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Introducing Hexagon's Safety, 
Infrastructure & Geospatial 
support portal

Portal access and instructions 
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Topics

Define: Hexagon's Safety, Infrastructure & Geospatial support portal

Review: Support flow

Access: Go-live Feb. 3, 2025

• Access and notifications

o Previous Qognify Community support portal users

o 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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Define

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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For previous Qognify Community support 
users

Portal access 
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Previous Qognify Community support users

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

Feb. 3, 2025

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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Set password

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
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For new users

Portal access 
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New user registration requests

• 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”

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

Feb. 3, 2025
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New user registration

1. Select Safety, Infrastructure & 
Geospatial

2. Click the drop-down menu and select 
Physical Security (Qognify)menu, and 
select Physical Security (Qognify)

3. Check “Create cases”

4. Complete user information

5. Click “Submit”
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New user notification

When the user account is approved, you 
will receive a welcome email.

• 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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Set password

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
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Navigate and create cases

Explore
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Explore

Simple navigation 
provides quick and easy 
access when creating a 
case or viewing the 
status of a recent 
request.
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Create a new case

• View the Action 
icons area

• Click “Submit Case”
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Create a new case

Submit for your account:

• View your account name

• Click “Next”

OR Submit on behalf of a customer:

• Click the drop-down menu

• Search and select the account name

• Click “Confirm”
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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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Case details

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”



18 |     hexagon.com

Case email confirmation

A confirmation email, which 

includes the case number, will be 

sent to your email address.
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View case status and updates

Manage cases
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Manage cases

Manage cases using 
the page drop-down 
menu:

• View the Page menu

• Click the Support 
drop-down menu

• Select “Cases”
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Select a view

Select your view:

• Click “Cases”

• Select the Case View  
drop-down menu to 
filter cases

• Click the pin to set 
the default view

Shortcut: Open a case from this view page 

by clicking the button.
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Dashboard view

Dashboard view

• Click to drill 
down into and 
view specific 
metrics
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Reports view

Reports view

• Select Open and 
Closed Case 
Reports by metric
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Editing a case

Updating
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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“

• 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

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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How can I contact support?

Additional 

communication 

channels are available:

• Click the Support 

drop-down menu

• Select Contact 

Support

• Click the Physical 

Security tab



Thank you
Hexagon's Safety, Infrastructure & Geospatial support team
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