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Introduction

Lesson 3 covers:

« IBM Partner World Support (pre-Sales)

« The IBM SR (Service Request) Tool (post-Sales)
« Knowledgebases and other Online Resources

« Terminology, Acronyms and Abbreviations
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Lesson 3 — Support Tools and Resources

IBM Partner World Support (pre-Sales)
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Definition of a SR Business Partner

= Within SR, the Business Partner role is a specific user type that serves a
specific purpose to represent the customer / client.

« As an IBM Business Partner, you can...

- Create and update service requests (SRs) online on behalf of your
customer

— Business partners working on behalf of their customer

- Manage your BP contact information in PartnerWorld*

- Create company to company relationship in SR rather than individual
setup

- Work with the SR Help Desk as required

Note:
This presentation is focusing on the SR role of business partners

*the only exception to this is Support ValueNet Providers

adi
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Reqistration in PartnerWorld

- Step #1: Get Setup with Partner World
- To register for PartnerWorld, please following the instructions the following link:

= Once registered as an IBM Business Partner in PartnerWorld, then you can add your
business partner information to IBM Service Request

Program Products Solutions Services Shortcuts

PartnerWorld

Put the power of IBM behind your business. Discover the benefits
and resources available to IBM Business Partners.

= Join PartnerWorld
=2 Member sign in
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Registration in PartnerWorld (screen capture from PartnerWorld)

IBM PartnerWorld Products  Solutions  Services

Join PartnerWorld

To join PartnerWorld
it's as easy as
1-2-3

Shortcuts

Membership =
- Join Partner\Warld
- Member sign in

= Meed assistance?

Find Business Partners +

Welcome
Why join IBM PartnerWorld?

= Learn more about the benefits and resources

To join PartnerWorld, follow the steps below.

Step 1: Register for an IBM ID

If you already have an IBM ID, advance to step 2. If you are an IBM employee, see insfructions
below.

——d = Register for an |IBM ID
IBM ID is a single ID and password you can use across the ibm.com domain

Step 2: Register your company
If you know that your company is already registered in PartnerWorld, advance to step 3. If you're

nnt enre ~rhnneo from tha haln raesnrcrae lictad in tha "Alara hoaro ta haln® e antho rinht b

My shortcuts
W Add this page

Contact PartnerWorld
& Email

@ Call: 1-800-426-9990

BESOAB

E
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Solutions - Services - Products - Support & downloads ~ My IBM - Welcome back [ IBM Sign in ] [ Register ]
My IBM profile My IBM profile
Help and FAQ Profile summary
Help desk
Here is your current ibm.com profile information. Update your preferences, interest areas, My IEM
personal information, support and other I1BM profiles, as needed. Welcome back
If you would like to reset your profile and start aver, clear your profile now. — Signin

___*

=+ Clear your profile = Register

If you have no further profiling tasks to perform, continue to explore ibm.com.

=+ Exit the profile summary

Preferred language for profiling: | English + | °

User information
If you have already registered, please sign in.
=+ Sign in

If you have not registered, protect your information with a unique IBM |D and password by
registering now.

=+ Register

-+ Edit your shopping address { learn more )

Preferences and interests

Your job role:

= Add

© 2014 IBM
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Registration in PartnerWorld (screen capture from PartnerWorld)

IBM PartnerWorld Program  Products  Solutions  Services

Step 2: Register your company

If you know that your company is already registered in PartnerWorld, advance to step 3. If you're
not sure, choose from the help resources listed in the “We're here to help” box on the right to
contact your PartnerWorld team.

——q = Submit a PartnerWorld program application for your company
Applications must be completed by an individual authorized to sign agreements on behalf of the

legal company. The individual registering the company will also register themselves during this i
step. Once you've applied for membership as a new company, allow 2 business days for e-mail
notification of approval.

-
-> Apply to sell IBM products and services (optional) i |
PartnerWorld membership allows you to access the information and support you need to work 51

with |IBM products and services; however, you must submit an additional application in order for
your company to become authorized to sell or resell selected IBM hardware, software, services,
training, and financing. Allow 7-10 business days for approval of the Reseller application.

Step 3: Add employees to your company's membership

If your company is already registered in PartnerWorld, you can add yourself to your company’s
membership profile.

= Submit a profile application to add yourself to your company's membership

You must know your company's unigue token first. The 16 alphanumeric character token can
be obtained from your company's Authorized Profile Administrator (APA). The APA is the person
within your company who is responsible for administering your company's relationship with IBM.

Mot sure who your APA is? Choose from the help resources listed in the "We're here to help" box
on the right to contact your PartnerWorld team.

After your APA approves your association with your company, you will receive a welcome e-mail
from PartnerWorld.

Instructions for IBM employees only ‘
+

Register to access PartnerWorld as an |IEM employee (link resides outside of ibm.com) (intranet ——
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Registration in PartnerWorld (screen capture from PartnerWorld)

Industries & solutions  Services Products Support & downloads My IBM

Sign in with your IBM ID

If you don't have an IBM 1D, register now.

IBM Employees: Sign in with your intranet ID. Related links
Help and FA
i IBM ID: Password: Employees: Link your In
Forgot IBM ID? Forgot password? | Change password
Sign in
Connect with us Keay topics Information for Shop & buy About IBM
9 © 2014 IBM
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Note: There were about 5 pages of registration
iInformation,... then you'll get the below confirmation page:

Country/region [ select ]

T -

Home  Solutions ~  Services =  Products =  Support & downloads = My IBM - Welcome Mr. Jeremy Fos [Not you?] [ 1BM Sign out |
PartnerWorld Profile PartnerWorld Profile =

orldwids enterprise Confirmation page

Country enterprise

Location

Employee Your change request(s) was/were received for processing and will normally complete within the

next two hours for standard requests or 2 working days for requests that need to be approved
Agreements by IBM. The following isfare the change request number(s) for this transaction. Please retain

Banefits snd reiationshins this number for future inguiries about this transaction.

Add a benefit
Confirmation number h»
TxgdQ
Related links
= Contact services
= User manual

About IBM Privacy Contact Terms of use IBM Feeds Jobs

=R LSLE
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Country/region [ select ]

I -

Home Solutions ~ Services v Products ~ Support & downloads ~ My IBM ~ Welcome Mr. Jeremy Fox [Mot you?] [ IBM Sign out ]

PartnerWorld Profile

Worldwide enterprise

Country enterprise Welcome Jeremy Fox We're here to help
Location Welcome to the PartnerWorld Profiling System
Employee

Select an item needing attention, or select a profile to update. Click expand All to expand all
Agreements profiles to view or edit. Note: Profiles needing attention are potentially out-of-date, need

validation, or contain errors that must be corrected
Benefits and relationships

Add a benefit Authorized profiles

No ParinerWorld profiles found associated with your IBM ID.

Related links

- Contact services

" Lar manual Create a profile/associate to an existing profile

—ﬁ Apply to join the PartnerWorld program

Add yourself to a location profile

Contact PartnerWorld contact services to locate your company profile

About IEM Privacy Contact Terms of use IEM Feeds Jobs

11 © 2014 IBM
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Lesson 3 — Support Tools and Resources

The IBM SR (Service Request) Tool (post-Sales)
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United States [ change ]

Home Solutions ~ Services ¥ Products ~ Support & downloads ~ My IBM ~
Support for my selected products
IBM Service Request for software
w Viewed Products You must sign in to the IBM Support Portal to access IBM Service Requests e
S S Within my selected products |
Find the correct service request tool .
~ Your saved products
Select to find the correct service request tool for all IBM software and hardware [ ]
Site availability & news
Send request to .
United States ~]
Select type and submit
Hardware |~
' Troubleshooting Select product and submit
€ Documen incn All hardware products [«
anned outag
3 Forums & communities
B
0 Submit O
5] Planning

B Instaliation

Before submitting 3

ices ~  Products -

Support & downloads - My IBM -

Sign in

Please enter your I8 ID and Password in the sign in area below. If you are not currently
registered with our site

rk the page after this page. Do not bookmark

© swmt

requires IDs to be linked using Central Sign-On)

SR:

SR Education:
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Submit and manage SRs on demand
— 24 hours a day, seven days a week, 365
days a year

Describe your software problem and
environment in your own words

Receive e-mail notifications when an
update has been made to your SR

View closed SRs

Create custom reports in spreadsheet
format

Manage your SR Authorized Caller/User

Lists (only available to Primary and Secondary Site
Technical contacts)

Update your SR profile, including your
name, email, phone numbers, time zone,
email notification preferences.

Attach environment and troubleshooting
files with SR

Support Provider must communicate in
English when using the SR tool

© 2014 1BM Corporation



C?ntact

Description

Permissions

APré E,r } hnécg,lltgontgcl:é SSTC |s% rson at
E@%& SRR B

Add up to nine Secondary STC's (SSTCs)
Add unlimited Authorized Callers/Users and Authorized Readers
gr’&%?hcaller éyﬁeagnd Status on SSTCs, Authorized Caller/Users

psTc | fIGE] e N 4 e for a suppor engincer t submit S
qnorlzed ers to their ser contracts. ’ ﬁeﬁc—f (s)ér eQZh rfeques or a support engineer to submi son
There is onIy one PSTC per End User Contract OI%etrP] Sgg_ﬁgd view all SRs for the site(s) or contact(s) for which they
the C"g”d"’}{‘fo%tv‘?o@?%h&'t%a\',ﬁSTéa t SSTC or égnﬁgt'l'a%g Str;[2§9§§rf18 responsibilities as a PSTC, except that they
R Rs forthe E f
ssTc | EaibULeRAng R SRR e ST | ore 5 208 Mg 6@l forthe End User site(s) or contaci(s) or
There can be up to nine SSTCs per End User Contract.
én Authonz(ta aller/ ser |s Pla § (L%) é
rovi ite who is e rSSTC to
utgorized | EAh e o ST BLAETEUSTSIR 6 | G 50y W SR e o st oot for
ser . .
TheEe g 6” unlimited number of Authorized Callers/Users
per End User contract.
Auth P
. Al?e W oolgﬁd Rea er 5 aﬂ?eﬁg?é § "EE) v58Wd§ﬁSs \Qe\%‘athSRs the End User site(s) or contact(s) for which they are
Alﬁggalezsd or selecte ser S te (s) or contract t u orlze eader

Th gre is an unlimited number of Authonzed Readers per
user contract.

14
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To access SR, your must first:

« Have a valid software support contract in place for your End User
* Be registered with IBM

* Be Listed as an PSTC, SSTC or Authorized Caller/User in ESR

Country f region [selact] Terms of use

I -

Home Products Services & solutions Support & downloads My account

Software Support

Flease enter your IBM ID and Password in the sign in area below. If vou are = Forgot your [EM
not currently registered with our site please register now.

“hange pa ord
IEM IO If you have not registerad
with IBW, you may do so
Fassword: from this page.

About IBM Privacy Contact

Register at: .
© 2014 1BM Corporation
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After entering your IBM ID, if you are not listed on an Authorized Caller/user

list in SR, you will be taken to this page where you can nominate yourself to

be added to a contract by entering the IBM customer number, a country and
pressing Submit.

Home Solutions ~ Services - Products ~ Support & downloads ~ My IBM ~

Welcome [ [BM Sign in ] [ Register

Software support
Caller Self-Nomination

To nominate yourself for access to use ESR, please enter the IBM customer number
and select the the country or region name for your support contract, You will be
nominated for ESR access to all contracts that match the information provided, Before
you can gain access to the support contracts, the Site Technical Contact (STC) for the
contracts rust approve your request,

Related Links

« Paszsport Advantage
Cnline
- ESR help

If you wish, you may limit the nomination requests to contracts that have a certain
company name or STC,

If you are an IBM Business Partner, please validate your Partnerorld relationship.

The fields indicated with an asterisk (*} are reguired to complete this transaction;
other fields are optional. If you do not want to provide us with the required
information, please use the "Back” button on your browser to return to the previous
page, or close the window or browser session that is displaying this page. Information
provided will be used only within the problem management system,

* IBM customer number

* Select a country or region United States w

° Submit

. Wiew pending nominations

Your Company's PSTC or SSTC will process your request © 2014 IBM Corporation
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Software support

Open a new PMR
Search PMRs

Site technical contact
administration

Business partner
administration

My profile for Electronic
Service Request

Help

Related Links
Passport Advantage
Online

- ESR help

Open a new PMR

PMR Number INn Process

Product IBM Tivoli Access Manager - IBM Tivoli Access Manager for eBusiness Base

Contact Information Problem Description Business Partner

The fields indicated with an asterisk (*) are required to complete this

transaction; other fields are optional. This information is only used within the | test-Tivoli-1

problem management system to provide you with information associated
with vour service request. If you do not want to submit the required
information, please use the "Back" button on your browser, or close the
browser to cancel this PMR.

* Set severity I-Egr; ishgl'rl.iascé:c‘iil:;ﬁ;n impacting your business
O severity 1

O severity 2

O severity 3

O severity 4

= Levels definitions O Systemn is down

Operating System I Select an operating system | %

* Short description (1024 character limit)

Recent changes to the system (1024 character limit)

Corrective actions already taken (1024 character limit)

Values in input variables when problem occurred (512 character limit)

Service Request — Submit a problem

Fields and click buttons for all quick
summary detail

Selection for severity
Business impact field

Operating system where the failure is
occurring

Short description

Any recent changes
Actions taken to resolve
Details on inputs if it applies

Page also provides a place to include
an attachment
» Best practices: provide all content in a zip file

* Logs, and other diagnostic material
recommended from the product support page
for the type of failure

» Best idea - have a complete text file of all
system environment details and zip this in
each SR submission

© 2014 1BM Corporation



= Add your business partner information to IBM Service Request by following these steps:

18

1) Access IBM Service Request at:

2) Click the Sign in link. If you are already authenticated, then skip to the next step. 2)
Click the Register now button. Note: If you are already registered with IBM Service
Request, then see the note at the end of the instructions.

3) Scroll to the bottom of the page and select the link labeled "Click here to check
business partner status". This link will contact IBM PartnerWorld to verify your status and
grant you access to IBM Service Request.

4) When the verification is complete click the "Return to IBM Service Request" link
located above the left navigation menu.

5) Select the Customer administration link in IBM Service Request to add your
customers. Note: If you are already registered with IBM Service Request, please select
"Support registrations” link in the left navigation menu in IBM Service Request. Next,
scroll to the bottom of the page and select the link labeled "Click here to check business
partner status”. This link will contact IBM PartnerWorld to verify your status and grant
you access to IBM Service Request.

© 2014 IBM
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Link Registration in SR (screen capture from SR)

Worldwide Welcome Mr. Jeremy Fox

Industries & solutions  Services Products  Support & downloads My IBM

o Support registrations

Support registrations

U dministrati
seradminisiration Access to IBM software support services such as IBM Support portal, Fix Central and IBM Service Request require that you

P orin e e S register. You may register with your IBM customer number or machine type and serial number. Please select an option below to
begin the registration process.

i
Help (*) By customer () By machine type and serial number £}
Please enter your customer information below. If you dont know this information, your organizations contracting or -
purchasing office may be able to help you. "
o
IBM customer 5

number”

Business partner
= Click here to check business partner status
Information for Shop & buy
19 ©2014 IBM
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Link Registration in SR (screen capture from SR)

Business partner

IBM PartnerWorld registration status: Not detected

As an IBM Business Partner, you can create and update service requests on behalf of your customer. The ability to do this requires
two steps:

1)You must be registered in IBM PartnerWorld. To register with PartnerWorld go to the \® PartnerWorld site and use the Join
PartnerWorld link in the Membership section.

2)IBM Service Request will check for your registration in IBM PartnerWorld. If the registration is not automatically detected, please use
the Check IBM PartnerWorld for my registration link.

3)Once you are registered in IBM PartnerWorld and IBM Service Request has detected your registration, you can request a
relationship with your customer. Once the customer approves that request, you will have access to manage service requests on their
behalf.

Check IBM PartnerWorld for my registration

20 ©2014 IBM
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« Business Partner linked in SR y

22

Preferred method, linking business partner credentials in SR.

Partner contact information managed in IBM PartnerWorld, so the
customer / STC does not have to manage the data.

Preferred validation method establishing the correct level of access.

Business Partner establishes relationships with customers within
SR (alternatively the STC can establish the relationship).

Immediate SR creation with entitlement based upon customer's
support agreements

© 2014 IBM
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Business Partner Scenarios in SR

« Standard Business Partner Screen Shot:

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities ?

Service requests home MNew service request for my customer Search My profile My messages Help

Service requests home

=> Open a new service request for my customer

Manage support
registrations Search service requests
- Support registrations

Support resources +
Contact support +
Search by service request number b

- Customer Buy support & services 't

administration Enterba service request = Select country Q
el Other IBM pages +
Search by customer number Site Availability +
Hardware support Enter keywords Site news +
- ESC+ for online
hardware and firmware Select a customer 0633962 [Australia] [1] Q Support feedback +
senice requests number

= Advanced search

Recent acquisitions

23 ©2014 IBM
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« ISV (Independent Software Vendor) linked in SR y

24

Have the option to “work for customers” or to “work for my
company” in SR.

SRs for the business partner's company must be created in
PartnerWorld. Once the SR is validated and created by PWCS
(PartnerWorld Contact Services), updates can made in SR.

Partner contact information managed in IBM PartnerWorld, so the
customer / STC does not have to manage the data.

Business Partner establishes relationships with customers within
SR (alternatively the STC can establish the relationship).

© 2014 IBM
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Business Partner Scenarios in SR

« ISV (Independent Software Vendor) Screen Shot:

Industri olutions S s Products  Support cads My IBh

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities ?

Service requests home MNew semvice request for my customer My profile My messages Help

Service requests home

Work for my company | Work for my customers b—‘

Manage support

+
registrations Support resources
~ Support registrations Search service requests SRS
i +
= g&'ﬁfﬂ'ﬂ;ﬁ;tim Search by service request number N e =
Enter a service request ™ Selact country Q Other IBM pages
number
Site Availability iH
Hardware support Search by customer number ST e T
-+ ESC+ for online
hardware and firmware e ey wons Support feedback +
Vi t
S i Select a customer AD03378 [United States]&] Q
number
Recent acquisitions = Advanced search
A feall W
25 © 2014 IBM
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. Software ValueNet Provider y

- Setup in Passport Advantage online (PartnerWorld registration not
required to use SR).

- ValueNet Provider ICN contains entitled products.
-~ Customer also has an ICN, but no entitlements associated to it.

- ValueNet Provider registers with SR as a standard user and
references client's ICN in SR.

26 ©2014 IBM
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Business Partner Scenarios in SR

« Software ValueNet Provider Screen Shot:

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities ?

Service requests home MNew service request for my customer Search My profile My messages Help

Service requests home

=> Open a new service request for my customer

Manage support
registrations Search service requests

Support resources +

- Support registrations Contact support +

Search by service request number

- Customer Buy support & services 't

administration Enterba service request = Select country Q
el Other IBM pages +
Search by customer number Site Availability +
Hardware support Enter keywords Site news +
- ESC+ for online
hardware and firmware Select a customer 0633962 [Australia] [ﬂ Q Support feedback +
senice requests number

= Advanced search

Recent acquisitions

NOTE: This is the same BP “standard” screen shot

27 ©2014 IBM
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« Authorized caller on client's customer number

28

&

STC or Admin must approve access and manage partner data as if
an employee.

Registered for SR without using business partner linking.

Business partner is not known in SR as a partner and does not
have access to partner functions.

Each partner must register individually rather than having a
company to company relationship.

© 2014 IBM
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Business Partner Scenarios in SR

. Authorized caller on client's customer number Screen Shot: |

[ndu

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities ?

Service requests home MNew service request for my customer Search My profile My messages Help

Service requests home

=> Open a new service request for my customer

Manage support
registrations Search service requests

Support resources +

T Contact support +
~ Support registrations Search by service request number PP

- Customer Buy support & services 't

administration Enterba service request = Select country Q
el Other IBM pages +
Search by customer number Site Availability +
Hardware support Enter keywords Site news +
- ESC+ for online
hardware and firmware Select a customer 0633962 [Australia] [ﬂ Q Support feedback +
senice requests number

= Advanced search

Recent acquisitions

NOTE: This is the same BP “standard” screen shot

29 ©2014 IBM
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« Business Partners with end customer support agreements y

- Business partners may also have support agreements for their
company.

- They register as standard users for their ICN.

- In SR they will see the standard SR homepage as well as the option
to work for their customer in the partner screens.

© 2014 IBM
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Business Partner Scenarios in SR

- Business Partners with end customer support agreements
- (Screen Shot)

Indust
Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities ?
Service requests home MNew semnice request MNew semvice request for my customer Search My profile My messages Help

Service requests home

Service requests home | Work for my customers
Manage support

+
registrations Support resources
> Support registrations = Open a new service request Contact support +
- Customer f Buy support & services '+
Sdmastratan Search service requests >
Search by service request number Other IBM pages
i L .
E::_le_:[,srsenﬂce request * Select country Q) Site Availability +
Hardware support Site novs +
- ESC+ for online Search by customer number
hardware and firmware L Support feedback h
senvice requests Enter keywords
Select a customer 7896663 [United States][v] Q
number
Recent acquisitions
Coremetrics we] 2 Advanced search

31 ©2014 IBM
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Service Request (SR) Creation:

« SR Creation as a Business Partner:

Industries & solutions  Services Products  Support & downloads My IBM

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities !

Service requests home New service request New service request for my customer Search My profile My messages Help

New service request

Service request submitted

Success!

0 Your service request number is 59835 005 000.

Customer support will call you at phone number: 512-286-3452-.

€ Return to the IBM Service Request home page

©2014 IBM
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SR Tracking

I

= Tracking the SR as a Business Partner:

33

Industries & solutions

Support home

Service requests home

Downloads

Manage support
registrations

- Support registrations

= Customer
administration

Hardware support

= ESC+ for online
hardware and firmware
service requests

Recent acquisitions

= 2

Coremetrics

Services Products

Support & downloads

My IBM

Troubleshoot Plan & install Service requests & PMRs Documentation

New service request New service request for my customer Search My profile

Service requests home

Service requests home  Work for my company Work for my customers

- Open a new service request

Communities {

My messages Help

My recent open online service requests

To modify an open service request, select its service request number.

ev. Title Date Date
modified submitted

2 TEST PMR - Do not close -
cont...

172213 1/22/13 (=]

©: Technical = :Print details of this @ :Email this
support chat service request service request

o: Unread !: Needs your
attention

- View all my online service requests

Search service requests

Support resources £z
Contact support &
Buy support & services '+
Other IBM pages +
Site Availability +
Site news k.
Support feedback b

© 2014 IBM
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SR Demo (via Screen Shots)

« SR Search: Steps a BP would follow to monitor a SR (opened by PartnerWorld) via the SR

tool. The User may have to be added as an interested party for that SR, if the viewer was
not the originator.

Industries & solutions Services Products Support & downloads My IBM

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities ’

Service requests home New service request New service request for my customer Search My profile My messages Help

Search

Filter list content

(=) Search my service requests submitted online only

() Search all service requests

() Include archived service requests

Note: Searching the archive will take longer to return results. Please be patient.
IBM Customer
number® All

2121212 [United States]
3333333 [United States]
7777777 [United States]
A076108 [United States]

Enter keywords to
refine your search

() Service request number 1= Select country

(=) Show service requests up to todays date

34
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SR Demo (via Screen Shots)

= SR Search: Looking for a SR, searching in different ways....

Support home Downloads

Service requests home

Search criteria
Search all service requests
Show open service requests

Show service requests up to
todays date

Severity: All

IBM Customer number

All

Save my search as

P 4

35

Industries & solutions  Services Products  Support & downloads

Troubleshoot Plan & install Service requests & PMRs Documentation

New service request New service request for my customer Search

Search results

Search all service requests

Please note the following items before continuing:

= Your search results include only current service requests. Archived service requests are not included.

My IBM

Communities

'd
H

My profile My messages Help

N E

E El .;J

Your search results are shown below. To sort the results, select a column heading. To change the sort direction, select the heading

again.

1™ Customize result table = Printable report % Export report

429 items found: displaying items 421 - 429.[First/Prev] 15, 16, 17, 18, 19, 20, 21, 22 [Next/Last] Results per page: 20 |

50

100

*:Unread I:Needs yourattention ~©:Technical support & :Print details of this & :Email this service
/ chat service request request
1« Service request# Title Severity Status Date
- submitted
38900,514,000 C_71903_RslveSoftXcelFullAccess - Test 3 Open 1/22/13 (= -}
38907,514,000 C_71903_RslveSoftXcelFullAccess - Test 3 Open 1/22113 (= -}
38903,514,000 C_71905_RslveSoftXcelAdminAccess - Test 3 Open 1/22/13 = =

Corporation



SR Closure

= Business Partners can request a closure on a SR:

36

Industries & solutions  Services Products  Support & downloads My IBM

Support home

Service requests home

Downloads

Service request number
59835,005,000

Status Open

Agreement

Customer
DSW_FCT_CUSTOMER

Location

Agreement
2121212 [United States]

Product

DB2 Enterprise Server Edition
V9.5

Component

DB2 Net Search Extenders on
Linux (System z) 9.5.0

Troubleshoot Plan & install Service requests & PMRs Documentation

New service request New service request for my customer Search My profile

Update a service request for my
customer

&= Print a summary gg Email ¥ Export as a CSV file ¥ Export as a text file

Communities

My messages

Problem description

Please complete the problem description information below. The fields indicated by an asterisk (*)
are required to complete this transaction; other fields are optional. If you do not want to provide us
with the required information, please use the "Back" button on your browser to return to the
previous page, or close the window or browser session that is displaying this page.

Before providing problem information and/or diagnostic attachments, please read and understand
Exchanging diagnostic data with IBM.

Problem information

"
Title TEST PMR - Do not close - contact Jeremy Fox
(256 character limit)

Additional comments

Help

© 2014 I1BM
Corporation



SR Closure

= Business Partners can request a closure on a SR:

(256 character limit)
(| System is down

Request type* Software Defect Support ® Help
[ | Request premium response

Please select your operating system which will ensure the proper routing of your service request

Operating system™ Linux |

Additional information

Customer tracking ID

= Help
(20 character limit)
Attach additional files
Select file to attach (" Browse... |
(2 GB limit per file)
Add file to queue
Files in queue None
Request to close this service request
Continue X Cancel
37 © 2014 IBM

Corporation



= Business Partners can request a closure on a SR:

Industries & solutions  Services Products  Support & downloads My IBM

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities

Service requests home New service request New service request for my customer Search My profile My messages Help

Close service request

Your request to close service request 59835 005 000 has been submitted.

Connect with us Key topics Information for Shop & buy About IBEM Popular links

Create a profile
Communities

Academic collaboration
Research collaboration
IBMers past and present

A smarter planet
Analytics

Cloud computing
Security and resilience
Smarter commerce
Smarter Computing

Sustainability

Smarter Cities

C-suite executives
Industries

Small and medium
business

Developers

IBM Business Partners
Investors

Job seekers

Special offers

Personal computers
Ready to buy?
Financing

Find a sales rep

Find a Business Partner
IBM logo merchandise

Latest news

IBM's Centennial

IBM Research
Corporate responsibility
Employee directory
More about IBM

Careers

Fix central

Passport Advantage
Product security bulletins
Software

System x

Watson
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SR - Add Customers (process steps)

= As a business partner, you can use IBM Service Request (SR) to request new
relationships with your and IBM's shared customers.

- To do so, log onto SR and follow these steps:

- 1) Choose "Customer administration" from within the "Manage support
registrations" box on the left

- 2) Choose "Add" at the top of the page

- 3) Select your location(s), enter your customer
contact's email address, provide a justification
that will be sent to the customer, and click
"Submit" All administrators for your
customer will be notified of your i
request to establish a relationship.
Once one administrator approves or
rejects your request, you will be notified.

39
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Add Customers (screen capture from SR)

Industries & solutions  Services Products  Support & downloads

M Customer administration

Support registrations

Customer
administration Update Add New requests
Help
Enter the customer e-mail address and any details or justification below.
*Request customer relationship
() Request customer relationships across all of my locations
(») Request customer relationships only for selected locations
(press the Ctrl or command key while selecting to chooose multiple locations)
Lk
Customer e-mail netfoxjer@yahoo.com
Please provide some details or justification to be sent unedited to the customer (1024
character Iimit).*
Jeremy Fox needs access to this customer's company - DW.J
Test Co.
A
Submit
40 ©2014 IBM
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Add Customers

(screen capture from SR)

41

Industries & solutions

< Return to Service
Request

| Support registrations

Customer administration

Help

Connect with us

Create a profile
Communities

Academic collaboration
Research collaboration
IBMers past and present

Services

Products

Support & downloads

My IBM

Additional relationship request complete

The support agreement administrator (site technical contact or electronic support team) has been
notified of your request. The administrator must first approve your request before you can get

support on any agreement. You will receive an e-mail messsage (sent to cag@us.ibm.com) when
the approval process is complete.

4 Return to the "Request a customer relationship™ page

Key topics
A smarter planet
Analytics
Cloud computing
Security and resilience
Smarter commerce

Smarter Computing

Sustainability
Smarter Cities

Information for
C-suite executives
Industries

Small and medium
business

Developers
IBM Business Partners
Investors

Job seekers

Shop & buy
Special offers
Personal computers
Ready to buy?
Financing
Find a sales rep
Find a Business Partner
IBM logo merchandise

About IBM
Latest news
IBM's Centennial
IBM Research
Corporate responsibility
Employee directory
More about IBM

Popular links

Careers

Fix central

Passport Advantage
Product security bulletins
Software

System x

Watson
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STC (Site Technical Contact) Business Partner Relationship Re@z==d

(screen capture from SR)

From the STC view: Approval of the New request

- Partner administration

User administration

Partner administration Update Add MNew requests Approve service requests

Help
o Business relationship approvals have been processed

To limit your pending relationship request to one agreement, select the radio button for that
agreament.

You have relationship requests for the following agreements:

Search criteria

42 ©2014 IBM
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= Site Technical Contact (STC) or Admins can use IBM Service Request (SR) to request new
relationships with IBM Business Partners

= 10 do so, log onto SR and follow these steps:

- 1) Choose "Partner administration" from within the "Manage support registrations”
box on the left

- 2) Choose "Add" at the top of the page

- 3) Enter your partner contact's email address, select your customer number(s), and
click "Add business partner" The partner contact will be notified of your request to
establish a relationship

- Once a partner contact approves or rejects your request, you will be notified

43 ©2014 IBM
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Mobile SR

(Screen Shot from SR,
via a mobile browser)

44

IBM Service Request

My recent online service requests

@® Unread ! Needs your attention

Testing SPA
87082,055,866

Severity: 2  Status: Open
Modified: 1/10/13

Testing Additional information...

34124,999,000

Severity: 3 Status: Open
Modified: 12/17/12

Testing purposes
87023,055,866

Severity: 3 Status: Open
Modified: 12/4/12

View next 10 online service requests

Search service request

m
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SR Quick Start Guide:

This page explains the SR registration process. Once registered, you select the "Open a Service Request" link and
complete the fields. There is more detailed help for individual functions, etc. via the SR Help link on the SR pages.

SR Homepage:
SR Help:

SR Business Partner Help:

SR Help Desk (requires Login):

IBM Electronic Support

YouTube eSupport Channel & SR Videos:
eSupport Channel:

Using IBM Service Request to review SRs from the web:

IBM Service Request streamlined problem submission process:

Mobile - Using IBM Service Request on your mobile device:

—
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Business Partner — ISV Technical Support

How partners submit problem requests on their own behalf

Please use your IBM ID to log into the PartnerWorld technical support page at the following
link:

You can submit your problem via this page to the PartnerWorld Contact Services (PWCS)
team.

- Phone support is also available from 7:00 a.m. to 7:00 p.m. U.S. central time, Monday-
Friday, excluding U.S. holidays. Call 1-800-426-9990, then press or say "0" (zero) to
be transferred to technical support. International callers may call 1-770-858-5052.

- You will be asked to provide your IBM ID and PartnerWorld enterprise ID for
verification.

Once the PWCS team validates your entitlement and creates the service request, you can
return to IBM Service Request (SR) to manage the '

46



47

Lesson 3 — Support Tools and Resources

Knowledgebases and other Online Resources

© 2014 IBM Corporation



What Knowledgebases are available?

« |IBM Support Site

 IBM PartnerWorld

 |[BM Education Assistant

« |BM developerWorks

« |IBM Support Assistant

 |IBM Redbooks

48 © 2014 IBM Corporation



Self-Assist Support - providing 24x7 access to information

IBM Electronic Support Tools help Customers

Find answers, resolve problems, and stay connected...

RS Feeds and

IBM Support A
IBM Education .

start using the new

"I\ET
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IBM Software Support Homepage

Translate this page ~

Support Portal

Product lookup:  Lookup ancther product name, part number or machine type/model ¥} & Browse for a product Search based naV|gat|0n
& Share your list of recently viewed products * My products
. Product Selectable and Profile
capability

Search support and downloads - Searches provide the greatest

Search: Q| Tios Qualitative results ie searches are
isolated to specific document types
- troubleshoot, documentation,

My support programs Common support plan, install and use.

You currently do not have access to support program features in the links

Support Portal. Learn more about support program features by visiting the ~ # Sign out Support WebSite iS updated 4

following websites: * Service requests & PMRs

IR s o e g e times a day from all IBM product
R | service requests subject matter experts
> Technical support services

& Security bulletins

o Support registrations

8 Go to IBM Support mobile

‘. Directorv of worldwide contacts
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Knowledgebases and other Online Resources

Knowledgebases
» What is a knowledgebase?
« How do you access them?

« How do you search them,
what is Quick Start?

 What are effective search
strategies?

» How do you contribute to
them?

51
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Abbreviated KB or kb - a special kind of database for knowledge
management, providing the means for the computerized
collection, organization, and retrieval of knowledge (Wikipedia)

A knowledgebase may provide a mechanism to collaborate, as
the knowledge is being created

An IBM knowledgebase may actually be made up of many
databases

The contributions and collaboration of many people with diverse
levels of expertise and knowledge
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IBM Knowledgebases: Support Site

Translate this page ~ )

Support Portal

Product lookup:  Lookup another product name, part number or machine type/model ¥/ & Browse for a product
& Share your list of recently viewed products * My products

Search support and downloads

Search: Q Tips

My support programs Common support

You currently do not have access to support program features in the links

Support Portal. Learn more about support program features by visiting the ~ # Sign out

following websites: > Service requests & PMRs

> Software Accelerated Value Program » ESC+ for hardware and firmware

service requests
& Security bulletins
o Support registrations
8 Go to IBM Support mobile
‘. Directorv of worldwide contacts

+ Technical support services

IBM Support — Access and Search

Access the IBM Support Downloads site

Choose support type

Choose your product(s)

Choose your page

53 See your results.
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IBM Support — Simple Search

To perform a simple search, type one or more terms in the search box and select the Search button .
The search returns a list of links that contain all of your terms.

The search terms you enter are matched against the title, URL, keywords and content of support
pages in the language you set in the IBM masthead as well as in English.

The search engine does not match your search terms against other values associated with the
support pages, like user-supplied tags or document type, that are displayed in the left column filters on
the search results page.

IBM Support — Search with Product Filter

Product Filter - Use the product filter to limit your search results to the IBM product that you have
selected in the IBM Support Portal. Select the product check box to narrow the results to your
currently selected product. If you have defined your product with one or more versions or operating
systems, those values will be used to limit your results.

Select a product from Recently Viewed OR Browse
a Product to find from a list of all products

;; S u p p 0 rt P 0 rta I Recently viewed

products

v 4
The Year's Ten Best
Web Support Sites

Product lookup: Lookup another product name, part number or machine type/model =,

S
Tivoli Storage Manager 7.1.0 (Linux)

]

Browse for a product
My products

n

Tivoli Storage Manager
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IBM Knowledgebases: Support Site Search

Search support and downloads

backup fails Q Tips

Search only Tivoli Storage Manager 7.1.0 (Linux)

Refine search G Clear all  Sort by: Relevance | Newest first ts per page: 20 | 50 | 100
1-20 of 99 results | Next =2
Task
Design
Maintain
1dh Search results from Simple Search are
Unspecified presented in shaded area. Start her a
Use product filter,

Current Selections \ Then use the Refined Search option in left

Viewing All navigation bar allow Task, Tag, Content Type

and Operating System refinements
Content Type

Documentation index
Educational program

Planning information

Mo e imd =l somm D =
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To make your search more effective, do the following:

1. Be specific - Try using words that are unique or try adding descriptive words. For
example, a search for InfoSphere may give you too many results. If you're really looking
for InfoSphere DataStage fixpacks, specify InfoSphere DataStage fixpacks.

2. Try using synonyms - If you get too few results or Search doesn't find what you're
looking for, try synonyms for your original words. For example, instead of searching
for bugs, try defects.

3. Check your spelling - A single misspelled or mistyped word can change your results.

4. Learn from your results - Your search may not return exactly what you're looking for,
but scanning the results may help you see the words that were found and give you ideas
for other searches.

Note: Search isn't case sensitive, so don't worry about capitalization. Also, an automatic AND is
assumed between the words you enter in your search terms, unless you type an OR which must be
capitalized. Both AND and OR must be capitalized when used as operators.
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Partners contribute to IBM Support knowledgebase
» Access the site, follow the procedure listed at this Web address:

« Contributions are evaluated for quality and scored based on the following
criteria:

*Non-duplication

*Problem stated clearly

*Solution stated clearly

*Precise wording

*Template used

*Spelling and grammar

*Uses generic wording (not case-specific)

© 2014 1BM Corporation
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Rate this page

Please take a morment to complete this form to help us better serve you.

This material provides me with the OStanle Agres

information I need,

This material is clear and easy to
understand.,

Did the information help you to
achieve your goal?

What updates, improvements, or
related information would yvou like
to see in this docurnent?

O.ﬁ.gree

O Neutral
lC}Disal;rneuﬁe
lC}Stn:unl;hr Disagree

lC::J'Strcunglyr Agree
lC::J'.ﬂ.ugree

O Neutral
lC::J'Iirlisa|;|rneua
lC::J'Strcunglyr Disagree

Cves O o O Don't know

Your respaonse will be used to improve our document content, Requests for
assistance, if applicable, should be submitted throuah vour normal support
channel as we cannot respond from this site,

Input the verification number to
subrmit feedback:

° Submit

Verification number:

We need your feedback !

*The DLF (Document Level Feedback)
form is found on every document that
you retrieve in a search.

«Scroll to the bottom of the document
and you will see the form.

*Please provide feedback on the quality
and accuracy of the document.

*When you enter text in the free form
text field, it goes into a database and
your comments are sent to the content
creator.

*Feedback is used to improve existing
documents and create new ones.
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United States [ change ]

IBM Software Support RSS Feeds
" IBM Software Support RSS feeds + RSS feeds are updated several times a
s S 5 [ day to identify newly posted information
RRYSR: s aratormoma r rorn eotstovn  possis | k * RSS is an open standard, used by
e e R i R hundreds for internet sites
P .

RSS readers can be customized to monitor

only what you want (by product) and even
filter on keywords

- Download an RSS reader or browser plug-in, and
+ Subscribe to afeed

Click on a brand name below to go to the list of IBM Software products with RSS feeds

B rss for Information Management products
B rss for Lotus products

B rss for Rational products

B Rrss

B rss

B rss

Countryiregion [ select ]

Welcome John Gustafson [Mot you?] [ IBM Sign out]

Home Solutions ~ Services ~ Products ~ Support & downloads ~ My IBM ~

e My notifications
Subscriptions for IBM technical support
Help
=T My subscriptions Subscribe My defaults Help What's new?

= July 2010
You do not currently have any subscriptions

My notifications
Provides a single personalized access

Related links Flease use the "Help for My notifications” infarmation below to learn how to create and manage your

- Lenove support subscriptions.

. e location for only the products you select
: * Provides a weekly summarized email for
: content you want updates on
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IBM developerWorks — Access and Search

» Access IBM developerWorks at:

 Enter search string in Search box - Use search list to narrow
developerWorks search to IBM product or topic.

» Use Left Navigation menu - Place cursor over Information Management
to view and select areas of interest.
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IBM developerWorks

developerWorks. Technical topics  Evaluation softvare  Community ~ Events

Discover. Develop. Connect.

Technology and people to help you tackle the hard stuff.

Big data Business Cloud computing DevOps Mobile Security
analytics development

* In-depth technical information for
developers and administrators

* New technology introductions ' and more
 Technical tutorials and training

» Downloads

« Communities and forums
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IBM Support Assistant (ISA)

|||
[
el
il
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Support Portal

IBM Support Assistant

Product lookup: Lookup another product name, part number or machine type/model ~| * Browse for a product
@& Share your list of recently viewed products * My products
Search support and downloads
Search: Q Tips
] search only IBM Support Assistant
Downloads (view all) Product support content
2 Local update site for IBM Support Assistant 4.1 ... 2 Product documentation (manuals)
=+ Announcing IBM Support Assistant V4.1.5 ... » Plan and install documentation
> Announcing IBM Support Assistant V4.1.4 ... + Flashes, alerts and bulletins
» Download IBM Support Assistant Lite for ... + Troubleshooting documentation
7 Download IBM Support Assistant Lite for ... 2 All product support content
Tools and resources Featured links (view all)

Learn about the IBM Support Assistant
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No-charge troubleshooting workbench that offers:

Multi-source search capabilities and access to product information
Automated data collection

Problem determination tools

Ability to capture and store environment information

Product Information page -- quick access to technical information

Content just published from the product’s support page

Automate log and data collection (automated MustGathers, and other data) with symptom-
specific data collectors

Integrated Log Analysis capabilities accelerate first steps of problem investigation
Reengineered Data Collection process:

Remotely execute “MustGather” data collections
Gollect remote files

Orgamze_ roblem determination data, notes, files, data collector files, inventory reports, and
share them with other analysts or IBM Support
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IBM Education Assistant (IEA)

Downloads
Support

Training and certification

Services
Library
Events

News

Products

Communities:

» IBM Business Partners

= I5Vs
- Developers

- Warranty in

64

fo

United States [change] Terms of use

My account

Search

Services & industry solutions Support & downloads

IBIVI Education Assistant

m ftém E @ AR § IEM software

IBM Education Assistant iz a collection of multimedia educational modules Lotus. software
designed to help you gain a better understanding of 1BM software products

and use them more effectively to meet your business requirements. Modules
consist of the following types of content: LU software

@ Presentations (many with audio) - provide an overview of a product or R 8 software

technology or a more in-depth look at a particular product component or
feature. Presentations are available in both Flash and PDF formats
WebSphere. ELICEUS
+ Systems and servers

{and related
software)

=] Demonstrations - show you how to complete a specific task or
configuration (in Flash format) and provide background information to help
you understand the options available

E Tutorials - praovide instructions and all files necessary to complete a
practice lab scenario in your own environment

E| ) ) - Information centers
Additional resources - provide links to relevant external content

=+ Davelopar works
IBM Education Assistant content (by brand) N nf u
nrormation

-+ Information Management software
Includes DB2 Everyplace and Informix Dynamic Server

Management
education

-+ Lotus software -+ WebSphere education

Includes Domino, Expeditor, Notes, Sametime, and WebSphere Portal L 1BM AL
-+ Rational software = IBM Syst -

Includes Application Developer, ClearCase, and Functional Tester 1 EvstEm =
= Tivoli software

Includes Access Manager, Identity Manager, Monitoring, and Storage
Manager

+ WebSphere software
Includes Application Server, Extended Deployment, Business Process
Management suite of products, Adapters, Partner Gateway, Developer for
System z, Everyplace Deployment, Host Access Transformation Services,
Message Broker, MQ, Studio Asset Analyzer, TXSeries for Multiplatforms,
and IBM Support Assistant

IBM Education Assistant is a collection
of multimedia educational modules
designed to help you gain a better

understanding of IBM software
products and use them more
effectively to meet your business
requirements. Modules consist of the
following types of content:

Presentations (many with audio) - provide an
overview of a product or technology or a more in-
depth look at a particular product component or
feature. Presentations are available in both Flash
and PDF formats

Demonstrations - show you how to complete a
specific task or configuration (in Flash format) and
provide background information to help you
understand the options available

Tutorials - provide instructions and all files
necessary to complete a practice lab scenario in
your own environment

Additional resources - provide links to relevant
external content
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Access and Search Example

Selecting ‘Information Management’ from the IBM Education Assistant results in this page

» Select the product of interest from the Contents section.

« If the product is not listed, there is no current offering available.

Countrylregion [ select]

Education Assistant O

Home Business solutions IT services Products Support & downloads My IBM
Search Search scope: All topics

Contents % 4 8 | Cognos C o g LGy 0
€ 1BM Education Assistant . . ]
® ® IBM Education Assistant
@ Content Analytics
@ Content Manager OnDemand for Multiplatforms Information Management software products

€ DB2 Connect

© DB2 Database for Linux, UNIX and Windows F {;’M o Educational content for

@ pB2 B Ia other IBM products
veryplace

i g rmati in. n
L — blornatio emguoet

@ iCluster Lotus. software

& Bl 3 1EM Education Assistant is a collection of multimediz educational modules

@ Informix Client Software Development Kit designed to help you gain a better understanding of 1BM software products msoﬁware

g Informix Dynamic Server and use them more effectively to meet your business requirements. o coftware

¢ InfoSphere DataStage -+ Take a tour of IBM Education Assistant B [ Websphere Fog

@ InfoSphere Federation Server software

@ InfoSphere Master Data Management Server for Product Information C Follow IBM Education Assistant on Twitter Systems and servers
&

@ omniFind Enterprise Edition

@ Optim Development Studio Information Management software
@

~* IBM Electronic Support tools and resources

@ ibm.com: About IBM - Privacy - Contact + Co
o
E nDemand for Multiplatforms
-
- ‘or Linux, UNIX and Windows
-
= nt Management
-

-]  J -+ Informix Client Software Development K [+
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IBM Fix Central and Downloads

Fix Central

Fiz Central allows yvou to search, select, order, and download fixes to vaur
systermn with a choice of delivery options, Fixes provide changes to your
software, Licensed Internal Code, or machine code that fix known problems,
add new function, and keep vour systerm, software, or Hardware
Managerment Console operating efficiently .

Fix Central has been designed to make it easy to find and obtain fixes by
providing multiple search and ordering options *,

These include the following:

Search by APAR or SPR identifier

Search by Fix ID

Search by arbitrary text

Search for recormmended groups

Limit search results by category, product, release, and platform
Include prerequisite and carequisite fixes

Download using Download Directar, HTTP, or FTP

 Qrdering and download options are not available for all products,

* Rotum 1o I6M Support Fix Central

Fix Central |

o

Inventory upload ATch Fix s
Supported products Fix Central provides fixes and updates for your system's software, hardware, w

and operating system.

Help
For additional information, click on the following link.
Feedback ® Getting started with Fix Central
My product history
Find product Select product > Tivoli Service
7 Go to Fix Central Automation Manager
mobile Type the product name to access a list of product choices. (7.24, All
When using the keyboard to navigate the page, use the Tab or down arrow
keys to navigate the results list.
Product selector
66 <Start typing your product name> &5 © 2014 IBM Corporation



MDYV Types

Description

Test fix

May be product binary or other fix deIiverabIe. Not necessarily packaged for an application tooI

p% ry or un<f: rt|f|e W|th I|m|te M testin tl(at is su I|ed to one or several custo Fort stin (9 Li vailable f?r the
I|c t#ae af fix ve ag/ ? |tt e or noﬁac 9 H% le replacements. Ix shouldinclu ocument ation with
east m|n| min ormatlon on dpplication and testing of't test

LA interim fix

e B A A e Sfeceng ey M TR e B R e
F] nly minima estin t% n ese ﬁome\s %nl r whatever reasoﬁﬁ Lé)q customer te tlngl icates |t
Ixes th reported problem( s% eve team wa s 10 limit avaifability to hIS maintenance delivera

Interim fix

sialatte prcians (nelydng Resdnekpiowdsd on ol supnerled seeralng sysiome it orinal teslog, 91e S UBIe A AP ASP o
Ixes orlnterna discovere ects. It is ma egeneraﬁy Svailable 1o 1he registered Users. P

Fix pack

ﬁlf?( t:)glcrlr(1 lsdgu[gt %tlvre fn%llgpﬁt?wﬁ %Ilthe f'XeE;SP gged IRABfFVIO <alnte.)ngrﬁ qthe releasehlncludln %EVI%%SnEX cks Contains

refrg re res np uatl e Elevel 1S |nd| er|r9the

I era ea ing to on
rﬁgr% Ign r{tefebe recorgegggk evn] Ht enanceln ona efec%apgorlﬂfkhe o an

St R L ey PN rod L on
s type o Ritction Hags not diter thertunct%nael' or opera?onal c%arac%engncs of the produ x pac He MUSPEORtaIn a readr

Tivoli L3 and Development will ship |x acks \fvhenever required. Support Providers will be made aware of coming fix packs via the
standard communication channels, xam

1. APARs closed as fixed in a future f|x pack will still document the fixing fix pack name and either state the target fix pack delivery date
2. The target delivery date will be documented in a preliminary DCF download record and/or a product Fixlist document

67

© 2014 1BM Corporation




68

Fix Lists

« Summarizes information about available Maintenance Delivery Vehicles
(MDVs).
« V = Version
* R = Release
* M = Modification
 F=Fix

 Links to individual fix documents.

» Captures change history of delivered fixes.
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Recommended Fixes Example

Support & downloads
Recommended Fixes for Informix
Server Products

Product documentation

Ahstract
A comprehensive list of recommended, generally available (Ga) fixes for
Informix Server product releases.

Content
Recommended fixes table of contents:

Informix Dynamic Server (IDS) Wersion 11.50
ID= Yersion 11.10

1IDS Wersion 10.00

ID= Yersion 9.40

Informix Extended Parallel Server Wersion §.51
1IDS Wersion 7.31

Al of these products can be downloaded at either the Passport Advantage ar
the Fix Central websites. Fix Packs are available at Passport Advantage. Fix
Packs and PIDs { Post Interim Drop ) are available at Fix Central.

See the Related information section for:

Inforration regarding PIDs
Product download information
all Fix Lists

Informix Product Support Page

Informix Dynamic Server {IDS) Version 11.50

Fin Type Status Released Comments
11.50.xC3wW1lFID Zumulative fix [Cec 19, Fix List
2005
11.50.xC3 Fix Recormrmended|Oct 31, Fix List
Pack Z00g Release and Machine notes
Manuals
Information Center

IDS Ver=sion 11.10

Fix Type Status Released Comments
11.10.xC3 Fix RecommendedDec 12, Fix List
Pack 2005 Information Center
11.10.xC2wW5s | PID Superseded | Sep 19, Fix List
2008
11.10.xC2 Fix Superseded  |Mow 6, 2007 Fix List
Pack Relesse and Machine
notes
rManuals

Information Center

the x in the version number stands for U, H, T, or F

Top of Page

IDS Ver=sion 10.00

Fix Type Status Released Comments
10.00.xC9wzZ |PID Curnulative fix |Dec 2, 2008|Fix List
10.00.xC9wl | PID Superseded Oct 17, Fix List
2003
10.00.xC9 Fix Fecommended|Sep 3, 2008|Fix List
Pack Release and Machine
notes
Manuals
Information Center

the x in the version number stands for U, H, T, or F

Top of Page

IDS Ver=sion 9.40

Fix Type Status Released Comments
9.40.xC3Wz2 | PID Cumulative aApr 12, no published Fix List
fix 2007
9.40, %29 Fix RecommmendedJan 22, Fix List
Pack Z007 Release and Machine notes
Manuals

the x in the version nurmber stands for U, H, T, ar F
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« Access to Full Product Downloads

» A Support Provider does not
automatically receive access to
Passport Advantage for an End User

 If required, Support Provider (SP) must
e request access from their End User to
Home Solutions ~ Services - Products ~ Support & downloads ~ My IBM ~ Welcome John Gustafson [Not you?] access Passport Advantage to

W BM Passport Advantage Sg\rl]vgllfoad products on the End User’s
Support Program overview

Teinegandceritcaton  TERSSTIN EYC S AT BRURESLR restecsess + SP needs to Self Nominate against the

L = Find out more about Passport
B Program overview Advantage and Passport E d U ’ S H I D
| nd User’s Site ID to request access
News Passport Advantage and Passport Advantage Express are simple, comprehensive IBM
offerings that cover software license acquisition including Fixed Term Licenses and Software - Enrollin Paszport Advantage

Subscripti d Support product d dtechnical it und ingle, t ’ H C H
oruagsrce”epn:oe:tashpmEepgsoesp;uﬂggﬁspgra es and technical support under a single, common se ° End User S Prlmary ontaCt authorlzes

—+ Customer sign in

* Access url:

» Click on Passport Advantage online tab

» Click on Customer sign NOT Business Partner
* Enter IBM user id and password

Country/region [ select ]

Communities:
. IBM Business Partners Passport Advantage is designed for larger enterprises, while Passport Advantage Express, a = Reseller sign in access
. 18Vs transaction-based offering, is designed to meet the needs of medium-sized businesses.

. S d ! heir Fix Pack
— ome products release their Fix Packs
- Includes Software Subscription and Support (technical support and product uparades) with i P Ad “S'l

B el SUD3GTP ppon Pport2nd product upgrades) via Passport Advantage as “Silent
+ Provides Selected Support for certain Open Source and other non-warranted code. R f h ”
- Provides comprehensive and flexible upgrade coverage. e res eS
+ Streamlines budgeting for software upgrade and migration costs
+ Provides secure access to Passport Advantage Online
+ Incorporates flexible, easy-to-access, responsive, cross-platform customer support from 1BM
+ Provides access to IBM software technical support for all of a customer's designated IT staff.

+ Provides 24x7 access to support resources for business-critical outages.
+ Provides self help via the Internet.

Learn more

= Learn more about Passport Advantage and Passport Advantage Express.

= Passport Advantage tutorial.

® FPassport Advantage and Passport Advantage Express brochure.

= Passport Advantage and Passport Advantage Express quick reference guide.
& software Subscription and Support brochure.

[ GetAdobe® Reader®
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« Access to Full Product Downloads

» A Support Provider does not
automatically receive access to
Passport Advantage for an End User

 If required, Support Provider (SP) must
e request access from their End User to
Home Solutions ~ Services - Products ~ Support & downloads ~ My IBM ~ Welcome John Gustafson [Not you?] access Passport Advantage to

W BM Passport Advantage Sg\rl]vgllfoad products on the End User’s
Support Program overview

Teinegandceritcaton  TERSSTIN EYC S AT BRURESLR restecsess + SP needs to Self Nominate against the

L = Find out more about Passport
B Program overview Advantage and Passport E d U ’ S H I D
| nd User’s Site ID to request access
News Passport Advantage and Passport Advantage Express are simple, comprehensive IBM
offerings that cover software license acquisition including Fixed Term Licenses and Software - Enrollin Paszport Advantage

Subscripti d Support product d dtechnical it und ingle, t ’ H C H
oruagsrce”epn:oe:tashpmEepgsoesp;uﬂggﬁspgra es and technical support under a single, common se ° End User S Prlmary ontaCt authorlzes

—+ Customer sign in

* Access url:

» Click on Passport Advantage online tab

» Click on Customer sign NOT Business Partner
* Enter IBM user id and password

Country/region [ select ]

Communities:
. IBM Business Partners Passport Advantage is designed for larger enterprises, while Passport Advantage Express, a = Reseller sign in access
. 18Vs transaction-based offering, is designed to meet the needs of medium-sized businesses.

. S d ! heir Fix Pack
— ome products release their Fix Packs
- Includes Software Subscription and Support (technical support and product uparades) with i P Ad “S'l

B el SUD3GTP ppon Pport2nd product upgrades) via Passport Advantage as “Silent
+ Provides Selected Support for certain Open Source and other non-warranted code. R f h ”
- Provides comprehensive and flexible upgrade coverage. e res eS
+ Streamlines budgeting for software upgrade and migration costs
+ Provides secure access to Passport Advantage Online
+ Incorporates flexible, easy-to-access, responsive, cross-platform customer support from 1BM
+ Provides access to IBM software technical support for all of a customer's designated IT staff.

+ Provides 24x7 access to support resources for business-critical outages.
+ Provides self help via the Internet.

Learn more

= Learn more about Passport Advantage and Passport Advantage Express.

= Passport Advantage tutorial.

® FPassport Advantage and Passport Advantage Express brochure.

= Passport Advantage and Passport Advantage Express quick reference guide.
& software Subscription and Support brochure.

[ GetAdobe® Reader®
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IBM Passport Advantage online

Software Download and Media Access

» Click on “Software download & media access” on left navigation pane to access downloads
» Agree to Terms and Conditions
*  Click on Download finder to search for your software

Software download &
media access

Purchase & renewal
Shopping cart
Reporting
Entitlements

Account management
Reference

Need assistance

Related links

= IBEM software support

= Online technical
support

- ShopzSeries

- Public instant
messaging registration

Instructional Videos =

72

I-:in-d downloads & media

The Demo Company USAHeadquarters

Software Download Media Access
Overview Download finder Set my preferences

Software Downloads
Software Downloads provide you on demand access to software product
updates for which you have entitlement.

[ R

+ Set my preferences

Download finder ]

eNotifications

eMotification service informs you via e-mail when product upgrades are
available for download. To subscribe to eMotifications, simply =&t vour
sreferences and you will be notified when new product upgrades are
available. All autherized users of this tool can subscribe to the eNetification
service. You may unsubscribe at any time.

Program offering
Passport Advantage -
oooo0cC1234

Site number
O00DEMO123

-+ IBM software support
for patches & fixes

-+ Software download &
media access
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IBM Networking Communities

United States [ cha United States [ c

Home Solutions -  Services =  Products~  Support& downloads = My IBM - Home Solutions~  Services~  Products -  Support& downloads ~ My IBM -

Vielcome John Gustafson ot you? [IBH Sion out]
“ Go to guick start Sign in to access your

Forums & communities auihorized coment and o
s€ your pr s customize your pages. et o B4 Sup
Support for my selected products o R;lal 10 1BM Sup IBM Software Support RSS feeds

Manage my product
= ge my pi

overview

~ Viewed Products
[} ° IBM Software Support RSS feeds Support feedback
Software support (general) Learn rftmmaach other through community-based technical | Witin sy aciecied produdis ga] \ihatis RSS? D Hop us improve anine
suppo! 7 2
 Your saved products ’ ﬁ' RSS is a quick, easy, and lightweight format for monitoring new content added to Web sites. An RSS feed support

uses XML-formatted files to deliver content that you then access with an RSS Reader. Our RSS feeds
provide the fitle of a new piece of content, such as a technote, a description of the new content, and a link
to the content. Feeds are updated throughout the day.

) Surveys and studies

Software support (general) Support resources

Featured links

Product related links Getting started

© overview Forums ~/I=] Community resources == i
- Download an RSS reader or browser plug-in, and
* Downloads ~ Software support (general) ~ Software support (general) Subscribe to a feed pran
- Information Management Forums - developerWorks Community Topics

Troubleshooting Site availability & news

- Lotus Forums (Phase 1 of..
— Rational Forums

Click on a brand name below to go to the list of IBM Software products with RSS feeds.

Last updates

&> Documentation
13030 2011 249 p.m (ES

Forums & communities - Tivoli Forums User groups

ion Management products
WebS !
— WebSphere Forums e

e  Forums & Communities  §R

Pl
anning More results

Installation
- Lotus User Groups
Usage Blogs and wikis == [ Rational User Groups
Service requests ~ Software support (general) [ Tivali User Groups E ;E ; I ere products
C C WebSphere User Groups ee S
Site assistance orks Blogs by date =4 5 B

[ More —_—_—mm 1 Software products

Blogs
Wikis S ETTEE——

e developerWork:

ogn &1

— developerWorks Blogs by name

n [

CEI—c -

Home  Solutions ~

T Information Management community Lre T [ overview X\ new to X, rorums YUY

Information Mgt

Information Mgmt e Dashboard

New to Information Mgmt Blogs and wikis [ E Information Management Ratienal Welcome to developerWorks WiKis

Services v Products ~

Support & downloads =

Products = Recently Updated &
4 developerWorks Information Management blogs and wikis e e g - —
How to buy |.L] Update My oW interests T eveloperworks wikis make it easy for you and your peers to share InfoSphe: by atlles (36 mins aga)
ST O R RTINS (Log in | What's this e information on topics of interest to developers. We encourage you to share I.—Ea”t‘ygta RS o P
Eroneis \What's on the minds of Information Management experts? Java™ technology. o kpowlljedge‘ Endvsxpfrtlse to he\tp make the wikis a valuable reseurce for  {[normaricn Mansgement)
S — = e entire developerWorls community.
v Find out what other people are saying about a wide variely of IBM Infarmation L My Linux [2) InfoSphere MDM by atllee (37 mins ago)
Training topics. Here's a great place to get involved with the Information Management community. Welcome guest Open source Create your next Wiki on developerWorks! for PIM Bootcamp (Information
Support e e Collaborating with other developerWorks users has never been easier. Management)
- signin = T )
Sen 4 iew mere wikis or create your cwn instantly FREE ebool by richona (1 hour age)
eSS developerWorks Information Management blogs and wikis - Register (free ERLEIR SRR el it b R S R U e gmm i lication
FOTBRETTY Susan Visser xraL Where do I start? development (DB2 on Campu:
News . 3 F3 %
Build your skill on DB2: Books, certification, tutorials, and more T ey by richong (1 hour ago)
Events Susan Visser is the IBI Press Program Manager for Infarmation Management. Previously, she | "c-ourees g:"‘;gvlf“tﬁ'f;ft“;(;dz';'s are;organced jio;spaces iSelections;ofthe spaces with DB2 Express-C (DE2
ran the DB2 Certification program and continues to give exams to IBM employees in Toronto as |« (g1 bata Champion program :
Lotus Ilas attwo | e s h blished two DB2 books and oo
well as al two large conferences every year. Susan has published two ooks and is now + Information Wanapement o . 8
Hanageme nfoSoher v kestvehan ( )
Rational working with 40+ authars to get others published as well . Spaces: | All Dtl‘ boue ;F“: S T 2
Datastage Advanced Bostcamp (Information
Tivoli Cathy Elliott - Peer Advisors Network About WebSphere product information (aboutvsinfo)
. - Resources for the academic 5
WebSphere Informix Voices: Interviews, news, and happenings related to Informix Resouress bby Woolf: Wehsphere SOA and 12E€ in Practice (woolf) aga)
Cathy Elliott is the marketing manager for IBM Informix Software, and has over 25 years of ¥ Werrkshon (3aformStibn Managamers)
Java™ technology experience in the software industry. Cathy has held numerous roles in software engineering, - ISV resourees Partner Technical Advisory Council Wiki = - -
projectteam management and marketing Trial downioads u (3 Re: Displav name by RavE (2 hours age)
Linux Lest (dw Answers)

+ alphaWorks data management

Jacques Roy .
Informix and computing Cell Broadband Engine training resources (cellbetrain)

Open source

20 (3 hours age)

$0A and web services Jacques Roy is an IDS technical product manager as part of IDS development. He has written Lol sibuns: :vianag‘;wr?éietﬂTUI“li Bootcamp
numerous books and articles on Informix, particularly in the area of database extensibility Product support i clearcase remote client ( 2

Web development

[ Informix 1

oL e e

by katy

- Deneliict dncumantatinn - drvalnner an (2 hours age)  [Z]
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Product support provides updates on products through social promotion and
engaging users, on where to locate information

Resources are Twitter, Facebook, Linkedin and Blogging

A listing of these locations are:

« Twitter - @TivoliSupport & @Servmgmtconnect

» Facebook — Page

« Facebook — Group

» Linkedin — Many groups some are product specific (key groups)

« IBM Cloud & Service Management

IBM Cloud Computing
IBM Tivoli Software
IBM Maximo
Tivoli Storage Manager Specialists

« Service Management Connect Communities

 http://www.ibm.com/developerworks/servicemanagement/
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ECuRep is a secure and fully supported data
repository

This server solution is used to exchange data
between IBM Support Providers, Direct
Customers and IBM Support engineers

Please do not place files on, or download files
from, this server without prior authorization
from an IBM Support engineers

In addition to the standard FTP upload
solution, ECuRep supports several alternative
upload methods which allows IBM to transfer
test fixes to support provider

By using a fixed naming convention, all
customer data is aligned to a specific SR

After the data has been received, the IBM
Support Team will be informed via a RETAIN
SR update that the data has been received

By using this service, you agree to all terms of the
Service User Licence Agreement available at:

Standard upload
descrption

FIP standard
upload

HTTP-based

Supported Upload Methods

Link to server

ftpecurep.ibrm. com

http /fwww, ecurep.ibrn comnf appfupload

IP-address

19=2.109.51.7

1922,10%9.21.20

upload with a
browser

[standard HTTP)

Send by rail
[limited to 20
MByte of data)

addres: will be provided by IBM support
center representative

and for secure transmission the server supports :

Secure upload
description

Eerlre FTR

ouer SELJTLS
(FTPS]

Secure FTR

Link to server

ftp.ermea.ibm.corn

shpffanonyrmous@sftp, ecurep, ibrin, com

IP-address

i192.109.81.7

192,109.81.25

over S5H
[SFTR)

HTTPS-baszed

https:ffwww. ecurep.ibrm, cormf appfupload

192,109.81.20

upload with a
browser

[secure HTTP)

Send by secure
mail (limited to
20 MByte
of data)

address will be provided by IBM support
center representative
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 ECuRep - used by customers to send files to IBM, a central repository for
customer files.

» Documentation for ECuRep is located at the following address:

» Three main methods for sending files:
*FTP - Used anytime.

Browser - Used when SR number is known.

E-mail — Used when SR number is known and files are smaller than 20MB.
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IBM Assist On-site (AOS)

|||

KK
U
Il |=|||

Connecting to the customer’s computing environment
« What is IBM Assist On-Site (AOS)?
« When do you use AOS?

77
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Home Solutions ~

Downloads and drivers
Troubleshooting
Product publications
Open a service request

Warranties and
maintenance

Feadback

Related links
= IT pro
- Deve
- IBM Business Partners

duct training

78

United States [ change]

Search

Services ~ Products - Support & downloads ~ My IBM ~

Welcome [ Bl

IBM Assist On-site

Live Remote Assistance

With our live remote-assistance tool, a member of our support team can
wiew your desktop and share control of yvour mouse and keyboard to get you
on your way to a solution. The tool can speed up problem determination,
collection of data, and ultimately, your problem solution.

How to Get Support:

A member of our support team will talk with vou first to determine the nature
of the problem. You should open a problem wvia the normal methods and the
support engineer will decide whether this tool is the right approach for your
particular problem.

To begin, complete and submit the

Frequently asked questions

How does this service work?

Once you connect to the service, you are prompted to download a small,
self-installing plug-in, which allows your support representative to view your
desktop and share control of your mouse and keyboard. At any time during
a support session, you can take control of your computer just by moving
wour mouse. You will be in charge at all times.

Can my support representative look through files without my
knowledge?

Absolutely not. Your representative sees only what you see and whatever
wou permit him or her to see on your computer screen. Before your support
representative views your screen, he or she will first ask yvour permission
and request that you close all documents containing private information.

How is security maintained?

At the beginning of a screen-sharing session, you and your support
representative are connected via a communication server. The screen data
that is passed between you and your support representative during a session
is highly compressed using proprietary technology that can be viewed only
with Assist On-site software. This data is also encrypted using 128-bit
Advanced Encryption Standard (AES) encryption. Privacy principles are
TRUSTe compliant. After the session has ended, your support representative
can no longer see your screen or access your computer unless you make
another explicit request for support.

urity technote.

Maore information can be found in the As

features

Related resources

Browser-based remote control
technology

Collaborate, speed up
problem determination toward
a solution

Open a problem using the
normal methods; support
engineer decide whether this
tool is right for the problem

IBM Support can view, share
keyboard and mouse control

IBM is virtually on-site with
your technical team

Getting Started with using
AOS
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IBM Assist On-site (AOS)

]

Assist On-Site "@ ﬂ

Assist On-Site is Safe and Secure

>
o

@‘@‘“ i

QEF
9

2

Command Center Inferactive Edit Taols Help

OFF- OFF

2

|| & =

E

@ Collaboration Control Panel

Collaboration status

Collaborative session is active

) 7 i | ]
3 2090903
Interactive | Serint| Guery Results | Access Plan|
Database connection
=
7 ) ‘

There are 1 other participants
You have control
You are the leader

Command histary

|cunnett toim_db user dh 2admin

Jata from ECuRep datastore to MCEYS

Patticpants

Isclarke@us. bm.com [9.27.203 84]

nnnnnnnn

= SESSION IN PROGRESS

END SESSION

= v = e S T : 4
Bl GmMEEICIBODLQUOLEDES |ages[ <[ oo 00%pdE| @ mam
| [ woprin .. [[[&]z pesw... - @ calcenter.. | (3) Repicaton...| 83 intem... | [ Commnd....| 3 mz0vret.. | @) Asston-..| Tuesday
(&l : T ]
[T ML LA ¢ =1k —ye
—*n
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=

bl

IBE]
LQ waam
P B Tiestay

5/13/2008

Over 7000 IBM users connecting
to 4000 customers World Wide

IBM engineer provides a 7 digit
random key to initiate encrypted
session

Communication is protected by
128 bit AES (MARS) encryption

Customer does not have to install
software. Customer just accepts
and runs a small 500kb plug-in
using an Internet browser

Once session is terminated by
either the customer or IBM
engineer, the plug-in is no longer
usable

Customer has option at connect
time to log activity to the Windows
Log File and to choose session

state:
view only, chat ,or shared control

Over 40,000 secure sessions
since adoption in 2006
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Support Handbook

Software Support Handbook

Welcome to IBM Support

?\1\?3‘;7. « A complete introduction to
IBm ch IBM Support Resources in
one downloadable PDF

Wie have produced this guide with the following ohjectives in mind:  Contents = Acronyms A-Z

B Abbreviatinns,acronvms and ° Exp|a|ns IBM Support
- Introduce you to IBM Software Support VEVIEW ather terms often used inthe
- Share infarmation on the people that make up our'World Wide |+ S4pport portfolio g programs and procedures
i 1B Software Support Organization + Client selfassisttoals
+ Prowvide information on the support service offerings currently - Getting IBM suppoart Additional references
available frorm 1BM, including definitions of programs, policies, . Contacts
and procedures FpE = Appendix A
g ) . ) * Breventing problems Additional support offering s InC|UdeS hOW tO C0ntaCt
* Help you to effectively utilize the Knowledge Content availahle . Practices P
on the Web and marny new Self Assisttools that are availableto |~ —— — i ili7i
o AN -+ Aopendics IBM and tips for utilizing
- Imprave your experience when contacting IBM Software Suppart Site Technical Cortact
for assistance information for Passport IBM Support and
+ Agsistyou in getting infarmation on software support for idvartaoe preven‘“ ng problems before
campanies that have been recently acquired by IBM and are not
fully integrated into the IBM Support Offerings and processes Handbook in PDE format they occur
+ Explain how you can enhance your [BM Software Support with S S sk
additional services to meetyour needs 22 5 PDF_formatted document
(2.2 ME).
This guide contains important information on the procedures and practices followed in the %) sottware Support Handbook b Download avallable |n PDF
service and support of your IBM products. [t does not replace the contractual terms and condition
under which you acquired specific IBM Products or Services. Please review it carefully. You may T e eaTer form at

wiant to bookmark the site so you can refer back as required to the latest information. We are
interested in continuing to imprave your 1IBM suppart experience, and encaodrage you to provide
feadback by clicking the Feedhack link in the left navigation har an any page.
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IBM Redbooks — Access and Search

« Access IBM Redbooks at

 Enter search string in Search box. Use search list to narrow Redbooks
search to IBM product or topic you want to explore

» Use Left Navigation menu: Navigate the Redbooks Domains
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Partners contribute to the IBM Redbooks knowledge base:

« Participate as a resident during the development of any IBM Redbook
» Visit IBM Redbooks at

Left Navigation menu: Select Residencies

Enter search terms (for example, a product name) to search the Index of
Residencies

Fill out and submit the nomination form

Participate as a resident

© 2014 1BM Corporation
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Lesson 3 — Support Tools and Resources

Terminology, Acronyms and Abbreviations
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Term Description
ICN %hérgggé%rgseﬁé\lgﬁleer, normally a 6-digit code. Used to Identify a customer
Used to Identrf a customer’s pecLF c. site/location, normal a’- d| it code. A
ITE ID i %I
S Ea%é’é%‘?{ﬂa%m%vg% o déwi wnj software for or"I e ?Héy"ha%revén ément. 0
he Si eTechnlcaI Con ctis re onsr Ie rover Is q?tnfzc% I(r)%ngg for
STC eS?& rrza ions for suppor -re ated

eb a access

me s kno ast rim
(j $rte nrca ontact marntarns au

EONTALY

This the cu%tomer S Si esr nate%)

St

n. ac IS resp

Pe ardin g
[ r 0
rom t?re tSeSPs s¥et u\léagéa[ﬂe ]s_rr |mary 80%? ed tﬂatarepresentatrve

customer si

ogrfgcr) I IB}M fommunLFﬁltlons

R
§ ?he en
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Term

Description

SR

i) R
a%ggeﬁeerﬁ/ ecorgs

LSesr?“tooI is used to open, AND update PMRs (Problem

SR /PMR

Service Request (aka Problem Management Record) — with the format :

PMR number, branch code, country code, for example 012345,123,123.

Act|V|t|es resolvmg
customer rePc%
efore,

country; the ways communicate using t

3 SRbieT ggors o e perionmed dung e cpue

APAR

Autpéorlzed Program Analysis Rep ort Aformal report, to IBM dey

cause am s e%
n ram nhaé/ e
unctlons b ing de |ver maintenance stream.

i|oort to IBM dev?logg’nent, of a
etc): release of
used by development to document new
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Term Description
Fixed-1lf-Next. An APAR whose fix will be deferred until a f release of the
FIN product l\t|>y mutual agreement between the Sustomer an }Bﬁ)
Pror%ram Tc?m orary Fix. Asch nge to a program or %ystem intended to
PTE ’f anerﬂt ure bag in ?g(ess ?gif corrections to one |Ee or a number
$ﬁ lles. 1. e}// usua not iNc O[Jew res,cfunctlons or enhancements.
IS equivatent to an interim fix for distributed products.
Problem Souyrce Identification. The process of isolating the source of a suspected
PSI so?tware proLfof‘ém?o tﬂé fat|||ong soﬁv?are proé)ucl?or c'or%ponent. P
Problem Determination. T rocess of isolating the source of a suspected
PD problem to%ar ware or soqgn%re. g P
RETAIN The IBM system for maintaining problem and APAR records.
Request For Enhancement is a Community tool that allows th%client to submit a
RFE Pro uct enhancement request. When a customer raléz?s n enhancementitis |
esponded to by product management and assessed for future release integration.
PERVASIVE Designation of an APAR which has the potential to affect many Customers.

ration
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Term

Description

IBM REDBOOK | Technical manuals thatﬁrovide ositio ing and guidance, igstalla ion and
imp. emen;[atlon experiences, ty;])Olca solutfon scenarios, and step-by-step "how-
to" instructions.

Ti A PDF h ibe high-level soluti
WHITE PAPER | J8Xl and or oo B s gl 2P SR auan-level solutions or
TECHNOTE Another name for a FAQ; normally done in a "problem" and "resolution" format.

NGERCE

Offjcial product documentation. Thjs is a task oriented cpllection of “how to”
Instructions and reference materlalI proﬁcsedhoy tﬁe prod%ceﬁeam.
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Terminology, Acronyms and Terms

THTH
il
||||||||

 IBM Support Handbook, “Acronyms, abbreviations and terms”:

« IBM Terminology Web page:

88
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END
LLesson 3
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T AT 2 vovqu

Traditional Chinese

Cnacmoo (5racias

TrakYar

English

P Obrigado

. Brazilian Portuguese
Arabi

i g _‘I‘/ﬁj_ Danke
\ German
Grazie

talian Simplified Chinese M ercCil

Japanese %!-/\ I-Ell- L’I E‘I-

; HUNEIZIVELT-
101)
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