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FREQUENTLY ASKED QUESTIONS
® FAQ

1. How to authorize in the Service Desk system?

« Log in with your username and password on the site
https://fSsupport.bakotech.com:8443/

) CoxpaHaTe NOAKNIYEHNE

alinifin NADONLT

« To receive your login information, please email us:

F5support@bakotech.com
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2. How to create an application in the Service Desk system and work with it?

« After authorization, you will be on the ServiceDesk home page. It looks like this:

How can we help you 2

I am facing a | am looking for a
problem . RSl solution

- The interface language of ServiceDesk depends on the system language or
browser language. To choose a more convenient interface language for you, click

on the icon in the upper right corner of the screen @, and then on the Personalize

button ©:
| ¢

bd.test )
How can we helpiyd fobiy IAgginaf com

() Logout  Lastsuccessful login: 30,05 2022 1530

2 f4  Personalize *
—T

y Profile

| am facing a
problem

- In the window that opens, you can configure:
1. Interface language; 3. Date format;
2. Your time zone; 4. Time format
. Personalize I Ghang_ePasswurd

nChOOSE language  English [ English ] ~

E Select Time Zone ‘ .(GMT+2100) Eastern European Time(Europe/Kiev)* v |

B Set Date format ‘ 31 May, 2022 v |
D Set Time Format ‘ 31.05.2022 12:45 v|
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* - In the next tab Change Password, you can change the password for logging into

your ServiceDesk account accordingly.

Personalize ‘ Change Password

Login Password

* Current Password
+ New Password )

+ Confirm New Password

- Click on the Create a new request button to create a request.

How can we help you ?

Search Templates

| am looking for
Solution

Iam facing a
problem

Crente a tiew request

- Then on the page that opens, click on Others @

and select Default Request ©:

Incident Catalog | Q search tamplates

5 Others n * .“. Default Request ﬂ *
A-. Others ' Default template us: requed creation.

www.bakotech.com F5@bhakotech.com

(© TABLE OF CONTENTS


mailto:F5%40bakotech.com?subject=
http://www.bakotech.com

« On the page that opens, information about the serial numbers of the purchased

devices is provided in the format "serial number (module)".

*Mame testtest

Asset(s) | TESTASSET (LTM) | o L

4

- To complete the application, fill in the fields indicating all the necessary
information, namely:

« Select the type of request (in case of a problem with the device configuration —
Incident; to provide documentation or advice regarding the device configuration —
Request For Information):

* Request Type --'Select Requast Type —

E-mail Id(s) To Notify

— Select Reguest Type —

Incident

Request For Information

- On the tab Business Impact, indicate the degree of impact of the problem
on business processes

1. Business disruption, critical business processes do not work
2. A degradation of critical business processes, but all the other processes work

3. Application performance is reduced
4. The functionality is degraded. Need help with device maintenance

+ Business Impact

= Urgent

— Select Business Impact —
1 - Business corrupted. Nobody can work.

2 - Busi Business p degraded but still works.

-| 3 - Performance degraded. Applications work slowly with any impact at business.

4 - Functions degraded. We need assistance with device maintaining.
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= Urgent ~- Bhibpate Urgent — ‘

« Indicate how urgently it is necessary to provide a solution to the problem in the

Urgent:

Q|

m & @ & Speed.

— Buibpars Urgent —

1 - Urgent! As soon as possible!

2 - Mormal! Its important for us but you can do it at regular

3 - Slowly! Its not important you can do it at regular speed.

E-mail Id(s) To Notify

- On the tab Email Id(s) To Notify, you can specify the email addresses separated by

commas to receive case notifications.

- The Priority is assigned automatically depending on the level of impact of the
event on the business and the urgency of resolving the incident.

- Next, in the Subject field @, briefly describe the essence of the problem, and in
the Description field @ , add more details on your problem or ask questions.

« Specify:
¢ ywhether this configuration worked before;
¢ whether changes have been made to the device configuration.

EEEAmsaEDEE S
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« If necessary, you can attach files (up to 99 MB in size) by clicking on the Browse

files button:

Attachments

* % Browse Files dr Drag files here [ Max size: 99 MB. |

« Check the correctness of the entered data, then at the very bottom of the screen,

click on the Submit Request button to create an application.

* Submit Request

Reset Cancel

CONGRATULATIONS, THE APPLICATION HAS BEEN CREATED! IN THE
SERVICEDESK MENU, YOU WILL RECEIVE A NOTIFICATION THAT A NEW CASE
HAS BEEN CREATED.

« To track the status of created requests, in the upper left corner of the screen, click
on Requests.

ba ko m“ 4 Requests Solutions My Details

Request Catalog ~
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« Click on the down arrow @ to filter by requests and select All My Requests @.

Requests Solutions

Request Catalog = 1+ Search.. )
My Pending Heqnn§ Q
D | O} [search Filter |

i My Open Requests o

195¢  piy Requests On Hold -1459%...

My Overdue Reguests
My Pending Reguests
My Completed Reguests
My Closed Reguests

E All My Reguests *

Awaiting Approval

- You can view information regarding each of your requests.

o Behabiat

FE¥313734¢
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« To view detailed information on an application, click on its name.

- HON the page that opens, you can read the correspondence on the case and other
details of the application, including information about:

Status of the application;

Date of creation;

Last update time;

The name of the engineer who is working on the solution of the case.

General

FequestTyps  Request Fof Information Priociy ot Assigned

1

Uigent 1 -Lrgent! As s0an as possioke!

Decailed Information

Techmcian  Oleh Baltskyl

Category P Netwarks
TESTASSET (TM) CleateaBy  System

84 Department Template  Defoult Request
Creedtan  10/02/2022 1610 Dueby Date

Lacipdaie Time  DS/08/2022 1750

- To send a message on this case, click on the Reply.

R Edil | Reopen | Close | Actions = Reply

#2159 3anpoc Ha uHopMauuto
by testiest on 05/05/202216:42 | DueBy - N/A

Details Resolution

Description

MogcKanMTe, NOXMaANYCTa, KAK OTKPLITE HOBBIA KEAC Yepes cepeuc Aeck? Mbl He yMeenm Wy HAC Nankum

Conversations

B4 testtest 05/05/202217:41

Subject: Re: [Request ID ##RE-21504#4] : anpoc Ha MHbopMaL A0

Cnacubo! Bonpoc pelueH.

Reply *

= testtest 05/05/202217:344%

Subject: Re: [Request ID ##RE-2159#4] - 3anpoc Ha uihopmaumo

3npascTeydTe.

MPMKPENNAK NOGOOCHYID MHCTDYKLMED N0 COBAaHHK HOBOW 3AABKM Hepes cucTemy Service Desk.
Attachments

2] SD uscTpyxuma

Reply
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« When support engineers have provided a case answer that solves the problem,
or an answer to a question of interest within the case, its status will be changed to

Resolved. If this solution satisfies you, you will need to confirm the closure of this
case. To do that, go to the required application and click on the Close button on the
top panel.

] Edit *E Close | pctions ~ | | Reply

#2159 3anpoc Ha UHpopMaLUIo
by testtest on 05/05/202216:42 | DueBy: N/A

« Then confirm the closing of the application by clicking on the Close Application
button. Additionally, you can leave a comment with feedback on the support

engineer's work quality.

Cinse Request

Stas change comment

« You can also go to the page Solutions to find answers to the most frequently
asked questions:

bako T

+ How can we help you ?

| am facing a | am lecking for

problem Solution

Popular Solutions | mare]

) Q. Searen Sohmn
Awaiting Agproval
0 Generating disgnastic daa using the glvien utity
Aedrding t KIZ878 Th qhview iy 1 8 peogram Mt you

Finding the serial numbe of registration key of your BIG-IP system
< yout system baic
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3. Where to find the service contract number (BKT-SA-XXXXXXX)

- View information in the F5 Extended Support certificate. F5 Extended Support
Certificate is a service contract (PDF file) obtained after placing an order when
shipping documents to a partner. This document contains information about the
level of the contract, the duration of the support and the products to which this
support applies. Also a description of support and brief instructions for contacting.

- Write a request to F5support@bakotech.com, indicating the serial number of the
device and the name of the user company.

4. How to find out about the validity of current support?

- View information in the F5 Extended Support certificate.

« Write a letter to F5support@bakotech.com stating the service contract number/
serial number of the device and the name of the user company.

- Open in the browser https://secure.f5.com/validate/validate.jsp, enter the serial
numbers of your hardware or virtual device and the mail to send an automatic
response. You will receive an email within 20 minutes of the request.
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5. How to find out the serial number of the device?

FOR F5 VIRTUAL MACHINE

- Open the F5 web management interface;
« Menu item System >> License >> Reactivate (buttons at the bottom of the menu)
- Last 7 digits of the key — serial number of the virtual machine

bigp T5-A com

| ONLINE (ACTIVE)

@ NS

CONXFXB-COBEOCV =

| |DewkauB-HYXMHGK
N |Adg-On Registration Key List | [UEXSMUL-XNBRYBZ I
UBMIDGW-SOIETFY

@ Traffic Intelligence EUOGEDQ-AMBIWDJU -
" Activation Method ® (requires ) Manual
P Access. License Comparson Enable License Companison
a T “Cancel | [Next_.

FOR HARDWARE

« Open the web control interface F5;

« System > Configuration menu item.

- Device

|| Host Name bigip1.ottvolia.net
- | chassis Senial Number F5ABCD-ABCD ]
Ak Sforstior Version BIGHP 12,12 Bulid 20,275 HORK HF2
= ovice Managemient SPUCHl e
Active CPUs 2
£3) Network: Operations [Reboo] This wil cause the BIG-IP ta reboot.
E Syan, Properties
| Configuration Network Boot 0
Davice Certificales .| Qulet Boot & enablsd
Fila Management S
Disk Management Im | [Reload Ciick to reload the geolocation dala fies
Software
Update
License l—i

® Source: https://support.f5.com/csp/article/K3782
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6. How to find out the software version?

« Open the F5 control web interface;
- System> Configuration menu item.

Hostriatr  bighy &5-A com

o VA0 a0
| ONLINE (ACTIVE)
f5 1=
“
. —

System » Co

% - Devic

1Apos
a Properties and
ﬂ Wizards Host Name bigip f5-A.com
= Chassis Serial Number 42025670:6136.1053 028506231921
&) ons Version BIGIF 15101 Baid 0.0.4 Font Reieaze 1 |
A Local Trathc EER GOt 8
i Actve CPUs 8
[T mame intengence [Rebost]  This il cause the BIG-IP 1 recoot
Resiee [Force Offing] This wil force the BIGHP info an Offine state.
73 Acceleration.

1. How to generate and download QKFile (F5 support File)?

THROUGH F5 CONTROL WEB INTERFACE

» Open the F5 control web interface;
« Menu item System > Support
« Click on the New Support Snapshot

(53 vk By [ —]|
& [ CRCtconatY,
) Excude Audt Fles 1 Prohiod upioad to iHeatn
51 Lol Tiatic ) Excuds Core Fie
g‘ ) Exciita Bash History

i

® Source: https://support.f5.com/csp/article/K8759
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« Wait until the file is generated
» Download file

P - i e = [z

[

VIA CLI-INTERFACE CONTROL F5
« Connect to F5 via SSH or via the console control port

« Enter the command gkview -f /var/tmp/f5.gkview, where f5.qkview is the name of
the support file to be created

« Download support file from F5 using scp or other utilities

8. What is iHealth?

The answer is available in video format at the following links:

https://f5.com/support/tools/ihealth
https://www.youtube.com/watch?v=UFg7_3-HL5A

® Source: https://support.f5.com/csp/article/K12878
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bako tech”

BAKOTECH® is an international company that holds a leading position in the field of focused Value Added IT
distribution and supplies solutions from the world's leading IT manufacturers. Positioning itself as a True Value Added
IT distributor, BAKOTECH provides professional pre- and post-sales, marketing, technical support for partners and
end customers. The group of companies operates in 26 countries in the markets of Central and Eastern Europe, the
Balkans, the Baltics, the Caucasus, Central Asia with offices in Prague, Krakow, Riga, Minsk, Kyiv, Baku and Nur Sultan.

BAKOTECH is the official distributor of F5 in Ukraine, Azerbaijan, Georgia, Armenia, Moldova and Kazakhstan.

@ www.bakotech.com

= fS5@bakotech.com
Q +380442733333
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