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Support Portal User Guide

Portal access and instructions



Support portal notification dates:
» New feature updates: March 1, 2026
» Launch of new Support Portal: February 3, 2025

This document contains instructions on the following topics:

* Registering a new user

» Navigating the site

« Searching the knowledgebase

» Creating a new case

- Editing a case

* Viewing cases, dashboards, and reports
* Requesting licenses

» Scheduling appointments
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Geospatial v Public Safety » Physical Security

How can we help?

Search content

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 a streamlined interface
» Advanced reporting: Gain better insights into case history and updates

Note: The Support portal is independent of the partner portal (with separate credentials), which provides software access and other
resources.
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Registering a new user
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New user registration requests

L‘l’ HEXAGON Solutions Products Support & training Partners About us ) EDEn- Contactus
w \ v

Have technical questions or
need suppert for your physical
security installation?

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

View new support portal security products?

instructions
Partner Web

Support portal

Support and training

Customized — competent — dependable

L

‘.'——
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» View the support portal instructions
» Navigate to the Support Portal
* New Users: Click “Request Access”

e Raguest
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New user registration

Geospatial

| g HEXAGON

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

n Safety, Security & Geospatial Asset Lifecycle Intelligence Autonemous Solutions Geosystems  Manufacturing In

Request New User

* Product Suite

[ ~None— 2]
X,

--None—

Geospatial

Public Safety

Physical Security (Qognify)

Infrastructure and Utilities

Luciad

1. Select Safety, Infrastructure &
Geospatial

2. Click the drop-down menu and select
Physical Security (Qognify)
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Request Access to
Hexagon's Safety, Security & Geospatial Support Site

Safety, Security & Geospatial Asset Lifecycle Intelligance omaus Solutions Manufacturing Intelligence

Request New User

*Product Sudle

[ Physical Security (Qognify) l]

.

Our Privacy Poi
any time by clicking on the "Unsub

ibe” link vithin th marketing sent to you. By submitting this form, you agree 1o our Term

Gescribes how we procass Personal Data about you. It also provides information on how you may exsrcise any of your rights as a Data Subject. You have the right to withdraw your consent at
¢ Use

3. Check “Create cases”
4. Complete user information
5. Click “Submit”
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New user notification

) ) ) Welcome to Hexagon's Safety, Infrastructure & Geospatial support portal
You will receive a welcome email when

your user account is approved. Hexagon Help Center
* Click the link in the email. 4"‘ HEXAGON

» Set your password. -

Dear |

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

Al el'[ , Username:
» Check your junk or spam folder if you don’t Thank you
receive the email. Hesmgn B
“ » H 's Saf Infi &G ial divisi
* Mark the sender as “Not Spam” to ensure o
you receive future notifications. Madison, AL, 35758
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Set password

All users—including those logging in for the first time—uwill
see the Change Your Password message.

» Set your password.

Enter a new password for terricloose@gmail.com. L4 Log in to the Site.

Make sure to include at least:

P « Bookmark the new URL for future access.
. ° 1 letter

Change Your Password

= @ 1number
* New Password ¥ 4 Hexacon
‘_ """""""" ‘ How can we help?
* Confirm Mew Password
l 50 l
*=required

Hexagon Support
Safety, Infrastructure & Geospatial

- Technical Alerts =g Licensin, g @ Submit Case

%" Product Documentation ) Product Releases S Support Website Notices
.
-

vvvvvvv
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Navigating the site and
searching the knowledge base
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Navigation

'ﬂ"ﬂt\uﬁuﬂ

Simple navigation gives
you quick, easy access
to create a case or view
the status of a recent o Sbat

Satary, Infrastructure & Geosparial

request.
r15 Technical Alerts ::é Licensing
e ot VSN B, et e Sy, e fro— .
®  Product Documentation 1‘{,' Froduct Releases

Yiwwd teotewce sooport T O ccataeer wuseced e 0 candy B sl
Support Website Notices
fiaw feraen updetes o cheAgen sowrts W e Seeny et natururs b et Susoo

@ suomiecese M

.....
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Search our knowledge base

Utiliies v

y How can we help?

_ it

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 ~

Geospatial v

[ ocularig]

o) I

Search Results

I All

Knowledge
Cases.
Discussions
Accounts
Contacts

Collapse List

Knowledge

5+ Results + Sorted by Relevance w

Ocularis Client and Ocularis Administrator fails to login
000014915

login failed, 5 minutes, Ocularis Client, lime difference

FIPS and Ocularis (as of Jan 2020) Steps to run Ocularis components with FIPS enabled
000015044
Steps to run Ocularis components with FIPS enabled: PLEASE NOTE- Files referenced as

Cannot log in to Qcularis Client or Administrator due to License issue on Ocularis Base
000015045
Solution: Close the Ocularis License Activation Navigate to -

Ocularis Admin Crashes
000015051

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

Multi
00
nullhttps:/iwves. qognify.com/wp-

eaming in Ocularis
51

Public Safety v

i ing_in_Ocularis5_WhitsPaper pdf

Cases

5+ Results + Sorfed by Relevance v

reaming, Ocularis. 5.9

4

d

4 HEXAGON



Creating a new case
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Create a new case

* View the Action icons area
e Click “Submit Case”

» Click “Submit Case” to start
the case creation process

“ HEXAGON

e

Cases Dashboard  Reports

Cases
#My Open Cases v ¥
50+ items - Sorted by Case Number - Filtered by All cases - Created By Current User, Closed - Updated a ‘ew seconds age

C... ¥ | St.. v | Asset Name

Geospatial °

¥4 vEXAGON

Support v Geospatial v Public Safely Physical Security v

How can we help?

—

Hexagon Support
Safety, Infrastructure & Geospatial

‘ Technical Alerts:

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

Product Documentation

Q, Search this list

:q Licensing Submit Case
Generate runi for Safety, Infastruct Need technical support? Our customer support team is ready to assist
Licensing Resources >

‘O Product Releases

* Pubic Safety

Subr

N,

Support Website Notices

New features, updates or ch
wiebsite.

fic to the Safety,

Support W

ite Notices >

| Subject ~ | Priority v | Account Name v | Cont.. Vv | P.. Vv | DatefTime Op... Vv
1 New 7 2 3 - Med (Limited Problem Scope) s 212412026, 926 AM
2 New 3 - Med (Limited Problem Scope) 212412026, 9.06 AM
13 | hexagon.com

(4 4 HEXAGON



Select the account

Geospatial v Public Safety Physical Security

g‘ HEXAGON Support v
Submit a case for your account:

O VieW you r aCCO u nt n a m e Case Creation for Physical Security

© C I i c k " N ext” STOP: SELECT THE CUSTOMER ACCOUNT YOU ARE SUPPORTING.
Use the drop-down to search and select the customer account experiencing the support issue.

- \.

Submit a case on behalf of your customer:
* Click the drop-down menu

« Search and select the account name o —— 5
» Click “Confirm”

Select account

4
0000000
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Follow the prompts

The Product or the | ,

Asset drop-down will
automatically display based on
the selected account.

!‘ HEXAGON

Geospatial ~ Public Safety ~ Physical Security ~

Case Creation for Physical Security

*Product Family

--None--

frepo m

Case Creation for Physical Security

*Product Fami

[ -None—

Case Creation for Physical Security

Account:

*Asset

Oculans
VM3
Situator

NicaVision

VisionHuh

[ Select an Option

| dC3 Orchestrator (Situator) (R8877258 )]

 Click the drop-down menu

dC3 Video |

Enterprize (NiceVision/VisionHub)

HxGN Connect Live Share - Smart Advisor - E

HxGN dC3 Cloud Video Remote Support per hour (f557755
LuciadLightspeed LM LIDAR End-User Rental SU (

OCULARIS (W00romn)

» Select the product family or
asset related to the case

* Click “Next’
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Case details

Select the Support radio button and complete the
following required* fields:

» Asset Version (product version)
« Customer’s Environment

» Are you onsite?

» Subject

» Description

Not required but highly recommended:
* Phone Number

» Upload Files: Log files, screenshots, or other
information

Check box: Review the privacy policy and check the
box if you agree to the data usage.

Click “Submit”
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Case Creation for Physical Security

Account: PGy uamms
Asset:  dC3 Video (604
Product: dC3 Video

Faor Prierity 1 or 2 issues, please call Hexagon support line (click the URL and select the "Physical Security” tab for the numbers).

*Case Type

@ Support
Licensing - New product ID
Schedule an appointment

= Asset Version Project Nams

9.0.0

= Customer's Environment Customer's Reference Number

Production

A

= Are you onsite? Phone Number for Callback

No s 111-111-1111

* Subject

My Subject Herte
= Description

Include as many details as possible.

Upioad Case Files Here

Cr drop files

DI agree that my personal data will be processed by Hexagon for the purpose of handiing my request | have read and understood the Privacy Policy, including

information about how my data is used and my rights, including my right to withdraw consent at any time

R
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Case email confirmation

Case T2 7272 Install DM Created
@ A confirmation email with the Hexagon-SIG-No- Reply Support
case number will be sent to your

email address. ﬂ ‘ HEXAGON

Dear & i

This is an automated nolification 1o inform you a case has been opened The summary of this Case is

Casa: ¢ ]
Subject SRssEeI

Chck here o view Vour case

Thank you
Hexagon Safety, Infrastructure & Geospatial
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Editing a case



Update a case

ﬂ 63051;18048 .
A case can be edited at - )
any time during its lifecycle | ... . . =
by clicking the pencil icon. | ~¢ = D — =
Note: You can only change onene
the case status to

“Customer updated” or

7
@ Commen i
e Plea eful while clicking links, opening attachments, or replying to this email
111 2
ose
]
~ Contact Information
Account Name t Email reful ing
EmaiTo CC @ Test
E < »
® Com:
~ System Information G Writs & comment

L]

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
19 |

hexagon.com
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Viewing cases, dashboards,
and reports



View cases

'ﬂ"ﬂt\uﬁuﬂ

Manage cases using the
page drop-down menu:

* View the Page menu s

» Click the Support drop-
down menu

* Select “Cases”

My Desaoumsanns

Hexagon Support
Satary, Infrastrueture & Geosparial

B Technical Alerts ::'é Licensing

chicaira Feiimd 5 wacrty wodaled and car remiriant b emkies srrmiten

= Product Documentation '17{;. Product Releases
1

Dararata fon-tr Logmmes v Satrty, irtmitrce & Gectmate groum

@ Submit Case

O

.....

w1 urdeten pr cheAgen sowrds W e dery et natururs b e Susoo

Bciportt Dhr doatiores Ruspdrd e (5 sandy & sl

Support Website Notices
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Select a view

Select your view:

# Account

* Click “Cases”

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

33 ems * Sorted by A

Cas... | Status

70 Assigned

0318048 Assigned

03 New

“ HEXAGON

by All cases - Status. Glosed, Gase Res

v | Asset Name &

Geospatial v

‘| Cases

|Cases | Dashboard Reports

» Click the pin to set
the default view

Shortcut: Open a case from this view page

by clicking the button.
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Cases

# Account Open Cases v | #

- k!

#Account Closed Cases

LIST

Public Safely

0 ard  Reports

38t Name * Fittered b

& ago

nibject

+ #Account Open Cases

# My Clozad Cases

#My Open Cases
Recently Viewed (Pinned tist
Recently Viewed Cazes

00312506 MNew

Cognify VMS Infinity Core Package {iaico=0)

Physical Security v

B»- | C Y

r v | Date/Time Ope... v | C... ™
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Dashboard view

Dashboard view

* Click to drill
down into and
view specific
metrics
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Cases

Cases

Support « Geospatial +

Pubiic Safety ~-

Physical Security ~

# Account Open Cases
33 tems + Sored by Assel Name * Fillerad by All ca:

Cas... Vv | Status v

) Assigned

2 00318048 Assigned

00317003  New

Dashboard
Support Community
oard showing data specifically for the Suppert Community

P1 Open Cases i P2 Open Cases

View Report (P1 Open Cases) View Report (P2 Open Cases

Open Cases by Contact

Gontact Name: Ful Name

View Report (Open Cases by Contacl)

Waiting on Customer -

Open Cases

34

View Report (Open Cases by Stalus) \iew Report (Open Cases -

aiting on Custo...

Open Cases - Resolved

1

View Report (Open Cases - Resoived)

P3 Open Cases

10

View Repor (P3 Cgen Cases)

Open Cases by Asset

Ocularls Utlimate Base |

Assot: Asset Name

View Report (Gpen Gases by Assel

Cases in Development

0

View Report (@pen Cases in Development)

QOGNIFY VMS ADVANCED CORE PACKAGE
QOGNIFY VMS INFINITY CORE PACKAGE
Qogrify VMS Infinity Core Package

i P4 Qpen Cases i

21

View Report (P4 Open Cases|

Record Count

Closed Cases (Total)

1¥ 1

‘View Repart (Closed Cases) View Report (Closed Cases YTD)

Closed Cases (YTD) -

Y. HEXAGON



Reports view

" HEXAGON

‘,‘ HEXAGON
Cases
Reports view
. Select Open and Cases Dashboard Submil Case
Closed Case ;::::countOpen Cases v #
H 33 flems « Sorled by Assel Name » Fillered by All cases - Stalus, Closed, Gad® TEPRAT, Cases Dashboard Repor[s Ch this is || T
Reports by metrlc Cas... v | Status W | Asset Name 4 v | DatefTime Ope... v | C... v
feed Open Case Reports ¥
Assigned 1 (=
00317803 New * By Status =
= \Waiting on Customer

* In Development
= By Contact

» By Asset
Closed Case Reports

» By Contact

= By Priority
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Requesting a license

New product ID for modified server
hardware
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Request a new product ID for modified server hardware

¥4 HExacoN

Support ~ Geospatial v

How can we help?

Pubic Safely v

Physical Securly

+ View the Action

icons area
e Click “Submit Case”

Hexagon Support
Safety, Infrastructure & Geospatial

. Technical Alerts

Alert notifications related to security updates and other impartant time-sensitive information.

View Technical Alerts >

Product Documentation

:° Licensing

Generate run-time licenses for Safely, Infrastructure & Geospatial products.

Licensing Resources >

.‘0 Product Releases

- Public Safety

@ Submit Case

Nezd technical support? Our customer support team is ready to assist

Support Website Notices
L4

New features, updales or changes specific 1o the Safety, Infrastructure & Geospatial Support
website

Support W

26 | hexagon.com
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Select the account

Geospatial v Public Safety Physical Security

g‘ HEXAGON Support v
Submit a case for your account:

O VieW you r aCCO u nt n a m e Case Creation for Physical Security

© C I i c k " N ext” STOP: SELECT THE CUSTOMER ACCOUNT YOU ARE SUPPORTING.
Use the drop-down to search and select the customer account experiencing the support issue.

- \.

Submit a case on behalf of your customer:
* Click the drop-down menu

« Search and select the account name o —— 5
» Click “Confirm”

Select account

4
0000000
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Follow the prompts

The Product or the | ,

Asset drop-down will
automatically display based on
the selected account.

!‘ HEXAGON

Geospatial ~ Public Safety ~ Physical Security ~

Case Creation for Physical Security

*Product Family

--None--

frepo m

Case Creation for Physical Security

*Product Fami

[ -None—

Case Creation for Physical Security

Account:

*Asset

Oculans
VM3
Situator

NicaVision

VisionHuh

[ Select an Option

| dC3 Orchestrator (Situator) (R8877258 )]

 Click the drop-down menu

dC3 Video |

Enterprize (NiceVision/VisionHub)

HxGN Connect Live Share - Smart Advisor - E

HxGN dC3 Cloud Video Remote Support per hour (f557755
LuciadLightspeed LM LIDAR End-User Rental SU (

OCULARIS (W00romn)

» Select the product family or
asset related to the case

* Click “Next’

(4 # HEXAGON




License request details

Select the Licensing — New Product ID radio
button and complete the following required*
fields:

* INR

» Contact Name

» Customer’s Project

» Street (project)

« Zip (project)

» City (project)

» Country of installation

* Emall

* Phone

+ Additional installation info

* Product ID

Check box: Review the privacy policy and check

the box if you agree to the data usage.
Click “Submit”
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Case Creation for Physical Security
Account: F

Asser:  dC3 Video (
Product: dC3 Video

For Priority 1 or 2 issues, please call Hexagon support line (click the URL and select the "Physical Security” tab for the numbers)

*Case Type
Joport

@ Licensing - New product ID

chedule an appointment

Modified server hardware: New product ID

Are you using new server hardware with an existing HxGN dC3 Video installation? In this case, please generate a new product ID — and send it to us
using the form below.

The product ID necessary to issue your license can be found in the HxGN dC3 Video client software. Please navigate to the menu option “Info —
Product ID." Next, copy the character string displayed there and insert it into the form below in the field named “Product ID.”

Note: Do not use any non-Latin or special characters when filling the form. Fields marked with a * are mandatory.

*INR

*Street {praject)

3355 North Dodge Blvd
* Contact Name
*ZIP (project)
Gary Tester
85716
* Customer Project
*City (project)

Tucsen

*Country of Installation
United States

*Emai
ggfordtx@gmail.com

*Phone

1873

= Addifional Installation Info (IP-address. hostname, )

*Product |ID

| agres that my personal data will be procassed by Hexagon for the purpose of handiing my request | have read and understood the Privacy Palicy
stion about how my data is used and my rights, including my right to withdraw consent at any time.

y, including




License request email confirmation

Case T2 7272 Install DM Created
@ A confirmation email with the Hexagon-SIG-No- Reply Support
case number will be sent to your

email address. (‘ 4 HEXAGON

Dear & i

This is an automated nolification 1o inform you a case has been opened The summary of this Case is

Casa: ¢ ]
Subject SRssEeI

Chck here o view Vour case

Thank you
Hexagon Safety, Infrastructure & Geospatial
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Scheduling a support
appointment
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Schedule a support appointment

¥4 HExacoN

Support ~ Geospatial v

How can we help?

Pubic Safely v

* View the Action

icons area
e Click “Submit Case”

Hexagon Support
Safety, Infrastructure & Geospatial

. Technical Alerts

Alert notifications related to security updates and other impartant time-sensitive information.

View Technical A

Product Documentation

Licensing

Generate run-time licenses for Safely, Infrastructure & Geospatial products.

Licensing Resources >

.‘0 Product Releases

- Public Safety

Physical Securly

@ Submit Case

Nezd technical support? Our customer support team is ready to assist

Support Website Notices
L4

New features, updales or changes specific 1o the Safety, Infrastructure & Geospatial Support
website

Support

32 | hexagon.com
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Select the account

Geospatial v Public Safety Physical Security

g‘ HEXAGON Support v
Submit a case for your account:

O VieW you r aCCO u nt n a m e Case Creation for Physical Security

© C I i c k " N ext” STOP: SELECT THE CUSTOMER ACCOUNT YOU ARE SUPPORTING.
Use the drop-down to search and select the customer account experiencing the support issue.

- \.

Submit a case on behalf of your customer:
* Click the drop-down menu

« Search and select the account name o —— 5
» Click “Confirm”

Select account

4
0000000
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Follow the prompts

The Product or the | ,

Asset drop-down will
automatically display based on
the selected account.

!‘ HEXAGON

Geospatial ~ Public Safety ~ Physical Security ~

Case Creation for Physical Security

*Product Family

--None--

frepo m

Case Creation for Physical Security

*Product Fami

[ -None—

Case Creation for Physical Security

Account:

*Asset

Oculans
VM3
Situator

NicaVision

VisionHuh

[ Select an Option

| dC3 Orchestrator (Situator) (R8877258 )]

 Click the drop-down menu

dC3 Video |

Enterprize (NiceVision/VisionHub)

HxGN Connect Live Share - Smart Advisor - E

HxGN dC3 Cloud Video Remote Support per hour (f557755
LuciadLightspeed LM LIDAR End-User Rental SU (

OCULARIS (W00romn)

» Select the product family or
asset related to the case

* Click “Next’
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Schedule an appointment

Select the Schedule an appointment
radio button and complete the following
required” fields:

* Time zone

+ Select at least three (3) time slots

* Asset Version

» Customer’s Environment

* Are you onsite?

* Subject

* Description

Check box: Review the privacy policy
and check the box if you agree to the
data usage.

Click “Submit”
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Case Creation for Physical Security

Account: ;
Asset:  dC3 Video (¢
Product: dC3 Video

For Priority 1 or 2 issues, please call Hexagon support line (click the URL and select the "Physical Security” tab for the numbers).

* Case Type

Support

Licensing - New product ID
@ Schedule an appointment

* Timezone
Eastern Standard Time (EST)

Central European Time (CET)

*Times - Please select at least three time slots
9:00 AM

9:30 AM
10:00 AM
10:30 AM
11:00 AM
11:30 AM
12:00 PM
12:30 PM
1:00 PM
1:30 PM
2:00 PM
2:30 PM
3:00 PM
3:30 PM
4:00 PM
4:30 PM
5:00 PM

* Asset Version
9.0.0

* Customer's Environment

Production

* Are you onsite?

No
* Subject
* Description

ID I agree that my persc
nformation about hot
R

L3

Project Name

Customer's Reference Number

Phone Number for Callback

data will be processed by Hexagon for the purpose of handling my request. | have read and understood the Privacy P including

y data is used and my rights, including my right to withdraw consent at any time.

=
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Support appointment request email confirmation

Case T2 7272 Install DM Created
\D A confirmation email with the Hexagon-SIG-No-Reply Support
case number will be sent to your

email address. (‘ ‘ HEXAGON

Dear & i

This is an automated nolification 1o inform you a case has been opened The summary of this Case is

Casa: ¢ ]
Subject SRssEeI

Click here 10 view your case,

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