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ASPENTECH SUPPORT AND TRAINING CENTER

FREQUENTLY ASKED QUESTIONS

1. WHICH BROWSERS ARE SUPPORTED FOR THE NEW ASPENTECH SUPPORT AND TRAINING
CENTER?

Internet Explorer 11 and higher, Chrome, and Firefox.

If you are using Internet Explorer and the site does not display correctly, please change your
Compatibility View settings:

Compatibility View Settings

l»—vl Change Compatbility View Settings
g

£
Add this website
[l Add
Websites you've added to Compatibility View:
Remave

aspentech.com
should not be in
this list.

[] nisplary ntranet sites in Compatbility Wiew
[] Use Microsoft compathiity lsts
Learn more by reading the Internet Explorer privacy statement

2. WHY IS THE LIVE CHAT WINDOW BLANK?

Please turn off your pop-up blocker to view the chat window.
Allow pop-ups in Internet Explorer:

https://support.microsoft.com/en-us/help/17479/windows-internet-explorer-11-change-security-privacy-settings

1. Open Internet Explorer, select the Tools button, and then select Internet options.
2. Onthe Privacy tab, under Pop-up Blocker, select or clear the Turn on Pop-up Blocker check box, and then
select OK.

Allow pop-ups in Chrome: https://support.google.com/chrome/answer/95472

1. Onyour computer, open Chrome.


https://support.microsoft.com/en-us/help/17479/windows-internet-explorer-11-change-security-privacy-settings
https://support.google.com/chrome/answer/95472

At the top right, click More :

Click Settings.

At the bottom, click Show advanced settings.

Under "Privacy," click Content settings.

Under "Pop-ups," select an option:

e Do not allow any site to show pop-ups (recommended)
e Allow all sites to show pop-ups

ov W

CANILOGINTO THE NEW SUPPORT AND TRAINING CENTER USING MY OLD LOGIN
CREDENTIALS??

Your old credentials will not work on the new Support and Training Center. An email
notification was sent on January 29, 2017 with your new credentials and a link to activate your
account. Your username is your email address. Passwords will be set after clicking on the link in
the email sent from Salesforce. In the event the email was not received, please use the Forgot
Password link from the Support login page.

WHICH SPECIAL CHARACTERS ARE ALLOWED IN MY PASSWORD?

Only the following special characters are allowed:

# $%- =+<>
Hover over the o icon for details.

1 special character

* Mew Password | Use one of the following characters: [#5%-_=+<=

S98000290000% o0 weak

* Confirm Mew Password

LI I Passwords don't match

| HAVE FORGOTTEN MY PASSWORD. CAN YOU RESET IT FOR ME?
Please use the Forgot Password link on the Support login page.
CAN | HAVE MULTIPLE USERNAMES TO LOGIN TO THE SUPPORT CENTER?

You can only have one unique username based on your corporate email address.
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[ CANNOT FIND SOMETHING IN SUPPORT CENTER. WHERE CAN | GET AN OVERVIEW OF
THE NEW SITE?

Please refer to the Site Tour video on the Support Resources [ About Support page.
HOW DO | SEARCH FOR KNOWLEDGE ARTICLES?

You can search for knowledge articles by entering keywords in the site search, or by selecting
Find the Answer / Knowledge Search from the navigation menu.

HOW DO | DOWNLOAD PATCHES?

Open the site navigation, click on "Downloads” and select “Product Patches” to search for
individual patches by product and version. Make sure that your corporate network allows
traffic to:

https://aspentechsupport.blob.core.windows.net/ and
https://aspentechsupport.file.core.windows.net/

WHY AM | UNABLE TO ACCESS A KNOWLEDGE ARTICLE?
If you see a "read only" access error, please contact CustomerCare@aspentech.com.
WHY AM I UNABLE TO DOWNLOAD AN ATTACHMENT?

Make sure that your corporate network allows traffic to:

https://aspentechsupport.blob.core.windows.net/ and
https://aspentechsupport.file.core.windows.net/

WHAT DO I DO IF I DID NOT RECEIVE A VALIDATION EMAIL AFTER REGISTERING FOR AN
ACCOUNT?

Please check your spam or junk mail folders. If you try to register more than once, you will be
prevented from doing so after the initial registration is submitted. Please contact
CustomerCare@aspentech.com for additional assistance.

WHAT WILL HAPPEN TO MY BOOKMARKED KNOWLEDGE BASE ARTICLES, SUPPORT CASE
HISTORY AND TRAINING HISTORY FROM THE OLD SITE?

Your support incidents are now labeled as “"Cases.” Your cases and training class history have
been moved to the new site. Favorited knowledge base articles from "My Solutions” were not
moved to the new site, however, most bookmarked links to articles will be redirected to the
new site.
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WILL MY WEB SUPPORT PROFILE SETTINGS BE CARRIED OVER (PRODUCTS, OPTIONS,
ETC.)?

The products you selected in "My Products” have been moved over to the new site.
WILL THE NEW SITE WORK WHEN ACCESSED FROM MY TABLET OR PHONE?

The new site has been designed to be responsive, though it is not fully mobile. Some tables
may not scale to smaller screens.

WHY AM | BEING DENIED ACCESS WHEN DOWNLOADING AN EXAMPLE FROM ASPENONE
EXCHANGE?

You will need to log out of your aspenONE Exchange session, and login again with your new
Support Center credentials. After that, aspenONE Exchange content will be available as usual.

DO INEED TO LOGIN TO REGISTER FOR CLASSES?

You do not need an account to register for classes can register for classes without logging into
the training center.

CAN | REGISTER FOR MULTIPLE CLASSES AT THE SAME TIME?

Yes, customers are able to register for multiple classes at the same time, as long as they are in
the same region.

| WANT TO CHANGE THE PAYMENT METHOD FOR THE CLASS | REGISTERED FOR. WHAT
DO 1 DO?

To change payment method for your class, you may reply to the confirmation email you
received when you registered, or contact aspentech.training@aspentech.com.

HOW DO | ACCESS VIRTUAL TRAINING MATERIALS?

If you have an account on the AspenTech Support center, you may access training materials
from your "My Training page”. From the site navigation, choose My Profile / My Training, and
click on the name of the class you are registered for. The class details page will show a link to
downloadable class materials once the class has been confirmed and your payment has been
processed.
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