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Technical support

We, Fortinet, provide free technical support to all our customers with valid product licenses.

Prepare for technical support

In order for us to expedite your technical support request, be sure to have the following information ready when creating
the support ticket:

e Your FTC account ID, the serial number and version number of your FortiProducts (e.g., FortiAuthenticator,
FortiGate), including FortiClient version if using FortiClient.

» A detailed description of your problem, including relevant background information. If the issue is about login auth
failure, be sure to provide your FTC username, token serial number, and the version of the FortiToken mobile app.

« Debug log(s), error message, and/or screenshots, if available.
» Your troubleshooting steps and the result.

How to get your Fortinet product serial number

Providing your Fortinet product serial number will help use expedite your service request. How you get your Fortinet
product serial number depends on your license category, as discussed in the following paragraphs.

Cusotmers on time-based licenses

If you are using a time-based FTC license, follow the steps below to locate your Fortinet product serial number before
creating a technical support ticket:

1. Log into the FortiToken Cloud portal.
2. Onthe left-side menu, select Licenses to open the Licenses page.

2?
FortiToken Cloud
Contract Number Serial Number Category Users SMS Remaining SMS Status Start Date End Date
- 8708SF830178 FTKCLD0000000103  FTC Subscription License 100 99937 99930 active 07-21-2021 07-21-2022
B3 Dashboard
- 7592RZ239356 FTKCLD0000000103  FTC Subscription License 10000 10000000 10000000 active 02-16-2022  02-16-2023
= Administrators
9399WB062003 FACCLDTM22000001 FortiTrustID License 2000 0 0 active 05-03-2022  05-03-2023
& Realms
o U FTKMS4714167232  FTKCLD0000000103 FTC SMS License N/A 2500 2500 active 05-03-2022  05-02-2025
= Users
FTKMS4714167233 FACCLDTM22000001 FTC SMS License N/A 2500 2500 active 05-03-2022  05-02-2025

B Auth Clients v

©Or Tokens v [tems per page: 10 v 1-50f5
il Usage

B3 Licenses
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3. Take note of the serial number for the contract which you are having trouble with.

Customers on credit-based licenses

If you are using a credit-based license, follow the steps below to get your serial number before creating a technical
support ticket:

1. Goto Services > Asset Management.
2. Select Account Services.
3. Find and take note of your FAS service serial number.

$ Services ¥ @ Support ¥

A\
FortiCloud

Account Service - 1

ASSET MANAGEMENT

All Service Names Search Ac

# Dashboard

@ Products

FAS00000000% D FAS

@ OLIMEREWE

.ﬁ Account Services

Customers with FTM Tokens migrated from FortiGate to FTC

If you have migrated your FTM tokens from FortiGate to FTC, take the following steps to get your serial number before
creating a technical support ticket:
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1. Gotto Services > Asset Management.

Fortinc;:c\i &= Services v € support

OUD SER

FortiToken Cloud

@ |AM <@ FortiPresence <» FortiToken Cloud
G FortiTrustiD @ FortiCASB
CLOUD N NT
& FortiPenTest &> FortiMail
§ Dashboard E‘
FortiGate Cloud ¢ FortiExtender Cloud Fortisandbox Cloud ¢  FortiPhish
Administrators ; i
FortiManager Cloud FortiAnalyzer Cloud &  Fortiweb Fortilnsight
Heakns FortiClient EMS Cloud & FortiLAN Cloud & OC-VPN Portal € ForliGSLB
FOrTISOAR Cloud & FortiCWP FortiConverter
Users
(@ FortilPAM > SOCaaS
Auth Clients v . .
a <@ Fortivoice &> FortiSASE
o+ Tokens v > FortiDevSec <> FortiZTP (Beta)
¢y FortiRecon ¢ FortiCare Elite (Beta)
i Usage
2. Click Products > Product List to get the serial number of your FortiGate.
Forﬁcm £ Services v @ Support ¥ Q 4 feautomationapitimel@gmalcom ¥
View Products: 13 Units @

SET MANAGEMENT

A Dashboard Search product list Q ¢ & & Register Mare

@) Products 0D

FortiAuthenticator VM FAC HA_17.194 2023-02-09 2022-02-09
FortiAuthenticator VM FAC_HA_17.195 2023-02-09 2022-02-09

¥ My Assets
FortiGate 200E 2022-05-02

=;, More Views

o
FortiGate YMO1 10.16017.135 2022-12-06 20211206

Online Renew
FortiGate YMO1 fgt-vm 2022-12-06 2021-12-06

Aco LS o FortiGate VMO1 FGVM 2022-12-06 2021-12-06
FortiGate VMO1 FGTVM10.136 2022-12-06 20211206
FortiGate YMO1 fetvm10160.17.138 2022-12-06 2021-12-06
FortiGate VM01 FGT-VM-ha-17.75-1 2022-12-12 2021-12-12
FortiGate VMO1 10.16017.75-ha-2 2022-12-12 2021-12-12
FortiGate YMO1 f8_10.1601765_ha 2023-03-01 2022-03-01
FortiGate VM01 174 2023-03-10 2022-03-10
FortiGate VMO1 2023-06-21 2022-06-21

Corporate How to Buy Products Services & Support Legal Privacy Terms of Use @4 PacificTime  Copyright ©2022 Fortinet, Inc. o its affiliates. All ights reserved. £ £ W @ [
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Create a technical support ticket

1. From the top of the FTC GUI, select Support>Create a Ticket.

@ Services = @ Support -
DOWNLOADS FORTICARE
FortiProducts
W Firmware Download # Create a Ticket 4  Manage Tickets
1 1 & VMImages @ Manage Active Tickets [  Ticket Survey
@  Service Updates & Contact Support m  Technical Web Chat

@ HQIP Images

#  Firmware Image Checksum

RESOURCES

2. Select Technical Support Ticket, enter the serial number of your license, and click Submit Ticket.

Ticket
Wizard

Create Ticket

@RequestType > 2 >3 >4

Specify Request Ticket Type

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

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

Serial Number: *

ﬁ Submit Ticket

@

Start Web Chat
You can talk to our engineers via online web chat for general technical questions that do not require extensive troubleshooting.

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

° Customer Service

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

The instructions above apply to paying customers with valid licenses only. If you are using a
free trial version of FortiToken Cloud and have questions about contracts, licenses, and
account management, please create a ‘Customer Service’ ticket instead.
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