AE/QA Helpdesk Web Portal User Guide Hifn

Scope/Purpose: This document describes how to use the web portal for product development (AE
support), quality assurance, and failure analysis support. The web portal can be used to request
support, review responses, and to submit documents as necessary to solve problems.

Typical AE Examples: All customer product development related questions (hardware and software),
i.e., design-in questions, porting, API, etc.

Typical QA Examples: Reliability data, RoHS or lead-free questions, supplier questionnaires, thermal
soldering profiles, device package information, etc.

Typical FA Examples: Requests for failure analysis of devices. QA works with Hifn staff and
representatives to help resolve issues.

Who Can Use: Approved customers with user name and password. Customer must be in development
or production. If you do not have a user name and password, you can request one from the FAE link on
the Hifn website support page link or contact your FAE, salesperson or representative.

How to Use the AE/QA Helpdesk Web Portal: Support requests are called “cases.” These instructions
shall be used to create a new case, add information to an open case, or review open and closed cases.

All support questions must go through the web portal link at the following address:
http://www.hifn.com/support/index.html

Logging In

1 Login Screen: The following screen displays. Your email address is the User Name, and the
password is what was emailed to you.

<2 https:/inal.salesforce.com/sserv/login. jsp?orgld-00D 30000000054 - Microsoft Internet Explorer

Fle Edit View Favortes Tools Help "
Q- © - [x @ & ) search ¢ Favories @ ecle () - i F 3
address | ] hktps:inal salesforce, comjssery/lo v B ks > Goagt B -
Intelligent Secure Networking
[Secure Customer Login:

User Mame: |myoung@hiin.com

Paszword:

2 Changing Password: The first time you login, you are given the option to change your password
as shown on the screen below. If you do not change your password at this time, you will not be
given another opportunity.

A Salesforce.com - Microsoft Internet Explorer

Fie FEdt View Favortes Tools Help

Qe - © lﬂ g t) /"SEar(h PR L]

Acldress (] https:fral .salesforce. comfsservichangepassword. jspRretURL =2Fsservab2Fhome. jsp

Intelligent Secure Networking

Find Solution

Change Password
Please change your password belau:

Username Old Password: *
Waria Young |

Mew Password: *

New Passward Again:

QAP-0029-00 Page 1


http://www.hifn.com/support/index.html

AE/QA Helpdesk Web Portal User Guide Hifn

Portal Home Page

The Home page is the central location for finding solutions, logging new cases, reviewing existing cases,

and your open cases. The following screen displays after login:

2} Salesforce.com - Microsoft Internet Explorer

File Edit ¥iew Favorites Tools Help

y - 1 A, ) e y . y 2
QBack 2] \ﬂ \ELI 0 | Search 7. Favorites @Medla 6’-‘{ T &g = .“i

Address :éj https:final.salesforce.comyssery fhome. jsp

Hifn

Intelligent Secure Networking
TEnCEl Find Solution | Log a cas Vigw Cases <4—— Options

Logged in: Maria vYoung from Hifn

five solutions

ooool024 Compile Errors on APT 1/7/2005 2:02 PM

<+ Liststhe fitles of up to
None Found . .

My Open Cases

< Lists all of your open cases

Finding Solution

Clicking on the Find Solution option displays the following screen and searchable solutions:

<} Salesforce.com, - Microsoft Internet Explorer

File  Edit ‘iew Favorites Tools  Help

= . - n
. 1 '] 1"| \ ] ;! ' " = -
G Back ’ x| |&] Qu 7 Search 5. Favorices @ Media {( ="

Address @ https:final.salesforce, comisserv/solutionbrowser  jsp?rid=0Zn&t=0

Hifn

Intelligent Secure Networking
Home (ESlssRElNidale il o0 2 Case | Wiew Cases

Find Solution

i

Search for: Choose:
All Solutions - Find Solution All Solutions
Uncategorized Solutions

Search solutions

Al Solutions
Uncategorized Solutions

Mo subcategories in this category,

Choose:
Uncategorized Solutions Sort by: | EEGETI .| —— Most Recently Updated
Most Commonly Used
QAP-0029-00

Page 2



AE/QA Helpdesk Web Portal User Guide Hifn

Creating a New Case

If an active case does not exist, and you want to create (log) a new case, choose the Log a Case option
from the main menu. The following screen displays:

<} Salesforce.com - Microsoft Internet Explorer

File Edit ‘“iew Favaorites Tools  Help

- L — n
- f > ) L= ] i i £) =
0 Back ? | ®| & o 7/ Search 1. Favorites w Media {:;;

Address iEj hktps:iinal . salesforce, comfsseryfraseadit, jsprretURL=":2Fssery % Z2Fsolutionbr owser , jspet3F

Hifn

Intelligent Secure Networking

Home Find Solution Log a Case s
Log a Case
QAAE Support Selection: Device.* €— Fields marked with * are
—~MNone-- - ~Nane-- (% “required” fields.
Isgue Type: * Priarity:
—-MNone-- w Lo v
Subject *
Description:

This section explains the information needed to log a case.

1 *QA/AE Support Selection - Required: Click on {, scroll down and highlight your choice:

Quality Assurance/Reliability: Selecting this option forwards this case request to Quality
Assurance for support.

Failure Analysis: Selecting this option forwards this case request to Quality Assurance for
Failure Analysis support.

AE Product Development Support: Selecting this option forwards this case to AE Product
Development Support (supporting all active development for customers).

None: None is not a valid selection.

2 *Device — Required: Click on {, scroll down and highlight your choice. For QA and FA, your
choice does not affect who the support request goes to. For AE Product Development Support,
the device you choose will affect which support group within AE the request goes to. If the case
is not related to one of the devices in the pick list, or software for a device in the pick list, please
select Other.

None: None is not a valid selection.
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‘2l Salesforce.com - Microsoft Internet Explorer 4 Salesforce.com - Microsoft Internet Explorer

Fle Edt View Favorites Tools  Help Bile Edit Wiew Favorkes Tools  Help
QBack > ﬂ IE' ;\I /.-\‘Search \:j\- OBack M > Iﬂ IELI ."J P, ) search :\? Favorites wMedla
address @] https:/(nal salesforce com|sserv/caseedic jsperetUR  Address ] https: final.salesforce. comjsservjcaseedit, jsprretURL=%2F sserv s 2P search. js|
Intelligent Secure Networking Intelligent Secure Networking
Find Solution Log a Case Home Find Salution Log a Case ases
Log a Case Log a Case
QAJAE Support Selection: * QAIRE Support Selection: * Device:*
AE Product Development Support |+ AE Product Development Support »
Is5ue Typa:* Is5ue Type: *
--MNone-- B [% Software v
| Subject *
SNPAG
Description: 7865
Docurmentation 7615
7654
Feature Request
Reference Board 7e14
5155
8154
7954
Py— 7955
Cancel Cancel 7956
9620
9630
Other
MNone
powered by J‘Bmc powered by force

3 *Issue Type — Required: Click on {4 and highlight your choice (see pick list above). None,
Hardware, Software, MeterFlow, LZS Software, Documentation, Feature Request, Reference
Board, or NPTools (for 5SNP4G).

None: None is not a valid selection.

4 Priority: Click on {4 and highlight your choice: low, medium, high, emergency. Priority is the
user’s perceived priority.

5 *Subject — Required: Subject should be clear and descriptive with regard to the issue.

6 Description: The subject and description fields should be detailed enough to provide sufficient
information to work on the issue.

7 Adding Attachment: In order to add an attachment, you must first submit the case as shown in
Step 8 and 10 below.

8 Submitting New Case Request: Review information on Log a Case screen. When satisfied,

click on Submit, which then takes you to the View Cases screen shown below. This screen
allows you to add additional comments or attachments.
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4 Salesforce.com - Microsoft Internet Explorer

File Edit ‘iew Favorites Tools Help

- . = i
1 j :L| \ ) e 3 .
QBack . 7 ) x <] (| Search ‘-,_\;_’ Favorites @Madla 6-“{ 52 =

Address | @] hrtps: [fnal . salesforce. cam sserv/casedet si. spPid=G0N30000000Z:4E

Hifn

Intelligent Secure Networking

Home | Find Solution Wiew Cases |l

(Case 00001024

Case Number: Date/Time Opened:
ooooioz24 1TIZ005 3:02 P
Contact Phone: Date Time Closed:
(409) 399-3549
Contact Email: Last Modified Date:
rmyoung@hifn.com 1ITI20045 3:02 P
QA/AE Support Selection: Device:
AE Product Development Support 4350
Issue Type: Priority:
Software Ly
Subject:

Compile Efrors an AR
Description:

Click here to add
comment

add Comment Add attachment 47 Cth here to add

Related Comments attachment

Related Attachments

@I] Done

9 Add Comment: Clicking on Add Comment displays the screen shown below. The Comment
field is required and must contain text. Click Cancel if you choose not to enter a comment.

) Salesforce.com - Microsoft Internet Explorer

Eile Edit Yiew Favortes Tools Help

- Al A N
. 1 ) =7l
Q Back = x ,;,: N, Search . Favorites @ e

Address @] https:jnal. salesforce, com/sserv/commentedit. jspPretURL=%2F sservis 2]

Hifn

Intelligent Secure Networking
Horme Find Solution s 3

Submit Comment

Comment *
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10 Add Attachment: Clicking on Add Attachment displays the screen shown below:

2l Salesforce.com - Microsoft Internet Explorer

File Edit Wew Favortes Tools Help

- . — a
- ) '_'| 1"| \ ) < i =) o o
Q Back > ) | |®] o / Search 1. Favorites w‘ Media {( = M

Address ﬁj https://nal.salesforce.comfsserv/noteattach, jspPretURL="%2Fsserv 3 2Fcasedetail, jsps 3Fid % 3050030000

Hifn

Intelligent Secure Networking

Home Find Solution Log a Case '

Attach File
1. Select the File
Type the path of the file or click the Browse button to find the file.

(Bowe. ] <

2. Click the "attach File" button,
RFepeat steps 1 and 2 to attach multiple files,
{ When the upload is complete the file information will appear below, )

Attach File

3.Click the Done button to return to the previous page.
[ This will cancel an in-progress upload. )

powered by ﬁmc

Click Browse to find attachment.

Hifn

1 Finding Attachment: Clicking Browse opens the Choose File menu shown below. Find the
document to attach, highlight file, and click on Open.

Choose file

Look ir: |B My Documents

) Adobe
[LIEXTRAMET DS
My Recent  [Z3FLx POFS
Documents | ibm labels

B

ir I My eBooks
d My Music
Desktop  |=5my OCR Stuff
” l;ﬂ My Pictures
”/' )My Sparm
E My Yideos
L |1 5naglt Catalog
= @5NP2G—B Marking Inskructions. xls
l:jhg E 103-000035-01 5350 Sc

[E]] 107-000035-06 8154REF,pub
|8 107-000035-01..cIs

@

F|C-MYOLINg

x| e E® ek E-

&4 107-000057
|89 107-000058
|88 107-000063
@?QSX ‘erilog
g8 7o5apr_1_
1004 _rnktmr
CJlz004 ATIM E
[E]]4300 Baard
4350 hoard.
|89 7515REF-P4
#7855 Cisca 1
T 7855PP6_1s
= 7a55PPE_2r
|8 7855REF-P6:

7954 55 5¢

>
-
My Metwork  File pame: [103-000035-01 8350 Schematic pf -] Open |
Placez
Files of type: [0 Files (7 | Cancel

&

12 Selecting Attachment: The Select the File field is now populated with the path of the file you
chose. Next, click on Attach File button. An Uploading screen will display as shown below.
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2 Salesforce.com - Microsoft Internet Explorer

Eile Edit Wiew Favorites Tools  Help

N A ;
- ) N ) <> i i r o | o~
G Back. =) \ﬂ lEL‘ ) searth S Favarites @ Media {\i =

fddress | @] https:ifnat .salesforce. com/sserv/noteattach. jspPretURL=%2Fsserva2Feasedetal . jsp%3Fd%3050030000000ZVEE

Hifn

Intelligent Secure Networking

Home Find Salution Log a Case Wie

2 Uploading - Microsoft ... [Z“E|E|

Attach File Uploading... please wait

1.5elect the File
Type the path of the file or click the Browse button to find the file.

C:ADocuments and Setting

2. Click the "attach File" buttan, - . ‘ o -
Repeat steps 1 and 2 to attach multiple files,
{ When the upload is complete the file information will appear below. )

Attach File

2. Click the Done button to return to the previous page.
[ This will cancel an in-progress upload. )

13 Attachment/Comment Completion: When the file has been uploaded, the screen will display the
uploaded file as shown below. To upload more files, repeat choice 1 and 2 on the screen below.
Click Done when you have uploaded all necessary files.

A Salesforce.com - Microsoft Internet Explorer [;JEI@
Fle Edt View Favortes Tooks Help "

Gﬂack - Iﬂ lgl] 'l] }r\‘Search \f‘\'{Favnntes @ rieda £2) > .'?, - 3

address | €] hetpsifjnal salesfarcs. comfsseryjnotsattach jsp?retRL=%2F sservs2Fcasedetal. jsp%3Fid% 3050030000000 vERpid=500300000007: v | [ Go  Liks ™ @ Snagtt ' @+

Hifn

Intelligent Secure Networking
Findt Solution | Lo = Cas | view Cases

Attach File
1.5elect the File
Type the path of the file or click the Browse button to find the file.

Browse..

2, Click the “Attach File" button,
Repeat steps 1 and 2 to attach multiple files.
( When the upload is complete the file information will appear below. )

Attach File

3. Click the Done button to return to the previous page.
{ This will cancel an in-progress upload. )

You have just uploaded the following file:

;\ilfer:\lame: 1?13;’\042\0039—01 2350 Schematic.pdf 47 Uploaded ﬁles are
displayed here

powered by ﬁmc

& Done S Internet

Case Open Notification

Once a case has been submitted, you will receive an email telling you’re the case number and verifying
we have received case request. Once the support team member has responded to your case, you will

receive another email notifying you that the case has been updated. Return to the portal and login. Click
on View Cases as shown below.
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File Edit ‘iew Favorites Tools Help

. , N ™ '\‘_—'nl_) i i £
OBack > |£| \ELI | Search y £y Favaorites @Medla {7

Address @Ll https:final.salesforce, comfsserv/caselist jsp

Hifn

Intelligent Secure Networking
Find Saolution 0g a Case Wiew Cases

My Open Cases

Number Subject
ooooloz4 Cornpile Errors on API

Created
1/7/2005 3:02 PM

View Open Case

Click on case that email notified you has been updated. The following screen displays:

2 Salesforce.com - Microsoft k:ternet Explorer,

File Edit View Favorites Tools  Help

QBack . > | \ﬂ \ELI _;\J /..-\: Search ‘:;?E’Favorites @Media Q-‘? ="

Address @I] https:final salesforce, comfsseryfcasedetail, jsp?id=50030000000ZxVE

Hifn

Intelligent Secure Networking

Home Find Solution | iew Cases

Case 00001024

Case Number: DateTime Opened:
oooo1oz4 16772005 3:02 P
Contact Phone: DateTime Closed:
(408) 399-3549

Contact Email: Last Modified Date:
myoung@hifn.com 1752005 348 PM
QA/AE Support Selection: Device:

AE Praduct Development Suppoart 4350
Issue Type: Priority:

Software Loy
Subject:

Compile Errars an AP
Description:

Add Comment Add Attachment

Related Comments
Comment
172005 3:48 PM | Maria Young
this is an internal comment

Related Attachments

Name Size Last Modified
103-000039-01 8350 Schermatic.pdf 1.14MB  1/7/2005 3:07 PM
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Reviewing and Updating Cases

You can review the comments supplied by the Hifn support staff, and either add more comments and/or
attachments, ask questions, notify us to close case, etc. The automatic email and communications will go
back and forth until the case is closed.

Forgot Your Password?

If you forgot your password, contact Derek Credico at dcredico@hifn.com. Please allow one (1)
business day. After one day, contact Mike Ham at mham@hifn.com for a new password.

QAP-0029-00 Page 9


mailto:dcredico@hifn.com
mailto:mham@hifn.com

	Logging In
	Portal Home Page
	Finding Solution
	Creating a New Case
	Case Open Notification
	View Open Case
	Reviewing and Updating Cases
	Forgot Your Password?

