query

to a service of technical support of APM Ltd.

Dear users!

To accelerate problems solution at work with APM WinMachine, we ask you to fill the applied form of inquiry. 

The completed inquiry should be sent in service of technical support by e-mail (the e-mail address: support@apm.ru) or, at its absence — by fax +7 (495) 585-06-11.

The sent inquiries completed in arbitrary form, are considered in last turn.

	COMPANY name 
	

	Kind of operation APM WinMachine: 
	trial
	
	registered user
	

	Number of the license agreement:
(for the registered users) 
	

	User name:
(A Surname, the Name, a post of the person who have sent the message)
	

	Customer e-mail:  
	

	Customer phone/fax: 00-000-000-00-00
	

	Operational system: (Windows 98 eng, …) with installed updating Windows: (SP1, SP6, …)
	

	APM WinMachine version: (HASP v 8,2; Guard v 8,4 — this information is written by hand on your install disk)
	

	Type and number of hard keys: HASP, Guardant;  network or local
(for key HASP: the network key is defined on red color;

for key Guardant: the network key is defined by presence squeezed out on the case of a key of inscription Net)
	

	Presence of a physical network of computers at use of a network key and the installed protocol
	

	Problem description 

Installation problems of APM WinMachine System
      (some modules of System or an electronic key drivers are not installed)

· It is necessary to send the detailed problem, and also all the messages which are displayed by operational system (as a screenshot).

Problems with an electronic key 

     (the message « Key hasn’t been found» or «Program in the DEMO mode »)

a) If problems with electronic key HASP have appeared after installation of new version of APM WinMachine then inform, whether updating an electronic key according to the “Installation Instruction” has been performed. If “Yes” let us know the updating result (whether the message t « The Updating has come to the end successfully» has been displayed).

b) If problems with electronic key HASP have not appeared due to installation of new version of APM WinMachine inform, whether « NetHASP Licenses Manager» is installed and started on a server of HASP network keys according to Installation Instruction. If "yes", whether network key is monitored from other computers of a network by «Aladdin Monitor» program written on installation disk.

c) It is necessary to send the detailed problem description, and also all the messages which are displayed by operational system (as a screenshot).

d) For key HASP it is NECESSARY to generate diagnostics file of an electronic key according to item V of Installation Instruction, and send this file in technical support service of APM Ltd. by e-mail.

Problems appeared in operation of separate modules of APM WinMachine 
     (abnormal termination and others)

· It is necessary to send a module archive file, problem description the description of a situation, and list of user’s actions step-by-step, which lead to problem. Besides it is necessary to send all displayed messages if any (as a screenshot).


