KOF

Guide to the Kofax Support Portal

Kofax Technical Support

December 2011




Guide to the Kofax Support Portal

Table of Contents

R [ o1 oo [¥ ot o] T TP OO T ST PUPTOUORTOTRRRPRI 1
Y X ol ol YLy oY= 4 o T o Yo - | RSP 1
2.1 REQUESTING @N QCCOUNT ....eiiiiiiiiieeieeee ettt ettt e e e e e st e e e e e s e s saab b e et e e e e e sesanneeaeeeeeesannsneeeas 1
2.2 (o7 =f =110 T= 1] o T PP PP PP PP PPPPPPPPPPPPPPPPN 1
2.3 RELIIEVING YOUI PASSWOIU . ...uiiiiiiiiieeiiiiee e ettt e ettt e e eeite e e e stae e e estbeeeestteeesaasseeeesassaeesansseeesassaeesassneens 1
2.4 7AYo oW o oY=l oL - | USSR 2

3 Before Contacting SUPPOIt .....uiii ettt e s st e e e st ee e s s sbeeeessabeeeesssbeeeeenaseeeesnnsees 3
3.1 ACCESS KOfax KNOWIEAZE BASES ...eeiiuiiieiiiiiiieiiiiie e seitee s sttt e s ssatte e s sstaee e sssteeesssnbaeessanteeessansaeessansaenesans 3
3.2 DOCUMENTALION REVIEW ...ttt s s e s e e s ene e e e s e nre e e s e nneeessnnnenens 3
33 Diagnostic Articles, Best Practices and SUPPOIt TOOIS ....ccccuviieriiiiieiiiiiee et e 3
BU4  SEIVICE PACKS. ...ttt sttt st b e bt h e sttt e b e b e beesheesanesare e 3
3.5 0] o] oo u=Te AV/=T 2 o] o L3 USSR 4

4  Important Information To Gather Before Opening A Case .......ccoccvieiiriieeeiiiiiee et siee e 4
4.1 SEITAI NUMDEE ..t ettt e e st e s bt e e s b e e s be e e s abee s bt e e sabeesabeeenteesaseesnnne 4
4.2 Additional INFOrMatioN ....ccoeei i e 4

I O ¢ =T AT = I V=AY O PO PRPRPRRPRPIR 5
5.1 Y] o) [=Totdr=Ta o I B 1T ol g1 ] 4 o] o VOSSR 6
5.2 I 1) (o] o aaF- 4T Yo PSP SP 6
53 Filling in your license information ..........oeiiiiiiiiiie e e ree e s s 6
5.4 Additional INFOrMAatioN ......oc.uiiiii ettt e st esbee e sbeeeaee 6
5.5 ProdUCE DETAII ... ettt sttt ettt b e s he e st sttt e b e be e saee st e eaee s 6
5.6 Fi¥o o [T a =N - [o] o 4[] 0 £ PSRNt 7
5.7 Attaching a file [arger than 2IMB..........oo it e e et e e e e ette e e e sate e e e ebteeaeenteeaeeanes 7
5.8 AddING @ COMMEBNT ...uiiiiiciiiie e cciiee e cceee ettt e e et e e e e st aee s ssbteeeesaateeeesstaeessasteeeesssaeessasseeessnsseeeesnnes 8

6  Interacting With TEChNICAl SUPPOIt cooeeeiiii e e s e e ee e e s bee e e e eaneeas 8
7 VIEWING OPEN CASES ..uvvreeeiiiiiiiiiitieeeeseiieiiittteeeesssasisatateeessssssststaeeessssssasststeeeesssasssssssteeessssnsssssseeeessessssnnsnns 8
S Vo oY1 o | RSP 9
8.1 CRECKIISES .ttt st ettt et e bt e s b e she e san e s ab e s bbb neennees 9
8.1.1 KOTaX CAPLUIE / KCNS ...evieveeteeeteeetee ettt ettt ete e et e eveeveeeteesteentsesaseeaseeaseenbeenteesteesanesareenreenns 10
8.1.2 IVLAEKVIBW.. ...ttt ettt et s bt e s e st e e sat e e s bt e e beeesabeesneeesabeesaseeesmteesaneeesareaas 11

3 Title: Guide to the Kofax Support Portal Last change: 02-Dec-11 01:02 PM

| Author: Kofax Technical Support Department: Technical Support




Guide to the Kofax Support Portal

8.1.3 Kofax Transformation MOAUIES ........cc.eviii ittt et e e e e e e bre e e e 12
8.14 VRS ettt ettt ettt e a b e b et e b e e e e te e s baee s be e e bae e aabeesbeeenateenbaesaneesabeeennes 13
8.2 How to retrieve Kofax Capture Serial NUMDEr........cocviiiiie i 14

3 Title: Guide to the Kofax Support Portal Last change: 02-Dec-11 01:02 PM
! Author:  Kofax Technical Support Department: Technical Support

| Pageii




Guide to the Kofax Support Portal

1 Introduction

Our Web-based support is provided via the Kofax Customer Portal (“the porta

|H

) and will provide you the following

advantages.

. Automated recording of support requests (Cases)

. Stores Case history for later review

. Provides a mechanism to submit and review Cases 24 hours a day
J Notifies customers when their Case has been modified

Response times for Cases submitted via the Kofax Customer Portal during normal Business Hours are the same as for
Cases submitted via telephone.

This document is intended to guide our customers through the process of Case creation and interaction with Kofax
Support representatives through the portal.

2 Accessing the portal

2.1 Requesting an account

You can request your Kofax Customer Portal account by filling the form available at Kofax Customer Portal Account
Request form. For security purposes, we request that you only specify corporate email addresses when completing
the form. Additionally, you should refrain from using “shared corporate addresses (i.e. support@company.com).

Once you have completed this form, you will receive your user credentials in a separate email (usually within 1
business day). If you do not receive your credentials, verify that it was not intercepted by your spam filter."

2.2 Loggingin

Once you have your login and password, click Kofax Customer Portal, fill in your credentials and press the login button.

Secure Customer Login

Flease enter your User Name.
User Mame:

Password:
Forgot your password?

Request Kofax Customer Portal account

2.3 Retrieving your password

In the Case that you forgot your password, click on the Request Kofax Customer Portal Account accessible from the
Kofax Customer Portal page. Once you have filled in the form, you will receive your new password.

"In case you need to retrieve the mail in your spam folder, the subject of this mail will be “Your new Kofax Customer
Portal password”.
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2.4 About the portal

The portal is composed of two tabs accessible by clicking on each respective tab (“Home,” and “Cases” just under the
Kofax Logo).

The home page is the default page for the portal and is accessible via the “Home” tab. It contains a set of useful links

that could help you in responding to the support request you may have. The left side of this page gives you the options
to change your password, search for a keyword in your existing Cases and report a new Case.

/= Customer Portal - Windows Internet Explorer provided by Kofax, Inc.

088
@A - hitps: fjes3.salesforce. comfhome/home. fsp Vi B | 42]%| [Google | P -

File Edt View Favorites Tools Help Unks @ Intranet | ftp.kofax.com _JRAs @ TSintranet @ TSAMSIntranet g Apphotes 2

— - - 5

X & [ cumtomsrrora . fipHome - dwPunt - |:FPage v Ly Copy [ Paste {fTools - i@ Heb ~

Customer Portal Welcome

o Change My Password

* Log Out
KOFAX:#
| Gol | '

Advanced Search

Welcome to the Kofax Customer Portal

o Hew The Customer Portal is the Kofax 24x7 online Knowledgebase and Case Tracking tool.

T Kofax Knowledgebases
The Knowledgebases are self service databases comprised of Kofax
00064988 3 "
F T product related technical articles, tips and tricks and answers to frequently ¢ Scanner Configurator
CPAA-D179 asked questions. The knowledgebases are your first stop before opening a + Kofax Forums
CPAA-D17: RS + Support Detail by Product
CPAL-0125 D tation by Product
LAz © Capture, Transformation & VRS Scumeniatien rocle
Kofax Holidays
2 ¥ © Kofax Communication Server (KCS) & MarkView (MV)
[Crmate Haw..y Nl
After Hours Support for
Case Tracking 24x7 Customers
The Customer Portal allows Kofax customers and partners to submit new .
For companies that have a
support Cases, receive responses and review Case history online. current 24x7 support contract, if
c you have an urgent issue after
O/ Criéate New/Case standard business hours please
" contact your designated Kofax
© View Cases Technical Support group by
phene, as documented in the
Kofax Support - Detailed Contact
Information, after opening a new
Case or updating an existing
Case here
Logout
Done & Internet H100% ~
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The “Cases” tab provides the ability to list and respond to your reported Cases.

Customer Portal Welcome

* Change My Passward
* Log Out

Select the cases you want to view from the dropdown.

View: |Recently Viewsd Cases hat | g

Advanced Search...

* New Case

Recent Cases Recently Viewsd

Mo recent records. Clidk Go or select a view from the dropdown to display records.

Recent tems.

Neo records to display

By Default Recently Viewed Cases can be seen by clicking the “Go” Button but you may want to select the “Portal- All
My Cases” view.

From the home page, click on the appropriate Knowledge Base and use the search features found there.

3 Before Contacting Support

Prior to opening a Case with Kofax Technical Support, we suggest that you take the following steps:

3.1 Access Kofax Knowledge Bases

Kofax Research and Development (R&D) Engineers, Technical Support Engineers, Professional Services Consultants
and Technical Publication Writers are continuously working to create and improve the body of knowledge available on
the Kofax Supports Sites. Prior to logging a Case we ask that you search the Knowledge Base applicable to your
product for a possible answer to your question, or solution to your problem. Perform a search in the Articles section
on any error message, key words and/or Kofax components related to the issue.

3.2 Documentation Review
Review the Product documentation for the version of Kofax products you are running.

e Current documentation can be accessed at Documentation
e  Previous MarkView documentation can be found in Knowledge Articles in the Customer Portal

3.3 Diagnostic Articles, Best Practices and Support Tools

Review and follow the steps outlined in the Diagnostic and Best Practices Article(s) for the specific affected Kofax
component(s).

3.4 Service Packs

Review the Service Pack list for your specific version of Kofax Components to ensure that you have all of the latest
Service Packs applied. Use the Download search page: Downloads

Guide to the Kofax Support Portal Last change: 02-Dec-11 01:02 PM
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3.5 Supported Versions

Review the Cross Product Platform Matrix to insure that you are running a supported version of Kofax Components.
Kofax Cross Product Compatibility Matrix

4 Important Information To Gather Before Opening A Case

If you have followed all of the relevant steps outlined above, and you still need assistance from Kofax Support, please
be prepared to provide the following information when logging the Case. Providing as much information as possible
when opening a Case will help Kofax Support Engineers to route and resolve your Case quicker.

4.1 Serial Number

See “How to retrieve Kofax Capture Serial Number” in the Appendix

4.2 Additional Information

Guides on Information to gather have been split out by product in the Appendix.

Guide to the Kofax Support Portal Last change: 02-Dec-11 01:02 PM
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5 Creating a New Case

Click on the Create "New Case” link.

* New Case

Start filling the fields in relation to your system configuration. Fields highlighted in red are required to submit your

Case.
Case Edit
New Case
Case Edit Submit Cancel
Case | = Reguired Information
Subject
Descripticn -
Case Information
Type | ~Mone-- E Status | Unresolved
Envirenment —Mone-—- |z| Status Detail New
What Changed || _Mone-— E Priofity | Normal E
What Changed Detail | -~ Customer Serial Humber
Steps to Reproduce - Customer System 1D
Werkaround -
Additional Information
Service Pack —-Maone-- |Z| Pay Per Case Order
Number
Product Localized —-MNone- |z|
Language
Scanner Make --Mane-— |Z|
Scanner Model —-MNone-— o
‘Contact Information
Contact Hame Mike Pilmani=)
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5.1 Subject and Description

Enter a Subject Line that contains any error codes and briefly describes the particulars of the question or problem you
have. Enter a thorough description of the question or issue.

5.2 Key Information

Fill in the type (category) of question or issue you have, the environment it is related to or occurring in, and any recent
changes that may have affected the system.

5.3 Filling in your license information

The serial number / system id is a must have for certain products such as Kofax Capture and Kofax Transformation
Module. If not entered, you will be asked to provide this information by the support representative before they can
being working on your Case. Refer to the appendix for a help on how to find your serial number.

5.4 Additional information

We have provided you an opportunity to fill in answers for some questions we frequently ask when a new Case is
opened. The more detail you provide the quicker we will be able to get to the root of the issue you are having.

5.5 Product Detail
When you have entered the details, click on “Submit”.

Next enter the product family, product name, version, feature and additional details, IMPORTANT — Be Sure to click on
“save.”

Case Detail

FProduct Family: Product: Version:

|Capture v| |K0fax Capture v| |9.0 V|
Features: Additional Details

|Administrati0n v| | Batch Class Properties hd

| save [ Cancel |
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5.6 Adding Attachments

Once you have specified the Product Detail, you should add attachment(s) (like screen shots and log files) that will
assist in describing the issue you are reporting.

Attachments

Mo records to display

Attach File to Case 00052218

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

[C\ERR_1004 txt [ Browse.. |

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

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

Click on Attach file and wait for the file to be uploaded.

You hawve just uploaded the following file
File Name  ERFA_1004 t«t

Size  48KB

Once Uploaded, don’t forget to click on the Done button otherwise the file will not be attached to the Case.

Attachments Attach File | View All

File Hame Size Last Modified Created By

ERR 1004 tot 43KB SME2011 515 AM Larry Payne

5.7 Attaching a file larger than 2MB

The file size limit is 2Mb. If your file is bigger, please send it to the anonymous ftp site
ftp://ftp.kofax.com/pub/support/incoming”. Name your compressed file with the support Case Number and add a
Case Comment within the Portal to explain that you have uploaded the file to the ftp.

’ The incoming ftp site is configured so that after sending the file, the file will only be visible by Kofax Technical
Support. This explains why you will not see it after the upload. It does not require any credentials to upload files.

| Title: Guide to the Kofax Support Portal Last change: 02-Dec-11 01:02 PM
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5.8 Adding a Comment

When you need to update your Case, add a Comment. Click on Add Comment and enter your Comment.

Case Comment Edit Save Cancel
Case Details | = Requirad Information -

Subject  Demo new case

Comment Details

Comment The =can module on a productive station gives the error 7001 when 2canning. ~
Thiz happens randomby and not frequenthy.

The Kofax Capture server ig installed on a Windows 2008 STD 32bitz SP1 in

Englizh and the =can stations on Windows XP SP3 32 bitz in Spanizh. We are

uging the standard database instance comming with Kofax Capture.

In reference to the problem, | have been looking at the article 1342 of vour
knowledgebase but it does not help.

| enclose to thiz request the Batch Clazs, =ample images and the error log file. M

6 Interacting with Technical Support

After a Kofax Technical Support representative updates your Case an automated email will be sent to you, informing
you that the Case has been updated,. Make sure that no email gets intercepted by your spam filter.

You should use the link provided in the email to log in and review or update your Case.

7 Viewing Open Cases

Use the Cases Tab at the top of any portal screen or use the Search dialog to list and search for Cases you have access
to.

Home =L Articles

T —
= Change My Password e

* Log Out

_ Select the cases you want to view from the dropdown.
View: | Portal- Account Cases EI Q

Advanced Search...
Case Number Subject Contact Hame Status Priority Date/Time Opened Last Modified Date/Time
P 00057245 test12345 Pilman, Mike'#,  Hew MNormal 4282011 &:11 AN 4282011 9:12 AN
* New Case
00087254 This is a test Pilman, Mike',  New Critical 42972011 6:31 AN 4232011 8:31 AN
S 00067256 subject Pilman, Mike's,  New Criical 412972011 T:09 AW 4/28/2011 7:09 AW

ooooTace ool Dioiid 1) n =t TR Llocad Ogdico)l  sanannad DDA ANy Caannnda Dono sl

Refer to the appendix for an explanation of Case Statuses.
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8 Appendix

8.1 Statuses

Status Status Detail Action Responsibility / Description

New New Kofax — A new case is created in the Portal and is
waiting for an initial response from Kofax.

Unresolved Customer Updated Kofax — Customer has updated the case and is
waiting for Kofax to respond.

Unresolved Kofax — Kofax has acknowledged a new case or a
case update and is indicating that they are
researching the issue and will respond.

Waiting On-Hold Waiting Installation Customer — Used when the customer is
responsible for contacting support after the
software/hardware installation is completed.

On-Hold Customer Customer - Used if the customer requests that the
case remain open until a specified date.

Waiting for Customer Feedback Customer — Used when a customer has been
provided with a solution or has been asked for
additional information required to progress the
case.

Resolution Pending Customer Confirmation Customer — Used if a resolution was provided to
the customer but Kofax is awaiting confirmation
from the customer that the resolution worked.

Closed No Feedback Customer - Customer does not respond to a Case
that has been ‘Waiting for Customer Feedback’.

Development (R&D or PS) None — This case has been referred to Kofax
Professional Services for work or R&D for possible
resolution in a future release of the software.

Not Entitled None - Customer is not entitled to support
because of expired Contracts/Maintenance or lack
of certified training.

Resolved None - Customer confirmed via the support case
or phone that the issue is resolved.

None — Duplicate - If the same issue is in another
case for the same contact.

Customer - Customer cannot reproduce the error.

Guide to the Kofax Support Portal Last change: 02-Dec-11 01:02 PM
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8.2 Checklists

In order to ensure a fast an efficient resolution of your support request, please make sure to provide as much
information as possible when submitting your Case. The checklist below will help you in identifying what most
information should be provided.

8.2.1 Kofax Capture / KCNS

Infox;ztion Information to Gather
License Serial Number and backup serial number (if applicable)
Product Specify Kofax Capture version numbers and SP’s
Information Name of Document Management System, Server and client version
Kofax add-on’s and version: (KTM, AXP, Xtrata, etc.)
Is this a production or a test environment?
Impact
What is the impact o this issue on your production?
Server OS Version and Service Pack Level
Workstation OS Version and Service Pack Level
Environment Are batches in SQL Server?
Information

Database Type & version

Back-end Name and Version

Network Description and Details

Reproduction

. Describe in detail the steps to reproduce the problem
Scenario

Can the problem be isolated to

Troubleshooting | ® @ batch class
e adocument class

e aform type
e aspecific set of data (images)

http://knowledgebase.kofax.com/fagsearch/search.aspx

Research http://support.microsoft.com/

http://forums.kofax.com/

Error Logs3

e ERR_YYMM.txt, LOG_YYMM.txt, LIC_YYMM.txt ¢
Datato Collect | 4  ACIC_YYMM.txt, ACIS_YYMM.txt, KDB logs

e Batch classes

e Sample images showing problems

® The knowledgebase article http://knowledgebase.kofax.com/fagsearch/results.aspx?QAID=10643 describes where
the Kofax Capture log files are.
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8.2.2 MarkView

Information Type

Information to Gather

Product . . . . . .
. MarkView Version (via Version Information from MarkView Support Tools)
Information
Is this a production or a test environment?
Impact What is the impact of this issue on your production?

Is affecting all users/some users? Is occurring at all time or is it sporadic?

Environment
Information

ERP Version / Database Version / Application Server Version / OS Version

List any environmental changes that occurred (ERP patch, DB upgrade, OS patch,
MarkView patch, network change, desktop change, additional user rollout, etc)

Reproduction
Scenario

Describe in detail the steps to reproduce the problem
Can the issue be reproduced in a non-production environment?

Detail any workaround available

Research

Link to the articles or web page that you have already been looking at

Troubleshooting

Provide any and all troubleshooting steps taken thus far.

Data to Collect

Provide all data/log files/screenshots/work item histories/etc as specified in the
appropriate MarkView Component Troubleshooting KB article(s)

Guide to the Kofax Support Portal Last change: 02-Dec-11 01:02 PM
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8.2.3 Kofax Transformation Modules

Information .
Information to Gather
type
Product . . . . . "
. Specify KC and KTM version numbers including build numbers
Information
Is this a production or a test environment?
Impact

What is the impact o this issue on your production?

Environment

. D T nd Version (if from scriptin
Information atabase Type and Version (if accessed from scripting)

Reproduction

. Describe in detail the steps to reproduce the problem*
Scenario

Can problem be isolated to a single image? *

Troubleshooting
Have you debugged scripts to isolate a line of code causing an issue?

Link to the articles or web page that you have already been looking at

http://knowledgebase.kofax.com/fagsearch/search.aspx

Research ]
http://support.microsoft.com/

http://forums.kofax.com/

A clear and detailed description of the solution the customer is trying to achieve with
the project.

All project files

Custom modules needed to run the project, along with instructions to install and run
them

Data to Collect . .
Sample images showing problems

4
All error logs

e ERR_YYMM.txt, LOG_YYMM.txt, LIC_YYMM.txt (.\Capture\Logs or
\AscentSV\Logs)

e ACIC_YYMM.txt, ACIS_YYMM.txt, KDB logs

e  XtrataPro_YYYYMMDD.txt (.\CaptureSS\ServLib\Local\Logs)

* The article http://knowledgebase.kofax.com/fagsearch/results.aspx?QAID=11224 describes where are located the
KTM log files.
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8.2.4 VRS

Information
type

Information to Gather

Product
Information

VRS Serial & Part Number

Specify VRS or AIPE version numbers and SP’s

Environment
Information

Workstation OS Version and Service Pack Level

Domain / local installation

Reproduction
Scenario

Describe in detail the steps to reproduce the problem

Research

Link to the articles or web page that you have already been looking at

http://knowledgebase.kofax.com/fagsearch/search.aspx

http://support.microsoft.com/

http://forums.kofax.com/

Data to Collect

e VRS license info — Screenshot of Activate.exe
e Scanner Brand & Model
e Used scanner interface (SCSI, FireWire, USB)

0 Adrenaline 850 or 1700
0 Adrenaline 450, 650 or 650i

e Used Scan source
e Used Scanner & VRS settings

e Sample images showing problems
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8.3 How to retrieve Kofax Capture Serial Number

Expand the Programs shortcuts from the start menu and navigate to the Kofax Capture folder then select the License
Utility. The license serial number is displayed at the bottom of the license utility window.

"_Elj;Kofa:-: Capture License Ukility - |EI|£|
File Yiew Help
System Licenses | E xpiration Date
iF.ofaw Capture Enterprize [mone]
F.afax Capture Product Suite Evaluation 161052010
Station Licenses | Available | b i | Expiration D ate |
WRS Profezgional for Production Scanning 1 1 [hone)
Yolume Licenzes | Femaining | Full Count | Fenewal [ate
Szandmport page count - one time use 26935 30000 [nione)
For Help, press F1 |Kofax Serial Mumber: MEZ7399 [Server. WM-KCBEM HP |01 A
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