~ Support & Services  Partners  Events  About  Free Trials Search

Welcome to the MF File Transfer Service

Introduction
MF-FTS is a file transfer service enabling large document exchange between customers/partners and Micro Focus. MF-FTS provides the transport mechanism only and is not responsible for the files transferred nor the overall (total Internet) end-to-end solution. MF-FTS may only be used for Micro
Focus company business. MF-FTS is not backed up and is not a repository. Most MF-FTS drop boxes are subject to disk quota limits. Files should be removed after successful transfer. Use of MF-FTS implies acceptance of the MF-FTS Terms of Use and Service.

This MF-FTS Ul supports file transfer using the HTTPS protocol and is intended only for use by customers or Micro Focus partners who have disabled FTP in their firewalls. The normal, recommended protocols for file transfers are FTP, SFTP (encrypted connection), or FTPS (encrypted connection)
because these protocols are more efficient and require fewer system resources. Note that FTP transfers the login credentials and the content unencrypted while SFTP and FTPS use encryption.

Login
To use the MF-FTS file transfer service over the HTTPS protocol, please login using the drop box account name and password supplied to you by your Micro Focus contact:
Account Name: 1
Login
Account Password: 9

Enter the credentials
provided to access the unique
folder for this case ID number




Use this page to upload files
and to look for files your
support engineer may have
sent you. Be sure to log out
when you are done.

Products & Solutions ~ Support & Services  Partners Events  About  Free Trials | Search \

Logout

Welcome to Micro Focus File Transfer Service PRI 2 2

Help

FTS account name : FC02b88d
Permissions : Read and write

Directory Browser for account FC02b88d

Download a file by selecting its link. Change to a directory by selecting its link.
Current Location: /

O S ) [
Checksum Algorithm: | MD5 v [[] calculate Disk Usage

File Functions

Relative to the current directory:
(PLEASE NOTE: interrupted uploads may leave partial files on the FTS server. Verify the uploaded file's MD5 checksum and delete if incorrect.)

File Uploader:
Browser Version Max File Size - Click To Select A
Internet Explorer 11.0+ <4GB Report MD5 sum when upload completes
Chrome 58.0+ > 16 GB
Firefox 52.0+ > 16 GB
Opera 45.0+ > 16 GB

Rename file named: to:

Directory Functions
Relative to the current directory:

Create a directory named: Create Directory
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Support Entitlement and Asset Management

= In this module we’ll cover the basic concept of viewing your Support Entitlements and Assets
you have purchased from Micro Focus.

=  Within this system a Support Entitlement is the service contract you purchase for support on
Assets you purchased from Micro Focus.

= An Asset is more widely known as the support product you purchased.



CIFETs - :
Support Po A (& TestUserPortal ¥

A4 Cases v Users Email Notifications v  MyEntittements Knowledge Base Flexible Credits v  Help v

Free Trials

Profile Log into your account

Manage your personal sett

Subscribe to email notifications
for product issues and more

Entitlements
View your Support entitlements )@,) a

patches

..then click on My Entitlements

Visit Support Home to find all the technical resources for your product -

documentation, knowledgebase articles, forums and more

Support Home Contact Support

Explore resource by product



) )

SupportPort P

ff Cases v Users EmailNotifications v MyEntilements Knowledge Base Flexible Credits v  Help v

5
9
.

| XYZ Company
ACME Inc.

| Your Company LLC

Choose your account
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A Cases v Users Email Notifications v  MyEntittements Knowledge Base Flexible Credits v  Help v

Home > My Entitlements

Select Account

XYZ Company A
License/Download Search the List
Product Name
v Visual COBOL e
Filters:
Entitlement N... v | Start Date v | End Date v | Status v | SLDURL v | View > Status
Business Support  2020-12-04 2021-12-03 Active https://sldsit micr. View Details Start Date
]
End Date
]
Reset Filter

(You will be presented with a list ‘

of all your Products (Assets is
the formal system term).

In this example we have clicked
on the arrow to expand the

k information )

Click on View Details to expand
the information about that
specific entitlement.




Ot

Support Porta

A Cases v Users Email Notifications v  MyEntitlements  Knowledge Base  Flexible Credits v  Help v

Home > My Entitlements

Entitlement Details

Account Name XYZ Company Customer Sarvice

2019-04-29

Status Active

Per Incident

Close

Expanded details about the
entitlement, Start and End date,
Case count, etc.

Click Close when done viewing
and return to the previous page
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Support Portal A (& TestuserPorta v

A Cases v Users Email Notifications v  MyEntittements Knowledge Base Flexible Credits v  Help v

Home > My Entitlements

Select Account

XYZ Company

License/Download Search the List

<

Filters:
itigment N... v | Start Date v | End Date v | Status v | SLDURL v | View > Status
upport  2020-12-04 2021-12-03 Active https://sldsit micr. View Details Start Date
]
End Date
]

Reset Filter

If you find you need to
download software or a license
you can click here and you’ll be
taken to the Software License &

Download (SLD) site.

SLD is a separate system from
the support portal. This link will
Qpen a new tab in your browser

Click on the SLD URL to go
directly to your order in SLD




On the Software License
& Download (SLD) site
you can download
software, access license
keys and manage who at
your site can access this

kinformation.

J

permission from your
delegated admin to
download software for

request access.

If you do not already have

your site you will need to

J

-'I MICRO
L FOCUS
Products & Solutions Support & Services Partners Events About Free Trials =

SLD [ Contact Us / Self Help | English v | john.doe@xyz.company Sign-out | Edit your profile

Home Request Access Request Internal Role My Requests Software Licenses and Downloads

Welcg

e to ldentity Access Management

I 5

‘V “
// S

N

N

Request Access Request Internal Role My Requests
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Flexible Credits

= In this module we’ll cover the basic concept of viewing your Flexible Credits available to you if
you have this type of software entitlement.

= We’'ll review how you see what available and how you request to consume these credits.



Si swer ____________ a]
Support! A (&) TVestUserPortal ¥

A Cases v Users EmailNotifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v

Delivery Request
Credit History

“ Log into your account

...then click on Flexible Credits,
then Delivery Request.

Explore resource by product

Here is where you'll begin the
process of spending your
Flexible Credits
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Support Porta

Users Email Notifications v My Entittements Knowledge Base  Flexible Credits v  Help v

CREATEREQUEST SEARCHREQUES

°h=o’rra: on Section

Select Request Type:

Search Contracts

Then click Search Contracts to
see what credits are available for

Make your selection for either your account.

Support Delivery, Education or
Professional Services




MICROD
L FOCuUs

[This page provides a Iist\

of Contracts for your
account.

You can use the down
arrow to expand the
section to see what
credits are available

SupportPorta
A Cases v Users
Home > Delivery Request > F

CREATE REQUEST

Oir“omat'\cr Section

Select Request Type:

Contract Name
v 00190746

Sales Order Number

00000496

» 00520704

Email Notifications v My Entitlements Knowledge Base  Flexible Credits v

SEARCH REQUEST

Support Delivery Reguest

Search Contracts

End Customer Sales Order Number Contract Start Date
XYZ Company 00000426

2020-06-30

Credit Start Date  Credit End Date

Credits Purchased Credits Consumed Credits in Transit
2020-06-30 2021-03-29 100000 215 1055
XYZ Company 00001169

2020-08-07

(V8]
&

Help v

Credits Remaining

©
[85)
W

o

/ This line represents the \

current status of your credits.

Credits in Transit are listed to
show credits that are assigned
to a current request that has
not been filled yet. They are
not available to spend again
and will move to Credits

Consumed when the request

has been fulfilled. /

Status Request \
Creats If this is the contract you
Support wish to spend credits
Actve o against click Create
. Support Delivery
Request Request to get started

J




Cregit Status

Sales Order Number Credit Start Date Credit End Date
00000498 2020-06-30 2021-03-29
Support Delivery Reguest

Credits Purchased

100000

Credits Consumed

215

on 1 [ --None--

You'll be presented with
a popup menu.

You must fill out the
sections according to
the numbers provided
as each choice you make
populates the next field
with valid information.

Please note that services
provided are based on
region and resource
availability.

Click save to complete
the request

J

Credits in Transit

105

om

Credits Remaining

98730



[
Support Portal

A Cases v Users Email Notifications v  MyEntitlements Knowledge Base  Flexible Credits v  Help v

Case
+ Follow New Note

01878448

Contact Name ype

uest AMS Assignment in Progress Support Delivery Request

Update Case Request Closure

Case Information

(]

(@)
@ o

N

A case will be assigned
and you'll see all the
details of your request.

A delivery agent will get
back to you shortly to
discuss the request and

K schedule the work. )

01878448

[e]

Additional Information

<

ignment in Progress

v Description Information
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Delegated Admin and user access control

= |n this module we’ll cover the basic concept of the delegated admin and how you control the
contacts at your Account.

= The basic function of the delegated admin is to authorize who as access to the support
entitlements at your account.

= You can also control the contacts at your site should you need to add or delete a member of the
team.
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Support/ A (& TestUserPortal ¥

4 Cases v Users EmailNotifications v  MyEntitlements Knowledge Base  Flexible Credits v  Help v

Notificati

or your ;’. Subscribe to email notifications Manage your personal s
o/ for product issues and more

View or manage e

yort entitleme

...then click on Users

) ﬁ View your Support entitlements )ﬁfm

product software relea
patches

u Log into your account

Visit Support Home to find all the technical resources for your product -
documentation, knowledgebase articles, forums and more

Support Home Contact Support

Explore resource by product
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I
o
3
)
v
==
0]
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7]

If you belong to more than one

account you will need to select here
Users

Select Account

fXYZ Company —:]

This is the list of users for the account and the Roles which they have been assigned

Administrators may add and remove other Users at the account and assign rights to specific entitiements to Users

On this screen you can add a
contact to your account...

Users can log Support cases against the Entitlements which have been assigned to them

Administrators can change a user'’s role or remove a User using the Edit control for that User

assign or unassign entitlements to a User by selecting or deselecting the relevant items and clicking Save Chan

ges
Save Changes Add new Contact
Test User Portal1

...or you can edit an existing contact.




Support Portal R (& TestUserPortal

4 Cases v Users Email Notifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v
Home > Users

Users

Select Account

f YZ Company —:]

This is the list of users for the account and the Roles which they have been assigned

Administrators may add and remove other Users at the account and assign rights to specific entitiements to Users

Click Add new Contact to add to
your account.

Users can log Support cases against the Entitlements which have been assigned to them

Administrators can change a user'’s role or remove a User using the Edit control for that User

Save Changes Add new Contact

Test User Portal1

UACustomer user4



A Cases v Users Email Notifications v

Home > Users

Users
Add Contact

My Entittements  Knowledge Base

Flexible Credits v

Help v

When you add a new contact, they will be sent an email to validate their email address. When they do so, they will be prompted to create a login to the Support Portal.

Account

XYZ Company
*First Name

*Last Name
*Email

Delegated Admin (i )

Link with other accounts

ACCOUNT

XYZ Company

XYZ Company

*This will be the Primary Account for the new contact. If you are a Delegated Administrator for other accounts, you may

ink the contact to those accounts below. Note: Deactivation of & contact from their Primary Account, will slso deactivate

them from all other linked accounts

Complete the
necessary details for
the new Contact

LINK WITH ACCOUNT

When done click Create. Your
new contact will receive an email
asking them to create a login
account to the support portal.

(

~

Your company may have

multiple accounts. You can
link this new Contact here.

You can also configure

them as a delegated adminJ

DELEGATED ADMIN o



to modify an existing click arrow
to expand

MICRO
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Support A (& TestuserPortal ¥

& Cases v Users Email Notifications v  MyEntitlements Knowledge Base  Flexible Credits v  Help v

Users

Select Account

XYZ Company S

This is the list of users for the account and the Roles which they have been assigned.

Administrators may add and remove other Users at the account and assign rights to specific entitlements to Users
Users can log Support cases against the Entitlements which have been assigned to them

Administrators can change a user’s role or remove a User using the Edit control for that User

Administrators can assign or unassign entitiements to a User by selecting or deselecting the relevant items and clicking Save Changes

Save Changes Add new Contact
Test User Portal1

UACustomer user4



You can control if this user in
your Account is an Administrator
to help back you up when you

are out of the office

To modify an existing user, click
a row to expand

Save Changes Add new Contact

Test User Portal1

Role

i ®) Administrator
uvacustomeruserd@mailinatorcom
User

Simply click Save Changes Entitlement Name Product Support
when you are done
R B - = % Al
AppPulse Point of Presence Data Point Subscription SaaS AppPulse Active(670000000739) | | AppPulse Active(670000000740)
v
AppPulse Point of Presence Scripting Subscription SaaS AppPulse Active(670000000739) | | AppPulse Active(670000000 4 .

SAAS Support Entitlement

y & B |
You can control what support entitlement
they are allowed to use for support.

With this box checked the Contact can
now raise a case for that entitlement.
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Managing your email notifications

= In this module we’ll cover the basic concept of managing the notifications you received about
our products and various documents as they are published or updated.

= Notifications are sent directly to your email alerting you to the latest information about our
products, documentation, patches and more.

=  With the latest production information you are able to keep you systems and software running
at peak efficiency.



() .
Support

A Cases v Users EmailNotifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v

Add Notifications

...then click on Email
Notifications

.. and the Add Notifications

My Notifications
u Log into your account

Explore resource by product

Support Home Contact Support
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4 Cases v Users Email Notifications v MyEntitlements Knowledge Base Flexible Credits v  Help v

Home > Email Notifications > Add Notifications

Add Notifications

“«»

Server Automation (SA)

Document Type ©@

Available Selected
- = I A
Enhancement Requests
You can click in the box to get an T )
.

alphabetical listing our the
products or start typing and the
list will begin to populate based
on your entry

Knowledge Documents

Known Problems

Manusls

Obsolescence Documents
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4 Cases v Users Email Notifications v  MyEntitlements Knowledge Base Flexible Credits v  Help v

Home > Email Notifications > Add Notifications

[ Add Notifications
Select product in the
drop-down list Select Product
. Server Automation (SA) =
r Document Type ©
. Available Selected

Choose the desired i .

Document Type(s) Discussion Forums > Enhancement Requests -
\. Known Problems

Use the center arrow to move
type to Selected

Security Bulletins

Click Save when done




If you change your mind use the
My Notifications to see your list

Users Email Notifications v
Add Notifications

My Notifications

Explore resource by product

My Entitiements  Knowledge Base  Flexible Credits v

Support Home

Help v

Contact Support
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4 Cases v Users EmailNotifications v ~ MyEntitlements Knowledge Base Flexible Credits v Help v

Home > Email Notifications > My Notifications
If your list is long, you can use

My Notifications search to help you filter

—| Product Name

Silk Performance Manager

Silk Performance Manager

v | Document Type v

Knowledge Documents

Check the notification(s)
you no longer want to T
receive and click Delete

Silk Performance Manager

Data Protector

Asset Manager (AM) Enhancement Requests
Server Automation (SA) Enhancement Requests

Server Automation (SA) Known Problems
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4 Cases v Users Email Notifications v  MyEntitlements Knowledge Base  Flexible Credits v  Help v

)
®
w

Notifications Profile

N Or manag s for your [ Subscribe to email notifications Manage your personal settings
t entitlements .G for pro duct 1Issues ana more
C Entitlements Licences & Downloads

Manage

proau

Free Trials

Visit Support Home to find all the technical resources for your product -
documentation, knowledgebase articles, forums and more

Contact Support

Explore resource by product

Support Home

Access the Support Home page
to assist you with questions
beyond technical questions.

If you need to contact support via
phone please click here to find the
number for your country/region.

Additional Help

can be found using

this menu option.
You'll find access
to FAQs,
Handbooks and
other useful
information.

\

J




