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1.0

INTRODUCTION
Software-Service Helpdesk for Technical Questions (TQ) of Priority
Major, Medium and Trouble Resolution Tickets (TR) of Priority Major,
Medium, Minor:
Customers may create standard tickets directly using the Web Interface that can be
found at http://www.adtran.com/opencase For details on the ticket flow, please refer
to Section 2.0.
Ticket Web-portal
The ADTRAN support case portal allows customers to review and update their Software
support cases individually. For further details see Section 3.0.
Software-Service Helpdesk 24/7 (Emergency Tickets of Priority Critical):
The ADTRAN Contact Centre is available for emergency service support to customers
that have contracted for this service. Emergency tickets can be raised by a Web Support
Case Form at www.adtran.com/emergencycase. For details on the ticket flow, please
refer to Section 4.0. Only in case of unsufficient response please make a phone call to the
ADTRAN Call center +44 20 7523 5358.
Hardware-Service Helpdesk
Repair and return, and advanced replacement requests should be directed to
the global reporting centre. Depending on the product, a MS-Excel RMA request form
should be sent via email to RMA.SUPPORT@adtran.com or a RMA can be directly
entered in the RMA creation Web portal at www.adtran.com. For details, please refer to
Section 5.0. In the event that a software issue cannot be excluded, please validate the case
via the Software-Service Helpdesk, see Section 2.0.
Remote Access Service (RAS)
In the event ADTRAN’s Service and Support personnel need to access customer
networks/nodes remotely for symptom collection and troubleshooting, the technical
realization has to be agreed individually between ADTRAN and the customer. For
further details see Section 6.0. In case of questions related to RAS, customers should
raise a Technical Question via the Software-Service Helpdesk as described in Section 2.0.
Download Product Documentation
Product documentation is available on ADTRAN’s Support Community homepage.
The process to register for an account on www.adtran.com and how to navigate to the
product documentation is described in detail in Section 7.0.
Download Product Software
Product software is available on ADTRAN’s Support homepage. The process to register
for an account on www.adtran.com and how to navigate to the product software, either
for Network Element software or for Network Management software, is described in
detail in Section 8.0.
Product Training
Training is available and includes instructor-led classes for beginner and advanced levels.
These are complemented by practical workshops for expert skill levels. Details on how to
register for training are included in Section 9.0.
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2.0

SOFTWARE SERVICE HELPDESK FOR TECHNICAL
QUESTIONS (TQ) OF PRIORITY MAJOR, MEDIUM
AND TROUBLE RESOLUTION TICKETS (TR) OF
PRIORITY MAJOR, MEDIUM, MINOR
Customers may create tickets using the Web interface (see screenshots below) that
can be found at: http://www.adtran.com/opencase. Click MyADTRAN and log
in located in the top navigation. This will auto populate the Contact information
section of the form. This will also ensure that contracted SLAs are applied to your
request. Customers without an existing account should click MyADTRAN and
register in the top navigation to establish an account.
Note: Support cases cannot be created without logging in.
Hints: The fields Serial Number and Service Plan Number must be left blank
for EMEA markets. To submit file attachments, please send those later via Email
to the Technical Support Engineer when replying to your support request. Customers without an existing account should click MyADTRAN and register in the top
navigation to establish an account.

Select from the drop-down menu where applicable, fill in the required fields
and press “Next”.
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Select from the drop-down menu where applicable, fill in the required fields
and press “Submit”.

3.0

TICKET WEB-PORTAL
The ADTRAN support case portal allows customers to review and update their
Software support cases individually.
To access the portal on ADTRAN’s page, you must first register for an account on www.
adtran.com, if you haven’t already done so. Click on the My ADTRAN button on the top
right of the www.adtran.com home page and register with your corporate email address.
Fill out your contact information. A temporary password will be emailed to you. You will
be asked to change your password the first time that you log in. Once you have logged in
to your www.adtran.com account, navigate to Support > Open/View a Support Case > At
the right upper corner click on “View my support cases.”
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At this point all support cases matching your email address as case creator are
listed.
To view the details for a specific case, click the support ASR-00000xxxxx number.
Web-portal allows you to:
■
■
■

update case information,
upload a file,
add/remove users who can access all your cases.

Using web-portal you can also send and view all email and web updates related
to the selected by you case.
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4.0

SOFTWARE-SERVICE HELPDESK 24/7
(EMERGENCY TICKETS OF PRIORITY CRITICAL)

ADTRAN Contact Centre
The ADTRAN Contact Centre is available for Emergency Service support 24/7 to
customers that have contracted for this service. Customers can create emergency
support requests directly using the Web-Interface that can be found at: www.adtran.
com/emergencycase
After the case has been registered by the ADTRAN Contact Centre, you will receive
an email containing the case number ASR-00000xxxxx. The ADTRAN Technical support engineer on duty will make a phone call to the case creator to start the
technical clarification of the Emergency case. Only in case of unsufficient response
please make a phone call to the ADTRAN Call center +44 20 7523 5358.
Example below.

Select from the drop-down menu where applicable, fill in the required fields and press
“Submit.”
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5.0

HARDWARE SERVICE HELPDESK
Repair and return, and advanced replacement requests (including Dead on Arrival)
should be directed to the global reporting centre and can be directly entered to the RMA
creation Web-portal at https://portal.adtran.com/web/page/portal/Adtran/wp_support_rma. In the event that a software issue cannot be excluded, please validate the case
via the Software Service Helpdesk first, see Section 2.0. For any other general question
please contact rma.support@adtran.com.
The portal will provide you instructions on
■
■
■
■
■
■

Product warranty by the serial number
Where to deliver the product
How to deliver the product as to avoid damage in transit
RMA may be requested for several Hardware items at once,
but for each Hardware type a separate RMA has to be requested
each RMA, with all items belonging to it, has to be packed separately with the received
label on top of the package

Note: Please use adequate packaging materials. In transit damage will void the warranty.
Alternatively repair and return, advanced replacement requests including (including
Dead on Arrival) a MS-Excel RMA request form can be filled out and sent to
rma.support@adtran.com for RMA creation.
GENERAL NOTES:

ADTRAN’s Global Distribution Centre accepts and processes faulty equipment and also
coordinates repaired/replacement unit shipments. Once the Hardware Service Request
has been authorized and an RMA number has been received, faulty equipment can be
returned to the Global Distribution Centre and the status of the RMA can be checked
under https://portal.adtran.com/web/page/portal/Adtran/wp_support_rmastatus.
You must be logged on to www.adtran.com to have access to the RMA portal.
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6.0

REMOTE ACCESS SERVICE (RAS)
ADTRAN Service and Support personnel may need to access customer networks/
nodes/management systems remotely for symptom collection and troubleshooting.
ADTRAN recommends a Virtual Private Network (VPN) connection from an
ADTRAN network to the customer’s network using private tunnels that are
implemented across a public network. A secure connection is ensured by encrypting
and encapsulating original data packets within new ones. The login procedure is to
be agreed on by both ADTRAN and the customer. This typically includes phone
contact and CUSTOMER-controlled authentication before the connection is made.
See the diagram below. The technical realization has to be discussed and agreed
between the customer’s IT Department and ADTRAN.

Principles on remote access as proposed by ADTRAN

7.0

DOWNLOAD PRODUCT DOCUMENTATION
To access documents on ADTRAN’s Support Community, you must first register for
an account on www.adtran.com, if you haven’t already done so, click on the register
button on the top right of the www.adtran.com home page and register with your
corporate email address.

Fill out your contact information. A temporary password will be emailed to you.
You will be asked to change your password the first time that you log in.
**NOTE** You must have an account and be logged in on www.adtran.com
to access documents.
Visit the support community at supportcommunity.adtran.com , or log in to the
community via adtran.com, and then navigate to the Support tab and select Support
Community. Be sure to create a user ID, if you haven’t already!
For more information, please watch our getting started Video
on how to create your account and get started with the ADTRAN Support
Community. Click on Documentation:
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Once you are logged into the Support Community, from the home page, you can
navigate for example to Gfast Series to access the documents.

Once you are on the Gfast Series landing page, under the structure heading on the top left
of the page, click on the Technical Documents links to view or download.
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8.0

DOWNLOAD PRODUCT SOFTWARE
To access software on www.adtran.com, you must first register for an account. Click
on the register button on the top right of the www.adtran.com home page, and
register with your corporate email address.

Fill out your contact information. A temporary password will be emailed to you.
You will be asked to change your password the first time that you log in.
**NOTE** You must have an account and be logged in on www.adtran.com to
access software.

DOWNLOADING SOFTWARE
Navigate to the Software Downloads page by going to Support>Product
Downloads>Software Downloads.
Select e.g. G.Fast DPU as the product line.
Select e.g. SDX222x as the family.
Select a product.
Click Find Software button.
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A link will display under the heading of Software Family Selector. Click on that link,
and you will be taken to a page to confirm on Export Control Policy. Please follow the
instructions given on this page.

Click on Submit, and you will be taken to a software download page.

9.0

PRODUCT TRAINING
Product training is available for both customers and ADTRAN employees. Training
options include instructor-led classes for beginner and advanced levels. These are
complemented by practical workshops for expert skill levels. The training will focus on
the latest release. Customers and ADTRAN employees wishing to participate in training
should register by visiting the ADTRAN University home page at:
http://www.adtran.com/web/page/portal/Adtran/wp_training_adtranuniversity
Please use for example “SDX”, “G.Fast” or “Mosaic” as search terms for the courses. All
scheduled classes will be held at ADTRAN locations in Germany, USA or remotely. If
there is a need for a customized or on-site training or if any issues arise, please contact
the ADTRAN Training Department email: training@adtran.com

10.0

ISSUE ESCALATION
In the event of an issue that cannot be resolved using the Service and Support interfaces
described above, customers may contact any of the following ADTRAN managers:

ADTRAN Care Manager assigned to the project
ADTRAN Services EMEA
email: Janne.Kettunen@adtran.com
Phone: +358406839545
ADTRAN Technical Support EMEA
email: Joerg.Boese@adtran.com
Phone: +4916090794877
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ADTRAN, Inc.
901 Explorer Boulevard
Huntsville, AL 35806
General Information

+1 256 963 8000
www.adtran.com/contactus

Headquarters—EMEA
ADTRAN GmbH

sales.cewe@adtran.com

South Europe

sales.southeurope@adtran.com

Middle East and Africa
sales.mea@adtran.com

Australia/New Zealand

sales.australia@adtran.com
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