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HELPFUL LINKS

HID Technical Support Community Links

Customers Using Identity and Access Management Solutions Link
(IAMS) Products

U.S. Government Customers Using Identity and Access
Management Solutions (IAMS) ActiviDe Products

L
S
=

Registration for customers using Identity and Access Link
Management Solutions (IAMS) products

Registration for U.S. Government Customers using ldentity and Link
Access Management Solutions (IAMS) ActiviDe products

Knowledge Base Link
Open a Case Link
Case Management Link
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https://hidglobal-communities.force.com/technicalsupport/s/login/
https://hid.force.com/s/login/
https://youtu.be/K_emYFjKq_Y
https://youtu.be/JbN1ooIHe1M
https://youtu.be/gLfikRWi4uo
https://youtu.be/Zol9ZarvgnE
https://youtu.be/YOvpPzntrZg
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1 Registration

1.1 Customers Using IAMS Products \ . ‘-’

Click here to view the help video. m |
&
\' 1

Steps: HID Technical
. - . Support Community E
1. Click this link to be taken to the login page.

2. Click “Register here.”

.
“* Username

@ Ppassword

= Forgot your password?
7 Not s member? Register here

PN AN _—T

3. Enter your business email a.ddreSS. | Plezse enter your details below and press the next button.

* Email Address

a CUSTOMER REGISTRATION !
7z

4. C|ICk “NeXt.” 3 Email Address

E-mail address must be your individual corporate email
i address (i.e. name@company.com). Personal emails will not
be accepted (they must match your company domain) and
i may not be a group alias (i.e. sales@, support@, etc).

4
v Already have an account? I_\
i
i |
1

M I\ 1w 11 e |

5. Fill out the form.
6. Accept the Terms and Conditions.

7. Click “Submit.”
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Success Message!!

8. You will receive a success message.

9. Click “Close.”

Thank you for registration. Your reguest has been submitted successfully.

[EXT] HID Technical Support Community: Thank You for your Registration

10. You will receive confirmation email.

11. Our team will process your request.

Dear Crystal,

HID) Globsl is plessed to welcome HID Global to our HID Tachnicsl Support Community. The HID Technical
abilty to

updste their user profle and manage previously submitted cases.

e truy bel HID Teshricsl

d rescurces yau need to suppart v e welzome
You o this new Community

Flassa filow the below instructions 1o activate your account.

12. You will receive a password setup email. BRSO —

il enjoy ¥ HID Technical

‘Step 2 Make = note of your sradentsls and sssosisted sscouni
‘Company Name: HID Gisbal

13. Follow the instructions create a password. N

If you have sny questions, plesse contsct gso@hidglobal com

Regards,
HID Giobal
hitos:/idgiobal.com

HOBER ASSAABLOY

HID Technical
Support Community

14. Log in.

s
= Username

© Password

ore d
ame; ere
\
\
u&
PN L ARty .
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1.2 U.S. Government Customers Using IAMS ActivIiDe Products

Click here to view the help video. . = ! \7
\

Steps:

1. Click this link to be taken to the login page.

HID Technical
Support Community i
|

s
* Username

2. Click “Register here.”

O password

| Forgot your password?
7 Not a member? Register here 2
|
A‘&
\

TR A Ry

\ CUSTOMER REGISTRATION
Please enter your details below and press the next button.

*FirstName
" LastName

*Title

3. Fill out the form.
4. Click “Next.”

* Individual Company Email Address
you@example.com

* Company Name

E—

! Phone Number \
|
\
i
Service Contract Number \
\ (=]
E-mail address must be your individual corporate email 4
address (j.e. name@campany.com). Personal emails will not |

be accepted {they must match your company demain) and
may not be a group alias [i.e. sales@, support@, etc).

Return

. — . ]
CUSTOMER REGISTRATION

Please enter your details belovwand pressthe next button.

5. You will receive a success message. Success! H

Thank you for your submission. Amember of the support team |
H “ H H ”
6. Click “Finish.

will rephy back soonwith your login credentials

| -
E-mail address must be your individual corporate email \
address (i.e. name@company.com). Personal emails will not d

i
be accepted ithey must match your company demain) and \

Sh P

may not be a group alias (i.e. sales@, support@. etc.).

[ Return

1 7T IR A " e —>—
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7. Our team will process your request.
8. You will receive a password setup email.

9. Follow the instructions to create password.

10. Log in.

The Trustea sonrce
ear Coysta,
The HD Technicsl
W welcome.
o 0w Communty

Passuors: The new pasauexd you select during octvaton
Step s
#y0u have sy questons. plesse cortact gaoilobelcom.

Regarcs,
HID Globel

HID Technical
Support Community

s
“ Username

I
 m
§ |

|
i

8 password

Forgot your password?
Not a member? Register here

x
B \
u&

~
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2 Sitemap

2.1 Overview

Site Search

Profile

Site

Navigation
WELCOME!
A community crested for Tachrical Support users. This is & place winere you can seerch for product soluticns, log & case, and review @ submittad case’s status
KnOWIGdge - Search Knowledge Base
Base
Searchkeyword: = Search Q, | inlanguags:  --None-- -
Category
--None-—- e
No articles o Dizglay
Case VleWS - My Ogen Cazes My Clozed Casas
CASE NUMEER SUBJECT STATUS CREATED DATE

2.2 Site Navigation
2.2.1 Knowledge Articles

Click here to view the help video.

# FINDKNOWLEDGE ARTICLES LOGACASE CASES CHATWITHAGENT  ANALYTICS

Search Knowledge Base

Type key word(s) M) - = o | intangiage: | -Nors- . dmwm Filter by

— Language

Filter by category - ~Nare- : (Optional)
(O ptlonal) DCocuments and Manuals

Downloads
Informztion, Terminalagy

Froucs Click to search .z 7 :

Results

Showing 1to B of B articles

CI |C k the tltle to “ HID SAFE Update - Internet Explorer End of Life

Article that discusses how SAFE sddiresses Micrasoft Internet Explorer End of Life

read the article e Sisgar-nfrmatin ey
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2.2.2 Log A Case

Click here to view the help video.

# FINDKNOWLEDGE ARTICLES LOGACASE CASES CHATWITHAGENT ANALYTICS -

NEW CASE FORM

Pleasa b2t us know what product you need support with below:

Select the product W) .. .
Select the priority ) .

I d en t | fy th e req u est type — Incident - An HID Product or Solution is Not Opersting As Designed -

Pleaze describe in detsil the problemyou are having and the steps to reproduce the issue:

How-to questions, change requests, feature requests or issues with performance impact or festures not operating & dooumsr £

*Subject i)

Type subject (brief description) - Types brisf escrigtion of hessus.
*Description @
Type descrlptlon - Type = detailed description of the issue and steps you have taken to remedy the problem. @/
(Detalled’ inCIUde remedy StepS) Preferred Method of Cammunication
Select communication preference mm—_p = .

Type Contributor Email Address -
(This keeps others informed)

\

Click to “Submit” to submit your
case and upload documents.

Upload Files

Case has been created successfully

& Cikiobont Upload documents

=3 Click “Done”

2.2.3 Cases

Click here to view the help video.

A FINDKNOWLEDGEARTICLES LOGACASE CASES CHATWITHAGENT  ANALYTICS

Cases
Recently Viewed » ¥

Click case number to

2 items » Updated a few seconds ago Search this list.. o~ g~ c
view case detalls Case... v | AccountName » | Contact.. ‘v | CaseOrigin v | Subject v | CaseRecord... v | R.. ~ | R.. » | Status v | Date/TimeO... v
- 1 026807.. HID Global Corp.. Crystal Shive... Web Form: Tech... Testing for cus... IAMS Tech Support InProgre.. 7/19/20227:53... v
2 026807... HIDGlobal Corp...  Crystal Shive.. Community ExampleofaC... IAMS Tech Support InProgre... 7/19/20227:49.. -

Case status
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2.2.4 Analytics

FIND KNOWLEDGE ARTICLES LOGACASE CASES CHATWITHAGENT  ANAIYTICS -

#

CLOSED CASES TREMD

. @ ici (0 see closed case report
Click to see open case report-

A comemunity crested for Technical Bupport users. This is & plece whereyou can sserch Tor product =olutions, log &cese, and neview s submitted case's stadus,

& FINDKNOWLEDGEARTICLES LOGACASE CASES CHATWITHAGENT = ANALYTICS v

COMMUNITY OPENED CASES
Record Count Status
New @
In Progress @
Escalated to Engineering

Chart Key

Click chart to run a detailed report

Report Cases

Community Opened Cases
19
Status ¥ CseNumber * Date/Time Opened ~  Product *  Comtact Name ~ Sabject
Subtotal = = L\}
oo @D ’
Click "View Report View detailed report
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3 Case Management

3.1 View your case

Click here to view the help video.

f4 FINDKNOWLEDGEARTICLES LOGACASE (CASES CHATWITHAGENT  ANALYTICS

Cases
Recently Viewed v ¥

2items = Updated afe

econds ago Search this list... a- @ ¢

Click case number to

. d I Case... v | AccountName v | Contact.. “ | CaseOrigin v | Subject v | CaseRecord... v | R.. v | R.. v | Status v | Date/TimeO... v
— 1 026807... HID Global Corp.. Crystal Shive... WebForm:Tech...  Testingfor cus... IAMS Tech Support InProgre... 7/19/20227:53... v
2 026807...  HID Global Corp.. Crystal Shive... Community Exampleof aC... IAMS Tech Support InProgre.. 7/19/20227:49... -

Edit Case button

FIND KNOWLEDGE ARTICLES LOGACASE ~ CASES  CHAT WITH AGENT

Case Subject w0
Case Information mmmmd . ..

ort by

Case comment sort - o > 0431
0

Enplores N

3t3:31 P

This message is to let you know your ticket has been assigned to a Technical Support Engineer. They will be reviewing the information and will reach out to you as quickly as possible.
Case updates (chatter)

For follow up on your request, we recommend to please log into your account at https: idglobal.com/support;

Here is where you will find updates on your update any additionslinformation, (suchas sreen captures, ogs etc) please attach o these tems to the tiket under fie,
case and respond to questions from our
Technical Support Team. See section 3.2 for

al-support-case . You can view the status of your ticket or to add.

Please keep “Case #02486584" as a reference for this ticket.

d etai IS ::\:\ m;;a« your assistance on this case, we look forward to resolving as quickly as possible.
T _ Comment (chatter) button

@ Employee) replied to the customer. v
February 15,2022 3t 351 P}

@ Thismessage s to let you kno

your ticket has been assigned to a Technical Support Engineer. They will be reviewing the information and will reach out to you as quickly as possible.

For follow up on your reques

ecommend to please log...

More

Case details - DETAILS RELATED

v Case Information

HID Global Corporation In Progress

ntact MName Product

ActiviD AAA

_ idglobal.com

An HID Product or Solution s Not
Operating As Designed

priorityl

Medium

~ Description Information

Jul-2022 | VERSION 1 | Powering Trusted Identities 10
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Related tap =)

Case Comments (1)

User

Created Date

Case Comments -

Optional method of

communication. We prefer you
use the chatter option above

.. Files(0)

Upload supporting documents -

Articles

View knowledge articles attached - ARTICLE NUMBER

to your case

Jul-2022 | VERSION 1 | Powering Trusted Identities

&, Upload Files

Or drop files

TITLE

New

Comment

This messageistolet
you know your ticket
has been assignedto a
Technical Support
Engineer. They will be
reviewing the
information and will
reach outtoyou as
quickly as possible.

For follow up on your
request, we
recommend to please
log into your account at
https://www.hidglobal.
com/support/technical-
support-case. You can
view the status of your
ticket or to add, update
anv additional

View All

Upload Files

STATUS

11
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3.2 Managing updates on your case

Click here to view the help video.

FINI HAT WITH

Case ——
Training 01 Edit Case

Priority Status

Medium InProgress

rt by

Latest Posts v

rs) (Employes) N

This message is to let you know your ticket has been assigned to a Technical Support Engineer. They will be reviewing the information and will reach out to you as quickly as possible.

For follov up on your request,

e recommend to please log into your account at https:/www.hidglobal.com/support/technical-support-case . You can view the status of your ticket o to add,
update any additional information, (such as screen captures, logs etc.) please attach to these items to the ticket under files.,

Please keep “Case #02486584" as a reference for this ticket.

Thank you for your assistance on this cas

we look forward to resolving as quickly as possible.

Expand P

Click “Comment” ® connen

@ Employee) replied to the customer. .
February 15,2022 3t 351 PM

@ Thismessageis tolet you know your ticket has been assigned to a Technical Support Engineer. They will be reviewing the information and will reach out to you s quickly as possible.
For follow up on your request, we recommend to please l0g...

More

Manage comment

s FIND KNOWLEDGE ARTICLES LOG A CASE CASES CHAT WITH AGENT

@ 02486584 — Crystal Shively (Employee)

51 PM

February

Edit
This message is to let you know your ticket has been assigned to a Technical Support Engineer. They will be reviewing the information and will reach out to you as quickly as possit
Delete
For follow up on your request, we recommend to please log into your account at https:/www.hidglobal.com/support/technical-support-case. You can view the status of your tick
update any additional information, (such as screen captures, logs etc.) please attach to these items to the ticket under files. 3°°"'“=@
» Secnas P Edit Topics
Please keep "Case #02486584" as a reference for this ticket.
Mute

Thank you for your assistance on this case, we look forward to resolving as quickly as possible.

Do not change the subject line for ticket tracking purposes if you reply to this thread.

“Your voice matters and we'd like to hear from you! Our Customer Experience survey may be sent to you from our CSO team, this survey goes out when the ticket is closed and is in reference
to the subject of this ticket only. We want to hear from you what we did right and what could have been better so please complete your survey based on the ticket referenced and your

experience”.

1l Like @ Comment 9

Textbox wemmd . ..

Add comment watcher ®
Formatting options- Bl1lu s/n =iz mle o0
Attach files mm—p -

Post comment

Jul-2022 | VERSION 1 | Powering Trusted Identities 12
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3.3 Editing your case

Edit Case button

A FINDKNOWLEDGEARTICLES LOGACASE CASES CHATWITH AGENT

Case

Training 01 EditCase
Priority Status
Medium In Progress
st b
Latest Posts v- e

6 Crystal Shively (Employee)
February 13,2022 3t 3:31 P}
This message is to let you know your ticket has been assigned to a Technical Support Engineer. They will be reviewing the information and will reach out to you as quickly as possible.

aw hidglobal.com/support/technical-support-case . You can view the status of your ticket or to add.

For follow up on your request, we recommend to please log into your account at https:

update any additional information, (such as screen captures, logs etc.) please attach to these items to the ticket under files.

Please keep “Case #02486584" as a reference for this ticket.

Thank you for your assistance on this case, we look forward to resolving as quickly as possible,

Expand Post

wplie @ Comment

replied to the customer. v

@ Crystal Shively (Employee)
February 1 1P

@ Thismessage is to let you know your ticket has been assigned to a Technical Support Engineer. They will be reviewing the information and will reach out to you as quickly as possible.

For follow up on your request, we recommend to please 10g...

More

ES HATWITHAGENT  ANALYT

- 02680766
Save | Cancel
Case Information
Case Number 02680766 Status In Progress
Contact Name Crystal Shively Case Origin Community
Contact Phone Priority P2 - High - Issues with severe performance impact or features not operating
as documented, that impact a majority of users
Description Information
Subject Example of a Case
Description Description: Logging an example of a Test case- adding a
detailed description of the issue being experienced
ﬂ Additional I—m
. . Email:

Add contributors via N

email address
Adduipnal
Email:
Prefs i
iz
Communication

Update method of N
communication S —
Email Address
Save | Cancel

Click “Save”

© 2021 HID Global Corporation/ASSA ABLOY AB. All rights reserved. HID, HID Global and the HID Blue Brick logo are trademarks or registered trademarks of HID Global or its
licensor(s)/supplier(s) in the US and other countries and may not be used without permission. All other trademarks, service marks, and product or service names are trademarks or registered
trademarks of their respective owners.
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