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SDL Technologies Support Portal

SDL Technologies Support Portal

SDL Technologies
http://www.sdl.com/jp/support/Default.asp
Support Portal
SDL Technologies Support Portal SDL Web My Account( ) My
Account( ) www.sdl.com
www.translationzone.com SDL Web
Freelance Translators Translation Agencies My Account

Company | Solutions | Products | Services | 5SDL Knowledge Centre | Customers | Partners | News and Events

Desktop Products Home

Buy Products Online MY Account Log i n
e

View Basket

Enter your email address:\l

o | am a new customer
(You'll create a password later)
| am a returning customer, and my password is:

Forgotten Password?

MOTE: You must have cookies enabled to download and/or purchase software from our web site.

Copyright Privacy Policy Terms and Conditions  Ownership
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Freelance Translators Translation Agencies My Account

Company | Solutions | Products | Services | SDL Knowledge Centre Customers | Partners | News and Events
Desktop Products Home .
Buy Products Online My Account Login
Account Selection
View Basket

You are a member of more than one account, please selectthe account you wish to use for this session:

Account D Account Name

20705 TestAccount#1 Use this account |
9744 TestAccount #2 Use this account |
45955 TestAccount #3 Use this account |

If you want to merge these accounts please contact productsales@sdl.com who can help you further.

Copyright Privacy Policy Termz and Conditions  Ownership

My Orders( ) 0

1 My Licenses( )

1 My Downloads( ) i
1 My Quotes( ) i

i My Support( ) T

1 Account Detail( )
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1983
http://talisma.sdl.com/article.aspx?article=1983&p=1
1 Switch Account(
)
1 SDL Trados Certification( )
1
My
Account( )

Company | Solutions | Products | Services | 5SDL Knowledge Centre | Customers | Partners | News and Events
Desktop Products Home . . . . S
You are logged in as Paul Filkin {('m not Paul Filkin)
T —— Account Summary
.
E—— My Orders SDL TRADOS Certification

Orders Awaiting Payment

¢ Vieworder details In the certification area you can:

My Orders « Viewinvoices
Syl cen s ¢ Payany outstanding orders « Takethe placement exams =
< p 3 2
My Downloads * Access purchased Exams and
My Support Go to My Orders » Coursewares
¢ Viewvyour personal cerification pages
My Quotes

SDL TRADOS Certifitht My Licenses Find out more aboutthe SDL TRADOS Certification Program »

Account Detailz
+ \iew activation codes

+ Generate and download license files
Return and upgrade licenses

My Detaile
Change My Password

Switch Account

Log Out
View Basket
My Downloads My Quotes - Beta My Support
+ Download the latest product * View quotations e Iy PSA
evaluations # Place an order from a quotation e« SDL Trados Knowledge Base
+ Download your purchased » Requestaquotation e Licensing and Installation Help
products
« Getthe latest updates and Go To My Support »
patches
Go to My Downloads » /
My Support( )
My Support( )
Support Portal
Go
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Company | Solutions | Products | Services | SDL Knowledge Centre

Customers | Partners | News and Events

Desktop Products Home
Buy Products Online

Search Orders

Orders Awaiting Payment
My Orders

My Licenses

My Downloads

My Support

My Quotes

5DL TRADOS Certification
Account Details

My Details

Change My Password
Switch Account

Leg Out

View Basket

My Support

e |1 PSA

View your Premium Support Agreement.
Go»

SDL Trados Knowledge Base

Find help with common issues with SDL Trados products.
GO »

SDL Trados Support

SDL Trados Support allows you to submit a query to the 30L Customer Support Team.

%»

Copyright  Privacy Policy

Terms and Conditione  Ownership
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SDL TRADOS Certification
Account Details
My Details Welcome Paul Filkin (Test)!
Change My Password " )
This secure portal allows you to submit support cases, view case updates and track their status around the
Log Out clock. Below are a few points to keep in mind when submitting a support case.
View Basket
Quick Start

« Tosubmita new support request, click the Log a Case button above
s Toview your existing support requests, click the View Cases button above.
e Tosuggest animprovement to the software please submit your idea on www.ideas sditrados.com

Case Priority and Initial Response Times

Response times depend on the priority of your case. When you submityour support case, make sure to
select the Priority level which adequately characterizes your case. This will be amended by SDL if in the
opinion of cur Suppert Managers an innappropriate Priority has been selected. This is necessary to ensure
that cases are handled in the most efficient and appropriate manner

Plzase note. these ars the gensric times and definitions for the majority of our customers. Some
contracts may have specific requirements that apply

PSMA Level 1 PSMA Level 2 [Enterprise

[Critical 1-day 3hrs Bhrs

High [o-days Shrs Ehrs
[Medium 3-days 1-day 1-day
|Low 5-days 5-days 5-days
Definitions

ing hours (Local to the offics handling the Case)

Level plion
S ::‘ IA production system hosted by SDL is down or not accessible outside the scheduled

Imaintenance windows. Users cannot log into the system.
[Qutage 9 Y

1A "Critical Priority Error” means a problem which simultaneously affects all or multiple
users of the Client and for which no practicable workaround is available and that prevents or
Imaterially impairs the performance of substantially all major functions of the Software as
described in the Documentation so that: (i) the Software is unavailable to the Client or at
Imaterial risk of becoming unavailable; or (i) Client is unable to use the Software due to
icontinual failures or data corruption. Once a Critical Priority Error is resolved (whether by
lprocedural workaround, system restart, hot-fix, or otherwise) such error's priority level shall
be changed to Medium Priority Error.

|4 "High Priority Error* means a problem, for which no practicable workaround is available,
hat prevents or materially impairs the performance of a major function of the Software as
described in the Documentation so that: (i) a major function of the Software is unavailable to
he Client or its availability has been materially interrupted and substantial risk of recurrence
lexists: or (i) Client is unable to use the Software due to intermittent failures or data
corruption. Once a High Priority Error is resolved (whether by procedural workaround,
lsystern restart, hotfix, or otherwise) such eror's priority level shall be changed to Medium
Priority Error.

|A "Medium Priority Error” means a problem, whether or not a practicable workaround is
IVedi lavailable, that prevents or materially impairs the performance of a minor function in the
[Software as described in the Documentation, but that does not make the Software wholly
unavailable to the Client or materially inhibit the Client's use of the Software.

|4 "Low Priority Error” means a problem that does not prevent or materially impair the
performance of any function in the Software as described in the Documentation, and does
Inot materially inhibit Client's use of the Software. Such a problem is typically cosmetic in
nature.

[Low

Logaed in: Paul Filkin (Test) from Paul Filkin

Freelance Translators Translation Agencies My Account
Company ‘ Solutions | Products ‘ Services | SDL Knowledge Centre | Customers | Partners | Mews and Events
Desktop Products Home
Buy Products Online SDL Trados Support
e — R
My Support ‘Home”Log a Case”V\ew CasesHLogout| I—

L<l

Copyright Privacy Policy Terms and Conditions  Ownership
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Log a Case( )

1. Log a Case( ) ( )

3. Submit( )

Case Language( )

Case Language( )

Customer Guide to SDL Technologies Support_en_JA.doc 8/25



Customer Guide to SDL Trados Support

Company ‘ Solutions ‘ Products ‘ Services | SDL Knowledge Centre ‘ Customers | Partners ‘ News and Events
Desktop Products Home
Buy Products Online SDL Trados Su pport
O — ~
Search Orders ‘Home ”Log a Case ”Vlew Cases” Logout‘ 0
Orders Awaiting Payment
My Orders
My Licenses Please use the form below to log your support request
My Downloads
L e o Case Language
My Quotes
SDL TRADOS Certification Please specify the language that you used to log your case as this helps us to assign the case to the nearest
supportteam. Please note that cases that are notin English language can anly be handled during lacal
Ascount Detsls business hours
My Detailz
Change My Password
Switch Account Aftachments
Log Out If you have files to upload or additienal comments to add, you will be able to do so after filling out the form.
View Basket First, fill out the form. Then, click on View Support Requests. Follow the link to the request you have just
opened. You will see buttons for adding attachments and additional comments. Thank you for choosing SDL!
Log a Case
Application:
“Not Applicable* “*Not Applicable**
o
File Format:
Available ~ Selected
Comma Separated Value Format (csv) =
Excel
FrameMaker @9
L ad
Error Message:
v
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i View Cases( ) My Open
Cases( )
i View Closed Cases( )
My Closed Cases( )
1  View All Cases( ) Support Portal

Company | Solutions | Products | Services | SDL Knowledge Centre | Customers ‘ Partners | Hews and Events

Desktop Products Home

Buy Products Online SDL Trados Su ppOl’t
e —

Search Orders |H0me || Log a Case ”View Cases” Logout|

>

Orders Awaiting Payment

My Orders All Closed Cases

yiceses | View My Cases View Open Cases
My Download
ppoeos Humber _Subject Created Date
Sl T 00037071 URGENT - License required 5/2212007
My Quotes 411FM
e 3707 1] M i i
SOL TRADDS Certification 00037070 Please place Flex LM license server onto FTP site
Account Details 00037069 Quite a few SDLX guestions
My Details .
000237068 ETP site for SDLX 2006
Change My Password
Switch Account 00037067 Feedback for Answer [0 652 (Rated Helpfulness: 75%)
Leg Qut

00037066 Operating Systems
View Basket

00035942 How to proceed to convert an TMX file to MT XML format?

00036941 When | create a project and save it, the XDP file is not recognised as a MultiTerm
file in the Windows Explorer: that is probably the reason why it cannot be
reopened in MT. Even thouah | explicitly assign the MT application/symbol to it, i

00036940 Why and in which cases would | use the Export Threshold Slider in the “Export”  6/20/2007
tab? 1:00 Pl

000326939 Why and in which cases would | insert a Project Name in the “General” tab? 6/20/2007

00036938 test
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Freelance Translators Translation Agencies My Account
Company ‘ Solutions | Products | Services ‘ SDL Knowledge Centre ‘ Customers ‘ Partners | News and Events
Desktop Products Home
Buy Products Online SDL Trados Support
My A
el — =
Ly Orders |H0me||Log a Case”\ﬂew Cases”\_ogout‘ I~
Iy Licenses Use this page to:
My Downloads
My Support = Checkthe status of your support case
My Quotes # View comments from the SDL Trados Support Engineer.
SDL TRADOS Certification = Add comments to the support case (note that you cannot edit comments once they have been
. saved)
Account Details
#+ Add attachments to the support case. Please zip files before attaching them. For screen shots,
LyEEE s use .gif format rather than .bmp if possible
Change My Password
Log Out Case Follow-up via Phone
As a Bupported Customer you are entitled to follow up your support request if necessary through the SOL
Micw Flazket Trados Support Hotline. Please have your user name and the case number ready, as we will request this
information when you call.
The current numbers are as follows
Country Phone Number Business Hours
United States and Menday to Friday, 8:00 AM to £:00 PM Pacific Standard Time,
Canada (Englizh) excluding public holidays observed in the Unted States
i e wi Monday te Friday, 9:00 AM to 5.00 PM GMT, excluding public holidays
Canada (Englizh) in the United Kingdom
United Kingdom Monday to Friday, 9:00 AM to 5.00 PM GMT, excluding public holidays
(English) in the United Kingdom
Germany Monday te Friday, 9:00 AM to 5:00 PM Central European Time,
(German, English) excluding public holidays obaerved in Germany
Belgium Monday to Friday, 9:00 AM to 5:00 PM Central European Time,
(French, Dutch excluding public holidays observed in Belgium
Englizh)
Switzerland Monday to Friday, 9:00 AM to 5:00 PM Central European Time,
(@erman, English) excluding public holidays observed in Germany
zerland Monday te Friday, .00 AM to 5:00 PM Central Eurcpean Time,
(French, ttalian) excluding public holidays observed in Belgium S
Japan ) Monday to Friday, 10:00 AM to 5:00 PM Tokyo Time, excluding public
({apansse, English) holidays observed in Japan
China } Monday to Friday, 9:00 AM to 5:00 PM Shenzhen Time, excluding
(Ehinese, English) public holidays observed in China
Case 00012113
Contact Email: Contact Phone:
paulfilkin@test.com +49 (711) 2332 12254 34
Request Type: Priority:
Other Problem 2 - High
Date/Time Opened: Status:
21/05/2008 09:51 Waiting for Customer Respanse
Date/Time Closed:
Resolution Type:
Product: Operating System:
3DL Trados Freelance LI
Copyright Privacy Policy Terms and Conditions  Ownership
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Support Portal

Support Portal

From: SDL Trados Support Sent: Thu 17,/01,2008 12:05
Ta: Paul Filkin

e

Subject: SDL Trados Case 000343435 - Format Paint

» 1

Dear Paul Filkin,

Your case has been updated. To view and update your case, please log into the
"My Account" area.

Case Number: 00034343
Date Logged: 31/05/2008
Priority: 3 - Medium
Status: Closed

Case Subject: Format Paint
Description:

SDL Trados Support
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Add Comment( ) Submit Comment(

Company | Solutions ‘ Products | Services | 5DL Knowledge Centre | Customers | Partners | Hews and Events

Desktop Products Home

Buy Products Online SDL Trados Su ppOl’t
=
Search Orders |H0me || Log a Case || View Cases || Logout|

Orders Awaiting Payment

My Orders Submit Comment
My Licenses

My Downloads Comment:

My Support Thank wvou this is solwved

My Quotes

SDL TRADOS Certification
Account Details

My Detaile

Change My Password

Switch Account

Log Out

View Basket Sub it

Submit( )
Related Comments( )

1. zip zip

5MB
FTP
2. Add Attachment( ) Attach
File( ) ( )
Attach File( )

Customer Guide to SDL Technologies Support_en_JA.doc 13/25



Customer Guide to SDL Trados Support

3. Browse( ) Open( )

4,  Attach( )

5. Done( ) Related
Attachments( )
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