
Simple and Complex Dongle Replacements/Swaps Guide 

 

The purpose of this document is to describe the process for Requests for Simple 

and Complex Dongle replacements/swaps. 

These can be initiated via the Customer Care Portal  at:  http://ccp.avaya.com 

Select “Order Fulfillment” 

 

Requests for Simple and Complex Dongle Replacement/Swap 
Orders 

 

1. Simple Replacement/Swap Process: 
a. The request is made via the Customer Care Portal by selecting IP Office Dongle 

Replacement menu per screenshot below. 
b. The simple swap captures all required information at the point of request: 

i. Source Feature Key 
ii. Destination Feature Key 

iii. PO# 
c. The Customer Care/ITSS ticket is created upon Submit and is routed to the Avaya 

Customer Care team for processing. 
d. Avaya Customer Care executes the replacement function in ADI and emails the 

replacement license key to the Distributor 

http://ccp.avaya.com/


e. Avaya Customer Care Instructs Distributor to return the Faulty Dongle to AVAYA 
in <30 days or the License File/Feature key order will invoice. 

f. When the dongle is returned to Avaya -  Avaya Customer Care cancels the 
replacement order on ADI, if not then ADI will auto create the order and invoice.  

g. To avoid being billed for licenses related to swaps due to non-return, the old SD 
Card with matching serial number must be removed from the back of the IP 
Office control unit and physically returned to Avaya within 30 days at one of the 
following addresses:    

Avaya Inc. 

License Key Return 

14400 Hertz Quail Springs Pkwy 

Oklahoma City, OK 73134 

 

Avaya International Sales Ltd. 

Attention of: A. O' Kane  

20-29 Mervue Business Park 

Bay 25 

Galway, Ireland 



 
 



 
 

2. Complex Replacement/Swap  Process: 
a. The request is made via the Customer Care Portal by selecting IP Office ADI 

Complex Swap menu per screenshot below. 
b. IMPORTANT - The Complex swap will use a separate form which will be 

provided via a link and needs to be attached to the request  - See screenshot 
below!  

c. The Customer Care/ITSS ticket is created upon Submit and is routed to the Avaya 
Product Operations team for processing. 

d. Avaya will review the request, and once approved, will process the license swap 
within 48 hours and email to the requestor. 

e. Avaya Customer Care Instructs Distributor to return the Faulty Dongle to AVAYA 
in <30 days or the License File/Feature key order will invoice. 

f. When the dongle is returned to Avaya -  Avaya Customer Care cancels the 
replacement order on ADI, if not then ADI will auto create the order and invoice.  



g. To avoid being billed for licenses related to swaps due to non-return, the old SD 
Card with matching serial number must be removed from the back of the IP 
Office control unit and physically returned to Avaya within 30 days at one of the 
following addresses:    

Avaya Inc. 

License Key Return 

14400 Hertz Quail Springs Pkwy 

Oklahoma City, OK 73134 

 

Avaya International Sales Ltd. 

Attention of: A. O' Kane  

20-29 Mervue Business Park 

Bay 25 

Galway, Ireland 

 



 

Support 

• Orders/Licenses: smbscc@avaya.com 

• Example – Order placed, however licenses email not received. 

• Customer Care Portal - http://ccp.avaya.com 

• Example – Support for A1S Quote or Order issue. 

• Product Support Operations Management (PSOM): productops@avaya.com 

• Example – Question on product offer/upgrade paths. 

 

 

mailto:smbscc@avaya.com
http://ccp.avaya.com/
http://ccp.avaya.com/
mailto:productops@avaya.com
mailto:productops@avaya.com
mailto:productops@avaya.com

