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Guide to Keysight Support
for NES Products
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• Keysight Support portal

• NES Help Desk

• Registration

• Raising and viewing Help Desk Requests

• Keysight Software Manager

• Requesting licence files

• Reviewing software maintenance support

• Downloading product software and user documentation

• Reviewing hardware support status

Contents
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• On-line support at the Keysight Support portal - https://www.keysight.com/gb/en/support.html

Keysight Support

https://www.keysight.com/gb/en/support.html
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• NES Wireless Solutions Help Desk

• Creation of Help Desk Requests and communication with 

the support team

• View and review the status of existing HDRs

• Keysight Software Manager (KSM) 

• Software and documents may be viewed and downloaded

• Assigning licences and downloading licence files

• Viewing support status for purchased software products

Support for NES Products
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• Request registration for the NES Help Desk via this link:

https://support.keysight.com/KeysightdCX/s/user-registration?language=en_US&appId=dihdr

• Complete the form and then click Create Account

• Respond to the mail asking to “Confirm my Registration”.  (Allow 1 working day for registration)

• This will provide access to the NES Help Desk (and also the Keysight Support portal for KSM ...)

Registration

https://support.keysight.com/KeysightdCX/s/user-registration?language=en_US&appId=dihdr
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• If you have a Keysight Support account, login then select NES Wireless Solutions Help Desk

• Check/complete the form and select Register Service. ( Allow 1 working day for registration)

Registration with Existing Keysight Accounts
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NES Help Desk
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• Technical support for NES products is accessed from the NES Wireless Solutions Help Desk

• (Direct URL  https://di-support.keysight.com/home)

• Note - NES support is separate from Keysight Care Support

NES Help Desk

https://di-support.keysight.com/home
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• List and review all HDRs for your company site 

• HDRs created in the Extranet (or reported by email, etc)

• Filters allow selection of HDRs by type, category, status, …

Viewing Help Desk Requests (HDRs)
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• The HDR form ensures all essential information is gathered first time

Raising a new Help Desk Request
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• Title – A short and precise summary of the issue

• HDR Type – the product or type of issue

• HDR Category – the set of test cases or area of functionality within the HDR Type

• Severity – reflects the impact of the issue

• Copy emails to – notifications of new comments will be copied to these people

• Description – Please provide a full and detailed description of the issue including information on 

the system configuration and how the issue may be replicated

• Only plain text should be used.  Characters between <   > will not be displayed

• Log files illustrating the issue should be attached to the HDR

Fields in the HDR form
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• Messages are sent between Customer Support and the customer by adding new comments to the 

HDR in the Extranet

• Comments should be in plain text.  Characters between <   > will not be displayed

• An email will be sent to the person raising the HDR (and those on the cc list)

with details of the Comment and a link to the HDR

Customer and support communication via the HDR
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Keysight Software Manager (KSM)
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• KSM is accessed from the Keysight Support portal - https://support.keysight.com

• Request and download licence files

• View the status of your product support 

• Download new software versions

Keysight Software Manager (KSM)

https://support.keysight.com/
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• Register / login to the Keysight Support portal - https://support.keysight.com

• Navigate to Keysight Support Manager

• Enter the Order Number and Certificate Number of one of your orders to complete the registration

• The Order Details are displayed – scroll down and select 

Registration for KSM

https://support.keysight.com/
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Keysight Software Manager

Link Order/Certificates 

to your KSM Login

View product 

support status

Request (create) new 

product licence files

Download software and 

documentation

View licence status and 

download licence files
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Linking a new Order and requesting licences
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• After purchasing software, you will receive details of the Order Number and Certificate Number

• In an email

• or Software Entitlement Certificate

• This information is only sent to the contact(s) listed on the sales Order 

• Please forward the details to all who will use the software so they can add the Order/Certificate to their 

profile.  (To enable downloading of software and licence files)

Software Delivery Notification
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• In KSM, select the option to Add New Certificate

• Enter the Order Number and Certificate number

• Scroll down through the Order Details – then click Add Certificate

Adding a new Order/Certificate to your KSM profile
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• After Orders have been added to your profile, the licences may be requested

(immediately, or at a later time by selecting Request New Licences)

• Select the required products to be assigned to a Host ID and click

Requesting new licences
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• To find the PC or equipment Host ID, run the Keysight Licence Manager 
(see the About > Keysight Licence Notifier.  Do not use the PC serial number)

• Enter the Host ID 

• Then click 

Assigning Products to the Host ID
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• The licence may be previewed (to verify the details before completion)

• After verifying the details, the licence may be generated

Licence Preview
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• After the licences are generated, the licence files may be emailed or download directly

Receiving licences
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• Licence files may be downloaded at any time from KSM 

• Ensure the relevant Orders are linked to your KSM login (see above)

• From My Licences and Hosts, select View by Product or Host

• Select the Hosts button and click the Download Licences icon

Downloading Licence Files

Hosts
(Option to request 

licences for other 

products)

Download licence 

file
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• Licences are then installed on the PC or UXM

• Menu option or drag and drop

• The list of installed licences for each product may be viewed for confirmation

Installing licences
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• The Licence Manger displays the expiry dates of the two components of a product licence

• Version expiry date (software support subscription)      Only software released before this date may be run

• Expiration date (licence expiry)     Software will not run if this has expired

• This support status information may also be seen in KSM for all your products (see below)

SW version checking – Licence Manager

Licence expiry date

Software Support expiry date

Keysight Restricted
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Renewal Agreements - obtaining new licences
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• When software support is extended by a Renewal Agreement:

• The Support Subscription expiry date will be modified in KSM

• (If the licence is time limited, the Licence expiry date will also be modified)

• A new licence file will be created in KSM and sent to the contact(s) in the Renewal Agreement

• Please forward the licence file to the system users, if they are not included

• The new licence file should be installed on the test system, as described in the email

Software Renewal Agreements
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Status of Product Support and Licences
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• Select View My Certificates to view maintenance support status

• Select the Order Number 

View Software Under Support

Licence perpetual 

or with end date

Support subscription 

start and end dates

Licences not yet 

requested



31

• Select View by Product or Host

View Product Licences 

Licence is perpetual 

or with end date

Licences not yet 

requested
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Downloading Product Software and Documents
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• To access software, the relevant Order must be linked to your KSM profile 

and contain active support for the products

• Select Download Software Updates to download software and documents

• Downloads are structured by Software Family and Update (product version)

Downloading Software

Expand Software 

Family
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• Select the file Description to download a document or software file 

• Select multiple software items to Download Selected files (use Chrome/Firefox)

Software Downloads
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Reviewing Hardware Support Status
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Service and Warranty Status Lookup
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• Status for an instrument may be checked directly (no login required)

• Select Service and Warranty Status Lookup

• Enter the Model Number (eg E7515B, E7770A, M1740A, C8880A, F9650A, ...)

• Enter the Serial Number

Service and Warranty Status
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• In the first year, there will be two Warranty lines – Warranty Repair and Hardware Support

• In following years, there will be three Agreement lines – Technical Support, Calibration and Repair

Warranty and Agreements (Contracts) 

Warranty for the initial 

purchase

Agreement for 

renewed support
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Service Status and Calibration Docs

Service Order for 

calibration or repair

Link to download 

calibration certificate
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• Calibration Certificates may be downloaded

Calibration Certificate
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