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Frequently Asked Questions

This document provides a list of frequently asked question and answers associated with Check Point acquisition of Nokia security business.

For additional information please refer to the acquisition information page (insert link) or contact our Partner Hotline, for United States, Canada and Latin America please dial +1 650-628-2044 for EMEA and APAC please dial +972 (0)3 7534995, or send an email to the Partner Hotline team at partnerhotline@checkpoint.com
Ordering

1. Can I order Nokia IP Series appliance products? 

Yes, you can order IP series appliances and accessories on the IP series legacy appliance price list.

2. Can I use the old Nokia part numbers? 

Yes. You may continue using the current Nokia part numbers. 

3. Can purchase orders contain both Check Point SKUs and Nokia SKUs? 

Yes, the same purchase order can be used for Check Point and Nokia SKUs. 

4. Who do I contact for IP series quotes? 

To obtain quotes please contact your local Check Point sales offices or call our partner Hotline. Click here to find your local Check Point contact information. 

5. What will replace my Nokia special pricing procedures?
Check Point offers Non Standard Pricing policy (NSP). Please contact you Check Point sales representative for a detailed offer.
Written procedures for Non-Standard Pricing can be found by clicking here. 

6. Can I check purchase order status on Check Point PartnerMAP? 

Yes. Once all details have been uploaded to our system, you will be able to Check new purchase orders via ParnterMAP. Click here to check order status. 

7. Incase I created a quote for my customer using Nokia QuoteService Tool should I state the End-user User Center Account number? 
Yes. Incase you are placing an order for support and used Nokia QuoteService Tool please state the User Center account number and the Quote reference number.
Installed Base and Support Quotes

8. Where will I be able to manage my support contracts and customer account information? 

The appliance asset and support contract records of Nokia customers will be ported to the Check Point User Center account where all of their hardware and Check Point software licenses will be combined and managed going forward. The migration will start now and continue in the coming weeks. Your customer will receive an email notification with the account information once the migration is done.

9. How will my customer know what is his User Center Account ID number? 

Check Point will create new User Center accounts for all Nokia customers and. New User Center contacts will receive an electronic mail message that includes the new User Center account ID and log in details. Once this migration is complete, no additional registration will be required. 

10. Incase my customer did not receive an electronic mail notification with his new User Center account number and log in details. How do you find out it out? 

We expect that the migration may take several weeks. If you have not received any notification and you need assistance locating your customers User Center Account, contact Check Point Account Services for assistance by emailing to Nokia_migration@checkpoint.com or accountservices@ts.checkpoint.com  or by submitting an online request here or by calling: +1-972-444-6600. 

11. What happens to active quotations in the QuoteService Tool? Will QuoteService be used by Check Point? 

During the migration period Nokia QuoteService Tool will be available for creating support quotes for Nokia Network Security products. Once the migration period is complete the only quoting tool available would be Check Point Support Quote Tool. A notification will be sent to all our partners

12. How will my customer be able to renew his support? 

The User Center Account will be fully updated with the renewal date of your customer’s current support. In case of expiration the customer can create his own support quote or you can produce the quote via the PartnerMAP or contact your local Check Point office.

13. How do generate a support quote in Check Point User Center for my customer? 

In order to generate support Quote you must be attached to the User Center account. To generate a support quote log into the Check Point User Center or PartnerMAP, go to the 'Quoting Tools' tab, and click on  the 'Support Quote Tool' tab, for more information click here for the user center guide.

14. How long will my customer be able to renew the support for the IP series products? 
Check Point will continue to support IP Appliances and customers and will enable business continuity as needed. The renewal life cycle of the appliance is published in the Check Point website.

Support Programs Offering for IP series appliances

15. What will be the support offered by Check Point for the existing Nokia IP appliance customers? 

IP series Hardware customers will purchase both hardware and software support from Check Point. Check Point will provide better integrated support for the IP appliances and the Check Point software solutions. Check Point is integrating the current Nokia TAC team and onsite support team with the Check Point support organization. 

16. Will the support programs for the IP appliance remain with the same name?
Yes, the naming for the support offers will remain the same, although the SKU’s will change. As of today customers can order support using Nokia old SKU’s, for IP security appliance transition price list click here. 
17. Will Check Point continue to provide the same onsite hardware replacement service? 

Yes. Onsite hardware replacement for IP appliance will continue to be delivered as they are today by the same onsite organization. 

18. In Nokia I could have bought ‘per incident’ support - would I be able to buy it also at Check Point?
Check Point does not support the ‘per incident’ model, however Check Point provides different SLAs to support large variety of business needs and encourage customer to take advantage of one of the support programs to ensure business continuity in case of failure.
Technical Assistance Center (TAC) and Support requests

19. What will happen to Nokia support? 

Nokia support team is fully integrated into Check Point technical services organization which will enable Legacy Nokia customers who have hardware issues to receive support from seasoned group of support engineers with vast Nokia appliance knowledge. Great care is being taken to ensure that customers will continue to receive excellent support experience at prices that represent real value. 

20. How will my IP appliance customer open a Service Request (SR)?
If you are a legacy Nokia customer who logs cases on-line through the Nokia for Business portal, you will be redirected to the Check Point user center. Use your Check Point username and password to log into the site and create a case. (For more details on how to open a Service Request via Check Point user center please click here) 

21. How will my IP appliance customer contact Check Point support?
Customers who have purchased Access support can contact the Check Point Technical Assistance Center (TAC) directly at the same numbers they use today. Customers who have purchased Essential support through a Nokia partner should contact their local Check Point Certified Support Provider (CSP/CCSP), or Nokia reseller who will work with Check Point TAC to resolve the pending issue. Click here for Contact information of our TAC centers. 

22. Can I use the former Nokia phone numbers? 

Yes, although certain numbers will eventually be changed. We will provide prior notification for those customers who may be affected by these changes 

23. Will Nokia's Advanced Services continue to be offered? 
Most of Nokia's Advanced Services continue to be offered as part of Check Point’s Professional Services portfolio. For more information click here. 

24. Will my Nokia Technical Account Manager Program change? 
Like support service contracts, Check Point will honor the terms of Nokia’s Technical Account Management agreements until they expire. Upon expiration, Check Point will offer you to move to the enhanced Diamond Program or to another similar service. 

25. Will the Nokia on-line ticket opening system remain active? 

No. After the transaction is finalized customers will open on-line ticket using their Check Point User Center account. Partners and Customers will have in addition an option to use Chat for quick Q&A sessions with support. 

26. What will happen with my open service requests at Nokia after the migration? 

If you had an open service request with Nokia support on an IPSO-based appliance, it will be automatically transferred to your User Center account. You will be notified of the new service request number via email notification. 

27. Will the history of all my previous closed Nokia support tickets be available after the merge? 

Yes. Service Requests history will be available for customers until September 1st, 2009. 

28. How do I escalate a support case? 

If at any time you are dissatisfied with the progress of your case you can request that it be escalated to a manager by calling the TAC, or by sending an electronic mail message to the engineer assigned to your case. 

29. What is the Hardware Return Material Authorization (RMA) Process for Nokia IP appliances in Check Point? 
The RMA process is with accordance to the Check Point RMA guidelines. Your customer should open an RMA ticket through the service Request Submit Tool. Our integrated support organization will handle the request according to the support program SLA. For more information on the full RMA process click here and go to the RMA Process on page 7.

30. What is the relevancy of my Nokia Certification? 

Check Point will honor the Nokia Hardware certifications. In the future all certification will be integrated to the New Check Point Appliance certification. 

Logistics

31. What is the lead-time for IP series appliance? 
When a purchase order is submitted with all required details, the lead-time on shipping is 5-10 business days. For special requests please contact our Partner Hotline.

32. How will I get details on shipping costs, weight, and shipped from location? 
You will receive an ESD (Estimated Shipping Date) notification for each purchase order. All orders are being shipped out of Penang, Malaysia. 

33. Wheat is the process of returning a faulty unit IP appliance? 
The customer ships the faulty parts/units to Check Point within 5 business days of the receipt of the RMA part/unit. Packing and shipping instructions are detailed in the RMA letter attached to the new part/unit being shipped. The responsibility for the costs of shipping faulty parts to the nearest logistics center is on the End User 

34. Where should my customer ship the faulty IP appliance?
In order to simplify our RMA process and reduce customer costs, we have added regional logistic centers for faulty units return shipment in EMEA, America, APAC, Japan and China. Customer will receive the logistic center return address in an RMA case.
IP Series Appliance 

35. Do the former Nokia platforms support Check Point’s recently announced R70 software architecture?   
Yes, Nokia security appliances support Check Point’s latest release. Customers today can run R70 on IP appliance multi-core platforms - IP690, IP1280, and IP2450 only. Support for other IP platforms with Check Point’s new R70 will be ready by end of June. 

36. How are IPSO, Voyager, Horizon Manager and Accelerated Data Path (ADP) module technologies incorporated into the Check Point's product line? 

At the moment all of the above are relevant for the IP series only. The IPSO operating system support will continue and this includes Voyager, Horizon Manager and ADP technology.
The goals down the road is to incorporate the best of both (IPSO and SecurePlatform) into a single unified OS that will be used across all the UTM-1, Power-1 and IP Series products. 

37. What will happen to Nokia IPS Products? 

Check Point has its own line of IPS products (both dedicated IPS-1 and integrated IPS blade in all Check Point Security Gateways) and therefore will not continue to sell the Nokia IPS products. 
Check Point will honor the terms of Nokia's IPS support agreements and there will be no changes to support at this time.  IPS customers will be notified in advance of any support changes. Check Point will continue to sell support agreements for Nokia's IPS products. 

Partner Program

38. What will be my partner level if I used to be an Authorized/ Expert Security Partner of Nokia/? 

Nokia resellers and distributors will transition over to Check Point partner program. If you were part of the Check Point PureAdvantage program you will use your current partner level. 

39. What is the status of resellers that are not part of the Check Point partner program? 

If you are not a Check Point partner please contact Check Point sales representative or the Partner Hotline.

40. What is the relevancy of my Nokia Certification? 

Check Point will honor the Nokia Hardware certifications. In the future all certification will be integrated to the New Check Point Appliance certification 

41. When will I start accruing Co-op funds? 

Nokia resellers and distributors will accrue funds for new business as part of the Check Point Co-operative Marketing Funds Program starting from the deal closure date. 

42. Who can I contact if I need additional information regarding the partner program or the integration plan? 
We are committed to helping ensure your success during this transitional period. If you have questions at any time, please contact our partner hotline. For United States, Canada and Latin America please dial +1 650-628-2044,for EMEA and APAC please dial +972 (0) 3 753 4995, or send an email to the Partner Hotline team at partnerhotline@checkpoint.com
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