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without the express prior written permission of Arm Limited ("Arm"). No license, express or implied,
by estoppel or otherwise to any intellectual property rights is granted by this document unless
specifically stated.

Your access to the information in this document is conditional upon your acceptance that you
will not use or permit others to use the information for the purposes of determining whether the
subject matter of this document infringes any third party patents.

The content of this document is informational only. Any solutions presented herein are subject
to changing conditions, information, scope, and data. This document was produced using
reasonable efforts based on information available as of the date of issue of this document.
The scope of information in this document may exceed that which Arm is required to provide,
and such additional information is merely intended to further assist the recipient and does not
represent Arm’s view of the scope of its obligations. You acknowledge and agree that you possess
the necessary expertise in system security and functional safety and that you shall be solely
responsible for compliance with all legal, regulatory, safety and security related requirements
concerning your products, notwithstanding any information or support that may be provided by
Arm herein. In addition, you are responsible for any applications which are used in conjunction
with any Arm technology described in this document, and to minimize risks, adequate design and
operating safeguards should be provided for by you.

This document may include technical inaccuracies or typographical errors. THIS DOCUMENT IS
PROVIDED "AS IS". ARM PROVIDES NO REPRESENTATIONS AND NO WARRANTIES, EXPRESS,
IMPLIED OR STATUTORY, INCLUDING, WITHOUT LIMITATION, THE IMPLIED WARRANTIES
OF MERCHANTABILITY, SATISFACTORY QUALITY, NON-INFRINGEMENT OR FITNESS FOR A
PARTICULAR PURPOSE WITH RESPECT TO THE DOCUMENT. For the avoidance of doubt, Arm
makes no representation with respect to, and has undertaken no analysis to identify or understand
the scope and content of, any patents, copyrights, trade secrets, trademarks, or other rights.

TO THE EXTENT NOT PROHIBITED BY LAW, IN NO EVENT WILL ARM BE LIABLE FOR
ANY DAMAGES, INCLUDING WITHOUT LIMITATION ANY DIRECT, INDIRECT, SPECIAL,
INCIDENTAL, PUNITIVE, OR CONSEQUENTIAL DAMAGES, HOWEVER CAUSED AND
REGARDLESS OF THE THEORY OF LIABILITY, ARISING OUT OF ANY USE OF THIS
DOCUMENT, EVEN IF ARM HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

Reference by Arm to any third party’s products or services within this document is not an express
or implied approval or endorsement of the use thereof.

This document consists solely of commercial items. You shall be responsible for ensuring that
any permitted use, duplication, or disclosure of this document complies fully with any relevant
export laws and regulations to assure that this document or any portion thereof is not exported,
directly or indirectly, in violation of such export laws. Use of the word “partner” in reference to
Arm’s customers is not intended to create or refer to any partnership relationship with any other
company. Arm may make changes to this document at any time and without notice.

This document may be translated into other languages for convenience, and you agree that if there
is any conflict between the English version of this document and any translation, the terms of the
English version of this document shall prevail.
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The validity, construction and performance of this notice shall be governed by English Law.

The Arm corporate logo and words marked with ® or ™ are registered trademarks or trademarks
of Arm Limited (or its affiliates) in the US and/or elsewhere. Please follow Arm’s trademark usage
guidelines at https://www.arm.com/company/policies/trademarks. All rights reserved. Other brands
and names mentioned in this document may be the trademarks of their respective owners.

Arm Limited. Company 02557590 registered in England.

110 Fulbourn Road, Cambridge, England CB1 9NJ.

PRE-1121-V1.0

Confidentiality Status

This document is Non-Confidential. The right to use, copy and disclose this document may be
subject to license restrictions in accordance with the terms of the agreement entered into by Arm
and the party that Arm delivered this document to.

Unrestricted Access is an Arm internal classification.

Product Status

The information in this document is Final, that is for a developed product.

Feedback

Arm welcomes feedback on this product and its documentation. To provide feedback on the
product, create a ticket on https://support.developer.arm.com

To provide feedback on the document, fill the following survey: https://developer.arm.com/
documentation-feedback-survey.

Inclusive language commitment

Arm values inclusive communities. Arm recognizes that we and our industry have used language
that can be offensive. Arm strives to lead the industry and create change.

We believe that this document contains no offensive language. To report offensive language in this
document, email terms@arm.com.
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General Support Hub Frequently Asked Questions

1. General Support Hub Frequently Asked
Questions

The Arm Support Hub makes it easy for you to open and manage support cases for technical
problems or questions about your Arm IP.

Here are answers to some frequently asked questions about the Support Hub.

How do I access the Support Hub?
You can access the Support Hub from arm.com or developer.arm.com by navigating to the Support
section on those sites. You can also access the Support Hub directly. To learn more, watch the How
to Access the Arm Support Hub and Create a New Support Case video.

Why am I encouraged to use the Arm Support Hub for raising and managing my support
cases?
By raising your support case online, we can ensure that we have all the information needed upfront
and can assign the case to the relevant team right away, resulting in a much faster response and
resolution for your issue. You can also browse relevant content, and add large attachments, when
raising your case online.

We are committed to increasing the value of the Arm Support Hub for you, so we plan to make
continuous improvements and add new features over time.

Why do support emails from Arm now show a full response?
All communication from our Application Engineers on your case is on email, and you receive emails
with the full written response.

Can I add watchers to my case?
Yes, you can add people as watchers on a support case. These watchers can see the history of the
case in the Support Hub.

To add watchers to the support case:

1. Log onto the Support Hub.

2. Navigate to the My cases section in the menu.

3. Select the case to which you want to add watchers.

4. Navigate to the Watchers tab and click Add Watchers.

You can add anyone as a watcher on a support case, regardless of whether they are inside or
outside of your organization.

Can I remove watchers from my case?
Yes. If you want to remove watchers from a case, you can do this in the Support Hub. Removing
somebody from the cc of an email does not remove them as a watcher.
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How can I access a case I am watching?
The My Watched Cases tab in the Support Hub provides a list of all the cases on which you are a
watcher.

Which permissions do watchers have on support cases?
Watchers have full edit rights on a support case that they are watching. For example, watchers can
correspond on the case, add more watchers, stop watching, close a case, and complete the support
survey.

How can project teams work together on the Support Hub?
Setting up a project enables you to group cases using the same project name/ID, and allows
engineers within that project to share visibility of all related cases.

Previously, before this feature existed, you may have found it too time consuming to add multiple
watchers to support cases within the same project. For some large project teams, or project teams
split across different regions and who are likely to have similar queries or issues, it helps to have
visibility into all related cases.

How can I create a new project?
If you are registered as a ‘Support Power User' when you log in to the Arm Support Hub you will
see a tile called, ‘New Partner Project'. You can also access this option under the ‘Support' menu.

Regular users, also called service users, do not see this tile. Please contact your Arm Account
Manager or FAE if you do not already have one or more Support Power Users in your organization,
as you will need to set up Support Power User(s) before you can create a new project.

Do I need to provide the name of my product when opening a support case?
Providing the name of your product when you open a support case allows a quicker response.
However, you can also describe the product in your own words.

Where can I see updates on my case?
The Feed section of the Support Hub shows all activity on a case. You can sort activity by Most
Recent Activity. Any activity on the case, including emails or attachments, appears in the timeline
history. To find and view these items, use the Emails and Attachments tabs next to Feed. To learn
more, watch the How to Manage, Close, and Re-open Support Cases on the Arm Support Hub
video.

Which attachments can I upload to my support case?
After you open your support case, you can upload attachments of up to 5GB in size. There is
no restriction on file type, so you can upload whatever file you would like to share with the Arm
engineer who is working on your case.

Can I add rich text, inline images, and code snippets to my support case?
Yes. On the Case Details page, you can share an update on your case in the Post section. This
section supports rich text, inline images, and code snippets.
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What is the Customer Reference field for?
On the Case Details page, there is a Customer Reference field, where you can add your project,
business unit, or other useful information to help organize a support case. You can use this
reference to search for cases with the Search cases bar in the page header.

How can I change my time zone?
Currently, you cannot change your location and time zone settings in the Support Hub. Timestamps
against support cases in your list views display in GMT-7.

Should I close my case when my question is answered?
Yes. When you have received a satisfactory answer on your case, close the case using the button
at the top of the Case Details page.

When a case is closed in the Support Hub, you see a survey asking for your feedback. Give us
as much information as you can about how your case was handled. This information helps us to
improve our service in the future.

Can I reopen a closed case?
Yes. You can reopen a closed case anytime, which puts the status of the case at In Progress. You
can also reopen a support case by replying to any of the emails that you received about the case.

How can I provide feedback on the new Support Hub?
You can provide feedback using the feedback button on the Support Hub. When providing
feedback about a support case, include the case number in your feedback. You can also provide
contact details if you would like a direct response.

What are the support hours?
Arm technical support operates on a 24/5 global schedule, providing service Monday through
Friday across regions. Support includes anything from timely case updates to resolution.

What is the telephone number for support? How can I speak to a human?
To contact a support engineer, open a case using the Support Hub via the Arm website. If you want
to request to have a live conversation, indicate that you would like a phone discussion in your case
description when submitting your issue. A regional support engineer will then schedule a call with
you.

How do I submit a complaint?
To escalate or formally lodge a complaint, please contact your sales account manager. If your
inquiry relates to an open case, you can reply directly on your case and request an escalation.

How can I get a quicker response on my support ticket?
Arm Support Hub allows you to:

• Select the appropriate priority level when opening a case. The recommended usage is as
follows:
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◦ Critical: Production stop issue or an issue that impacts the performance of a production
device or system that is currently in production.

◦ Urgent: An issue that is likely to cause a notable delay or disruption to your project timeline.

◦ Normal: Standard support question with no or low immediate impact to your schedule.

• Provide comprehensive details (e.g., logs, steps to reproduce).

• Request a callback from a technical engineer on the case. The system is monitored globally
24/5, ensuring responsive handling once your case is opened.

How can I contact sales?
To reach sales, go to the Contact Us page on arm.com. You can submit a form there covering
licensing, pricing, and more. To learn more about Arm support and training options, or Arm
professional services, use this form.

Who is my account manager?
If you are not sure who your sales account manager is, submit a case on the Support Hub, or
contact sales to have them direct you to your account manager.
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2. What happens when you open a support
case?

Read the following steps for how to open a support case or watch the How to Access the Arm
Support Hub and Create a New Support Case video.

There are five stages in the support case flow, from when you initially raise a case to when we
close your case after it has been solved.

Step 1: Open a Support case
To open a support case:

1. Log into the Arm Support Hub using your Arm Account login details.

2. On the Support menu select Open a case.

3. Search the content to see if your question has already been answered in a technical document,
blog, or knowledge base article (KBA). You may get an immediate answer to your query this
way. For tips on how to optimize your results, refer to Asking effective questions using the Arm
Support Hub.

4. If your query was not answered by our existing content, select Continue to open a case.

When you open a new case we ask you to provide the following information:

• The Arm product(s) that you are using.

• A clear description of your issue including:

◦ The steps required to replicate it.

◦ Important background information.

◦ The ticket numbers of any other existing cases that are relevent to the new case.

◦ Supporting files as attachments. For example, screen-shots or code files.

When we receive your case, you will receive a confirmation email.

Step 2: Entitlement checking
Your new case will go through an entitlement check. This is to ensure that you have the
appropriate licences for the Arm products that you are using. This is normally an automatic process.

However, to ensure this goes smoothly please make sure to include accurate information in your
profile, including your company name and work email address. For cases relating to Arm's SW tools,
for example, Arm DS-5, please provide your serial number if available.

Step 3: Application Engineer investigates and responds
We aim to answer your query as soon as possible. Your case is assigned to an Application Engineer
who is an expert on the topic of your query. To aid any investigations, your Application Engineer
may liaise with our product design teams. These teams can offer further in-depth knowledge of
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the IP that can help resolve your case. We aim to answer your query as soon as possible. You will
receive an email for each conversation, and you can check the case progress online.

Step 4: Wait for fixes or customer response
In cases where we need to raise internal requests to our product design teams for tracking product
fixes and enhancement, additional time may be required to complete these.

During our investigation we may contact you to request additional information.

Step 5: Case solved and closed
Please close the case once it is resolved. When you feel your case has been resolved you can mark
it as closed in the Support Hub.

Alternatively, if the Application Engineer assesses that your questions have been answered, your
case will automatically close after 14 days. You will receive a notification that this will happen seven
days before closure. If at any point in this period you have further questions, please reply to any
of the emails about this case or update the case in the Support Hub. The Application Engineer will
then answer your queries.

You are able to reopen a closed case by replying to any of the email notifications which you
received from Arm or by clicking Reopen case on the case page on the Support Hub. An email will
be sent to notify you that your case has been reopened.
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3. What information should I provide when
raising a support case?

Ensure that you provide as much detail as possible when raising a new support case. This helps
us answer your case promptly and avoid the need to ask for further clarification. The following
information provides some more specific guidance regarding what to provide for cases relating to
different Arm products.

What helps me define the severity of the cases?
Use the Critical/Urgent/Normal options on the case raising form. Definitions are as follows:

• Critical: Production stop issue or an issue that impacts the performance of a production device
or system

• Urgent: Significant impending impact to your schedule

• Normal: Standard support question with no or low immediate impact to your schedule

What information should I provide for general software-related cases?
Provide a detailed description of your request, with the following information when possible:

• Product name and version

• OS platform

• Error messages and steps to reproduce the issue, for example command lines or test code

What information should I provide for cases relating to Arm Mali software?
Provide the following information about the test:

• What application are you running?

• Can you provide a binary of the test?

• Can you provide the source code of the test?

Provide the following information about the problem:

• Can you provide a full serial log and the logcat?

• Can you tell us the steps that are required to reproduce the issue?

• Does it occur consistently when following these steps, or is there an element of randomness?

• How long did the test run?

• How many devices has this occurred on?

Provide the following information about the Software Platform:

• What is the Linux version, or the Android version?

• Is this a 64-bit or 32-bit kernel?

• Is the user space 64-bit or 32-bit?
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• What is the Mali DDK version?

• Has any patch been applied?

Provide the following information about the Hardware:

• Platform type and name

• Process node (for example, nm, FinFET, LP)

• Bundle numbers for the Arm components, including CPU, GPU and bus system if applicable.

• System schematic diagram for Arm IP

• GPU IP configuration, for example, the number of cores and the size of L2 Cache.

• GPU frequency/range used for test (MHz)

• CPU IP configuration, for example, the number of cores and the size of L2 Cache.

• CPU frequency/range used for test (GHz)

• Memory frequency/range used for test (MHz)

• Screen resolution

• System memory size

• The test report of running Integration Kit tests in the SoC

• Were design rule checks (DRC) executed to 100%?

• Did you achieve full timing closure for this silicon?

What information should I provide for cases relating to hardware IP (for example, RTL
and DSM products)?
• State clearly in the summary which Arm products your issue relates to and which IP revisions

you are using.

• If the issue or question relates to system integration, provide us with details of the other
components in the system, for example, CPU or interconnect.

• If the issue or question is about the verification or test vectors, provide the verification
purpose, for example, functional testing, performance testing or power testing.

• Where appropriate, consider uploading a waveform file to your case (VCD or FSDB are fine).
This helps us investigate in more detail. While we welcome all inputs, an actual waveform file is
much more useful than screenshots of a waveform viewer.

• For issues during simulation or emulation of Arm processors, provide the TARMAC instruction
trace log.

What information should I provide for cases relating to IP tooling (Socrates)?
• Make sure that you are using the newest release of Socrates.

• Make sure that the health checker does not report any errors.
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The script can be run from the following location:

    <Arm-Socrates>/etc/install/health_check/checkInstallation.sh

If the health checker reports any issues, copy the report of the script to the ticket.

• Describe the operating system that you are using. Supported operating systems are listed in the
release note.

• Describe the design flow that you are using:

• System Builder (IP Catalog, system integration, deliverables)

◦ CoreSight SoC-400 design flow

◦ NIC-400 design flow

◦ CMN-600 design flow

• Copy any error messages, and attach all files regarding your issue.

• Licensing: attach license dat and log files

• Tool usage: attach your Project
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