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THE SOFTWARE IS PROVIDED "AS IS", WITHOUT WARRANTY OF ANY KIND, EXPRESS OR
IMPLIED, INCLUDING BUT NOT LIMITED TO THE WARRANTIES OF MERCHANTABILITY,
FITNESS FOR A PARTICULAR PURPOSE AND NONINFRINGEMENT. IN NO EVENT SHALL THE
AUTHORS OR COPYRIGHT HOLDERS BE LIABLE FOR ANY CLAIM, DAMAGES OR OTHER
LIABILITY, WHETHER IN AN ACTION OF CONTRACT, TORT OR OTHERWISE, ARISING FROM,
OUT OF OR IN CONNECTION WITH THE SOFTWARE OR THE USE OR OTHER DEALINGS IN THE

SOFTWARE.
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1 Basics

The Support ACAP features additional monitoring information that will be collected from the camera
during its runtime. This information is used to solve on-going support cases.

You may get asked to install and run this ACAP on a camera by your local AXIS Technical Services team. Please
note that the Support ACAP is not designed for long-term health monitoring and should be used only according to
the instructions of AXIS Technical Services. No live footage of the camera is taken automatically.

1.1 Supported Devices & Platforms

Supported Devices:
AXIS products with AXIS OS 11.11 (LTS 2024) or higher.

Supported Platforms/Architectures:
ARMV7HF, AARCH64

Recommend edge storage:
SD Card

Depending on the architectural platform the camera is based on, a different file type of the Support
ACAP need to be used on the camera. If you are unsure about the platform, run the following VAPIX
command on the camera:

http://ip-address/axis-cqi/param.cqgi?action=list&group=Properties.System.Architecture

Depending on the VAPIX result, the following ACAP file should be used for upload:

VAPIX Result Support ACAP File to be used

AARCH64 AXIS_Support ACAP_version_aarch64.eap

ARMV7HF AXIS_Support ACAP_version_armv7hf.eap



AXISa

COMMUNICATIONS

2 Get started

2.1 Get started with AXIS OS 11.11 or higher

Click “Apps” in the side navigation.

Click “Add app” to upload the Support ACAP.

Start the Support ACAP by clicking the toggle button next to “Open”.
Wait for the Support ACAP to start.

Click the “Open” button to open the Support ACAP GUI.
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2.2 Start, stop & download a system monitoring session

Go to System Monitoring, select a Storage (e.g. SD card or network share) and start the monitoring
session. It takes a couple of seconds before the session gets started (countdown will be displayed).

2024-10-09 07:25:42 SD card: 55 GiB  Architecture: armv7hf IP: 172.27.61.200
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After the incident/problem occurred, connect to the Support ACAPs interface again and click “Stop
session” to stop the monitoring session. After stopping the monitoring session, you may have to wait for
a few minutes for Support ACAP to compress the monitoring data into a zip file.

2024-10-09 07:26:23 SD card: 55 GiB  Architecture: armv7hf IP: 172.27.61.200
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When the monitoring session has been zipped, download it by pressing “Download”. We recommend
you delete the monitoring session with the “Delete” button after having downloaded it.

2024-10-09 07:27:07 SD card: 55 GiB  Architecture: armv7hf IP: 172.27.61.200
AXIS M3057-PLVE Mk ” Network camera AXIS Os: 11.11.109 MAC: B8:A4:4F:0A:D9:8B
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Wed Oct 9 07:25:46 UTC 2024 Wed Oct 9 07:26:29 UTC 2024 SD card 3 MiB (521 KiB zipped) Done oownload (D
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Kindly attach this .zip file to the support case for our technical support.

3 System Monitoring Information

3.1 SD card, Network share, HDD

The Support ACAP stores a Server Report every 2 hours when a monitoring session is active.

3.2 Internal Storage Mode

The Support ACAP is capable of saving limited monitoring information into the camera’s internal storage.
This option is available if no secondary storage is attached to the camera.

When using the internal storage, a Server Report will be stored every 6 hours while a monitoring session
is active.

Important: Please note that the use of the Internal Storage Mode is not recommended to use unless
specifically instructed by AXIS Technical Services.



