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Accessing Infoblox Support Center

To log into Infoblox Support Center you need to have a username and password. To create a support userID,
you will need to register. If you have previously registered your product with Infoblox, click on “Register
User” link within Customer Login window. If you have not registered your Infoblox product previously, please
click on “Register Product” link within Customer Login window or “Product Registration” link on the left side
navigation window. Click on “Forgot Password” link and enter your email ID to reset your password.

Customer Login window may be accessed from the Support Overview or Support Center Login page.

SUPPORT

Support Overview
Maintenance Packages Support Center Login

" Premium Maintenance

" Basic Maintenance Email [T
Infoblox Support site prowides useful tools for efficient case

Support Center Login d‘- management, expert knowledge and technical documentations ta help

manage Infoblox products, For instructions onusing the tools in our [PrEsalE
o secure partal, please click here, & login is required to access following
Training Programs anline toals:
- - + Caze Management: allows customers to open, Q
Product Registration update and track support cases online. 3
Suppo ALl + Knowlege Baze: provides up-to-date |nfoblox Q% IFoli ol [PRESMEE
Customer Hews products information. Search capability has been Q

significantly improved in new Knowledge Base,

Technizal Library: contains Release MNotes, Admin
Guide, Upgrade Guide or any technical documents
related to Infoblox Products,

Support Contacts .

Regizter User
Regizter Product
+ Downloads: allows customers to download latest

releases, support packs, and SMMP MBS, FIND OUT MORE
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Logging In to Infoblox Support Center

Enter your Email ID and Password in the Customer Login box.

SUPPORT

Support Overview .
Maintenance Packages SUPPOI’t Overview

= Premium sMaintenance

" Basic Maintenance B .
Email I jdoe@infoblox. cor

Support Center Login o At Infoblox, we believe that obtaining support for our products should Password ..L....
5 be just as convenient and hassle-free as using them, That®s why we

Training Programs have designed and developed support offerings that are suitable far a

wide range of businesses,
Product Registration
Support FAQ Infoblox Support site provides useful tools for efficient case

management, expert knowledge and technical documentations to help Fargat Passward
Customer Hews managze Infoblox products, For instructions on using the tools in our Register User
Support Contacts secure portal, please click here. & login is required to access folowing

online tools; Register Product

& Case Management

Knowlege Base Q

.
* Technical Library ‘2} Q
.

Downloads FIND OUT MORE

October 24, 2005 DMSone 3.2r2 Release

Jctober 3, 2005 RADIUSone 1.4r1 Release

September 21, 2005 DMSone 3.2r1 Release

September & , 2005 DrEone 3. 1r6 Release
August 25, 2005 RADIUSone 1,312 Release
August 2, 2005 DMEone 2, 5.4-0 Release
July 28 , 2005 DMSone 3, 1r5 Release

mare...

Please send us your comments on Support website to
feedback @infoblox, com.

TOF OF FAGE
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Infoblox Support Center Homepage

Infoblox +«

After you have logged in, you will be presented with the Infoblox Support Center Homepage.

SUPPORT

LN\

To register a user for Infoblox Support you need the Infoblox Support ID

From the Infoblox Support Center homepage you will have links to Case Management, the Knowledge

Support Overview
HMaintenance Packages
" Premium Maintenance

= Bazic Maintenance

Su|
® Dovanloads
= DS w3 FAQ
M5 w3 Release

Training Programs

Product Registration
Support FAQ
Customer Hews
Support Contacts

Welcome, John!

foblox Support ID: 1044

SIGH \UT

Support Center

Downloads

Multimedia Library

Software Downloads

DhZone w3 awerview

Authenticated DHCP

DrSane w3 upgrade

Support Packs
SMMP MBS

Downloads HMultimedia Library
Support Packs How to configure DhEone using

startup Wizard

How to upgrade DhSone

Imitial IP configuration

Base, Technical Library aspects of the Infoblox Support Center.

Infoblox iSupport Portal site
provides useful tools for
customers to manage
Infoblox products better
including:

= CASE MAHAGEMENT  allows
you to open, update and track
support cases online,

= KHOWLEDGE BASE provides
up-to-date Infoblox products
infarmation, Search capability
has been significantly improved
in new Knowledge Base,

= TECHHICAL LIBRARY
contain: Releaze Mates, Admin
Guide, Upgrade Guide or any
technical documents related to
Infioblox Products,

LEAFM MOFRE

/

mber.

To download the product releases, support packs, SNMP MIBs and etc. click on "Downloads”
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Managing Your Cases

Now that you have logged in, you can create a new case, view or add comments to existing cases or
attach files to cases.
» Click on "LEARN MORE" button in "Infoblox iSupport Portal” window on Support Center page.
» To search knowledge base you can either click on "Find solutions to your problems” in the Support
Resources Bin or enter the search criteria in the Search Knowledge Base Bin.
» Access all the existing cases under Service Requests Bin

Profile Sian Out Help

Infoblox ss st .

' Suppmﬂ

Quick Find | Service Requests |+ Co

Welcome John Doe , 31-0CT-2005

Knowledge Base Quick links Service Requests

No. Description Request Number Account Number Reported On Problem Summary Last Updated On Status
Mo Solutions Quick Link found 200510312306 31-0CT-2005 Radius 31-0CT-2008 Open
Support Resources Service Request Quick Links

Mavigg el &links Mo semice requests are found.
ind salutions to your problems
+ Ereguently used solutions

+ Technical librar

Search Knowledge Base

Search \E)

Tip: Cescribe your problem to see potential solutidgg, and then create a
semvice reguest.

Step 1) To create a new case, click on the "Create service request” link in the Support Resources Bin.

Yy rofe Sagn Chd Hed
Infoblox «e e s
L X .
Home ) ]
Hnowledge Bate  Top SoMdicns  TechncalLibrary  Wiew Cazes  Create Cases
Quick Find | Semace Hoquests » G0
Create Service Request
ing a service request by selacting a request type or by using one of your saved sarvice raquest tamplatas, Cancel

Select Request Type

oo efficianty, please select the comect requast type.

Step 2) Select the Service Request Type (as above)
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Step 3) To fill out the form, enter the appropriate information for the following fields:

Product Serial Number: Select the serial number by clicking the flash light

Problem Type: Select the appropriate Problem Type by clicking the flash light.

Problem Summary: A summary of your problem, this will be used to search the knowledge base
for possible solutions.

Priority: The severity level of the problem you are seeing.

Product: DNSone, Keystone, RADIUSone, LDAPone

Revision & Patch level: The revision of software you are running as well as the patch level.
Problem Description Note: The description of the problem you are having. Be as detailed in this
field as you need to be.

Attachments: You can attach files such as support bundles, backups, log files, screen shots, and
etc. Click on the Add Attachment button to attach files to your case.

VYV V VY

YV VYV V

Y

e—O0—O

Create Service Request: ldentify Problem

Pleasa provide the following information to anable us to rasolve your problem. Cancel) (Prewiaus ) Step 10l 3 (Hext
*Indicatas raquirad fisld

ldentify Product

Froduct Sanal Mumber @.4oo.am '?

Froblem Summary
Request Typo Software “Priority | Meiun
Prablem Type ons .<?’
"Problam Summary | Had
Product Keyslone w’
Select Proguct and elick 'Go' o show relevant fizlds.
Revizion 3202

Paich Lewel 1.0.0

Details

Meite Typa | Prablem Dascription |»

"Note |problem Description

Attachments

Add Anachment

Armtachmant Catagory Description Remove
There are no ataciments 5330ciated with the Senice Reguest

Primary Contact

Customer INFOBLOX Contact By | E-maikpdusiinnioblos, com |
Conlact | sohn Doe &

Cancel | | Previous § Step 1 of 3 | Next

Once you have filled out the form, and attached any files (if necessary), click next button, this will take
you to the search knowledge base screen (as below) with possible suggested solutions.
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Step 4) Check whether any of the suggested solutions resolves your cases. The results will be displayed
based on the Problem Summary you entered in the above screen shot.

*—O

Create Service Request: Suggested Solutions

= Software

Previous |1- 15 o
L

Tie I

18141

Pravious |1- 15 o3

Step 5) Before submitting the case, review the information and click on Submit button to create the
case.

Create Service Request: Review
“indicates required fisld

Product
Sanal Numbar

Problem Summary Radlus
Problem Type DNS

Froblem Detalls

Iicte Type Froblem Description
Hote Problem Description

Attachments

Attachment Catagory Desciiption
There dre no stechments associsled wih e Serior Regquest

Contacts
Comtact Hame Contact By
John Dos E-mak jdnn@nfobios com

Primary Contact

Customaer INFOBLOX Contact John Doe

Step 6) You will be emailed a case number as well as a URL to click to check the case status, update
notes and etc.

Infoblox e e

CKEOgE Bate  TOpSONTM  TechlkalLbrn  UEWCaEs  Creste Cases

Cluick Find | Service Reguests |+ Go )

Confirmation: Service request created: 200510310404 radius

Serice Request 200510310404 has been created. You can make updates to the service request and also review the updates by the serice organization.
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Infoblox iSupport Support Page

Infoblox + s ‘s
Homa')

Enowledqge Base TopSoutiona  Technicol Livnry  View Caaea  Crenle Coases I

Guick Find | Service Requasts w0

le

Knowledge Base

Search
Solusion Advanced Search |
Search Solutions
Uging | Aay of thir wieds |
Go )

Solution Categories

1) Knowledge Base: Use Knowledge Base Tab fo search knowledge base by using "Any of the words", "All

of the Words", or "Exact Phrase”. Alternatively you can also navigate the Solution Categories for
appropriate KB articles.

2) Top Solutions: Use this tab o see the top solutions.

3) Technical Library: Use this tab to see the Technical Library articles. The page contains Release
Notes, Upgrade Guide or any technical documents related to Infoblox products.

4) View Cases: Use this tab to see the existing cases

5) Create Cases: Use this tab to submit new cases.
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Infoblox iSupport User Registration

Step 1) Enter your Infoblox support ID number and click on Next Button
User Registration

|

Details: Enter your INFOBLOX Support ID Number
k @
INFOBLOX Support ID Number: 1044

Required field

Mext

Step 2) Enter the First Name, Last Name, E-mail (as username), Password, optionally click on Subscribe
to Infoblox mailing check box to receive the Infoblox mailing.

User Registration

Details: Enter Your Personal Information

First Name |John
Last Name |Doe
E-mail |JDOE@INFOBLOX NET]

Password
Verify Password

408 5517556
Phone Number

Subscribe to Infoblox Mailing L

Required field

Mext

Step 3) You will get an email confirmation of the registration. Once your user registration is approved

you will get the final approval email which can be used to log cases, view cases, search knowledge base
and etc.
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User Registration

r

Confirmation : User Registration Summary

Thank you for taking the time to register with us. You will receive an email notification with your registration
information.

Confirmation Number: 13746 Date: 31-0CT-2005
Name: John Doe User Type: CUSTOMER
User Name: JDOE@INFOBLOX.MOM

Enroliment Information

13747 Self - Service Support overthe  Sign up to Self- Service Support and receive technical assistance over
Web the web.



