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Introducing Hexagon's Safety,
Infrastructure & Geospatial
support portal

Portal access and instructions



Topics

- Define: Hexagon's Safety, Infrastructure & Geospatial support portal
+ Review: Support flow
« Access: Go-live Feb. 3, 2025

» Access and naotifications

o Previous Qognify Community support portal users
- New user requests

* Explore: Navigation and case creation
- Manage:

* Manage existing cases

* View case dashboard
« Update: Editing or updating a case
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Support v Geospatial v Public Safety v Physical Security v

¥
» How can we help?

Hexagon’s Safety, Infrastructure & Geospatial support portal streamlines access so users can submit and
manage support tickets.

 Enhanced visibility: Easily track and manage support cases
* Improved interaction: Enjoy seamless communication thanks to streamlined interface
« Advanced reporting: Gain better insights into case history and updates

Note: The new support portal is independent from the partner portal (with separate credentials), which provides software access and
other resources.
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Portal access

For previous Qognify Community support
users

* HEXAGON




Previous Qognify Community support users

i’@ Feb. 3, 2025

All previous Qognify Community portal
users will receive a welcome email for
Hexagon's Safety, Infrastructure &
Geospatial Support portal.

» Click the link
» Set your password

Alert;

« If you don'’t receive the email, check your
junk or spam folder

« To ensure you receive future notifications,
mark the sender as "Not Spam"
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Welcome to Hexagon's Safety, Infrastructure & Geospatial support portal

Hexagon Help Center

¥ 4 HEXAGON

Dear*

Welcome to Hexagon's Safety, Infrastructure & Geospatial support portal

Username:

Thank you
Hexagon Support

Hexagon's Safety, Infrastructure & Geospatial division
305 Intergraph Way
Madison, AL, 35758
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Set password

The Change Your Password message will be
displayed for all users — even those with first-time

Change Your Password acCcess.

« Set your password
Enter a new password for terricloose@gmail.com. A .
Make sure to include at least: ° Log in to the site

© 5 characters  Bookmark the new URL for future access
+ @ 1lletter

+ @ 1number

‘ 4 HEXAGON Support v Geospatial v/ Public Safety v Physical Security v

* New Password

‘ Good ‘ How can we help?

* Confirm New Password

Hexagon Support
Safety, Infrastructure & Geospatial

s B - - @ I
Alert notifications related to security updates and other important time-sensitive information.
View Technical Alerts > es

Generate rur es for Safety, Infrastructure & Geospatial products. Need technical support? Our customer support team is ready to assist

: Product Documentation 10 Product Releases Support Website Notices
.

New features, updates or changes specific to the Safety, Infrastructure & Geospatial Support
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Portal access

For new users



New user registration requests

L‘( HEXAGON Solutions Products Support & training Partners About us @) @) EN- m Contact us
A\l \ v~

Have technical questions or . ———
need support for your physical

security installation?

You want to access technical
documentation and software
downloads for our physical
security products?

Partner Web

Support and training

Customized — competent — dependable

_/9 Feb. 3, 2025 " ~ o

* View the new support portal instructions

« Navigate to the Support Portal and click the
button

* You will be redirected to the new Hexagon Safety,
Infrastructure & Geospatial Support portal

» Click “Request Access”

serdRequiest

Note: The redirect will remain in place until June 1, 2025
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New user registration

Request Access to
Hexagon's Safety, Security & Geospatial Support Site

Geospatial

’ ‘ HEXAGON

Request Access to
Hexagon's Safety, Security & Geospatial Support Portal

D Safety, Security & Geospatial Asset Lifecycle Intelligence Autonomous Solutions Geosystems Manufacturing In{

Request New User

*Product Suite

[ —-None— ‘ ]
~None— k:

Geospatial

| Public Safety
B Physical Security (Qognify)
Infrastructure and Utilities

Luciad

1. Select Safety, Infrastructure &
Geospatial

Safety, Security & Geospatial Asset Lifecycle Intelligence Autonomous Solutions Geosystems Manufacturing Intelligence
Request New User

*Product Suite

[ Physical Security (Qognify) :]

*Request Access To
@ Create cases
Training request
ﬁirst Name \

. /

*Last Name

*Email

you@example.com

=Company Name

*Country

Comments

Qur Privacy Policy describes how we process Personal Data about you. It also provides information on how you may exercise any of your rights as a Data Subject. You have the right to withdraw your consent at
any fime by clicking on the "Unsubscribe” link within the electronic marketing communications sent to you. By submitting this form, you agree fo our Terms of Use.

5] e

2. Click the drop-down menu and select
Physical Security (Qognify)
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3.
4.
5.

Check “Create cases”
Complete user information

Click “Submit”
(4 4 HEXAGON



New user notification

) Welcome to Hexagon's Safety, Infrastructure & Geospatial support portal
When the user account is approved, you

will receive a welcome emaiil. Hexagon Help Center

* Click the link (
- Set your password « 4 HEXAGON

Dear*

Welcome to Hexagon's Safety, Infrastructure & Geospatial support portal

Username:
Thank you
Hexagon Support
Alert:
, . . Hexagon's Safety, Infrastructure & Geospatial division
+ If you don’t receive the email, check your 305 Intergraph Way
junk or spam folder Voo I

» To ensure you receive future notifications,
mark the sender as "Not Spam"

10 | hexagon.com (“ HEXAGON



Set password

Change Your Password

Enter a new password for terricloose@gmail.com.

Make sure to include at least:
@ 2&characters

« @ 1letter

« @ 1number

* New Password

‘ e Good

* Confirm New Password
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The Change Your Password message will be
displayed for all users — even those with first-time
access.

« Set your password
* Log in to the site
« Bookmark the new URL for future access

‘ 4 HEXAGON Support v Geospatial v/ Public Safety v Physical Security v

How can we help?

Hexagon Support
Safety, Infrastructure & Geospatial

‘ Technical Alerts :Q Licensing @ Submit Case

Alert notifications related to security updates and other important time-sensitive information. Generate rur

es for Safety, Infrastructure & Geospatial products. Need technical support? Our customer support team is ready to assist

: Product Documentation 10 Product Releases Support Website Notices
.

New features, updates or changes specific to the Safety, Infrastructure & Geospatial Support
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Explore

Navigate and create cases



Explore

""h EXAGON

i sctiedn garoa

How can we help? Ragelmenu

Simple navigation
provides quick and easy
access when creating a
case or viewing the R
status of a recent . e
request. - Technical Alets =g Licensing @) swomitcose

Cererste ror-trre lcenses Yor Sty irfastrcare & Oectoata products Need techricsl sepport? Our oustomer Suaport Saam 3 ready 0 stan
B Product Documentation w Product Releases Support Website Notices
1 v
New festres. ubdstes of changes stesic 1 e Safety isbaatrciure & Cecopatal Suspen
webate
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Create a new case

‘ ‘ HEXAGON Support v Geospatial v/ Public Safety v Physical Security v

How can we help?

+ View the Action

lcons area
e Click “Submit Case”

Hexagon Support
Safety, Infrastructure & Geospatial

i Technical Alerts =9 Licensing @ Submit Case
Alert notifications related to security updates and other important time-sensitive information. Generate run-time licenses for Safety, Infrastructure & Geospatial products. Need technical support? Our customer support team is ready to assist.
View Technical Alerts > Licensing Resources > Submit a Case >
R
. Product Documentation ‘O Product Releases Support Website Notices
b | L g
« Public Safety New features, updates or changes specific to the Safety, Infrastructure & Geospatial Support
website.

Support Website Notices =

* Public Safety

(4 # HEXAGON
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Create a new case

" HEXAGON Public Safety Physical Security ~ Q A

Submit for your account:
C VI eW your aCCOU nt name Community Case Creation
° Cl i C k 111 N ext” Click Next to select your account. Click dropdown to search for another accoun

| Your account name here |

Submit on behalf of a customer:
» Click the drop-down menu

« Search and select the account name O
* Click “Confirm”

Select account

o

10000000 |;
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Select product family

* Click the drop-down
menu

» Select the product
family related to your
case

* Click “Next”
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" HEXAGON

Geospatial

Physical Security

Case Creation for Physical Security

* Product Family

—-MNone-

* Product Family

Case Creation for Physical Security

[ --None--

QOculans
VMS

Situator

NiceVision

VisionHub
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Case detalls

Enter the following required fields:

» Asset Version (product version)
* Priority

* Customer Environment

* Onsite: Yes or No

» Subject

» Description

Not required but highly
recommended:

* Phone Number

» Upload Files: Log files, screenshots
or other information

* Click “Next”
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’_ gl HEXAGON

Community Case Creation

Account:

Asset: g y - \)
* Agset Version
NA

* Priority

4 - Low (Question, Info)

* Customer's Environment

Production
* Are you onsite?
Yes
* Subject
My Subject Here

* Description

ar

A

ar

Geospatial v Public Safety Physical Security »

Project Name

Shipping and Distribution \Warehouse 7A

Customer's Reference Number

A

Phone Number for Callback

1M1-11-1111

My description of the issue. Include as much detail as possible.

Upload Case Files Here

1, Upload Files QOr drop files

Rs
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Case email confirmation

Case C__.7 2.3 Install DM Created

A confirmation email, which Hexa
. ) ] gon-51G-No-Reply Support
@ includes the case number, will be

(1 il address.
sent 1o your emall address (“ HEXAGON

Dear i

This is an automated natification to inform you a case has been openad. The summary of this Case is

Case; | ]
Subject; ssen JW

Click here to view your case.

Thank you
Hexagon Safety, Infrastructure & Geospatal
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Manage cases

View case status and updates



Manage cases

g".HEXAGON — Georpetet v Poblc Sakety v Phyvesl Seaty v e —

we help?

Manage cases using
the page drop-down
menu:

+ View the Page menu tisangon fupport

Safety, Infrastructure & Geospatial

° CI I C k the SU pport )~ Technical Alerts ::—'6 Licensing @ Submit Case
d ro p_ d OWn m e n u ;.: -.i»,-u-,f‘...-v el %0 securty WDAaten 3nd Other IOOriEN! Lme-senitve Alematen ;.:.‘... :;w.:““l for Satety, irfrastricare & Oecepatal products 'vfo: w--'z: Sepport? Our cuatomer JLaport faam 3 ready 55 atee

 Select “Cases”

B Product Documentation iﬁ Product Releases Support Website Notices
1 v
New festres wddstes of hanges stecic 10 e Safety nbaatnciune & Qecapete Susgo
webae
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Select a view

" HEXAGON

Support Geospatial

Public Safety

Physical Security s

Select your view:
* Click “Cases”

 Select the Case View
drop-down menu to
filter cases

Cases

Cases

Submit Case

# Accoun

33 items * Sorted by Asset Name  Filtered by All cases - Status, Closed, Case Re

Cas... V‘ Status
00318170  Assigned
00312048  Assigned

00317803  New
v -

~ | Asset Name 4

Cases

Submit Case

Cases Dashboard  Reports

» Click the pin to set
the default view

Shortcut: Open a case from this view page

by clicking the JEFET=9 button.
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Cases

# Account Open Cases » #

LIST VIEWS k!

# Account Closed Cases

rd  Reports
\ )/ gl HEXAGON
tOpenCases » &

5 ago

ubject

+ #Account Open Cases

# My Closed Cazes

# My Open Cases

Recently Viewed (Finned list
Recently Viewed Cases

5 00312506 New

Qognify YMS Infinity Core Package {2 .2

arch this list... &- | T

[ v ‘ Date/Time Ope... ™ ‘ C... v |
] -
] 1 -

v
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Dashboard view

" HEXAGON Suppoit ~ Geospatial w Public Safely Physical Security » Q A temcoose

Reperts

Dashboard view .

Cases

b CI i C k tO d ri II FhccountOpen Gases DaShb“am [ + Follow }EH Refresh | A ]

33 items * Sorted by Asset Mame * Filtered by All cag Support Community

1 shboard showing data specifically for the Suppert Community
down into and . 8l

Cas... Status

VI eW S pec Ifl C 00212170 Assigned P1 Open Cases " P2 Open Cases " P3 Open Cases * P4 Open Cases ®

metrlcs > 00318043 Assigned 2 1 0 21

3 00317903 NE".y
v # | ViewRepor (P1Open Cases) View Report (P2 Open Cases) View Reporl (P3 Open Cases) View Report (P4 Open Cases)
Open Cases by Contact H Open Cases by Asset H
Record Gount
16 0 2 4 ] 8 10
. B — |
g
5 ®
3 3
H ]
5 < QOGNIFY YMS ADVANCED CORE PACKAGE |
= ]
E 8 QOGNIFY VMS INFINITY CORE PACKAGE
View Report (Open Cases by Contact) View Report (Open Cases by Asset)
Open Cases e Waiting on Customer S Open Cases - Resolved S Cases in Development = Closed Cases (Total) = Closed Cases (YTD) S
View Reporl (Open Cases by Status) View Report (Dpen Gases - Waiting on Cusfo... View Report (Open Gases - Resolved) View Report (Open Cases in Development) View Report (Closed Cases) View Report (Closed Cases YTD)
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Reports view

Reports view

» Select Open and
Closed Case
Reports by metric
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" HEXAGON

Cases

‘Submit Case

Cases Dashboard

Cases
# Account Open Cases +  #

33 items » Sorted by Asset Mame » Filtered by All cases - Status, Closed, Case

Cas... v | Status
00318170  Assigned
2 00318048  Assigned

3 00317903  New
Wi - #

v

~ | Asset Name 4

" HEXAGON

Cases

Submit Case

Cases Dashboard Reports

Open Case Reports

- By Status

= \Waiting on Customer
= In Development

- By Contact

* By Asset

Closed Case Reports

* By Contact
* By Priority

A temicloose

n tis st & Y

~ | Date/Time Ope... v | C... v

] -
] 1 v
p p A
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Updating

Editing a case



Update a case

A case can be edited
anytime during its
lifecycle by clicking on
the pencil icons.

Note: You can only
change the case
status to “Customer
updated” or
“Closed.”

« Adding information or files to the comment section automatically updates the case status to "Customer updated

Case
ﬂ 00318048

ceount Mame Status Subject Asset Priority
~ . Assigned Ocularis 12119/24 [— \ 1 4 - Low (Question, Info)
Detail Files Activities Articles
~ Case Detail
Case Number
00315048
ssset @ Status @
Cogniy VIS 1Ny Lole Fdckdye (89432 16) Assigned
Asset Version Support Leve
NA L1
Enfitlement Name Prigrity
ROyai Lanuued | GIuse LES W GNIm 1 vvis INE 19T GURE FAGRAGE rieniun condenent 4 - Low (Question, Info)

Customer's Reference Number

Subject @
Ccularis 1219724

Description @

[]

This email is not from Hexagen's Office 365 instance. Please be careful while clicking links, opening attachments. or replying to this email

Test

~ Contact Information

ccount Name

Contact Phone

~ System Information

+ Follow
it comment
@
‘Comment
Sort by
Most Recent Activity Search this feed Y- [

E 9 U T 2ieoi 000aEmE 1T (Employee) updated this record. -

December 13, 2024 at 1:42 PM

P y Case Owner
Ablank value to Leer, Sossssuemeomc .7

Fieiiian ruuisud sent an email. -

ecember 19, 2024 at 11:27 AM

B To: salesforce support.ocularis.test sig @

This @mail is not from Hexagon's Office 365 instance. Please be careful while clicking links, opening

attachments, or replying to this email.

Test
L1 - .

1]

» The assigned engineer is promptly notified of the update, ensuring timely awareness
» This process keeps case details current and enhances collaboration throughout its lifecycle
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Search our knowledge base

ﬂ | HEXAGON Support v Geospatial v Public Safety v Physical Security v

How can we help?

ocularis Search

You can use the search bar on the support portal
homepage to search for articles, cases and
discussions that may help you find an answer to a
problem.
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" HEXAGON Support v Geospatial ~

Public Safety v

[ ocularig]

) -

Search Results

| All

Knowledge
Cases
Discussions
Accounts
Contacts

Collapse List

Knowledge

5+ Results - Sorted by Relevance w

Qcularis Client and Ocularis Administrator fails to login
000014916

login failed, 5 minutes, Ocularis Client, time difference

000015044
Steps to run Ocularis components with FIPS enabled: PLEASE NOTE- Files referenced as

000015046
Solution: Close the Ocularis License Activation Navigate to -

000015051
Uninstall Ocularis Client and then rename the Heimdall.dll file to Heimdall.old Re-install

Multi-Streaming in Ocularis
000014961
nullhttps:/iwww.qognify. comfwp-

content/uploads/PreductDec i tisc/Multi_ ing_in_Qcularis5_WhitePaper pdf...Streaming, Ocularis, 5.9

Cases

5+ Results » Sorted by Relevance w

v

L |

# HEXAGON



How can | contact support?

’ ‘ HEXAGON Geospatial v Public Safety Physical Security Utilities Q M Userl731539534328.

Contact Support
Contact Support S

Licensing Portal

Ad d Itio n al Online case submission Software Downloads

. My Accounts
Safety, Infrastructure & Geospatial Support  Support by Divi: Nebsite

communication

Specifically designed for our maintenance customers, Hexagon provides access 1 various regions and languages.

channels are available:
. Please select the appropriate portfolio and region for contact information

d C | I C k th e S u p p O rt Public Safety Physical Security Utilities & Communications
d ro p_ d OWn m e n u Contact phone numbers for the following product families: Qognify VMS, Cayuga, BVI, Ocularis, NiceVision, VisionHub, and Situator.

Product Region Phone Number Email

[ ] S e I e Ct < :O ntact Qognify VMS / Cayuga / BVI AMR US - 1(845)201-5600 ext 3 support.qvms_security sig@hexagon.com

US - 1(201)377-3408
US - 1(866)895-4607 - toll free

S u p po rt EMEA  Germany - +49 8996 1067699

. . Switzerand - + 41 41 5087303
* Click the Physical

UK - +44-800-0488305 toll free
Israel - +972-73-394-7900

Security tab

Germany - +49 8996 1067699
Switzerland - + 41 41 5087303

Qcularis AMR US - 1(845)201-5600 ext 3 support.ocularis security sig@hexagon.com
US - 1(201)377-3408
US - 1(866)895-4607 - toll free

EMEA  Germmany - +49 8996 1067699
https://intergraph--dev.sandbox.my.site.com/help/s/contactsupport_zerland - + 41 41 5087303
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Thank you

Hexagon's Safety, Infrastructure & Geospatial support team
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