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1. Welcome to Infradata 
Thank you for purchasing Infradata Services! We’re happy to support you every step of the way. 
For starters, we’ve created this document so you’ll have all the details on how you can reach our 
Infradata Technical Assistance Centre (iTAC) and a detailed description on how you can raise a 
service request. Our iTAC engineers are ready to assist you with their expertise.  
 

1.1 Infradata services approach 
 
We have a unique vision on the delivery of technical support 
services. Customers have direct access to skilled engineers 
without the need to go through several support layers with 
limited added value.  
 
Our experts also have direct access to most of our partners such 
as Juniper, Fortinet, Palo Alto and F5.  
With this approach, we’re able to reduce the 'time to repair' 
significantly and respond adequately to almost any technical 
support request.  
 
The iTAC engineers also have access to Infradata- and partner lab 
facilities, where products and solutions can be tested in order to 
keep their skills at the highest level. 
 

1.2  ITAC Service Options 
Depending on your service agreement with us, the following iTAC services are available: 
 
• Access to the Infradata Technical Assistance Center for second level assistance on incidents and 

issues; 
• Access to software updates and upgrades; 
• Access to vendor web-based portals for technical FAQ, bug information, manuals, release notes, 

etc.; 
• Access to our portal to manage service requests online; 
• Advanced hardware replacement in case of faulty hardware (worldwide); 
• On-site assistance from a certified engineer for replacing defective hardware components and 

restoring configuration; 
• Feature- or enhancement requests. 
 
The details of every support feature can be found in the Infradata Service Level Agreement. 

1.3  Out of scope 
 
When a support case is out of scope of the support agreement, The Infradata support engineer will 
inform you and your dedicated account executive will contact you to discuss the options. 
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2. How to reach us 
The iTAC can be reached in multiple ways: 
 
The Netherlands 
Phone: +31 (0)71 750 1526 
Portal: https://support.infradata.com 
 
Belgium 
Phone: +31 (0)71 750 1526 
Portal: https://support.infradata.com 
 
Poland 
Phone: +48 22 490 87 11 
Portal: https://support.infradata.com 
 
United Kingdom 
Phone: +44 1256 274 058 
Portal: https://support.infradata.com 
 
Germany 
Phone: +49 6996 758392 
Portal: https://support.infradata.com 
 

When opening a service request please provide the following information: 

• Company and contact name 
• Contact phone number and email address 
• Vendor name, Product model number for the defective hard-/software 
• Product serial number for the defective hard-/software 
• System serial number of the base unit 
• Detailed description of failure and troubleshooting performed to isolate cause 
• Relevant log files 
• Screenshots (if applicable) 
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3. Required format for log files 
Each vendor requires different log files. When opening a service request, please send the relevant 
log files. 
 

Vendor What is needed? 

Juniper  

1. RSI 
You can collect it using the following command: 
# request support information | save /var/tmp/RSI.log 

2. Log archive: 
You can collect it using the following command: 
 
# file archive compress source /var/log/* destination /var/tmp/logs.tar 

F5 
  

1. Detailed description of your request, including any relevant BIG-IP objects (eg the virtual 
server name) that you suspect are involved. 
2. Download a qkview (System->Support in the BIG-IP web ui 
Or use the following command : 
# qkview -s 0 -f /var/tmp/$HOSTNAME.`date +%Y-%m-%d`.tar.gz 
3. Upload any other data that might be relevant (including packet captures)	 

Fortinet 
  

1. Device serial number 
2. System log files: Log & Report -> System Event -> Download Logs 

3. Troubleshoot connectivity, policy problems: 
# diagnose debug reset 
# diagnose debug flow filter saddr <source address> 
# diagnose debug flow filter daddr <destination address> 
# diagnose debug flow show console enable 
# diagnose debug enable 
# diagnose debug flow trace start <number - show first X packets, after that disable the flow> 
# diagnose debug disable 

Arbor 

We always need Diagnostic package to assist with troubleshooting. It can be generated like 
this: 
 
# system diagnostic  

Arista 

The output of "show tech" from relevant Arista devices 
A brief problem description 
You may also wish to include a network topology diagram showing interconnections 
between devices. 

A10 
Networks 

Collect "showtech" 
 CLI: #Show techsupport 
 CLI: #Show log 
 
Collect "backup logs" 
 GUI: Select Config Mode > System > Maintenance > Backup > Log 
 GUI: Verify ìBackupî is highlighted on the upper tab and click OK to download to your 
local Machine or a remote server. 
 CLI: Enter the enable command to access the Privileged EXEC mode of the CLI. Enter 
your enable password. 
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 CLI: Enter the following command: backup log period <#> <use-mgmt-port> 
scp://[user@host/file] 
 CLI: # represents the number of days contained in backup logs. 
 CLI: use-mgmt-port uses the management plane to export the backup log. (optional) 

 
Ivanti / 
Pulse 

Secure 

Collect "Event logs" 
 System > Log/Monitoring > Events > Log > Save Log as ... 
Collect "User Access" 
 System > Log/Monitoring > User Access > Log > Save Log as ... 
Collect "TCPDump" 
 Maintenance > Troubleshooting > Tools > TCP Dump > Start Sniffing 
Collect "Debug Log" 
 Maintenance > Troubleshooting > Monitor > Debug Log > Save Debug Log 
Collect "Diagnostic Logs" 
 Maintenance > Troubleshooting > Monitor > Diagnostic Logs > Save Log 

Palo Alto 

Collect "tech support file" 
 Device > Support, or on Panorama, Panorama > Support 
 Under Tech Support File, Click Generate Tech Support File. 
 
Depending on the issue, most common logs to checks: 
Collect "Traffic logs" 
 Monitor > Logs > Traffic 
 Click on icon "Export to CSV" 
Collect "System logs" 
 Montior > Logs > System 
 Click on icon "Export to CSV" 
Collect Threat logs" 
 Montior > Logs > Threat 
 Click on icon "Export to CSV" 

 

4. Spare location 
We have multiple spare locations available around the world to make sure we have a spare on-site, 
on time. In case an advanced hardware replacement is part of your support contract, we take your 
office address as the standard location to base our spare location on. In case the equipment is not 
installed close to this location, make sure you inform our service team so the correct spare location 
can be selected. 
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5. Creating an Infradata support account 

5.1  Requesting credentials 
The URL to access our support portal is https://support.infradata.com. 
 
The opening and processing of incidents is not available by email.  
You will be asked for your username and password to log in.  

The username and password were sent to you by email. If you never received them, please contact 
our support team via +31 (0)71 7501526.  

 

 

5.2  Resetting your password 

To reset your password, you can either contact us directly by phone on +31 (0)71 7501526, or use 
the “Forgot your password?” wizard:  
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1. Next, enter the email address associated with your account.  
2. A confirmation page will pop up, stating that it has been sent to your email address. 
3. Click on the URL provided in the reset email.  
4. Enter and confirm your new password.  

 

Once the password is reset, you will be automatically redirected to the support homepage. You will 
be able to manage and create incident reports and changes.  

5.3  Navigation 

After you’ve logged in successfully, you are presented with the Infradata Service Portal homepage. 
Below is a presentation of the tool's menus:  

 
 

News & Blog: This will redirect you to the Infradata blog.  

My Cases: Here you can consult all your open tickets.  

New Incident: You can create a new incident report. 

New Change*: You can create a new change request  

*Available only for customers who subscribed to our managed services.  
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6. Create a case 
Creating a new incident is a 3-step process. To report an incident, click New Incident. 
 
Fields marked with a red star are mandatory.  

Contact Details 
On this first section of the form, you will have to verify that the contact information is accurate.  
This information is mandatory in order for our support team to quickly contact you and understand 
who is responsible for handling the case on your side.  
 
In case you are logged in with a common account (team), please enter your first name, last name 
and direct phone number.  
 

 

Equipment 
In the second part, you will be asked to specify what kind of product the incident is related to, its 
current version, and its serial number (not mandatory, but very much preferred in order to speed up 
the process in case of escalation to the vendor).  
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Description 
Finally, you will have to enter a subject for your incident. It will enable the engineer to identify the 
general issue quickly and it will also be used as a subject of the email notifications.  
You’ll also need to write a description. We kindly ask you to be as specific as you can: 
 
  

 

 

Concerning the priority, choose « P3 » for an incident, and then contact our support by phone if you 
require it to be « P1 » or « P2 ».  

Select « P4 » in case your ticket  isn’t an incident but instead a question, or a request for advice, for 
example.   

Notifications 
If you would like to notify additional people by email so that they will receive notifications when an 
update is made to the ticket, please fill in the "Email to Notify" field. These people are not required 
to have an account in our portal However, they will not be able to login to the portal.c  
 
Please note: you don't need to put the address of the account with which you are opening the ticket 
(for example the generic mail address of your team). Notifications will be sent automatically to the 
account’s email address.  
 

Subject and description 
Please be as precise as possible and completely fill in the description to ensure we gain a full 
understanding of the issue and facilitate the handling of the incident as best we can. We also invite 
you to follow up on the opening of the incident by telephone if the incident is of a high priority.  
 
For example, in the event of a hardware malfunction, do not hesitate to contact us via telephone so 
that we can quickly assess the situation.  
 
Please let us know if all the tests performed so far, the results of your research on manufacturers KB, 
release notes, or any other means are at your disposal. The goal is to collect as much information as 
possible in order to process your ticket as soon as possible.  
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6.1  Incident description template 

Please find a template below for opening a new incident:  

CONTACT AND POPULATION: PRIORITIZATION  

--------------------------------------- 
Who's in charge of the ticket? Correct first name, surname and phone number? What is the population 
affected? (occupation, number, service) 
What role does the equipment play in the occupation of the affected population?  

INCIDENT DEFINITION:  

-------------------------------------------- 
What is the technical problem? Reformulate if necessary. What has the client already done in terms of 
troubleshooting? What happened before the problem appeared? 
Validate type -> conf/network/soft/hard/question/licence Validation of origin, if known 
Timetable of the incident? 
Recurring or one-time incident?  

ADDITIONAL INFORMATION:  

----------------------------------------------------- 
Possibility to get started? -> webex/teamviewer/autre 
Is it possible to test? 
Maintenance slot provided or possible for troubleshooting  

 

  



 

12 
 

7. Consulting your tickets 
To view a ticket, click the My Cases button on the Home screen.  
 

 

During investigations, the ticket may be waiting for inpu from either yourself, the manufacturer, or 
other relevant parties. Here is an exhaustive list of statuses:  
 
New: Status after the creation of the ticket on our tool. 
 
Work in progress: Awaiting action from Infradata support.  
 
Waiting customer: Awaiting action from the customer.  
 
Waiting vendor: Waiting for action from the manufacturer.  
 
Maintenance window: An on-site intervention is planned. 
 
Frozen: A ticket can be frozen while waiting for the reproduction of a problem or while waiting for 
the return of a customer in training, for example. This status is assigned to a ticket when it is not 
possible to advance its resolution over a clearly identified period of time.  
 
Solved: Status when the problem encountered has been identified, and a solution has been 
proposed. It usually precedes the closing of the ticket.  
 
Closed: The ticket has been closed following your confirmation. 
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7.1  Add a comment to a ticket 
To add a comment, enter your comment in the New Comment section and press Next to send it.  
 
There is no need to reply to emails automatically generated by our tool. These messages are sent 
from a generic address: noreply@salesforce.com. 
 

7.2  Attach files to the ticket 
For small files (< 25 MB), you have the possibility to upload them directly via the GUI. To do so, click 

on the request number and in the attachments, click on the  button. 
If you need to send a file which is larger than 25 MB, you will need to request a secure link through 
your ticket.  
 

7.3  Closing the ticket 
When we’ve identified the problem and have given a solution, the ticket is assigned the status 
Solved. You can then confirm that the problem has been solved and we will close the ticket.  
 
Note that an incident can be reopened at a later stage upon request and without loss of history. To 
do so, simply contact our support team via +31 (0)71 7501526 or by email via support@infradata.eu.  
 

7.4  Access to archived tickets 
To access the archived tickets, navigate to the "My Cases" page and change the view to "My 
Tickets":  
 

7.5  Ticket escalation 
If you want to escalate a ticket, you can get in touch with the following contacts: 
 
Your Service Delivery Manager 
Infradata Support Manager 
Your Account Manager 
 

Portal developments and feedback 
If you notice any malfunctions or unpleasant behavior, you can call us to report them or write to us 
at support@infradata.eu 
 
We are, of course, listening to all your remarks, so that the processing of incident tickets can be as 
efficient as possible. Therefore, if you have any requests or suggestions for improvements or 
modifications, please do not hesitate to contact us.  
 
Infradata Support  
support@infradata.eu  
+31 (0)71 7501526  
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Thanks again for 
choosing Infradata 
Support! We’re 
looking forward to 
working with you.  

 


