
Compelling Event:
You have identified an issue with your Symantec DLP environment running on INSIGHT DLP Appliances. You are unsure if it’s a hardware issue, an 
application issue, or if it’s related to other elements in your network environment that integrate with DLP.

Open a support ticket with Infolock Support. 
The Support Team contacts you to begin 
troubleshooting the issue.

No

This is an environmental issue and 
not an INSIGHT DLP Appliance 
hardware issue or Symantec DLP 
application issue. You must open 
a support ticket with the relevant 
vendor support organization.

The Infolock Support Team will 
open a case on your behalf with 
Symantec Support and coordinate 
and facilitate issue resolution 
— escalating the issue if/when 
required

Add the Infolock Support engineer 
assigned to your ticket to your BCS 
approved contacts list. Infolock 
Support will coordinate and facilitate 
issue resolution with your BCS team.

Is it an issue with 
the INSIGHT 

DLP Appliance 
hardware and/or 
server software 

(O/S, hypervisor)?

Yes

Infolock Support will remediate the issue.

Does it appear 
to be related to 
Symantec DLP?

Yes

Do you have 
Symantec 

Business Critical 
Services for DLP?

Yes

No No
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