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FortiCare / Create Ticket Account Name/ID: ~ Fortinet 195171

Ticket
Wizard

Create Ticket

@RequestType > 2 > X =4

Specify Request Ticket Type

Technical Support Ticket
° You can create technical support tickets for technical issues with your Fortinet product. You require a Fortinet product with an active support contract to

create this type of ticket. You will need to input the product serial number.

Customer Service

You can create customer service tickets for questions related to contracts and account management.

DOA/RMA Ticket
You can create a DOA/RMA ticket to replace a registered or un-registered product that was defective when received, or to replace units with a hardware

failure that are covered by an active support contract. The product serial number is required in all cases.

Anti Virus Ticket/FortiGuard Service

To submit Anti Virus ticket for your product or report false detection.

0 0 0 o0

Fortinet Converter Ticket

Please submit FortiConvert service request at FortiConverter Portal

FARZ R ticket

HIRHF ticket FEMRIEA L. BT P IREFHERIPSFIEAR R S, AR
Fortinet FEAR SCHF TARITHR HEAL 5T =y IR S5,  (EAIAE ticket F, HVEWIH#ER

1) ia) @R (R LAR H R

QMRAEE, L& LA/ 5 IR 5 TAE,  n) @k A Al 7 elo3e i o 2% B 2 fic B 4%

3)MLEIRHE, AFEREE D K P HibHE B

4)C B S AT

5)diagnose debug report #ii 15 5L(SSH & sr W45 54T, A EH console, 75K 1)

6) ik Hh 5 2

Wi YSELTR

1. BI%EE ticket Z551 Create a ticket.

Ticket

Create Ticket
Wizard

@RequestType >2 >3 > 4

Specify Request Ticket Type

Technical Support Ticket
° You can create technical support tickets for technical issues with your Fortinet product. You require a Fortinet product with an active support contract to

create this type of ticket. You will need to input the product serial number.

Serial Number: * Pl D RN ERENRERFTISSN

V I DY ...

o Search our Knowledge Base
You can search our Knowledge Base for answers to many common questions in the use of Fortinet products.

° Customer Service

You can create customer service tickets for questions related to contracts and account management.

2. HEMXELR, ffit—%.
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°RequestType >@asi|: Info > 3 Comment > 4 Completion

Specify Ticket Information

Contact Information

Name:*

Email:* @

Telephone:
Please input country code
b, B
® ERSHE LT, EERRELRERES
Ticket Information /
Subject:* izfatl -—

Product Type:* FortiGate
Category:* FGT Hardware
S/W Version:* 6.4

Patch:* Patch10

Ticket Priority:* & of

Please contact your regional support center to create urgent P1 (network down) or P2 (severe impact) tickets for immediate assistance.

SaE: MREFEMEFEP)REEEESEITEEN(P)INER, BEEREE400 600 5255, o
LUE IR T B EIP 1 2 P2ER R Ticket

3. R MEHE, i,

Ticket

Wizard

o Request Type > o Basic Info > @ Comment > 4 Completion

Add Comment

ed here is 8000.

In order for Fortinet Technical Support to pro 10e optimum level of service, we request that the following information be provided
1. A detailed problem description o kR

2. Relevant background information (Has the conniguration worked in the past? Is this a new configuration? Have any changes been made recently to the Fortinet device or application or on the

network?)

3 Anetwork cxaqva R\ c lcarly indicated e HIPABRINGE

u,owgmammmmo ya\zu °
HHEES. RE&ES

5. Debug log(s)¥Error m
1s of your troubleshooling <

6. Adescription and the re:

Attachments
(oo | oo | s | oo IR0
Keep the file

Terporay S e 75, SR e

4 Ticket Number “E %, Case €% ilIh .

Ticket

Wizard

o Request Type > e BasicInfo > e Comment > @ Completion

CoTpee . TicketBERg
Your ticket has been created successfully, the ticket number is{5883787 )Please use this number to track your ticket status.

We thank you for choosing Fortinet products, our support team will work on your case and you will be notified of our progress.

Email interaction is enabled for your account. For more information, please Click Here.

You can use the FortiExplorer iOS App to view your tickets and set up notifications
for ticket updates.Download the FortiExplorer App to your iOS device from the App
Store by searching "FortiExplorer" or by scanning the QR code.

@“‘ iy, caseBIEALIh

4. RNIBIEE Ticket # 5883787,

httpu/apple.cor2)\WQkZ
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FortiCloud

FortiCare / View Tickets Connectto: Al accounts

View Time Zone
Tickets Pacific Time
£ Setting € Advanced Search Please enter Ticket # or Product SN Q

Ticket# v Product SN Subject® Status® Creation Date® Close Date® Priority® Request Type® Solution Ticket Type  Ticket Quality ~ Account

Technical
5883787)  FGT6OET! wEst Registered  2022-03-04 N/A P4 N Partner N/A
Assistance

5. Ticket #ACS LA, TREIMULE ticket SR PRALIE, B2 n) @58 2k

ZRAE Ticket

BENK SR, A, license MBS H ticket 1% F IR % 5
1.i% Customer Service, fiili Submit Ticket.

AN s o
FortiCloud s © seppor Q 4 .

FortiCare / Create Ticket Account Name/ID: 195171

Ticket

Wizard

@RequestType =2 >3l

Specify Request Ticket Type

Technical Support Ticket

° You can create technical support tickets for technical issues with your Fortinet product. You require a Fortinet product with an active support contract to

create this type of ticket. You will need to input the product serial number.

° Customer Service

You can create customer service tickets for questions related to contracts and account management.

& — s

@R start Web Chat
You can talk to our customer service representatives via online web chat.

I NMRIRAR NG, LS A 25 .



Serial Number: FGTBOET! @

Contact Information

Name:*
Email:* v U @
HFEEECHINA +8
Telephone:

HEPECHINA +86

627
Please input country code
12 -

Mobile Phone:
Please input country code

Ticket Information

Subject:* * RN EIR)EBETRE

Fepkll EFBIR, M b
Category:* Account Merge M|
Please select a CS category - -— it MGE RIS R \
Account Deletion Next

Account Merge
Auto Reply

Batch request
Cloud Portal Query

CORPORATE SERVICES & SUPPORT

Contract/License

Coverage Term query
ELA Account Transfer
Fortinet Product query rtiGuard Center

Login / Pwd query

3N RE,  DAEE €S PR 1 AR A R A 1R A

Ticket

Wizard

o Request Type > o Basic Info > @ Comment > 4 Completion

Add Comment

Note: The maximum

aracters system allow to be entered here is 8000.
In order for our Customer Senvice team o provide you with the optimum level of support, we request that the following information be provided
1.Is this request to merge two accounts in support forlinet.com? I yes, Please mention beth the account ID/Email ID's that need to be merged

N RIREER, DUBCSEERt MR s mRdRz

After the accounts are merged all serial numbers, tickets and sub-users will appear on a single account.

Attachments
Log File ~ Virus Sample File (Temp) Othel @
Keep the file

TEMporary SIOMAGE  m— E S, R

4.5 Next Jio, Ticket A fk.
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Ticket CS Ticket

Wizard Serial Number: FGT60E™

0 Request Type > o BasicInfo > e Comment > @ Completion

Completed o  Ticket £

Your ticket has been created successfully, the ticket number is} 5887423 Please use this number to track your ticket status.

We thank you for choosing Fortinet products, our support team will work on your case and you will be notified of our progress.

Email interaction is enabled for your account. For more information, please Click Here.

You can use the FortiExplorer iOS App to view your tickets and set up notifications E Gl
for ticket updates.Download the FortiExplorer App to your iOS device from the App 3

Store by searching "FortiExplorer" or by scanning the QR code.

& AppStore

http://apple.co/2WQKZ

W Ak
5.4117 Finish J&, 7] PLTE ticket %1% HH & 21 M| A= 7] Ticket# 5887423,

View Total Records : 8 Time Zone
Tickets Filter: Off @ pacific Time
£ Setting > @ Export~ € Advanced Search Please enter Ticket # or Product SN Q

Ticket# v  Product SN$ Subject$ Status$  CreationDate$ Close Date$ Priority$ RequestType$  Solution

G
5887423 |  FGT60ET o HERSES Registered  2022-03-06 N/A P4 st

Service

6 Ticket P4 HRLS CS #5171, IR ticket, 3 FL5) 1 M 5E A vk
DOA /RMA Ticket

H %45 & 5222 HEI Ship Date 120 KN, U R PMREE & & M A5 ke, @I I 6]
## DOAticket, FHIHMEAEHHT RS . WfE B & 5% H # Ship Date #id 120 &, MJF
RMA ticket,

YE: ship date B2 i 777 AL R support.fortinet.com Mk 7 7 SR il A e

=, 7 Product list, BN g4 /F 515 (SN), BIa] & Z ship date A1/, 2 F B

TN
FortiCloud

& Entitlement @ Registration
AntiSpam

Web & Video Fitering

FG.1 NGFW R s
2021.07.02 e

2020-08-24
Standa

2021-02-20
Auto-started 179 days after ship date
NiA
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1. At DOA/RMATicket, <=5 1 Serial Number $2/~5HE, SR JGHINR il % 4
FIFo5, &5 s Go $%4 .,

EITIIL'IET, OnE -
Home AssetDownIoad Feedback [N 2

Ticket

Wizard

RequestType > 2 > 3 > 4

Specify Request Ticket Type

Technical Support Ticket

° You can create technical support tickets for technigatissues with your Fortinet product, You require a Fortinet product with an active support contract

to create this type of ticket. You will need toabut the product serial number.

° Customer Service

You can create customer s e tickets for questions related to contracts and account management.

[cowmmnaer|™ 25EEDOA/RMA Ticket

° You can create 3 DOA/RMA ticket to replace a registered or un-registered product that was defective when received, or to replace units with a

hardware failure that are covered by an active support contract. The product serial number is required in all cases.

nReques(Type > B2 > B > 4

Specify Request Ticket Type

Technical Support Ticket
° You can create technical support tickets for technical issues with your Fortinet product. You require a Fortinet product with an active support contract

to create this type of ticket. You will need to input the product serial number.

° Customer Service

You can create customer service tickets for questions related to contracts and account management.

DOA/RMA Ticket

° You can create a DOA/RMA ticket to replace a registered or un-registered produc it was defective when received, or to replace units with a

hardware failure that are covered by an active support contract. The pro\ serial number is required in all cases.

Serial Number: *

wAEFEeEnsse | Il

2. WANEERAMRERE, —HRIEESR RO ticket KA RIFRASE, Subject: HHiRTEHA
RS, SRIE R S SZBRTE L, S Product Type. Category. i) i Next 1440

n Request Type > BasicInfo > 3 ShippingInfo > 4 Comment > 5 Completion

Specify Ticket Information

Contact Information

Name:* K=
Email || 123456@qq.com BNBEREANBXER @

Telephone:

+86 189 o1
Mobile Phone: — CHINA +86

Ticket Information

Subject:* LG A
ProductTyper+ | | Foricate fRIFSENAIEIEI, WEROIEAIEIMNE —
Category:* FGT Hardware v ‘._____-

=
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3. Y RMA fHIBH ARG R GRARN, 2SR, #EfFbaESE)

Shipping & Billing Information

oo EiEERMAM, FFaHE, ATRIR, HUEFER | Billto @ same s shipo I
Contact Name: * £ Contact Name: *
Company Name: * = XX Company Name: * XX
Street Address: * Pl X FEFEEE120 551055 #6502 Street Address: * i1 FEFREE120 510 55 16502
City: * City: *
Country:* = CHINA v Country: * = CHINA
State/Province: State/Province:
PostCode: * | 200000 PostCode: * = 200000
Email: * | 123456@qq.com Email: * 123456@qq.com
Phone: * | +86 189 701 Phone: *  +86 1891 701
Fax Fax

WP AT HA, 215 BT IR 2 AL .

Defective product information

Is the unit used in a HA / cluster configuration? |+ Yes  FFHAISyes, ;jZAHAZENO v

For RAID system, indicate capacity per HDD: | don't know v

RMA Contract And Service Transfer Option

# Automatically transfer all active services and support contracts to new unit
If this option is checked, Fortinet systems will auto-register replacement unitfwhen it is shipped from Fortinet. All contracts/ licenses on defective unit will be automatically
tiypsferred and defective unit will be de-registered.

\ / Next
IRAEZ 7 e HA T ILIEFE Yes B No, 5 G HUR I License MISHTIZITIRGS, REHH

Lﬁ F& 15 7 B/n] %" Automatically transfer all active services and support contracts to new unit”

SRJE T Next, 3E47T T — 0 HAE,

Automatically transfer f# fH375t: #FE & & L TLIEETFHL E‘%?Qfﬁ%&ﬁﬂﬁﬁ%?ﬁﬁﬁﬁ
G4 License, ANFg 2L EEHT FortiGuard. [ bk I, 78 RMA fF AR H ) R s 5

R, Fortinet ZG0H HANITR R ATENE R, B2 I8 2% 10 Ik 55 /1 e B Zﬂﬁjﬁﬂ
K RMA Bt 1]

4, FIAHFEILG, BT B logs BCE U, i Next, RIATSEREK ticket BN, J5
SoIR]T TAC T2 RALE RMA FH .
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n Request Type > u Basic Info > E Shipping Info > n Comment > 5 Completion

Add Comment

in order for Fortinet Tec vith the: optimum level of support, we request that the follawing information be provided:

1. A description of the
2. The results of the hardware troubleshooting t

3. A description and the qu

—FEQBEB"J%

uantity of the defective accessories, if any

described at http:#/kb fortinet. com/kb/microsites/search do?cmd=displayKC&docType=kc&externalld=FD34745

Attachments

Log File = Configuration = Virus Sample File (Temp) Other -

S

5.0 RG] ticket [,
1, &Pl E,

B FTEEF support MG, R EFHEAL A SN

View Products: 10 Units

ASSET MANAGEMENT

Search product list ...
# Dashboard

@ Products

~
=]

A A% Automatically transfer, & i RMA 52 A AT IR SS
WEF LIRS . LB

FG1K2C FortiGate 1200D
FG1K:
¥ My Assets
FG1K FortiGate 1200D
o More Views
FG1K: FortiGate 1200D
FG5H FortiGate 500E

View Products FG1K2[0

BINQSOF

#  Dashboard

) Products [ Registration 11 Threat Protection Statistics
TOP 20 VIRUS
® My Asse
 More Views
Bl e & K
porate H Product: s & Support Legal P T U @r

e

R SN E S HE N & VELIME B UM, FFAE L SR 2 “RMA Transfer” 1241

@
t1d -
TOP 20 IPS TOP 20 BOTNET
link
© Manage Cloud Services
opyright ©2021 Fortinet, Inc. or its affiliates. All rights reserved. 808 f v n m

BT SN, 58 AH RAE BUG A" Replace”, 5874 5 i IR 45 1L #%
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View Products > FG1K2DT 1 2 3 W RO
Dashboard Original Serial Number:
FG1K2DT
Products
New Serial Number

ESKWEINRMAGHIFSS

End User Type

) Agovernment user

® Anon-government user

Corporate How toBuy Products Services & Support Legal Privacy Terms of Use

Pacific Time  Copyright ©2021 Fortinet, Inc. or its affiliates. All rights reserved,

fvom

Anti Virus /FortiGuard g5 Ticket

FortiGuard JIR 25 G045 By B¢ A0 Uil IR 5%, e o SR R F ik 55
Web 1 i3 S E AN P # I 55 3 obpe For, ARAAT— Pl IR S5 aB 21 1] L, &R AT
PAFE L AR 1), 19 2 A B0 [ 1

1. R $27E Ticket.

@nequesﬂype >2 >3 >4

Specify Request Ticket Type

Technical Support Ticket
° You can create technical support tickets for technical issues with your Fortinet product. You require a Fortinet product with an active support contract to

create this type of ticket. You will need to input the product serial number.

Customer Service

You can create customer service tickets for questions related to contracts and account management.

DOA/RMA Ticket

failure that are covered by an active support contract. The product serial number is required in all cases.

° You can create a DOA/RMA ticket to replace a registered or un-registered product that was defective when received, or to replace units with a hardware
° Anti Virus Ticket/FortiGuard Service

To submit Anti Virus ticket for your product or report false detection.

[»I FortiGuard Service Ticket
To report false detection, uncaught spam or virus, misrated URL. etc. Select this option to contact the FortiGuard Center Threat Research & Response team for assistance.

2. BIAARIBR AR NG R, W A 2R
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@ requestType > (2 Basicinfo > 3 Comment > 4 Completion

Specify Ticket Information

Serial Number: FGTeOL ... - ____ @

Contact Information

Name:*

Email:* ttang@fortinet.com
IECHINA +86 @

Telephone:
Please input country code

Mobile Phone:

Ticket Information

- g
Subject:* SEIRS FAVIIES IREEA SN E RS

AV Category:* Please select an AV category

AR MGRREEEESS
Ticket Priority:* Please select an AV category /
AV-Hot Rl
AV-Premier

Av-Regular \
False Positive ez
Malware Description

Malware Detection

3R, RN

Ticket

Wizard

© request Type > @) Basicinfo > (3) comment > 4 Completion

Add Comment

Note: The maximum characters system allow to be entered here is 2000.

A A FME IR

Attachments
Log File v Virus Sample File (Temp) Other »
Keep the file

Temporary Storage <= I ANET - ERy
Rl 2%

N

Next

5. Ticket# £/, JFrBCAHN TR, TAEM/IRALEE, H 3 n) 58 4 ik
iR o

Xt T FortiGuard F&-FARSS, fLFHE AV/IPS/Application Control/Web
Filter/Antispam 25, #FA] LA AL https://www.fortiguard.com/faq FEZRH25C .
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