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Welcome to HERE Technical Support

HERE Technical Support gives you access to a global team of experts via a 24/7 support tool. Our paid
support plans span all HERE products and services and include features such as:

e enhanced business hour support

e committed response times

e incident support

e experttechnical advice and ongoing help
e quarterly reviews

e local language support

e optional add-on service offers

e and more

You will find them described in detail here.

The HERE Support Portal can be used to contact the HERE Technical Support team regarding technical
questions or issues. It is hosted on the HERE platform and is powered by ServiceNow.

Please bookmark https://platform.here.com to navigate to the HERE Support Portal.
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How do | onboard to the HERE Support Portal?

1. Your HERE Account Executive or a member of the HERE Technical Support team will be able to assist
you with the onboarding process.

2. Dependingon yoursupportplan, you will need to provide a list of users that the HERE Technical
Support team will invite to use the portal. There are three support plan options available:

a. Essential - up to 5 users
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b. Advanced - up to 10 users
c. Premium - unlimited number of users
d. Premium Success - unlimited number of users

3. Theemail invitation is shown below. This containsyour organization ID in the following format: “olp -
xxxx" (where xxxx is unique to your company name and “olp-" is a default prefix for all our
organization IDs). OLP refers to the HERE platform (formerly HERE Open Location Platform).

Hi Your Name,

The administrator of the olp-Xxxx organization
has invited you to join.

Please make note of your organization name, which is
olp-XXXX.

We look forward to your thoughts and feedback.
Sincerely,

The HERE Technologies team

Activate account

4. Make sure to click on Activate account at the bottom of the email. It will guide you to a new page
where you will be able to create your HERE account for the HERE Support Portal. The registration
page is shown below.
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Register for a HERE account

Already have an account? Sign in

Organization ID

2 olp-xxxx

First name

Last name

Email
yourname@company.com

Password

Country/region

Please select v

5. Fillin the required information to create your HERE Support Portal account (the organization ID and
the email address will be automatically filled in for you).

6. Clickon Nextto complete the account creation process. After that, you will be directed to the HERE
platform home page. Once the accountis created, you can use your registered email address and
password to login.

7. You will see your initials in the top right corner of the page. This will indicate you are successfully
logged in. By clicking on your initials, you will be able to view details of your profile and
organization. This is also where you will find your log out button.

“~ c (9] a https//platform here com/partal/ a7 B & » =
f Platform H @ @
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Get started
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If you need to update your email, reach outto your organization admin listed in the Access Manager tab.
Alternatively, you can raise a ticket with the HERE Technical Support team using the HERE Support Portal.

How do | control access to the account?

Access toyour accountis managed through the Access Manager tab. The admin user for the organization
can invite new users and remove existing users from the organization accountthrough the Access Manager
tab. The HERE team appoints an admin user for the organization once the account has been activated. If you
are a non-admin user, you will be able to see the current users in your organization, as well as your
organization’'s admin user.

€ C v 8 m st here com o Y %

‘f Platform B *

Get started # Launcher

SDK & Tools

Data Inspector

HERE Map Creator 3
Access location services Tutonials Imite tear members the

HERE Studio

< G010 tetnotas + 3% 0O MmITAERS

Logs &

Explove & Learn Projects Manager

Sae 3l D3CamEntIt 00

:> Access Manager

The Access Manager tab takes you to a new page (shown below). Under Users, you will see the current list of
users as well as pending invitations (a list of people who have been invited but have not activated their
account yet). The Pending invitations tab can only be seen by the admin user.

.JF' Access Manager Pending invitations

Pending invitations (—

NAME EMAIL DATE SENT
BBC abimatic.com 10 hug 2030 14:53 UTC
oz ae@KyLcom 07 May 2020 17:35 UTC

If you are the admin userinyour organization and need to invite a new user, you can do so by clicking on
the Invite new users button inthe top right corner of the page, under Users/Pending invitations. Fill in the
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requested information and click on Send Invite. The new user will then receive an email from the
account@here.com mailbox with a link to activate the new account.

»

b
@
[«

€ C O 8 nitpsy/platform_here.com/admin/invites/inviteMewUsers [E

,‘t‘ Access Manager

Invite new user

+ Add this user s a group

After sendinga new user invite, you can check the status of that invite under the Pending invitations tab, at
the top of the page. Once the new user activates theiraccount, their username will be visible under Users.

To make a user an organization admin of your account, click on the three dots next to their name and then
click on Make an org admin, as indicated in the image below.

¢ o © & https//platform here.com/admin/users B - o m m &

.(ds' Access Manager Users Pending invitations Groups Apps Documentation A3 Q

Invite new users

1 2 Next»
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To remove a user from the realm, click on the user’s name and then click on Delete user.

a7344 B 9% I O @

586¢-4087-a3c0-d129.

<« C © & hitps//platform here.com/admin/users/HERE-f462

J Access Manager Users Pending invitations

Users | ABC

Deactivate account More ~
Org ID: olp-o Roles: User Email: abc@abc.com
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ﬂ Delete user
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The number of users you can invite to the account depend on your current plan. Please check your support
plan for more details.

If you subscribe to a Platform plan, you can use the Platform Portal to generate apps for HERE Location
Services, Data Storage and Data Processing.

If you subscribe to a Developer Support plan, you will be able to access your apps and App IDs via
https://developer.here.com.

Please contact your HERE sales representative for more information on HERE platform services.

How do | navigate to the HERE Support Portal?

You can navigate to the Support Portal homepage from the platform portal by clicking on one of the below
links. Alternatively, you can click on Create ticket and get a support ticket form directly.

= C U B nipsy/platform here.com/parts s 17 ® & »
J Platfarm 0 (v
0 rn harw bo incoeporate Socation imelligence into your R T e ) T
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Support Portal Homepage

Ifitisyour firsttime opening the HERE Support Portal, you will see a pop-up guided tour that will give you a
walkthroughandhighlightthe key features. The home page allowsyou to open the Knowledge Base tab, where
you willfind quickanswerstocommon customer questions, read the latestannouncements from HERE, locate
the most up-to-date documentation or create a new support ticket.

‘£ Support Portal &W 1F
Check articles in the knowledge baselto get answers straight away
Q  Search knowledge base
]
3
3
o
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Creating a ticket

Click on Create supportticket to view the ticket form. Your organization ID will be displayed in the form by
default

»  Suppert Reguest Q Search knowledge base

Support Request

Technical Support . Aceount Support . Legal request

Support for concrote ool probloms liced wisle wing procluets and senices liconsod by WERE.

* Ticket Type
Technical Help

Incident (System outage or degradation)

Your Quganisation 1D
| Orgoonn |

* Permit HERE sUppOft 3C0ESS 10 your HERE platform org for this request @
() Permit HERE support access (recomenended)
(O} Deny HERE support access

* Ticket title
* Description

o | Pemgeph v B

n
|
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i
I
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¥ou Can upboad viden, images (Such a5 Soreen S1ans) or ES Lo help explain

Required information

Please fill in the details using the form provided and click on Submit. Once submitted, aticket will be created.
You can view it by clicking on View your tickets.
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‘ée Support Portal ‘esuppon ticket

Home ¥ View Tickets Q Ssearch k

Filter the tickets by using various criteria below, and click on Search to apply the filter
= Contact - State - Severity - Support Category ~ Ticket Category  ~ Issue Type - Watched by me | J§ n
Your Name x

Number Contact Severity Ticket Category Issue Type Issue Class Ticket Title State Fix Version Created Updated

Cso015221 Your Name Minor Technical Help App 1Ds Issue Test ticket- please ignore Cancelled 2020-03-09 16:13:18 2020-03-09 16:23:21
Show more

< > Rows1-10of1

Service Terms | Cookie Policy Privacy Policy ©2020 HERE

Check out our knowledge base article called “Usingfilters to view Support Tickets” that will tell you more

about using filters to view tickets within an account. By default, all tickets within an organization are visible
to all users.

You can limit the tickets viewable to your account users by contacting the HERE Technical Support Team. This
way, the ticket requestor will see only their own tickets in the portal, and not all tickets submitted.

Enhanced Support Capability for Customer Realms

HERE has rolled outa new feature to enhance customerservice for cases involving platform access issues.
With consentfrom customers when submittingsupportrequesttickets, HERE canreplicate the experiencethat
customers have experienced and will be able to more quickly diagnose problems raised in the support
request. When a HERE Support Admin views the support request, they will now be able to see only what will
be visibleto the customer experience, with the goal of more quickly resolving the issue. Consent from the
customer is required for the Support Admin to see the customer realm, which is provided via a selection in
the support request.

Customer can optto select any one of the options whetherto allow HERE Support team with Admin access to
see customer realm OR Deny the access to HERE support team to customer realm, during ticket creation on

https://support.here.com.
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> R 1 Q Search knowledge base

Support Request

Technical support @ Account support @ Legal request

Support for concrete technical problems faced while using products and services licensed by HERE.

* Ticket Type
Technical Help

Incident (System outage or degradation)

Reason for Outage Report

Your Organisation 1D

olp-here

* permit HERE support access to your HERE platform org for this request? @
) Permit HERE support access (recommended)

) Deny HERE support access

* Ticket title

* Description

€ (> | Paragraph v B T
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i
I
il
S
&
&

<

1. Customer can give OR change the access permission during the ticket creation or after ticket being
created.

2. Once the customer provides consent as "Permit HERE Support access", which enables HERE Support team
with Admin access on customer realm for max of 30 days. Admin accessto HERE Support team will be revoked
after 30 days.

3. Admin access to HERE Support team on Customer realm will be automatically terminated after 30 days OR
when case has been resolved.

4. Thisadmin access can be extended by enabling the support and access flow again if required after 30 days
and when the ticket is in ACTIVE state.
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Who should get updates?

No watcher for this ticket

Search user here
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Our Knowledge Base offers quick answers to your questions. You can either start typing in the search box on
the home page or view our categories by clicking on Open Knowledge Base from the homepage.
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How do | log out of the Support Portal?

You can log out of the Support Portal by clicking on your initials on the top right and choosing Log out.
i‘ Create support ticket PA A

Profile

Q Search knowledge base Logout

When you log out of the Support Portal, you will also automatically be logged out of the Platform Portal. We
advise you to log out of the Support Portal after every use and not to open multiple tabs in the same
browser. This will prevent your credentials from being cached if you are using multiple HERE products.

HERE System Status Page

HERE System Status Page is now updated with enhanced functionality to support our customers. Key features
have been introduced to:

e Provide real time health status on HERE Location services and applications at a granular API level
e Follow-up on the status of individual services, applications, dynamic content, and platform health
e Enable customers to subscribe to email notifications for services/applications relevant to them
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Customers can chooseto be notified viaan email notification when a new service event is published on HERE
System Status page. Customers can manage notifications by logging into https:/ /support.here.com/csm and
accessing the User Profile page.

,(f Support Portal Create support ticket WS A

Proﬁle@

Logout

Check articles in the knowledge base to get answers straight away

Q s
=
I3
2
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D
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2
a Announcements Documentation System Status

Enhancements to our support ticket intake form

Learn more Find docs, tutorlals, code examples and more (@ Al systems operational

Vlew documentation 3 | | Goto system status 3
My Support Tickets Knowledge Base Content Technical Notifications
~
Download TNM

Get all the support you need by simply securing app credentials against

choosing the topic below and filling In a domalns View all TNMs

form. FAK K | @ s9ml views

Create atechnical ticket - Is there technical supportz I so, which View all platform announcements

Cn a1 st e Go to Platform release announcements

@" Support Portal Create support ticket ~ 11s

Home 3 User Profile Q Search knowledge base

Your notification preferences updated successfully

Time zone
HERE Technical Support
platform.comms@nere.com uTc v

product news

senice reports System status notifications

System status

waitenance Email notifications when a new service event is published on status.here.com including informational

messages, service degradations, and outages.

@ services & Application

] Batch Geocoder API v6 I Fleet Telematics API
@ | rorward Geocoder API V6 @ | Geacoder Autocomplete API v6
@ Geocoding & Search API V7 ) HD GNSS Positioning & A GNSS Positioning
1 ntermodal Routing AP1 v& 1 1soline Routing API v8
@ Mapimage APl 1 Map Tile API - Map Tlles
1 map Tile API - satellite Tiles 1 map Tile API - Traffic Tiles
) Matrix Routing API v8 ) Network Posltioning AP1 v1
1 network positioning API v2 1) places (search) A1 v6
1 public Transit API V3 1 public Translt API v8
1 Reverse Geocoder API v6 1 Route Matching v8

Visit HERE System Status Page. Be connected and stay informed.

16 Version 1.5 Updated September, 2023 © HERE 2023


https://support.here.com/csm
https://support.here.com/csm?id=csm_profile&sys_id=64696c511b1154d08541dc61ec4bcbd0
https://status.here.com/status

About HERE Technologies

HERE, a location data and technology platform, moves people, businesses and cities forward by harnessing the power of
location. By leveraging our open platform, we empower our customers to achieve better outcomes - from helping a city
manage its infrastructure or abusiness optimize its assets to guiding drivers to their destination safely. To learn moreabout
HERE, including our new generation of cloud-based location platform services, visit http://360.here.com and www.here.com.
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