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,%0�7HFKQLFDO�6XSSRUW�6WUXFWXUH�$JHQGD,%0�7HFKQLFDO�6XSSRUW�6WUXFWXUH�$JHQGD

IBM Technical Support Overview                      
Technical Support Priorities for 2000
Entitled Support from IBM
Customer and Business Partner Views
Resources

IBM Level 2, Change Team, and Development    
L1/L2 service structure & it’s integration into development
What else you can do to accelerate problem resolution
Refreshes and PSP Buckets
End of service dates
LE enhancements

7HFKQLFDO�6XSSRUW�3ULRULWLHV�IRU�����7HFKQLFDO�6XSSRUW�3ULRULWLHV�IRU�����

H�%XVLQHVV
/LQX[�IRU�6�����RQ�90�96(
5HPRWH�6XSSRUW�IRU�:RUOG�:LGH�&RYHUDJH
%XVLQHVV�3DUWQHU�6XSSRUW
3UHYHQW�3UREOHPV�EHIRUH�WKH\�RFFXU�
(DV\�$FFHVV�WR�,QIRUPDWLRQ���,QWHUQHW�ZZZ�LEP�FRP
7HFKQLFDO�6NLOOV�7UDQVIHU���
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<HDU���������7HFKQLFDO�6XSSRUW�+LHUDUFK\��<HDU���������7HFKQLFDO�6XSSRUW�+LHUDUFK\��
/HYHO�����/HYHO����'HIHFW�6XSSRUW�

&KDQJH�7HDPV��'HIHFW�6XSSRUW�

6XSSRUW/LQH��+RZ�7R�6XSSRUW�

+DUGZDUH�6XSSRUW�

::�6XSSRUW�6WUXFWXUH�
�'HYHORSPHQW�/DEV�$76�&HQWHUV�

$OWHUQDWH�9HQGRUV

%3�&RQWDFWV

+RXUO\�6XSSRUW�/LQH�
&RQWDFWV

%LOODEOH�6HUYLFHV��+RXUO\�

3URGXFW�,QVWDOODWLRQ�6YFV

6XSSRUW��2IIHULQJV

Billable or 
Refer

Entitlement

5HIHU�
RU�
)UHH

6XSSRUW

%LOODEOH�
6HUYLFHV

6HOO

�:HE�6HOI�+HOS

:::�6XSSRUW�3DJHV

&XVWRPHU�(QWLWOHG

3URGXFWV�5HDG\

&XVWRPHU�1RW�(QWLWOHG

6XSSRUW

5HTXHVW

�6XSSRUW�5HTXHVW�7R�6HUYLFH�
3URYLGHUV�

Customer Requires
Technical Support

800-IBM-SERV 800-237-5511

Hardware Call 
Screening

Support Line 
Usage

800-IBM-4YOU

Product-Specific  
Defect Support
L1/L2 Change 

Team

&XVWRPHU�9LHZ�RI�7HFKQLFDO�6XSSRUW&XVWRPHU�9LHZ�RI�7HFKQLFDO�6XSSRUW

Business Partner
Support
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Advanced Technical Support Centers  
International Support Centers

Techline
Software

Developer
Support

Support 
Line

Development Labs

PartnerLine
888-426-9990

Business
Partners

%XVLQHVV�3DUWQHU�9LHZ�RI�7HFKQLFDO�6XSSRUW%XVLQHVV�3DUWQHU�9LHZ�RI�7HFKQLFDO�6XSSRUW

ViewBlue or 
WWQA via 
IBMLINK

6XSSRUW�:HE�6LWHV�DQG�6HUYLFHV�6XSSRUW�:HE�6LWHV�DQG�6HUYLFHV�

,%0�7HOHFRQIHUHQFH�6HULHV
ZZZ�LEP�FRP�V����HYHQWV

,%0�7HFKQLFDO�&RQIHUHQFHV
KWWS���ZZZ�LEP�FRP�VHUYLFHV�OHDUQLQJ�FRQI�YPYVH

,%0�/HDUQLQJ�6HUYLFHV
KWWS���ZZZ�LEP�FRP�VHUYLFHV�OHDUQLQJ

96(�/HKLJK�)RUXP
KWWS���OLVWVHUY�OHKLJK�HGX�OLVWV�DUFKLYHV�YVH�O�
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VM and VSE System Personnel

o John Sutera    - Manager
   
o Pamela Bryant          o Chris Sims
o Steve Gracin            o  Jim Reynolds
o Dan Janda     o  Jim Savoie
o Jerry Johnston        o  Judy Vadnais
o KC Jones
o Stan Jones
o Bob Leicht
o Rich Lewis 
o Julie Liesenfelt
o Chuck Morse 
o John Schnitzler
o Jon vonWolfersdorf
o Bill Worthington  - San Jose - Storage
    

:DVKLQJWRQ�6\VWHP�&HQWHU�:DVKLQJWRQ�6\VWHP�&HQWHU�

VSE Team, Böblingen
Level 2, Change Team, Development

Customer requires technical support

IBM Response Center

1-800-237-5511, or IBMLINK or Internet

OS/390 & VSE Level 1 Team, Poughkeepsie, NY

PMRPMRPMR

PMR

L2 and 
Change Teams
for other 
products

+RZ�<RXU�&DOO�LV�3URFHVVHG+RZ�<RXU�&DOO�LV�3URFHVVHG
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

L1 / L2 for 
other products 

PMR = Problem Management Record
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$ERXW�WKH�7HDP$ERXW�WKH�7HDP
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

All VSE developers do the US level 2 and change-team work
Development skills are instantly available for customer support 
Direct feedback from the customer improves the product   
Level 2 operation covers US prime time (8:00 am to 5:00 pm) 
Specialists can work on your problem while you sleep
L2 organised into 4 sub groups ( AF / POWER / VSAM / IUI )
In addition, some of us work from the US

Customer satisfaction is our most important goal

+RZ�WKH�96(�7HDP�:RUNV�RQ�<RXU�3UREOHP+RZ�WKH�96(�7HDP�:RUNV�RQ�<RXU�3UREOHP
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

P
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s

96(�32:(5

96(�$)��/(�96(��53*�

96(�96$0�DQG�'/,

,8,��,&&)��/DQ5HV���':)

level 2 response teams
covering US prime time

development team

PMRs go to the 
development 
specialists

customer
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%HIRUH�&DOOLQJ�,%0����%HIRUH�&DOOLQJ�,%0����
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

have the following information ready:
 

define the problem as specifically as you can
identify the failing product/component as close as possible
the version/release/APAR level you have installed
steps which led to the failure if applicable
any changes you have made before
any messages or other symptoms
a list of vendor products installed on the system 
the phone number (time) where you can be reached
a feeling for the business impact or severity of the problem (see 
backup charts) 

+RZ�WR�6HQG�8V�'XPSV�DQG�,QIRUPDWLRQ+RZ�WR�6HQG�8V�'XPSV�DQG�,QIRUPDWLRQ
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

FAX:  1-800-426-4308 or 011-49-7031-288-707

always put the PMR number on the cover page
please use white paper without stripes 
watch the ribbon of your printer
leave margins

Dumps: send tapes to: IBM Corporation
522 South Road
Bldg. 710-Tape Librarian / DG Tapes
Poughkeepsie, NY 12602
U.S.A.

put PMR number on tape/package
(from there electronic transmission to Germany)
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6HQGLQJ�'XPSV�DQG�,QIRUPDWLRQ�YLD�WKH�:HE6HQGLQJ�'XPSV�DQG�,QIRUPDWLRQ�YLD�WKH�:HE
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

Email:        for additional info or small amount of text data only
                    the L2 rep gives you an email id
 
Internet: ftp testcase.software.ibm.com

use for existing PMRs only
a L2-rep has requested the data
send data, specially dumps always binary
if ASCII, make sure CRLF ends each 
record
a level 2 rep can send you detailed 
instructions
see detailed instructions in the back

8VLQJ�WKH�,QWHUQHW�IRU�3UREOHP�5HSRUWLQJ�DQG�6HUYLFH8VLQJ�WKH�,QWHUQHW�IRU�3UREOHP�5HSRUWLQJ�DQG�6HUYLFH
+RZ�WR�8VH+RZ�WR�8VH WKH�96(�6XSSRUW�6WUXFWXUHWKH�96(�6XSSRUW�6WUXFWXUH

 http://techsupport.services.ibm.com
submission of PMRs via the Internet
answer comes back to your Internet id
please do not use for severity one problems

   Service your system via the Internet
query closed (and open) APARs 
ordering PTFs                             
customize your system update   
via the Service Update Facility
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VSE "Deliverables"
Corrective Service

Specificed PTFs (by PTF or APAR numbers)
Plus all requisites 

Preventive Service
System refresh may be ordered (delivered via physical media)

Hipers, PE Fixes 
NEW - you may order just HIPERs or PE Fixes service not already 
installed 

6HUYLFH�8SJUDGH�)DFLOLW\��68)����6HUYLFH�8SJUDGH�)DFLOLW\��68)����96(�(6$96(�(6$
+RZ�WR�8VH+RZ�WR�8VH WKH�96(�6XSSRUW�6WUXFWXUHWKH�96(�6XSSRUW�6WUXFWXUH

Service your system over the Internet

Go to www.ibm.com/s390/suf and sign up

VSE Implementation Details

CUSTOMER
APPLICATION

Server
LU2 ... IND$
APPC ... INWK
TCP/IP ... FTP

- VSE/MSHP
to control service status

- VSE/DITTO
to build service 
installation tapes

- VSE/IUI
to install service

VSE Host System

general:
VSE functionality is integrated into the Customer 

Application, the interaction with VSE is based on  
the submission of jobs and processing of the 
generated output.

When the Customer App Server is 
running on OS/390 Unix a VSE host can not 
be serviced.
functions:

determine VSE service status
- submit VSE/MSHP RETRACE jobs
- wait for job completion
- receive output from VSE/POWER
- process output and generate bitmap

install corrective service
- unterse service package 
- send untersed package to VSE member 
      PRIMARY.SUF.VSESUF.PTF
- submit VSE/DITTO job to create 
  installation tape for service

68)���96(�,PSOHPHQDWLRQ68)���96(�,PSOHPHQDWLRQ
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH
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6RPH�+LQWV�	�7LSV�ZKLFK�0DNH�+HOS�(DVLHU6RPH�+LQWV�	�7LSV�ZKLFK�0DNH�+HOS�(DVLHU
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

Always do ’Store Status’ before taking a standalone dump
Dump format

option ’SADUMP’ is set for all system related partitions (and 3rd party partitions)
raw dumps (dump libs) are our preferred format
printed dumps sometimes lack information and can’t be used by our analysis tools    

Data tapes sent to us should be in IBM format (no 3rd party formats please)
Note complete message numbers and text with return and reason codes
’EXEC PROC=SPLEVEL’ tells about the installed refresh level
’SIR’ command displays the APAR level of the supervisor
Have a list of all installed third party system management software  ready
Please have a PMR opened before sending us any material
Be aware that a severity one call reported offshift causes a callout  
Make sure you can be reached on the listed phone number, specially in severity one 
situations, crucial for offshift calls, alternatively give the rep a 

    different number and/or time you can to be reached.    
Give us your email id if you have one, for additional communications

3UREOHPV�5HODWHG�WR�QRQ�,%0�6RIWZDUH3UREOHPV�5HODWHG�WR�QRQ�,%0�6RIWZDUH
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

:K\�LV�WKLV�VR�FUXFLDO�LQ�WKH�96(�HQYLURQPHQW��
WKLUG�SDUW\�V\VWHP�PDQDJHPHQW�SURGXFWV�RIWHQ�

SODFH�KRRNV�LQ�,%0V�FRGH�WR�LQWHUFHSW�,%0�IXQFWLRQV

LQWHUFHSW�VXSHUYLVRU�FDOOV�WR�JDLQ�FRQWURO

PRGLI\�,%0�LQWHUQDO�FRQWURO�EORFNV

UHSODFH�,%0�SURYLGHG�SURJUDP�SKDVHV�ZLWK�WKHLU�RZQ�DQG�UHQDPH�WKH�,%0�SKDVH�WR�VRPHWKLQJ�HOVH

IRUFH�E\SDVV�RI�FKHFNV�RU�ORFN�PHFKDQLVPV�

,%0�XVXDOO\�GRHV�QRW�NQRZ�DERXW�WKHVH�
QRQ�LQWHUIDFHV
�DQG�FDQQRW�GR�PXFK�DERXW�LW
LQ�QXPHURXV�FDVHV�WKH�VHQVLWLYLW\�RI�WKHVH�PRGLILFDWLRQV�LV�QRW�DOZD\V�FRPSOHWHO\�XQGHUVWRRG�
HYHQ�WHVWHG�E\�WKH�YHQGRU�XS�IURQW��LQ�VHYHUDO�FDVHV�WKH�FRGH�EUHDNV�H�J��

ZKHQ�V\VWHP�LV�XQGHU�VWUHVV��RU�LQ�PXOWLSURFHVVLQJ�HQYLURQPHQWV

ZKHQ�WKLUG�SDUW\�SURGXFWV�IURP�GLIIHUHQW�VRXUFHV�WU\�WR�LQWHUFHSW�RU�SODFH�KRRNV�DW�WKH�VDPH�SODFH

ZKHQ�,%0�VXSSOLHG�37)V�XQLQWHQWLRQDOO\�UHPRYH�RU�FKDQJH�VXFK�
LQWHUIDFHV
��H�J��VRPHWLPHV�MXVW�IL[HV��RU�QHZ�
GHYHORSPHQW��

ZKHQ�D�FRQGLWLRQ�RFFXUV�ZKLFK�FDQ
W�EH�KDQGOHG�E\�WKH�WKLUG�SDUW\�FRGH���

RIWHQ�WKH�HUURU�DSSHDUV�OLNH�,%0�FRGH�LV�EURNHQ��KDUG��VRIW�ZDLWV��ORRSV��SURJUDP�DEHQGV��

A significant number of VSE PMRs are 
caused by problems in vendor products.   
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363�%XFNHWV�363�%XFNHWV�
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

Preventive Service Planning Bucket
selection panel of available poducts/components:

gives you a cummulative tape with important PTFs based 
on your installed system refresh level.
Select the products/components you have installed

 ENTER UPGRADE/SUBSET IDS  UPGRADE ID ===> VSEESA232    LIST SUBSET IDS(Y/N): Y 
N CHG/INDEX     N ACCNTRL/H06   N ALERT/S00     N ALERT/S04     N BASESER-232+  
N BASESERVICE   N BTAM/I08      N C/VSE/1FY     N CCCA/1JS      N CICS/14V      
N CICS/14W      N CICS/14X      N CICSDDM/A10   N CICSVR/A10    N COBOLMLE/1JQ  
N DB2/H15       N DB2/VSAM/514  N DITTO/26O     N DLI/DB5       N DSNX/E62      
N DTVSE110/1G8  N DWF/38R       N EP/CH6        N DB2/1JM       N EP/F12        
N EP/I59        N EREP/E00      N GDDM/1EA      N GDDMIMD/1FG   N GDDMIVU/1FF   
N GDDMPGF/1F5   N HLASM/189     N IBMCOBOL/18M  N IBMLANG/1DS   N IBMPLI/18P    
N ICKDSF/1G0    N LANRES/385    N NCP/VSE/CH0   N NCP/VSE/D34   N NETVIEW/3AA   
N NETVIEW/3AB   N NETVIEW/3BA   N NETVIEW/3BB   N NETVIEW/3II   N OCCF/16V      
N OGL/370/A05   N OPTI/1IY      N OPTPSERVICE   N OSA/SF/3G7    N PLIMLX/1JR    
N PPFA/370/A03  N PSF/DC0       N QMF/1HJ       N RPGII/O42     N SDF/B27       
N SORT/34A      N TCPIP/1IP     N VAGEN/1JI     N VISLIFT/1FR   N VSEESA/35C    
N VTAM/FE6      N WORKDESK/35I  N X25/NPSI/B60  N X25/NPSI/CJ0  N QMF/1JT       
N NCP77/77F     N MQSERIES/1KG  N ACF/SSP/47F   N IXFP/35P      N X25/NPSI/9E0  
N EP/4E1        N OPTSER-232+   N ACF/SSP/48F   N ACF/NCP/78F                   
                                                                                

363�%XFNHWV�DQG�5HIUHVKHV363�%XFNHWV�DQG�5HIUHVKHV
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

PTF 1

PTF 2

PTF 4

PTF 8

goes on top of 
VSE/ESA 2.4.0

PSP Bucket
VSEESA240

PTF 4

PTF 8

goes on top of 
VSE/ESA 2.4.1

PSP Bucket
VSEESA241

PTF 8

goes on top of 
VSE/ESA 2.4.2

PSP Bucket
VSEESA242

time

VSE/ESA VSE/ESA 
2.4.02.4.0

PTF 1

PTF 2

PTF 3

VSE/ESA VSE/ESA 
2.4.12.4.1

PTF 6

PTF 5

PTF 4

VSE/ESA VSE/ESA 
2.4.22.4.2

PTF 7

PTF 8

PTF x

PTF y

high pervasive PTF

normal  PTF

Refreshes pick up all 
existing PTFs at build 
date
PSP buckets pick up 
’hiper’ PTFs and their 
prerequisite PTFs 
only

 
Session E87 - VM & VSE Technical Conference 2000Copyright IBM Corp. 2000



5HIUHVK�YHUVXV�363�%XFNHW�,QVWDOODWLRQ5HIUHVK�YHUVXV�363�%XFNHW�,QVWDOODWLRQ
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

Install a Refresh (FSU) when ...
your system is very backlevel

and
you plan to install new hardware 
you want to add new applications
you have other reasons to upgrade

Install the PSP bucket when ...
your system is on the latest refresh level

and
you plan to install new hardware 
you want to add new applications

REFRESHES contain all PTFs up to a certain date and increase the service 
level of the system and are installable preferably via Fast Service Upgrade 
process (FSU), or alternatively via base install
PSP buckets contain high pervasive service only
however most PTFs for the system kernel (selected others as well) are added to 
the PSP bucket at a later time
PSP bucket descriptions contain important service information - please check!
watch the available workfile space before installing large buckets at once

Before upgrading, also check with your third parties for their 
corresponding service levels, please!

:KDW�+DSSHQV�ZLWK�<�.�5HOHYDQW�6HUYLFH:KDW�+DSSHQV�ZLWK�<�.�5HOHYDQW�6HUYLFH
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

YR2000 flag for APARs will be used until year end 2000 if 
a Y2K date related problem will show up
PSP bucket YR2000VSE is no longer updated since 
03/2000 however it will be kept until year end 2000

Y2K is over, 
however .....
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6HUYLFH�6WUXFWXUH�IRU�,%0�7&3�,3�IRU�96(6HUYLFH�6WUXFWXUH�IRU�,%0�7&3�,3�IRU�96(
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

IBM TCP/IP for VSE (VSE/ESA 2.3 & higher)
developed and maintained by Connectivity Systems Inc.

When license is acquired from IBM (VSE/ESA 2.3 and higher only), then 
L1 service is provided by the IBM-S/390 L1 team
L2 is provided by CSI for customers in the USA
L3 is provided by CSI for all customers world wide
CSI provides service packs, IBM puts them into PTFs 

Terms and conditions of service are according to IBM standards.

 

6HUYLFH�6WUXFWXUH�IRU�&$�7RS�6HFUHW�IRU�96(6HUYLFH�6WUXFWXUH�IRU�&$�7RS�6HFUHW�IRU�96(
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

CA-Top Secret for VSE V1R3 (for VSE/ESA 2.4)
licensed from Computer Associates International Inc.
developed and maintained by Computer Associates Int. Inc

When license is acquired from IBM (VSE/ESA 2.4 only), then 
L1 service is provided by the IBM-S/390 L1 team
L2 is provided by CAI for customers in the USA
L3 is provided by CAI for all customers world wide
PTFs are provided by CAI as well

Terms and conditions of service are according to IBM    
standards. 
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1HZV�DERXW�WKH�/DWHVW�96(�(6$�5HIUHVKHV1HZV�DERXW�WKH�/DWHVW�96(�(6$�5HIUHVKHV
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

VSE/ESA PTF level Available End of Mktg
2.3.2 03/09/1999 04/1999 03/2000
2.3.2+ 02/03/2000 3/17/2000 06/30/2000
2.4.2 04/2000 06/2000 4Q/2000
2.5.0  new level 4Q/2000 tbd

always execute splevel.proc to find out the installed level
’2.3.2+’ replaced level ’2.3.2’. The VSE base has been uplevelled, optional 
products are on the original 2.3.2 level.
PSP subset BASESER-232+ documents this new level
VSE/ESA 2.4 will go away with the availability of VSE/ESA 2.5.0
dates for VSE/ESA 2.5 are proposed and may be subject of change 

Order Refesh tapes VSE/ESA 2.3.2+ now, ....
if your installed level is not on a current level, 
and you have no plans to move to 2.4 or 2.5 soon.

Order Refresh Tapes VSE/ESA 2.4.2 now, 
if you are still on the original level 2.4.0.
if you want to put VSE/ESA 2.4. into production soon  

5HFRPPHQGDWLRQV�DERXW�5HIUHVKHV5HFRPPHQGDWLRQV�DERXW�5HIUHVKHV
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH
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(QG�RI�6HUYLFH�'DWHV(QG�RI�6HUYLFH�'DWHV
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

End of Marketing End of Service

VSE/ESA 1.4 12/31/1999 01/31/2001

VSE/ESA 2.1/2.2 12/1997 01/31/2001

VSE/ESA 2.3 06/30/2000 12/31/2001

VSE/ESA 2.4 4Q/2000 * tbd

* with the availability of VSE/ESA 2.5

)XWXUH�,PSURYHPHQWV�LQ�/(�6HUYLFHDELOLW\�)XWXUH�,PSURYHPHQWV�LQ�/(�6HUYLFHDELOLW\�
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

Hybrid Service Approach (phase replacement where possible)
To avoid "PHASE" relink failures e.g. EXTRN’s or wrong OBJs while applying LE/VSE 
PTFs ... 

Unique naming Conventions (LE COBOL batch & CICS)
To support robustness of product, demarcate from previous developments such as VS 
COBOL II, decrease amount of "errorprone link options" in migration or customization 
environments.

Decoupling user-objects from IBM initialization Phases
Reduced snap-out of user-customized modules (such as run-time options or exits) via 
IBM service e.g. when replacing LE/VSE initialization phases. By decoupling, IBM 
phases remain in shipped state and stay clean! This is also expected to reduce LE/CICS 
interface problems such as recovery loops etc.  

Other serviceability enhancements

In addition, VSE/ESA 2.5 will ship a new LE 
base with all PTFs integrated.  

* Plans may be subject to change.
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+LQWV�	�7LSV�DQG�0RUH+LQWV�	�7LSV�DQG�0RUH
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

:KDW
V�QHZ�LQ�96(�VHUYLFH"

96(�+LQWV�	�7LSV�

/HW
V�GLVFXVV�\RXU�H[SHULHQFHV�DQG�\RXU�
UHFRPPHQGDWLRQV�

(download from the VSE homepage)

8VHIXO�%DFNXS�,QIRUPDWLRQ8VHIXO�%DFNXS�,QIRUPDWLRQ
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

Choosing the right severity, and our response criteria
Accessing the IBM service internet FTP server
Scope of product warranty service
Useful IBM websites
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&KRRVLQJ�WKH�5LJKW�6HYHULW\&KRRVLQJ�WKH�5LJKW�6HYHULW\
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

6HYHULW\���

6HYHULW\���

6HYHULW\���

6HYHULW\���

&ULWLFDO�EXVLQHVV�LPSDFW�LQGLFDWHV�WKH�LQDELOLW\�RI�WKH�
FXVWRPHU�WR�XVH�WKH�SURJUDP�UHVXOWLQJ�LQ�D�FULWLFDO�LPSDFW�
RQ�RSHUDWLRQV��7KLV�FRQGLWLRQ�UHTXLUHV�DQ�LPPHGLDWH�
VROXWLRQ� 5HVSRQVH�ZLWKLQ���EXVLQHVV�KRXUV

6LJQLILFDQW�EXVLQHVV�LPSDFW�LQGLFDWHV�WKDW�WKH�SURJUDP�LV�
XVDEOH�EXW�LV�VHYHUHO\�UHVWULFWHG���5HVSRQVH�ZLWKLQ���EXVLQHVV�KRXUV
6RPH�EXVLQHVV�LPSDFW�LQGLFDWHV�WKDW�WKH�SURJUDP�LV�XVDEOH�
ZLWK�OHVV�VLJQLILFDQW�IHDWXUHV��QRW�FULWLFDO�WR�RSHUDWLRQV��
XQDYDLODEOH� 5HVSRQVH�E\�HQG�RI�QH[W�EXVLQHVV�GD\

0LQLPDO�EXVLQHVV�LPSDFW�LQGLFDWHV�WKDW�WKH�SUREOHP�FDXVHV�
OLWWOH�LPSDFW�RQ�RSHUDWLRQV�RU�WKDW�D�UHDVRQDEOH�
FLUFXPYHQWLRQ�WR�WKH�SUREOHP�KDV�EHHQ�LPSOHPHQWHG�
5HVSRQVH�E\�HQG�RI�QH[W�EXVLQHVV�GD\

,QVLGH�DQG�2XWVLGH�RI�3URGXFW�:DUUDQW\�6HUYLFH��,QVLGH�DQG�2XWVLGH�RI�3URGXFW�:DUUDQW\�6HUYLFH��������
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH�������+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH�������

license problems and questions

how to do ....

product ordering questions

pricing questions

 requirements

technical questions

debugging user programs

debugging problems caused by non-IBM software

third party problem follow up

handling IBM defect oriented problems

service recommendations

reasonable assistance in PSI

fixing significant product problems

PTF ordering

 service related information

providing circumvention

providing temporary fixes

solving product problems

problems related to logic manuals

problems related to user documentation

Scope of Warranty Service
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0DNLQJ�8VH�RI�WKH�,QWHUQHW�IRU�/DWHVW�,QIRUPDWLRQ0DNLQJ�8VH�RI�WKH�,QWHUQHW�IRU�/DWHVW�,QIRUPDWLRQ
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH��

www.ibm.com/support IBM’s software support home page

www.ibmlink.ibm.com IBM service link access

techsupport.services.ibm.com Service handbook, service phone 
numbers, S/390, AS/400, RS/6000, etc...

techsupport.services.ibm.com/s
upport/S390

S/390 APAR databases, PTF download, 
submitting problems to IBMs

www.s390.ibm.com IBM S/390 homepage 

www.s390.ibm.com/suf S/390 service upgrade facility homepage

www.s390.ibm.com/vse IBM VSE/ESA homepage

www.s390.ibm.com/le_vse IBM LE for VSE 1.4 homepage

$FFHVVLQJ�WKH�,%0�6HUYLFH�,QWHUQHW�)73�6HUYHU����$FFHVVLQJ�WKH�,%0�6HUYLFH�,QWHUQHW�)73�6HUYHU������
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

Customers can submit test cases, configuration files, traces and other softcopy information to VSE technical support representatives 
via an FTP server that is available on the Internet. IBM support representatives can also provide information back to the customer via 
this server.

DO NOT SEND FILES TO THIS SERVER UNLESS YOU HAVE ALREADY OPENED A PROBLEM RECORD WITH THE SUPPORT 
CENTER, AND THE SUPPORT REPRESENTATIVE WORKING ON THE PROBLEM HAS REQUESTED THE DATA. To contact 
IBM support and speak to a technical support representative, customers should call 1-800-992-477. During the Getting Started period 
of support, a subsequent toll call may be required.

SUBMITTING INFORMATION TO IBM

The support representative will tell you what file name(s) to use. You will have the ability to send a file but not update/delete it 
(PUT/MPUT command). If an update to an existing file is required a new name must be used. It is recommended that the PMR 
(Problem Management Report) number be used somewhere in the file name. Be sure to specify "type ascii" for text files (e.g. 
formatted DUMPs, console logs, ...) and "type binary" for binary file transfer (unformatted DUMPs) when using the "put" command. If 
you are uncertain specify "type binary" by default. 
NOTE: You can use the "ping" command to verify that the FTP server is available. Type "ping testcase.software.ibm.com".

1. Access the server: "ftp testcase.software.ibm.com [enter] " or "ftp 198.17.57.67 [enter]"
2. Userid: "anonymous [enter]"
3. Password: your Internet e-mail address [enter]
4. Sub-directory: /vse/toibm  "cd vse [enter] cd toibm [enter]"
5. Send a file to server: "put <filename> [enter]"   do not ZIP
6. Disconnect from the server: "quit [enter]"

You will not be able to receive information from this directory (GET/MGET command). Data in
 this directory will be removed after 7 working days.

continued on 
next page
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OBTAINING INFORMATION FROM IBM

The support representative will tell you which file name(s) to download. Be sure to specify "type ascii" for text files and "type binary" 
for binary files.

You will have the ability to receive information from (GET/MGET command) but not send information (PUT/MPUT command) to this 
directory.

Access the server: "ftp testcase.software.ibm.com [enter]" or "ftp 198.17.57.67 [enter]"
Userid: "anonymous [enter]"
Password: your Internet e-mail address [enter]
Sub-directory: /vse/fromibm  "cd vse [enter] cd fromibm [enter]"
Receive a file from server: "get <filename> [enter]"
Disconnect from the server: "quit [enter]"

Data in this directory will be removed after 7 working days.

$FFHVVLQJ�WKH�,%0�6HUYLFH�,QWHUQHW�)73�6HUYHU����$FFHVVLQJ�WKH�,%0�6HUYLFH�,QWHUQHW�)73�6HUYHU����
+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH+RZ�WR�8VH�WKH�96(�6XSSRUW�6WUXFWXUH

... continued
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