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1 Introduction

1.1 About
Use this guide to find out how to navigate and benefit from all the features that the GFI Partners Portal offers to Partners.

As a registered member, you can access the GFI Partners Portal which provides youwith detailed information about your
clients. The GFI Partners Portal also offers access to resources that facilitate your work such as sales and marketing
assistance, training and co-branding.

See also:

GFI Partners Program Overview

Learn more about GFI Prime

1.2 How to join the GFI Partners Program
The GFI Partner Program offers competitive solutions, profitable pricing and comprehensive support packages to help
you grow a successful business. Joining the program is free. There are no fees, purchase requirements or pressure to do
anything except check out the program and see if it fits your needs.

Benefits of becoming a partner:

Earn high margins and build a recurring revenue stream, selling award-winning solutions.

Benefit from a dedicated channel manager, a qualified lead program, competitive pricing, exclusive promotions, and
targeted marketing campaigns.

Access an extensive menu of technical and training resources available online and on-site.

Access the latest marketing collateral, expert product videos, and on-demand webinars.

Evaluate, demonstrate and implement GFI solutions and add-ons with fully loaded Not For Resale (NFR) licenses.

Attend sponsored events and exclusive partner-only forums to increase your knowledge, interact with respected
product specialists and network with your peers.

Steps to becoming a partner

To become a partner:

1. On your favorite browser navigate to https://www.gfi.com/app/newpartner

2. Fill out the BecomeaGFIPartnerapplication and click Submit.

Your request to join the GFI Partners Programwill be reviewed for approval within twenty-four hours. Once your request
is approved, you receive an email with your GFI Partners Portal login credentials together with some other useful
information.

Partnership levels

The GFI Partner Program has three levels:

https://www.gfi.com/partners/partner-program-intro
https://www.gfi.com/prime
https://www.gfi.com/app/newpartner


GFI Partners Portal 1 Introduction |6

Level Description

Bronze
Partner

For new partners. Providing everything you need to get started as an IT reseller or Cloud service provider including
tools, training and community access.

Silver Part-
ner

For established partners, this level provides access to additional sales and marketing support to help you grow.

Gold Part-
ner

For top tier partners who achieve and maintain exemplary performance. This level offers the greatest number of pro-
gram benefits and support.

1.3 Using this help
Tomake reading easier and more informative, we used a variety of visual cues to indicate how to navigate the help. We
also used visual cues to highlight important information. This section describes those cues and how you can use them.

Intended audience

This guide benefits current GFI Partners and people considering applying for a GFI partnership. Some of the topics and
concepts covered assume a rudimentary understanding of common business practices. It is especially written for people
who have commercial ties to GFI Software Ltd or those who desire to develop them.

Termsand conventionsused in this guide

Term Description

Note Additional information and references essential for the operation of GFI Partners Portal.

Important Important notifications and cautions regarding potential issues that are commonly encountered.

> Step by step navigational instructions to access a specific function.

Bold text Items to select such as nodes, menu options or command buttons.

Italics text Parameters and values that you must replace with the appropriate value, such as custom paths and file names.

Code Indicates text values to key in, such as commands and addresses.

1.3.1We value your feedback!

If you have not found what you are looking for or if you have any comments, do not hesitate to get in touch with us. All
comments are valued and inquiries are treated with the strictest confidence.

Send us an email at documentation@gfi.com

mailto:documentation@gfi.com?subject=GFI Partners Portal documentation feedback?subject=GFI Partners Portal documentation feedback
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2Getting Started
Login to the GFI Partners Portal to start exploring its features. In this section, learn how to edit the details of your account,
add new users and change login details.

Topics in this section:

2.1 Logging in 7

2.2 Editing your company information 8

2.3 Resetting a password 11

2.4 Adding users 12

2.5 Login credentials 13

2.1 Logging in
GFI Partners can log in to the GFI Partners Portal tomanage their account and perform operations such as upgrading
license keys, renewing licenses or buying new products.

GFI Partners can have access to three different portals:

Portal Description

GFI Partners Area Main platform for Partners access.

GFI Customer Area Platform to manage company information

GFI Accounts Portal Platform to manage users and licenses

GFI Partners can log in into the GFI Partners Portal tomanage their account and perform operations such as upgrading
license keys, renewing licenses or buying new products.

The username is the email address that you used to register for your partnership with GFI Software Ltd.

If you receive an invalid username or password message you can reset your password.

To login to the GFI Partners Portal:

1. On your favorite browser navigate to https://partners.gfi.com

2. Type your partner credentials and click Login.

https://partners.gfi.com/
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Screenshot 1: GFI Partners Portal interface

From the GFI Partners Portal you can:

Access online training for GFI products

Access the Resource Center

Download the product installers

Manage your clients

2.2 Editing your company information
The contact information of your company on the GFI Customer Area can be used to build your co-branded marketing
campaigns. Add your logo and company information to the GFI ready-to-use documents to customize your marketing
material.

To prepare your contact information:

1. Login to the GFI Partners Portal.

2. Go to top menuAccount > MyAccount.

https://partners.gfi.com/
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Screenshot 2: Contact information page

There are four areas that can be used to customize your information:

Contact info

The information displayed on this page is added to the GFI marketing and sales material as your main contact when
using the co-branding feature. Ensure that this is the contact youwant to display to your clients.

To change your contact information:

1. Click Edit.

2. You can modify the following fields.

Fields Description

Company Change or amend your company name.

First name Edit your first name.

Last name Edit your family name.

Contact type Choose between:

Billing. A billing contact is responsible for purchases. When your account is set up, you are labeled as a
billing contact by default.

Renewal. This is the contact who should receive renewal updates from GFI.
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Fields Description

Email This is the main email address associated with your account. Use an active mailbox that is constantly monitored.

Further inform-
ation

Edit you address and phone contact. If billing is sent to your address, it is paramount that it is kept up to date.

3. Click Save.

Web URL

The link provided here appears in the customer area of your clients and is also added to the printed and online
marketing campaigns.

To add your Web URL:

1. Enter the URL in the text box.

2. Click Submit.

Co-branding Web Logo

Upload a low-resolution copy of your logo that is suitable for use on the GFI Customer Area, for co-branding purposes.
This way, your logo is displayed on the GFI Customer Area of your end customers.

Ideally the file should have the following characteristics:

Specification Value

Maximum size 1.5MB

Format JPEG, GIF or PNG

Resolution 72dpi

Width 100px

Height 100px

To upload the file:

1. Click Choose File.

2. Select the file to be used and click Open.

3. Click Upload.

Co-branding Logo

Upload your print-quality company logo to be used for co-branding purposes on your printed marketing campaigns.

Ideally the file should have the following characteristics:

Specification Value

Maximum size 4MB

Format TIFF

Resolution 300dpi

Width 7cm

Height 7cm
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To upload the file:

1. Click Choose File.

2. Select the file to be used and click Open.

3. Click Upload.

2.3 Resetting a password
Use the link Forgot password? to reset your password in case you lost or forgot it.

NOTE
You have a time limit of three hours to reset your password.

Screenshot 3: Link to reset passoword

To reset your password:

1. Using the browser of your preference navigate to https://accounts.gfi.com

2. Click the link Forgot password?

3. Enter your email address in Email.

https://accounts.gfi.com/
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4. Click Submit.

5. Open your mailbox and find the email fromGFI sales. Check the junk folder if you cannot find the email in your inbox.

6. Click on the link provided to reset your password.

7. Type the new password twice.

8. Click Reset.

9. Go back to the login page and enter the new credentials.

2.4 Adding users
If your organization has multiple people in charge of unique facets of your business, you can add them as contacts under
your account. You can add as many contacts as you need.

Users can have access to the GFI Accounts Portal and are able to execute administrative tasks and have full access to
training and certifications.

To add a new user to your account:

1. Login to the GFI Accounts Portal.

2. Go toHome> MyUsers.

3. Click Adduser.

https://accounts.gfi.com/
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Screenshot 4: Newuser details

4. (Optional) If there is a user added that has common information click Import fromprimary.

5. Type in the users' details.

6. Click Save.

2.5 Login credentials
For convenience, GFI Accounts Portal allows you to change your login details, including username and password.

To change your login details:

1. Login to the GFI Accounts Portal.

2. Go toAccounts> Users.

3. Under the Action column click the icon next to the user youwant to change the login details.

4. Click Reset Password.

5. Edit the following fields:

https://accounts.gfi.com/
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Field Description

Username Type a new username to change it. Leave the pre-populated username to keep it.

Current pass-
word

Type the password in use.

New password Type a new password. Secure password should use include a mixture of upper and lowercases, numbers and spe-
cial characters.

Confirm pass-
word

Retype the same password entered above.

6. Click Save.
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3Managing your customers accounts
In this section, learn how to upgrade your license key, get a price quote or buy a new product.

Topics in this section:

3.1 Accessing the Accounts portal 15

3.2 Creating a new account 16

3.3 Managing users 18

3.4 Managing licenses 19

3.5 Updating account details 21

3.6 Getting a quote 22

3.7 Purchasing a new product 23

3.8 Renewing a license or subscription 27

3.9 Upgrading a license key 28

3.10 GFI Unlimited 30

3.11 GFI Prime 35

3.12 Locating an account 36

3.1 Accessing the Accounts portal
The GFI Accounts Portal allows partners tomanage their accounts and their clients' accounts.

To access the GFI Accounts Portal:

1. On your favorite browser navigate to https://accounts.gfi.com/

2. Provide the same credentials for the GFI Partners Portal and click Sign In.

https://accounts.gfi.com/
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Screenshot 5: GFIAccounts Portal interface

The GFI Accounts Portal allows partners to:

upgrade account details

change login credentials

add users

contact support

3.2 Creating a new account
GFI partners can create new accounts for their customers. This is useful when a partner is registering an opportunity. The
form requires them to provide the customer ID, which requires the customer to have a GFI account, which would be
created by the partner. Or if the customer is requesting to purchase a product and they do not yet have a GFI account,
then it should be created by the partner.

To create a new account:

1. Login to the GFI Accounts Portal.

2. Go toManage> Customers.

3. Click Add account.

https://accounts.gfi.com/
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Screenshot 6: Newaccount fields

4. Type in the account's details:

Field Description

First name Type the name of the main contact for the new account.

Last name Type the surname of the user entered above.

Email Enter the email address of the main contact for the account.

Telephone Enter the telephone number of the main contact.

Mobile No Type in the mobile number of the main contact

Fax Enter a fax number where to contact the user.

Company Enter the company's name.

Address Type in the main address of the company.

Country Select a country from the drop-down menu.

City Enter the city name.

ZipCode Enter the zip code.
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Field Description

Vat/Tax Type in the tax number of the company

Website Enter the web site of the company if available.

5. Click Create.

The partner then needs to inform the client to access https://accounts.gfi.com, use the email address as username and
reset the password.

3.3Managing users
GFI Accounts Portal allows users that are members of the Accounts administrator groups tomanage users for their
accounts. By default the primary contact for an account is member of the Account administrator group.

Account administrators can change group membership, set a user as primary contact, and remove users.

Screenshot 7: Groupmembership options

Changing group membership

To change group membership for a user:

1. Login to the GFI Accounts Portal.

2. Go toAccount > Users.

3. Click the icon next to the user youwant to change the group membership.

4. Click Edit.

5. Under the UserGroups tab select a group:

Group Description

Users Users can login to the GFI Accounts Portal, but cannot perform administrative tasks.

https://accounts.gfi.com/
https://accounts.gfi.com/
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Group Description

Account Admin-
istrators

Users with full permissions on the GFI Accounts Portal. Members of this group can add, edit or remove users
and execute other administrative tasks like purchasing a new product.

6. Click Add.

7. Click Save.

Removing group membership

To remove the group membership for an user:

1. Login to the GFI Accounts Portal.

2. Go toAccount > Users.

3. Click the icon next to the user youwant to change the group membership.

4. Click Edit.

5. Click Remove next to the group that the user is a member of.

Setting a primary contact

A primary contact can be used to pre-populate information when adding contacts. This feature saves time when adding
many users with common details.

To set a user as primary contact:

1. Login to the GFI Accounts Portal.

2. Go toAccount > Users.

3. Click the icon next to the user youwant to change the group membership.

4. Click Set asprimary.

Removing a user

To remove a user:

1. Login to the GFI Accounts Portal.

2. Go toAccount > Users.

3. Click the icon next to the user youwant to change the group membership.

4. Click Remove.

3.4Managing licenses
The GFI Partners Portal allows you to view the GFI Software keys registered to your end-users, the number of seats, and
the validity of the Software Maintenance Agreement (SMA), if applicable for that key.

Tomanage end-user licenses:

1. Login to the GFI Accounts Portal.

2. Go toManage> Licenses.

https://accounts.gfi.com/
https://accounts.gfi.com/
https://accounts.gfi.com/
https://accounts.gfi.com/
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Screenshot 8:Manage license options

The GFI Accounts Portal offers administrator the option to search for a certain license key, what can be handy in case of a
large number of licenses.

Using filters

The GFI Accounts Portal allows user to narrow down the search field using filters.

To add a filter:

1. Click Filter.

2. Define your filter using a combination of the options below:

Section Description

Settings Customize the search based on particular settings.

Account Use account details as a search criteria.

GFI Prime Search based on the available vouchers for GFI Prime.

License settings Use the type of license to narrow down the search.

License Use the license status to restrict the search.

Product Refine the search based on specific products.

3. Click Apply.

Use the xnext to a filter option to remove it or click Clear filters to remove all filters.
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Creating a new License

To obtain a new license:

1. Expand Action and click New License.

2. Select the options for the license:

Options Description

Select a product Select one of the available products in the list.

Select a version Select one of version available for the product select previously

Select a template Select one of the templates available. Options may vary according to the product selected.

3. Click Next.

4. Select a End User.

5. Click Next and click Submit.

Exporting license details

GFI partners can export the details of this page to an Excel file that can be edited.

To export user details:

1. Click Action > Export.

2. Type in a title to be the file name under Title.

3. Select one of the contacts linked to the account to receive the email with the file.

4. Check Schedule this report to setup a schedule to automatically generate this file. The options available are:

Option Description

Daily Select this option to receive the file every day. Specify the time the report should be generated.

Weekly Select this option to receive the file once a week. Specify the day the file should be generated.

Monthly Select this option to receive this file once a month. Specify which day and time the file should be generated.

End date Select this option to set a date to stop receiving the file. Specify the day in the calendar to stop receiving the file.

5. Click Send.

An Excel file is sent as an attachment via email immediately or according to the schedule specified.

3.5 Updating account details
GFI personnel uses the information stored in the account details to contact the clients to inform about new product
releases, problems with the system, press releases, etc.

Keep this information up-to-date to ensure an open channel of communication is available at all times.

The GFI Accounts Portal allows customer to edit their details easily.

To change your contact information:

1. Login to the GFI Accounts Portal.

2. Go toAccounts> Account Info.

https://accounts.gfi.com/
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3. Click the icon.

4. Click Edit Details.

5. Edit the following fields:

Field Description

Company Edit the company name.

Website Edit the URL of your website.

Firstname Edit the first name of your main contact.

Lastname Edit the family name of your main contact.

Type Select one of the following options:

Billing. A billing contact is responsible for purchases. When your account is set up, you are labeled as a billing con-
tact by default.

Renewal. This is the contact who should receive renewal updates from GFI.
Technical. A contact that is member of the technical support team.
Marketing. A contact that is member of the marketing team.

Email Enter the email address of your main contact.

Telephone
Fax
Mobile

Edit the contact number of your main contact.

Address
City
Country
Zip Code

Edit the address of your company. These details are used for billing purposes.

6. Click SaveDetails.

3.6 Getting a quote
The GFI Website displays a pricing list with all the options available. All prices shown are per node, per year and are
exclusive of tax.
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Screenshot 9: Pricing page on the GFIwebsite

To access the pricing page:

1. Open a browser and navigate to https://www.gfi.com

2. Navigate to Productsand solutions> [GFI Product] > Pricing.

For questions about quotes, a dedicated team is standing by to assist you. To get help from a quote specialist, send
detailed requests and inquiries to quoterequest@gfi.com.

3.7 Purchasing a newproduct
A license or subscription should be acquired to use all the functions of a product.

Licenses and subscriptions can be purchased from the GFI Accounts Portal.

GFI Software is a channel organization and all purchase request are received and processed by GFI Partners.

Customers can request to purchase a new product using two different methods:

Contacting a GFI partner directly

Using the shopping cart - The process to complete a purchase order using a shopping cart is composed of three
steps:

https://www.gfi.com/
mailto:quoterequest@gfi.com
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Step 1: Customer start the purchase request

Step 2: Reseller approves and forward to Distributor

Step 3:Distributor completes the purchase process

3.7.1 Reseller

Customers can use the GFI Accounts Portal to start the purchase process. When this option is used, the GFI Reseller
receives an email with a link to continue with the second step of the purchase process.

To continue the process:

1. Open the email received and click Quote and ordernow.

Screenshot 10: Select yourpartner options

2. The shopping cart opens with the reseller option selected. Check that your reseller details are correct and click Next.

3. The Plan and Term options that the customer chose are already selected. Check that they are correct and click Select
plan to continue.

4. Revise the Payment Summary. Under Professional Package you can alter the plan package selected previously and
the number of users.

5. Click Proceed to checkout.

The request is forwarded to the GFI Distributor associated to your account.

http://go.gfi.com/?pageid=Customer_help#cshid=BuyCust
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3.7.2Distributor

Customers can use the GFI Accounts Portal to start the purchase process. The request is received by the Reseller that
revises the details and then forwards the request to a GFI Distributor. At this point, the GFI Distributor receives an email
with a link to continue with the third step of the purchase process.

To continue the process:

1. Open the email received and click Quote and ordernow.

Screenshot 11: Select yourpartner options

2. The shopping cart opens, with the reseller option selected. Check that the details of the reseller are correct and click
Next.

3. The purchase plan and term options that the customer chose are already selected. Check that they are correct and
click Select plan to continue.

4. Revise the Payment Summary. Under Professional Package you can alter the Plan package selected previously and
the number of users.

5. Select the method of payment:

Payment method Description

On Credit Select this option to pay at a later stage. Payment will be due based on your payment terms.
Enter the purchase order number.

New payment method Select this option to make payment immediately using a credit card.



GFI Partners Portal 3Managing your customersaccounts |26

6. (Optional) If you selected New paymentmethod you need to enter the credit card details:

Field Description

Card
Number

Type your debit or credit card number.

Security
Code / CVV

The CVV number on your credit or debit card is a security number on the back of your card. It is a three digit number
for VISA, MasterCard or Discovery. It is a four digit number for American Express.

Cardholder
name

Type in the name of the titular of the card.

Expiration
month

Select the month your card expires.

Expiration
Year

Select the year your card expires.

7. (Optional) Click Send to Review in case you are not sure of all the details. The process will be completed by the GFI
SOP team.

8. Click BuyNow to complete the purchase.

The customer and reseller are notified via email that the purchase is completed.

3.7.3 Purchase via Direct Contact

Customers may contact the GFI Partner directly via email or phone to request a purchase. In this case the GFI Partner
needs to start the purchase request in the GFI Accounts Portal.

The Customer requires a trial license for this option. The GFI partner can create a new license if the customer does not
have one. Formore information, refer to Creating a new License (page 21).

To start a new purchase request:

1. Login to the GFI Accounts Portal.

2. Go toManage> License.

3. Locate the license key of the product. Use the search for faster results. Formore information, refer to Locating an
account (page 36).

4. Select the license key.

5. Select the end-user and under the icon, click Purchase.

6. Choose the Preferred term. The options are one, two or three years.

https://accounts.gfi.com/
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Screenshot 12: Plans available for the selected product

7. Select one of the plans available by clicking Select Plan. The plans may vary according to the product.

8. Revise your Payment Summary and click Proceed to checkout.

If you are the Reseller your request is forward to the Distributor. If are the Distributor youmay proceed with the payment.

The customer is notified via email that the purchase is completed.

3.8 Renewing a license or subscription
The renewal of a client's license or subscription ensures continuity of support, upgrades and security updates.

Use the GFI Accounts Portal to access the information about your client's license status and to start a renewal process
when necessary.

GFI Software Ltd sends several warning emails to alert customers that a license is about to expire. The emails are sent
prior to the product's renewal date. If the product license expires, other follow up emails are sent, explaining the steps to
take to renew the license.
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Screenshot 13: Sample of emails sent to clients

When the customer clicks Renew now within the email, the system opens a new email pre-populated with the
customer's reseller's email address and a request for renewal.

Once you receive the email, access the client's details in the GFI Accounts Portal and proceed to renew. The process is
the same as when purchasing a new product. Formore information, refer to Purchasing a new product (page 23).

3.9 Upgrading a license key
GFI products have twomethods to implement licensing:

Via GFI Account

Via license key

Products that use a license key require a key upgrade when upgrading to a new major version. Clients that have a valid
SMA (Software Maintenance Agreement) are eligible for a free upgrade.

NOTE
Once a key has been upgraded, it cannot be downgraded using the GFI Accounts Portal. If you need to downgrade
a key, contact the GFI Sales team.

To upgrade the license key for your clients:
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1. Login to the GFI Accounts Portal.

2. Go toManage> Licenses.

3. Select the key youwant to upgrade and click Purchase.

Screenshot 14: Purchase options available

4. Click Free version upgrade.

Screenshot 15: Upgrade key option

http://accounts.gfi.com/
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5. Click Confirm.

6. The new key information is displayed. Copy and safely store your new license key.

3.10 GFI Unlimited
GFI Unlimited is a subscription option that unlocks access to a wide range of software available on the GFI library,
through a single subscription. It provides you the competitive advantage of powering your business needs through one
simple and powerful system.

Through GFI Unlimited, customers pay a flat price per user or unit, and can use as many of the included GFI solutions as
they need. There are no in-product restrictions and technical support is included for all GFI products used.

Note
Hardware appliances and third-party add-on components need to be purchased separately.

Each GFI Unlimited subscription entitles you to:

Every product in GFI Unlimited for the number of devices or users licensed.

Full functionality of the software and its features.

Unlimited installations of the product as long as the number maximumof seats is not reached.

Technical support for all products.

Hardware-based deployment available, where applicable.

For more information about GFI Unlimited and its benefits refer to https://www.gfi.com/gfi-unlimited

3.10.1Managing a GFI Unlimited Subscription

GFI Unlimited is a subscription option that unlocks access to a wide range of software available on the GFI library,
through a single subscription. It provides you the competitive advantage of powering your business needs through one
simple and powerful system.

GFI partners can manage GFI Unlimited subscriptions acquired by their customers from the GFI Accounts Portal:

1. Login to the GFI Accounts Portal

2. Go toManage> Subscriptions.

https://www.gfi.com/gfi-unlimited
https://accounts.gfi.com/
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Screenshot 16: Subscriptions node on the GFIAccounts Portal

The subscription page contains relevant information about GFI Unlimited subscriptions:

Field Description

Subscription The subscription type, status, and duration.

SubscriptionOwner The end user who owns the subscription.

Broker Reseller to whom the end user is linked to.

Invoice Owner Distributor to whom the reseller is linked to.

Seats Number of users or devices supported by the license.

Last Billing Date when the last bill was settled.

Next Billing Date when the next bill is due.

Navigate to and choose View Details to activate a product through the customer's GFI Unlimited license.

Activating a product license through GFI Unlimited

For a customer to utilize a GFI Product through their GFI Unlimited subscription, that product must be activated. The
activation process generates a license key that can be used to install and run the software.

GFI Unlimited product activation can be done either by the customers themselves from the GFI Accounts Portal, or by
the GFI partner on behalf of the customer.

Newproduct installation

Activating a GFI Unlimited licence

Existing productupgrade

Updating existing licenses to a GFI Unlimited license

3.10.2Activating a GFI product on behalf of your customer

If you have a GFI Unlimited subscription, you can generate a license key for any of the included GFI products.

http://go.gfi.com/?pageid=Customer_help#cshid=CustomerUnlimited
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License keys generated through a GFI Unlimited subscription have the same seat quantity and expiry date as that
defined by the GFI Unlimited subscription.

To activate a GFI product on behalf of your customers:

1. Login to the GFI Accounts Portal

2. Go toManage> Subscriptions> Actions> View Details.

3. Choose a product and click Activate.

Screenshot 17: License details of the activated product

4. The license details of the select product are displayed. Click Activate.

NOTE
The wizard does not show you a license key? 

Certain products do not automatically generate a license, and a license will be manually provisioned for you by the
GFI Orders team.

Click here for more information.

A summary of your product subscription is displayed including the product license key and the option to download the
installer.

Next steps:

1. Click the Download button to download and install the product.

2. Use the Product Keyprovided or your GFI accounts details during the installation wizard.

https://accounts.gfi.com/
http://go.gfi.com/?pageid=Partners_help#cshid=1004
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NOTE
For products that require further account provisioning, for example GFI OneConnect, you will be redirected to
continue setting up the account.

Refer to the documentation of each product for more information on how to install and configure licensing.

3.10.3Updating existing licenses to a GFI Unlimited license

Customers that already have another subscription type with GFI can also benefit fromGFI Unlimited.

For an existing customer to utilize a GFI Product through their GFI Unlimited subscription, that product license needs to
be upgraded. The upgrade process generates a license key that can be used to run the software.

GFI Unlimited product upgrades can either be done by the customers themselves from the GFI Accounts Portal, or by the
GFI partner on behalf of the customer.

NOTE
Partners should have their customer details at hand to be able to proceed. If required you can use the GFI Accounts
Portal to locate your customer details.
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Screenshot 18: Update License option under subscriptions

There are twomethods to upgrade a product:

Upgrading to GFI Unlimited automatically

A GFI product can be updated automatically:

1. Login to the GFI Accounts Portal as a customer

2. Go toAccount > Subscriptions.

3. SelectUpdate License on specific product that youwould like to use.

4. The summary page is displayed. After reviewing the information, click Update.

5. A summary of your product is displayed, including the GFI Unlimited license key. Click Okay.

Upgrading to GFI Unlimited manually

Products that cannot be updated automatically, require the GFI Orders team to send you the license key:

https://accounts.gfi.com/
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1. Login to the GFI Accounts Portal as a customer

2. Go toAccount > Subscriptions.

3. SelectUpdate License on the specific product that youwould like to use.

4. The summary page is displayed. After reviewing the information, click Update.

5. The update request is then sent to the GFI Orders team for processing. Click Okay.

Customers and partners are notified once the upgrade is complete and the upgraded license is ready to use.

3.11 GFI Prime
At GFI Software, we appreciate our loyal customers. To show our appreciation, we developed a loyalty program to
generously reward youwith a host of special deals, offers and solutions available to all who qualify.

The GFI Prime program enables partners:

To thank customers for their loyalty.

To give incentive for customers to renew their subscription.

To have customers to try new products.

To provide more services to their customers.

NOTE
Using the GFI Accounts Portal to claim GFI Prime Products requires that the customer has already become a GFI
Prime member and have an available claim.

To check the entitlement of one of your clients:

1. Login to the GFI Accounts Portal.

2. Go toManage> Accountsand use the search to locate the user account.

3. Go toAccount > GFIPrime.

Screenshot 19: GFI Prime entitlement

4. Click ClaimPrimeProduct under AvailableGFI PrimeVouchers.

5. Select one of the available Prime products under Select theGFI Primeproduct to claim.

6. Click OK.

Claimed vouchers are listed under the ClaimedGFIPrimeVouchers section.

https://accounts.gfi.com/
https://accounts.gfi.com/
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For further information about the GFI Prime initiative visit https://www.gfi.com/prime.

3.12 Locating an account
The GFI Accounts Portal brings a search engine that helps find the customer account associated with a license. This is
useful, for example, when a customer attempts to activate the license of their product, but they do not know the details
of their login account.

To use the search in the Accounts Portal:

1. Login to the GFI Accounts Portal.

2. Go toManage> Licenses.

Screenshot 20: Search function

3. In the Search field, type the company name of your customer account.

4. In the ENDUSERcolumn, locate the email address associated with the account.

To access the GFI Accounts Portal, a customer can use the email address found under ENDUSERas their account
username. If the client does not remember their password, they can reset it. Formore information, refer to Resetting a
password (page 11).

NOTE
If you cannot find your customer account, or you do not see their license, contact your distributor.

https://www.gfi.com/prime
http://accounts.gfi.com/
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4 Training Portal
The GFI Training Portal hosts instructional content that GFI partners can use to become familiar with GFI products. The
portal hosts a series of courses and modules that enable the trainees to pace their training and to revisit specific modules
for revision. Trainees can then take the exams to acquire certifications.

Topics in this section:

4.1 Logging to the Training Portal 37

4.2 Starting a course 38

4.3 Taking an exam 39

4.1 Logging to the Training Portal
GFI Partners can log in into the GFI Training Portal to get familiar with GFI products, and also get certified at sales and
technical levels. The portal hosts a series of courses and modules that enable the trainees to pace their own training and
to revisit specific modules for revision.

Use the same credentials that you use to access the GFI Partners Portal.

If you receive an invalid username or password message you can reset your password.

To start using the GFI Training portal:

1. Login to GFI Accounts Portal.

2. Click the icon and then click Training Portal. Alternatively, on your favorite browser navigate to https://train-
ing.gfi.com

3. Type your credentials and click Login.

Screenshot 21: GFI Training Portal interface

https://accounts.gfi.com/
https://training.gfi.com/
https://training.gfi.com/
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Upon a successful login, the user is redirected to the training portal site. The opening page is the Activity node where an
overview of course progress is displayed.

In the dashboards available, the user has a graph showing the courses that were taken in the last thirty days, the total
number of courses including completed, in progress and certified ones. It is also possible to start an exam for the courses
already completed or to view certificates already obtained.

4.2 Starting a course
The courses offered are the core of the GFI Training Portal. There is a page for each GFI product. Inside each page, there
are the courses available on that product.

Each course is comprised of a number of modules. Each of these individual modules can be paused, forwarded or
rewinded. This enables users to have full control of the pace of their training.

There are two different types of courses offered:

Course Description

Level 100 The level 100 training courses are meant both as an introduction to the GFI products as well as to provide sales and
marketing personnel with the required information on how market and pitch the product to customers. The aim of
these courses is to answer the following questions:

What is this product and which problems it solves?
How it helps solving the problems?
What are the main features of the product?
How is this product being offered?

Users can take an exam after ending the course. An exam completed with 70% or higher leads to a certificate.

Level 200 The Level 200 courses are meant as a more in-depth, technical training for GFI Products.
The objectives of these courses are to cover the following areas:

How to install.
How to upgrade from a previous version.
How to start the initial configuration.
How to customize and fine tune the product.
How to generate reports and outputs.

Due to the length and complexity of this level of training some exercises are offered alongside with the theory to
allow the trainee to have some hands-on experience.
Users can take an exam after ending the course. An exam completed with 70% or higher leads to a certificate.

There are also two types of complementary modules:

Module Description

How-to
Videos

How-to Videos are short courses with two main focus:

A particular feature of a product .
An important issue and how the GFI products can help to deal with such problems.

Top-up The top-up courses are short videos courses that bring information about new features introduced in the products
or some new trends. The aim is to keep the content up to date and extend coverage to areas that need more focus.

To start a course:

1. Login to the GFI Training Portal using your partner credentials.

2. Click the Training tab and select the product youwant to learn more about.

3. Locate the course and click Start Course. Level 100 and 200 courses enable you to use the play button for each single
chapter.

The training video starts immediately and the trainee just needs to follow the contents and instructions.
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The Play bar at the bottom offers various features which the trainee can use to control the pace of the training.

The controls available are:

Icon Description

Play/Pause. Click to toggle between play and pause.

Backward. Click to move the video backwards to the previous module.

Forward. Click to move the video forwards to the next module.

Sound. Slide the control bar to increase or decrease the volume.

Subtitles. Click to turn subtitles on and off.

Settings. Click to expand the settings:

Auto-play. Turn on and off auto-play.
Subtitles. Turn on and off the subtitles.
Subtitles Languages. Select the language for the subtitles.
Player Hotkeys. Expand to see available hotkeys.

Toggle full screen. Click to expand/exit full screen.

Toggle Sidebar. Click to show/hide the side bar.

4.3 Taking an exam
Courses that lead to a certification have an exam that is used tomeasure the trainee's grasp and understanding of the
course taken. Exams consist of a number of multiple choices questions related to the material covered during training.

NOTE
Ensure that you have a stable Internet connection during the time to take the exam.

IMPORTANT
There is a limit of three attempts within a twenty-four hour period for a single product. Failing that same exam three
more times within the next twenty-four hour period permanently blocks the user from accessing the training portal.
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Screenshot 22: Starting an exam

To start an exam:

1. Press the button Take an Exam.

2. Click Start Exam.

3. Answer the questions displayed on the screen.

4. Click Finish Exam to complete the test.

If the final result is above the threshold of 70%, a certificate is sent to the user via email.

If the result is below the threshold, the trainee can take the test again. There is a limit of three attempts within a twenty-
four hour period for a single product. In this case, it is recommended that trainees re-visit the training material to improve
their knowledge of the product and gain a better chance of passing the exam next time.

The option to take the exam is removed from the courses where the user has already received a certification.
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5 Resource Center
The GFI Resource Center hosts a large amount of materials and resources that provide our partners with efficient tools to
enhance their sales prospects and help customers make informed decisions about the best package to acquire.

Learn also how the GFI Partners Portal can help partners increase their margin of profit using the resources available with
deal registration, price books, and partner linking.

Topics in this section:

5.1 Co-branding 41

5.2 Accessing Resources 42

5.3 Price books 46

5.4 Deal Registration 46

5.5 Partner Linking 47

5.6 Download Express 48

5.7 Webinars 49

5.8 Feedback and Feature Requests 50

5.9 Insider Program 52

5.1 Co-branding
Co-branding is an easy way to get material to your customers with all the information provided by GFI Software Ltd co-
branded with your company logo and contact information.

All GFI Partners have access to a self-service system for customizing GFI sales and marketing documents and collateral.
Add your logo and contact information with just a few clicks to get started.

To facilitate your co-branding experience, access the GFI Customer Area and ensure that your company information is
correct and that you have already uploaded your company logos. Formore information, refer to Editing your company
information (page 8).

More information about co-branding can be found on this video: http://partners.gfi.com/CoBranding-
instructions.htm

To prepare your material:

1. Login to the GFI Partners Portal.

2. Click GFI Resource Center.

http://partners.gfi.com/CoBranding-instructions.htm
http://partners.gfi.com/CoBranding-instructions.htm
http://partners.gfi.com/
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Screenshot 23: Resource Center options

3. Check the information displayed on the right-pane is correct. That is the information that is displayed on your mar-
keting material. Click Update if corrections are needed.

4. Select the product youwould like to co-brand under Choose yourcategory.

5. Select the type of document youwant under Choose yoursubcategory.

6. Select the language under Choose your language.

7. Click Cobrand.

8. Check your email inbox.

9. Open the email sent by cobrand@gfi.com and click on the link provided. Your material is saved in your default down-
load location.

5.2 Accessing Resources
The GFI Resource Center hosts a large amount of materials and resources that provide our partners with efficient tools to
enhance their sales prospects and help customers make informed decisions about the best package to acquire.
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The material available on the GFI Resource Center is ready to be downloaded and used by the partner's marketing and
sales teams.

The material can be customized with your company logo and information. Formore information, refer to Co-branding
(page 41).

5.2.1Using printedmaterial

The PDF format materials are ready for professional printing, so simply send the PDFs youwould like to print to your local
printer.

The printed material can be used as follows:

Place a few in your office reception so that visitors can easily view them.

Distribute them at trade shows and other events.

Use them as a guide during training events.

5.2.2Using PowerPoint presentations

Download the presentation in the language you require. Then, use the Microsoft PowerPoint application to display the
presentation.

The presentations can be used as follows:

Create a looping version of any of the presentations and leave it running on amonitor during a trade show or event.

Present them during training sessions.

Use them to present the benefits of the GFI range of products to potential customers.

5.2.3Using onlinematerial forwebsite branding

The GFI Resource Center provides partners with material that can be easily incorporated into their websites.

To add a banner to your website:

1. Download the banner from the Resource Center.

2. Upload the file to a folder on your web server using FTP software, for example: http://www.y-
ourcompany.com/images/gfi_mailarchiver_banner.gif

3. Open the file that contains the HTML code for your website with your preferred HTML editor.

4. Insert the code below, editing the fields to your needs.

<a href="Website URL" target="_blank"> <img alt="Image Title" src="Path_to_the_file"></a>

Replace WebsiteURLwith the website address youwant to point to. For example, "http://www.gfi.com".

Replace Image Titlewith an appropriate title for the banner. For example, "GFI Software".

Replace Path_to_the_filewith the location of the banner image on your server. For example, "http://www.y-
ourcompany.com/images/gfi_mailarchiver_banner.gif".

5. Save the file

5.2.4Downloading resources

To access the GFI Resource Center:
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1. Login to the GFI Partners Portal

2. Click GFIResource Center.

Screenshot 24:Materials available on the GFI Resource Center

3. Select one of the categories to see the list of material available for that product or area of interest, for example GFI
Prime, Healthcare or Compliance.

4. Choose a subcategory with the type of material you wish to download. For each GFI product or area of interest there is
a large amount of material available:

Items Description

Datasheets A datasheet is a document like a brochure that provides details about a product. The datasheet includes information
that can help in making a buying decision by providing technical specifications, a list of advantages and comparison
with other products.

http://partners.gfi.com/
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Items Description

White
papers

A white paper contains an in-depth study about a particular point or situation presenting in a concise and inform-
ative manner. It aims to help readers to understand complex issues and take informed decisions about the best way
to solve them.

PowerPoint
Presentations

Slides training session that aims as an introduction for the different products covering topics like product overview,
their benefits, how to deploy, etc.

Posters Product adverts. Material ready for printing in a PDF format. You can use the co-branding feature to customize the
adverts with your logo and contact information.

Roll-up ban-
ners

Banners in different formats. Ideal for use in conferences and seminars.

HTMLMail-
ers

Email campaign formatted in HTML and ready for use.

Product Com-
parison
sheets

Document that compares GFI products against its main competitors highlighting which features are present in each
product.

Documents Inside the documents category there is a different range of options available depending on the product. The most
common are evaluation and getting started guides, terminology, sales talk track, etc.

Screenshots Screenshots of the products' interface showing main interfaces, dashboards, and other relevant information.

5. Select the language.

Screenshot 25: Sample ofmaterial available for download

6. Click Download to download the material with the GFI branding.

7. Click Cobrand to continue with the co-branding process. Formore information, refer to Co-branding (page 41).
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5.3 Price books
The GFI Partners Portal grants partners access to download price books that contain subscription prices for various
products with all editions and offers available.

The price books are available in two formats:

Excel sheets compressed in zip format

PDF documents

IMPORTANT
The documents on the pricing page contain CONFIDENTIAL information that is only intended for internal use by
employees, authorized distributors and authorized resellers; these documents are not to be disseminated publicly.

Before downloading the price books

Before downloading the price books follow these steps:

1. Clear your web history to remove all previously downloaded GFI price books from the cache.

2. Delete all previously downloaded GFI price books from your download folder.

3. Download the price book relevant to your region.

Downloading the price books

To download the price books:

1. Login to the GFI Partners Portal.

2. Click Pricing and licensing.

3. Select the price book for your region.

4. Download the file.

5.4 Deal Registration
The GFI Partners Portal offers its partners the opportunity to register deals and receive additional support and, more
importantly, additional margin on new opportunities that you bring to GFI. With deal registration, we register the
opportunity internally as belonging to you.

How does a deal qualify for registration?

For a deal to be considered for deal registration, the deal size must meet the following criteria:

The value of the sale, excluding taxes, must be at least: US$2,500, €2,000, £2,000.

The deal must close within 90 days of the registration date.

It can be an existing or a new customer.

Applies to new business only.

Must be from a partner generated lead.

The deal must be approved jointly with GFI.

GFI will deny any deal where the quote is being submitted to several partners (e.g., tender submissions).

http://partners.gfi.com/
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Youmust be a registered GFI partner of Gold, Silver, Bronze, Registered or DMR partner level.

GFI distributors cannot apply for deal registration.

Benefit to your company

All qualifying orders are eligible for an additional deal registration margin of up to 10% on the deal. Discounts are passed
through usual purchasing channels.

How to register a deal

To register a deal:

1. Login to the GFI Partners Portal.

2. Go to Partner links> Deal Registration Form.

3. Fill the form:

Area Field Description

Reseller Information Reseller ID Enter your reseller ID. Contact your Channel Manager if you do not know the ID.

Reseller email Enter your email address.

End User Information First Name Enter your client's first name.

Last Name Enter your client's last name.

Email Enter your client's email address.

Lead Information Lead estimated value Estimated value of the deal. Use the default currency for your region.

GFI Product Select the GFI Product from the drop-down list.

Customer ID Enter the customer ID.

Users Select the approximate number of users from the drop-down list.

4. Click Submit.

5.5 Partner Linking
Partner Linking consists of creating links to the GFI website in a particular way, that allows the systems detect which
partner sent prospects to the GFI site. Leads generated through partner linking are automatically assigned with the
partner's ID number and forwarded to the partner by their GFI Channel Account Manager or through a CRM system,
together with the partner's regular leads. By doing this, our partners are guaranteed that any leads generated by them
will automatically be protected and assigned back to them.

All that is required is adding the partner's ID number, assigned by GFI Channel Partner ID, to the GFI website URL to
which partners wish to link to.

Contact your GFI Channel Account Manager if you are unsure of your Channel Partner ID.

Partner Linking Conditions

The process has the following conditions:

If prospects are referred to the GFI website from a partner's website but do not download immediately, they will still
be tagged with a partner's ID if they return to our website within 90 days to download a trial.

http://partners.gfi.com/
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If existing customers belonging to a particular partner, download a new version or another product trial from our
website, our systems will automatically associate new leads with the customer's registered partner.

If existing customers download from another partner than the one they purchased from previously, the new lead
will be associated with the new partner.

How to link to the GFI website using a Channel Partner ID

A partner link generator is available here: http://partners.gfi.com/smart/smart_partlinkgen.htm.

To create partner linking manually:

1. Identify your Partner ID, for example 3232.

2. Identify which GFI page to link too, for example,http://www.gfi.com/mes/

3. Add ?cpid=3232 to the URL. For example,http://www.gfi.com/mes/?cpid=3232. The CPID attribute
value is your Channel Partner ID.

4. Add the link to your website accordingly.

5. Repeat process with as many links as you like.

It is essential that the correct Channel Partner ID is used by the partner and that the correct syntax is used in the link.

5.6 Download Express
The aim of the Download Express page is to offer the GFI Partners quick access to the product installer. It may be useful
when a client wants to re-install the product, since the page does not require partners to re-register when downloading
installers.

NOTE
Products that have the licensing based in the GFI Accounts instead of the license key does not have the option of
the download express .

To access the Download Express page:

1. Login to the GFI Partners Portal.

2. Click ExpressProduct download forPartners.

http://partners.gfi.com/smart/smart_partlinkgen.htm
http://partners.gfi.com/
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Screenshot 26: Download Express page

3. Next to the product youwant to download click Expresspartner/customerdownload.

The installer is saved in your default download location.

5.7Webinars
The GFI Partners Portal has a number of Webinars available on-demand to all partners.

The GFI Webinars in the GFI Partners Portal provide contents that aim to keep our partners informed about the company
and its achievements. Webinars also present prime opportunities for GFI sales and marketing specialists to pass along
and present useful information about effective ways to use trending technology to enhance your business prospects,
grow your customer base and increase your revenue projections.

To access the webinars:

1. Login to the GFI Partners Portal.

2. Go to PartnersLinks> Webinars.

http://partners.gfi.com/
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Screenshot 27:Webinars available on the GFI Partners Portal

3. Click the link Register to watch thewebinarhere, next to the webinar youwould like to attend.

4. Enter your name and email address and click Register.

Upcoming webinars offer a link to access the webinar and the option to add it to your calendar. Recorded webinars are
ready for watching.

5.8 Feedback and Feature Requests
The GFI Partners Portal has a space to partners' feedback and product feature requests.

If you have an idea for a new feature, or if you have an idea tomake an existing feature better, use the portal to publish it.
Your ideamay have already been requested by another member of our community, in which case, you can add your
vote. The more votes a feature gets, the higher the probability that it could be implemented in the future.
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Screenshot 28: Idea posted on the Feedback portal

GFI Software's Product team reviews the requests frequently, and feedback and votes are taken into consideration when
setting the priorities for the upcoming releases.

To login to the Feedback portal:

1. Login to the GFI Partners Portal.

2. Go to Product Resources> Product Feedback.

Alternatively, you can navigate directly to http://feedback.gfi.com and sign in with your partner credentials.

To post a new idea

New ideas are always welcomed. To help group ideas with common objectives, a search is available to verify if some
similar idea is already posted.

To add a new idea:

1. Select the product youwant to add an idea.

2. Type a title for your idea and click the search icon. The portal displays all entries that match your title.

3. Click Post a new idea if none of the ideas available match your request.

4. Select a category. Categories vary according to the product selected in step 1.

5. Type in the description of the feedback or the feature request in the text box.

6. Click Post Idea.

http://partners.gfi.com/
http://feedback.gfi.com/
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To comment on posted feedback

GFI partners are encouraged to participate in feature request discussions by adding comments or voting for particular
ideas.

To comment on an idea:

1. Click the title of the idea.

2. Type a comment and click Post Comment.

Furthermore, the following actions are available:

Action Description

Vote Click Vote to vote for an idea. The more votes a feature gets, the more the product management team can per-
ceive that this idea is something important to the GFI community.

Share on
Tweet

Click the Tweet icon to share the idea on Tweet. The message says, I support '<title of the idea>' - what do you think?
followed by an link to the idea in the Feedback Portal.

Flag as inap-
propriate

Use this option to flag any content that is out of place and does not belong in the forum.

5.9 Insider Program
The GFI Insider Program is a like-minded group of individuals that want to be a part of the ongoing process of improving
the features, functionality, and value of GFI Products.

Through the GFI Insider portal, you can connect with people who share a passion for technology and enjoy the mutually
beneficial exchange of thoughts, ideas, and suggestions. Insiders get previews and first looks at upcoming GFI product
releases and gain access to the latest product builds. They also participate in real-time roadmap discussions with
engineering and product management teams.

Screenshot 29: Insider Program interface
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The Insider group works following the same structure of any Google group. Once you join the group, you receive an
email when new posts are added, and you can reply to any post.

To access the Insider Program:

1. Login to GFI Partners Portal.

2. Go to Product Resources> Becomean insider.

3. Click Becomean Insider.

4. Click Join group to post.

5. Select a theme from the discussion categories to see the posts.

http://partners.gfi.com/
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6 Support
GFI Partners and customers can use the GFI Accounts Portal to contact the GFI Support department. The portal also offers
a central location you can use tomonitor the statuses of your open support cases.

Topics in this section:

6.1 Opening a support case 54

6.2 Managing open support cases 56

6.3 Starting a chat session with a support representative 58

6.1 Opening a support case
If you are experiencing issues with your GFI product, you can open and manage a support case in the GFI Accounts Portal
.

Formore information, refer to Managing open support cases (page 56).

NOTE
To avoid delays, make sure to provide your license key or account number with your support request.

Before you open a new case

Research the online help and knowledge base for information about known issues and similar problems. See
https://www.gfi.com/support

Ensure you are using the latest build available for your product. New releases have hotfixes and improvements that
may solve your issue.

For issues related to upgrades, consult the GFI Upgrade Center. See https://upgrade.gfi.com/

Contacting support via phone

To access the telephone number for support navigate to Support tab and expand Additional details.

Opening a new case

To open a new case with support:

1. Login to the GFI Accounts Portal.

2. Go to Support and click Contact Support.

3. Click Log a Case.

https://www.gfi.com/support
https://upgrade.gfi.com/
https://accounts.gfi.com/
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Screenshot 30: Support request form

4. The form loads your contact details automatically. Check if they are correct. Tomake changes you need to edit your
account details. Formore information, refer to Editing your company information (page 8).

5. Fill in the following fields:

Field Description

GFI Product Select your GFI product from the list.
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Field Description

Subject Enter a subject that summarizes the problem. The description should be short yet complete.

Security Level Select the option that better describe the impact of the problem on your business:
1- Production System Down. Problem is affecting the core business.
2- Restricted Operations. Problem is affecting certain areas related to the business operations.
3- System Performance. Problem is slowing down certain business operations.
4- Questions/inconvenience. Problem is causing some inconveniences to business or some questions need to be
answered.

Description Give a detailed account of your problem. Try to answer the following questions:

What is the main issue?
When did the problem start?
Any changes in the environment around the time the problem started? Software or hardware updates,

installation of third-parties software, etc.
Any step already tried to solve the problem?
What are the steps to reproduce the problem?

Web phone Your main telephone contact number

Country Select a country from the list. This information is useful to assign your case to technicians that work on your same
time zone.

License key Enter the license key of the GFI product. It is important that your support request form contains either the
license key on your account number to verify the validity of your SMA.

Version Version of GFI Product installed.

Build Build number of GFI Product installed.

Installed Oper-
ating System

Operating System in which the GFI Product is installed.

Add attach-
ment

Click the link to attach screenshots or a set of log files collected.

6. Click Submit.

6.2Managing open support cases
Proactive case management can shorten the time it takes to get a case solved. To facilitate case management, the GFI
Accounts Portal provides customers with a support area, showing their open cases, subjects, status, and severity level.

NOTE
Cases are automatically closed if there is no reply from the client within ninety-six hours (four days).

Tips for good case management

Monitor the support area frequently to avoid delays in cases waiting for customer feedback.

Read attentively the suggestions given by the support agent and follow their instructions.

If the suggestion did not work, reply back with an exact description of the steps followed and the results obtained.

Managing open cases

To start managing your cases:
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1. Login to the GFI Accounts Portal.

2. Click Get support and click Contact Support.

Screenshot 31: List of open cases

3. Click on the case number to see the status of your case.

Screenshot 32: Details of an open case

4. On the left pane, you can see the case comments. Follow the steps suggested and reply with the results. When
requested, attach screenshots, log files or any other attachments.

5. Click Comment.

Case details

On the right pane you can see your case information:

Entries Description

Case
Number

Number associated with the case. Quote this number when requesting information about the case.

Status Displays the status of the case. These options are available:

Investigating - support agent is revising the case.
Waiting customer information - support is waiting for clients' reply.
Pending archival - the case is about to the archived if there is no response within twenty-four hours.

https://accounts.gfi.com/
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Entries Description

Case
Owner

Main contact from your company to receive updates about the case. Request support to change it in cases of a trans-
ference of ownership to another person.

Severity
level

Internal information about the severity and priority of the case. This information is filled by the agent handling your
case. New cases have No Selection as default.

Case Ori-
gin

If the case was originally logged as a phone call, a chat session or via the GFI Accounts Portal.

Language Language used to reply to the case. By default all cases are handled in English. If necessary you can request support in
another language. The languages available for support are:

German
Italian
French
Spanish
Czech

Once the case has been solved, you can click Close Case.

6.3 Starting a chat sessionwith a support representative
Real-time chat is available if you have a simple issue, a general question or if you'd like to follow up on an existing support
case. Chat is only available to customers with a valid SMA.

If you have a complex question or issue, chat may not be the best initial solution. Often, support cases are solved more
quickly and efficiently by starting a support case, using the support form or by calling support directly. Formore
information, refer to Opening a support case (page 54).

Before you start a chat

Have your client ID at hand. Access the profile of your account in the GFI Accounts Portal to retrieve the CustomerID
number. The session cannot be started if that information is missing.

Prepare a case subject that summarizes the problem. The description should be short yet complete.

Prepare a brief description of the problem. Try to answer the following questions:

What is the main issue?

When did the problem start?

Any changes in the environment around the time the problem started? Software or hardware updates, install-
ation of third-parties, etc

Any steps already tried to solve the problem?

What steps do you take to reproduce the problem?

Starting the chat session

To start a new chat session:

1. Login to the GFI Accounts Portal.

2. Click Get support and click Chat.

https://accounts.gfi.com/
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Screenshot 33: Starting a newchat

3. Select if you would like to chat regarding a new or existing case:

Option Description

New Select this option if you do not have a open case and provide the following information:

Product that you need support with
First Name
Last Name
Email
Customer ID
Case Subject

Existing Select this option if you already have a support ticket open and enter the case number.

4. Click Chat.

5. While waiting for an available support agent, the following message is displayed on the screen Please holdwhilewe
connect you to an agent.

6. Once an agent is available to take your call, the chat session starts.

Screenshot 34: Chat session started
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7. Reply to the greeting and click Send.

8. Click Save Chat to save the content of the chat in a text file. A file named transcript.txt is saved in your default down-
load location.

9. Click EndChat to close the session.
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7Other resources
If you have not found what you are looking for or if you have any comments, do not hesitate to get in touch with us. All
comments are valued and inquiries are treated with the strictest confidence.

In this page you also find links to important information:

Websites

GFI Forum: http://forums.gfi.com

Kerio Forum: http://forums.kerio.com/

Support: https://accounts.gfi.com/Support

Knowledge Base: https://www.gfi.com/support/

Email contacts

To contact sales: sales@gfi.com

Feedback on this help: documentation@gfi.com

http://forums.gfi.com/
http://forums.kerio.com/
https://accounts.gfi.com/Support
https://www.gfi.com/support/
mailto:sales@gfi.com
mailto:documentation@gfi.com
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