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Huéng dan

Tao case yéu ciu ho trg

NOi dung

Tao case yéu cau hd trg
Kiém tra trang thai case
Tao tai khoan va dang nhap
Thém thiét bi vao tai khoan
Kiém tra thdi gian ho trg

Tham khao thém




Tao case yéu

cau ho trg

Trudc khi tao case, can phai kiém
tra trang thai ho trg va thé loai dich
vu cua thiét bi

Luu y: nhitng thiét bi da hét thai
han hd trg, khach hang sé& phai tra
phi néu yéu ciu HPE hd trg
Active: con thdi han ho trg

Expired: hét han ho trg

Chi tiét, tham khao tai phan
Ki€m tra thdi gian hd trg

dentifier § m
HERAH

Support HPE Tech Care Basic SVC

agreement

HPE Hardware Tech Support Oct 15,

2021

Oct 14,
2024

ieenter & mmw

Wty: HPE HW Maintenance Onsite Aug 20,
Support 2018

Base
Warranty

Sep 18,
2021

Expired

Tao case
1. Truy cap website
https://support.hpe.com
2. Dang nhap bang HPE Passport
account
3. Chon “"Manage Cases”
4. Chon “Create Case”

*** Néu chua cé account, tham
khao tai phan Tao tai khoan va
dang nhép dé€ dang ky

B Manage Cases

Manage Cases

Create Case
Our agents are here to help

Select a Product Issue Description  Contact Informa... Support Delivery Summary

1. Click vao dudng dan “serial
number”

2. Nhap Serial Number (S/N),
Product Number, chon
Product Location (Vietnam).
Chon “Select Product”

e Serial Number: théng thudng la

10 ky tu

e NEu da co thiét bj trong tai
khoan, chon dudng dén

“products”

Thém thiét bi vao tai khoan tham
khao tai phan Thém thiét bi vao tai
khoan

Select a Product
What product do you need support for?

ind your product using the product number, serial number, model, contract ID, or nickname. The highest active

ayel linked or shared to your profile will be applied automatically. Browse linked to your profile

and create a ca®

Q

Try finding your preduct with advanced selectione#ing

Try finding your product wisgt*Sdvanced selection using its

fgroduct using your serial number.

Product Number Product Location

Vietnam (VN)



https://support.hpe.com/

1. Nhap tiéu dé (subject) theo
dinh dang [tén thiét bi - mo6

ta 16i]
a. Vidu:
b. DL380 Gen9 - HDD
Failure
c. DL360 Gen9 - DIMM
Failure

2. Chon loai van dé ma thiét bi
dang gap phai

3. Chon Severity - M(c do
nghiém trong (chon 1 trong 3)

3 - Normal (thiét bi dang
hoat dong binh thudng)
2 — Critical degrade (thiét bi
dang hoat dong nhung cé
canh bo 16i)

1 - Critical Down (thiét bi
hoan toan khéng hoat dong)

Issue Description  Contact Informa...

Pién thong tin bang tiéng Anh

Issue Description

Severity

3-Normal

--None--

3-Normal

Bat budc phai dién

Bat budc phai chon

2-Critical Degraded

1-Critical Down

Support Delivery

Summary

Nhap 16i chi tiét

- Khi ndo xay ra 16i?

- Thiét bi canh bao & dau? (den
LED, man hinh khdai dong)

- Cé thay ddi gi gan day?

- L6i thé hién & dau? (kém theo 16i
hoac hinh anh tur canh bao)

- Copy text 16i vao day

Pién thong tin bang tiéng Anh

Issue Description

Nhép cac budc da lam dé khac phuc
16i — néu cd

Vi du:

- Khai dong lai thiét bi

- Nang cap firmware/driver
- C6 thé gia 1ap lai 10i

Pién thong tin bang tiéng Anh

Troubleshooting Steps Taken

Cung cap thong tin ngudi phu trach

1. Tén, Email, phone#

Contact Informa...

Support Delivery

Summary




2. Cach thic lién hé: dién thoai,
email

3. Thdi gian thich hgp dé lién hé

(hodc kiém tra/chinh sira thdng tin
c6 san)

Chu y: Cac thong tin tén, email, sdt
dudc tu dong dién theo tai khoan
HPE Passport

Primary Contact

First Name

Contact 24/7 o

D Update the contact details on my pmme|

pecific Time ‘:"\

B Uundate my profile.

[ ] 1 confirm that all contact information provided is correct.

Previous Next

NEu c6 hon 1 nguGi phu trach, click
vao “Add” trong muc “Alternative
Contact (Optional)” va nhap day du
thong tin

Sau khi kiém tra lai ding hét tat ca
cac thong tin, tich chon va an Next

Alternate Contact (Optional)

Alternate Contact (Oprionalj
(D Only authorized users can view the case in the portal.

First Name Last Name

Phone

Preferred Contact Method

O Phone O Email

Preferred Contact Time

O Specific Time O Contact 24/7

Alternate Contact Reason

|:| | confirm that all information provided is correct.

Previous Next

Dbién thong tin dia chi dat thiét bi,
Chon muc “Add Location”

Support Delivery

Support Delivery Information

Product Location

There is no product location available.

Summary




bién day du thong tin theo yéu cau

- Néu co yéu cau doi v8i ngudi dén
ngi dat thiét bi, thi tich chon “Site
Access” va dién thong tin yéu cau

- N€u co thdng tin lién hé khac tai
ngdi dat thiét bi, tich chon “Onsite
Contact” va dién thong tin theo yéu
cau

Chon phuadng phéap dich vu

- Customer Self Repair: HPE sé
chuyén linh kién, khach hang tu
thay thé& védi hd trg tir xa cua hpe

- Onsite Service: yéu cau ky su hpe
ho trg thay thé linh kién tai noi dat
thiét bi

Add Location

Site Access

| Onsite Service requires additional site access.

Additional Site Access Details

Onsite Contact

| have a different onsite contact.

Onsite Contact Name

Onsite Contact Email Id

Onsite Contact Phone

Preferred Service Method

O Customer Self Repair @ Onsite Service

Same as product location.

Xac nhan lai cac théng tin va click
submit.

Support Center

Summary

& You can attach files after you submit your case.

Previous Submit




N&u d3 cé san log file, nén upload
log sau khi submit

Case Details

~ Attachments (0)

ed before Marc

i1, harve been sent

-NORMAL

rogress

*E Support Agent and are no lo

& Upload Files

er displayed

Or drop fil




Kiém tra trang thai case

Chon biéu tugng banh
rang “Manage”, roi
chon Cases

Thoéng tin danh sach
case sé dudc hién ra

Cases
My Contracts

Service Credits

My Cases |+

To view cases created by the Support Case Manager tool:

Showing 1-1 of 1

Case Number Case Status Severity Subject

In Progress 2-CRITICAL-DEGRADED  HPE ProLiant DL380 Ge.

C X &

Date/Time Opened 4
11/2/2021 9:51 AM

Showing 1 of 1




Tao tai khoan va dang nhap

Budc 1: Truy cap
website

https://cf.passport.hpe.com/hppcf/createuser.do

Budc 2: Nhap thong tin
yéu cau

Email lién hé/mat khau
Cau hdéi bao mat
Thoéng tin cd nhan

Thong tin cong ty

Required *

— * bit budc dién

Sign in information 7

E-mail address *

This will also be your user ID.

Password * 7

Confirm password *

Budc 4: Xac nhan tai
khoan qua email

Kiém tra email va lam theo hudng dan

Budc 5: Bbang nhap vao
HPE Support Center

https://support.hpe.com

nhap username/
password

User ID

Remember my user ID



https://cf.passport.hpe.com/hppcf/createuser.do
https://support.hpe.com/

Thém th

L] A’

IS

t bi vao tai khoan

1. Dang nhap HPE Support
Center:
https://support.hpe.com

2. Tai man hinh chinh Home, kéo
xudéng tim chon “My Contracts”

3. Chon lién két bang 1 trong 2
loai

Thiét bi cé hgp dong dich vu
(Link a support agreements)

Thiét bi c6 bado hanh chuén

(Link a warranty)

{/} Warranty Check

My Contracts

My Contracts

Thiét bi chi cé6 bao hanh chuéan

Chon “Link a warranty”
Nhap théng tin yéu céu

Serial# c6 dinh dang 10 ky tu
Vi du: SGH737XAWO0

Product#: cé dinh dang 6-3 chif s0,
hoac chi cé 6 chir s6
Vi du: 844352-B21, 19782A

Product location: Ngi mua thiét bi.
N€u mua & Viét Nam: Chon Vietnam
hoac Singapore

Ownership Type:
- Single: 1 ngudi quan ly
- Multiple: nhiéu ngudi quan ly

Product serial

ltem number*

Product number

* i Product location

1 | s/N10kytu

| + | XOHKXKXHK

| + | Singapore

[~ ]

Assign nickname §

Ownership type * §

tén server

+ | Multiple v



https://support.hpe.com/

**x N&u nhan dugc bao 10i
Thiét bi cé hgp dong dich vu, can

Nhép s6 SAID, SAR, chon Ownership
- Submit

Kiém tra hgp déng dich vu dé cé dudc
sO

SAID (Service Agreement ID)

SAR (Support Account Reference)
Vi du nhu hinh bén =2

TR n s " 1 | e— + [ 776320-821 | + pr— v+ +
phai lién két theo cach “hap dong s i 5 e
dich vu”

Thiét bi c6 hgp dong dich vu
ltem  Service Agreement ID (SAID) * :::;.;::‘:::::HMII' Ownership type* i

1 + + [ Multiple

Service Agreement ID: 1063 4533 3938
Support Account Reference: 7000INGA/TG.SW
HP Foundation Care NBD Service

Kiém tra trang thai hgp déng béng
cach vao muc: “View my contracts
and warranties”

My Contracts

Link contracts and warranties to your HPE Support
Center account to access entitled services. If batch
linking, you will need to submit a CSV file to the Batch

View all support agreements, packaged support, and
warranties that are linked to your user ID, including
those shared to you by another HPE Suppoert Center

user. Request a copy of your Service Contract
Welcome letter if you need to find your contract ID.

Link tool.

ontracts and Warranties

Link a Packaged Support

Requires support 10, PN, and product

10




Kiém tra thdi gian

1. Truy cap: https://support.hpe.com

2. Tai man chinh Home, kéo xuéng va tim
chon “Warranty Check”
3. Chon “Check Your Product Status”

i Downloads

{/} Warranty Check My Contracts

Warranty Check

Nhép serial number cua thiét bi

Serial# c6 dinh dang 10 ky tu
vi du: SGH737XAWO0

NgGi mua: Chon Vietnam hoac Singapore
Click “Submit”

*** Trudng hgp khong tim dudc, can phai
kiém tra lai serial# hodc nhap thém product#

Item  Product serial number Country of purchase

1 | Vietnam | v |

Item  Product serial number Country of purchase

1 SGH737XAWL

This product cannot be identified by serial number zlone. Please enter a product

number below.

| Vietnam ‘ ~ |

Product number *

Man hinh ké&t qua thé hién
Service Type:
Base Warranty: bao hanh chuén

NE€u co thém service type khac, cé nghia thiét
bi cé hgp dong dich vu

Active: con thsi gian ho trg

Expired: hét han hd trg

m sentine mm
GH

SGH7iSEERE  Wiy: HPE HW Mainten ite Sep 25, Dec 23,
aaaaa ty Support 2017 2020

‘m
HPE Proactive 24 5VC

HPE Hardware Maintenance Onsite | Aug 25, Aug 24,
Support 2014 2017

11



https://support.hpe.com/

Tham khao thém

1. HO tro online - Chat with Care Concierge (Chatbot)

- Dang nhép HPE Support Center
https://support.hpe.com

- Click biéu tugng tin nhdn géc bén phai, cudi
man hinh

ENG

Q

3113 PM E

11/5/2021

@ support.hpe.com

€ Care Concierge Begin New Chat

Care Condierge 06: 43 PM
Hello Nguyén, how can I help you foday?
You can type something like 'l have a
power supply issue' in the chat.
Alternatively, select one of the options
below.

Nguyén  06:48FM

Case Status

Care Condierge 06: 48 PM

Sure, | can look up a case status. Please

provide the case number that you're
inquiring about.

2. HO trg qua dién thoai (hotline)

SO hotline

(23) 6445 8250 (danh cho bao hanh chudn va hgp déng dich vu “Techcare”)

(23) 6445 8251 (danh cho hdp déng dich vu “Complete Care”)

Yéu cau chuén bi cac thdng tin sau trudc khi goi

Serial# cua thiét bi
Tén san phdm hodc ma san phdm

L6i dang xay ra

Thong tin ngudi phu trach ky thuat (mobile, email)

Dia chi dat thiét bi

12



https://support.hpe.com/

