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ESR Overview

Electronic Service Request (ESR) is IBM's electronic problem submission tool to be used by software customers
with an active support contract. Use ESR to create PMRs (Problem Management Records) to report issues you are
having while installing or using IBM software. After submitting the PMR, an IBM representative will review it then
work with the you to resolve the issues.

With ESR, you can:

. Submit and manage Problem Management Records (PMRs) on demand: 24 hours a day, seven days a week,
365 days a year.

. Describe your software problem and environment in your own words.

. Monitor and update all open PMRs relative to a given IBM customer number regardless of whether the PMRs
were opened by phone or by the ESR tool.

. Receive notification via e-mail when an update has been made to your PMR.

. View closed PMRs.

. Create custom reports in spreadsheet format and download them.

. Manage your ESR Authorized Caller/User lists (only available to Primary Site Technical Contacts (PSTCs) and
Secondary Site Technical Contacts (SSTCs).

. Update your ESR profile, including your name, e-mail, phone numbers, time zone, e-mail notification
preferences, and the language for the e-mail notification.

. Attach files to your PMR.

IMPORTANT: The browsers listed below support ESR. In addition, JavaScript must be enabled in the browser and
the browser must be set to accept cookies.

»Netscape 7 and above
»Mozilla 1.4 and above
»Internet Explorer 6 and above

Anyone using a lower level version of the browsers has limited functionality. If you are using an earlier or unknown browser/version, after
you sign in, you will be taken to a previous version of ESR that will allow you to create and update PMRs, as well as run reports. Updating to
a supported browser will allow you to use the latest version of ESR that has many new and enhanced features.
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ESR Help

Access ESR’s on line help 24 hours a day to learn more about ESR and to view the ESR Help Desk e-mail
address and phone numbers. These pages can also be accessed from the ESR help link located from the left

side of all of ESR’s pages.

Software Support Assistance
Software support

Electranic Service Request (ESR) help

Trials and betas

Support
Training and certification Overview — How to use ESR | FADs | Glossary | Contactus | My support, for fast .
access to your favorite Log into ESR
Detailed the definitions for the terms below: features
instructions of L .C'lcce.ss_lng EER . RS Managlng My prp for ESR Related info iz
¥ Administering Authorized + Opening a ney lemn report —
rowie s Callers/Users + Registratio &~ ESR sign in

4 Attaching files .
. o Sy

+ Browser requirements EESR Customer Service
4 Languages for e-mail

¥ Languages for user interfa

ESR'’s features

Write or call the ESR
Help Desk to receive
assistance on using
ESR

=+ Site tours

- IBM Business Partners
» Developers

Support fec\@ck

& Help us imp
online =oftwa

This section describes how to oh
(ESR) and how to use its features

« Warranty info

Visit our site tours to
be taken through all
of ESR’s pages and
be shown the
functions of each

Accessing ESR
After vou have determined that yvou:
» have a valid software support contract in place,

# are registered with IBM, and
» are listed as an Authorized Caller/User in ESR,

Select a topic to
view the
information

E}:l Translate

vau may access ESR by following these steps:
First time user of ESR:

Using the ESR welcome email you received notifying vou that you are
an Authorized Caller, select the URL in that email to be taken into the
ESR site.

After vou have accessed ESR the first time using the URL in the ESR
welcome email, you can access ESR any time using the following steps:

1%
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ESR Registration and Access for Passport Advantage

Before you can access ESR, you must:

1. Have avalid software support contract in place.

2. Havean IBMID. If you already have one, proceed to the next step. Otherwise, register yourself using the
IBM Common Registration Process to obtain your IBM ID. After registering with IBM, give this IBM ID to
your PSTC or SSTC. Please use your e-mail address as your IBM ID.

3. The PSTC or SSTC must add you as an Authorized Caller/User in ESR under their contract number. When
adding the Authorized Caller/User, only a valid IBM ID (which is to be obtained in Step two above) will be
required.

4. After the PSTC or SSTC adds you as an Authorized Caller/User to ESR, you will receive a welcome letter
that contains a URL to take you to ESR.

5. Select the URL in the ESR welcome e-mail you received notifying you that you are an Authorized Caller for
ESR. If you have already authenticated, you will be taken directly into ESR. If you have not already
authenticated, you will be directed to the login page where you will login in using your IBM ID and
password.

After you have accessed ESR the first time using the URL in the ESR welcome e-mail, you can access ESR any
time using the following steps:

=  Click the Submit/track problems tab.

= Click ESR.

=  Enter your IBM ID and password; if you have already accessed a secure IBM Web site during your current
browser session, you will be taken directly to the ESR home page without being prompted for your IBM ID
and password
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ESR Access for Passport Advantage

Once you have determined that you have a valid software support contract in place, are
registered with IBM and listed as an Authorized Caller/User in ESR, select the URL in
the ESR welcome e-mail you received notifying you that you are an Authorized Caller
for ESR. If you have already authenticated, you will be taken directly into ESR. If you
have not already authenticated, you will be directed to the login page where you will
login in using your IBM ID and password.

After you have accessed ESR the first time using the URL in the ESR welcome e-mail, you
can access ESR any time using the following steps:

= Click the Submit/track problems tab.

= Click ESR.

= Enter your IBM ID and password; if you have already accessed a secure IBM Web site
during your current browser session, you will be taken directly to the ESR home page
without being prompted for your IBM ID and password.
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Caller Self-Nomination

When you attempt to access ESR but are not entitled, you will be redirected to the “Caller self-nomination” page
where you will be able to nominate yourself to be added as an Authorized Caller/User to a customer number.
The PSTC is notified via e-mail and can choose to approve or deny the nomination. You will also be able to
access this form if you are listed as an Authorized Caller/User on one customer number but want to be added to
another. It is linked from the My Profile page. This allows you to be added to a customer number in a more

timely manner.

The IBM customer
number and
country fields are
required.

Caller Self-Nomination

To nam nate yourself for accessto use ESR, please enter the 1BW cLstomer
numberane select the the cauniry narme faryvaur suppor contract. Yoo wll be
naminaed far ESR access to all cortracts that match the informatior provided.
Before yal can gainaccassta the suppon contracts, the Site Technical Contact
(8TC) for the contracts must apgrove vour request.

Ifwou wish, vou may limit the nominstion reques:s to contracs that have a cetain
compary neme ar 5TC,

Thefields irdicatedwith an asterisk () are requ redto complete this trarsaction,
other fields are aptional. [fyou do nobwant tc provide us with the reguirec
info'mation, Please use the Back button on vaur browse:, arclose the window ar
hrowser session that is displaying this page, to -etun to the previous paze.

* 1BM customer number I

* Select a country United States =

Company name I

STC's first name I <

STC info is not
required but

finding the STC

5TC's last name I

. ) View your
S5TC's e-miail address pending
Wiew pending nomination nominations
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ESR’s home page — No draft or recent PMRs

After logging into ESR, you will be taken to ESR’s Home page. This is what you will see if you do
not have any draft or recently submitted PMRs. The left navigator is used throughout ESR and will
enable you to move easily through the tool.

Access ESR
help and
Passport

Advantage

Online

P |

Electronic Service
Request

Open a new problem
report

Search problem report]

Site technical contact
administration

My profile for Electronil
Service Request

Related Links

» Passport Advantage
Cnline

« ESR help

Electronic Service Request

Hello, IBM Customer ("IBM Customer" will be your name)

Open a
new PMR

Open a new problem report

Firud any prohlem report

Search by report number

Enter a report number | I I

Search problem reports under your customer number

Enter Keywiords

Search PMRs
submitted thru ESR
and by phone
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ESR’s home page — Draft and recent PMRs

Softvars support
Electronic Service Request

Electronic Service

e Hello, E5K Customer View
Open a M # My unfini=hed repurl{=) unfinished/draft
Oop — -
new PMR Search problen reporta p:::ﬂiec‘n;l::port Shart Nescriptinn Created Fupires PMRS that were
Site technical contact o Uraft PMH Lec 1, 2004 Uec b, 004 submitted thru ESR.
administration

My profile tor Electronic
Service Request

Work with problam reports submittaed online

e My reports recently submitted online

View last 4 PMRs . Bassport Advantage Report # Sev Short Description Last Updated Submitted
that were _____— fEstssienmm 4  Testonly disrecar Oc: 14, 2004 Scp 28, 2004 Closcd
submitted thru =F 23252 514 000 4  ESR: tes: - dsreqar Aug 22, 2004 141 31, 2004

ESR

-+ All problem reperts submitted online
The Short Description
displays the text you
entered into that field. If
you did not enter
anything, nothing will be
displayed.

Search problem reports submitted online

Enter Keywords | | @

Search by report number

Enter a repar: rumber |:| @

Search PMRs submitted
thru ESR. This search will
return results quicker
because it only searches
on PMRs submitted thru
ESR

Search all PMRs submitted
thru ESR and by phone by
PMR number, keyword or
customer number

Scarch problem reports under a customer number

Enter Keyworde

Select ene of your customer numbers | 0008326 640 @
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My profile for Electronic Service Request

To update your name, telephone numbers, e-mail address, e-mail notification
preferences, including the language you would like to receive ESR e-mails, select
My profile for Electronic Service Request from the left side of any ESR page.

Flartranic servica

Reoquest

Upan s naw problam
port

arch problcm reports

Update first and last
names, phone
numbers, e-mail and
preferred contact
method

Kalated 1mks

« Bassport Advsntags
Orlina
=Fi% ke

Select the language you
want to receive ESR e-
mails.

Note: If you want to view

ESR in one of the
supported languages, you
will need to change your
browser settings.

Remove products
and components
from Primary list

Myr;;:rl:-flle for Electronic Service Request

The infurmealion o hie page is oplional aml will be gsed only
withm the problem managemant systam.

First name |E51 |
Last nama |f-=_,_~|,,,., - |
Pr=lerreal
oonzadt
m=ltuul
Telephone  [1:7.3111111 | L
Altarnate | | L]
telephone
Pager | | (:)
Emall ||-_\.'r|:||.-.l urer@ibann | [}
Allernale | | 's]
email B
Time sone | Urnversal Time Coerdincted 1100001 M
Language |I:'1g|ich tonited tatas) il
MPMA notificotion profercnces
mEwverty Motify every update Motify on closure
: E =
2 E |
; E =
1 E =
Caller notification preforences
Hotify on caller changa E‘

My primary product/ componant Lst

Product - Component Delete

L

IZomrmunizEtiors S=nver - WHIS Irternst (Conl) 500 -
Comrm Sarver ALK G610

° submit ~ 3

TeOT
£1rn1|n, =07

B Pmssport Acvant=ge

Fwprass

Reqaest addizional

cortracts

save your changes

Request to be
added to
additional

contracts

Set Caller/User
notification
preferences

Press Submit to
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Open a new problem report — select a product/component

After selecting “Open a new problem report” from the left side of any ESR page, you will be taken to page below.
You need to select a product, a component then a contract, if applicable, prior to completing your problem report.
This page shows what you will see if products and components have been saved to your primary list. If you have
not saved at least one product and component, the drop down selection list will say “No
products/components/contracts in my primary list”.

Software support

Open a new problem report

My primary product/component list

Your primary product/component list contains the products you want to see [ 0000107507

on this page for easy selection. Every time you find a product using product | [ Fesspert Advantages
=search, you are given the opportunity to add that product to your primary Exprass
product/component list.

Create your
own primary list
of products and

Site technical contact
administration

My profile for Electronic = Select a product:
Service Request | Communications Server M

View Contract Essentials:
Contract number

Select a component for that product:

If there are no

products, | WHIS Internet (ConU) 500 - Comm Server AX 610 [w | Title
components or ] Description
Select a contract: Customer number
| Paz=zport Advantage Express - Passport Advantage Express (777777 7/000) M @ Country

Primary Site Technical Contact

Search my products

S Select a Contract (optional)

search for the —
product you

want to report and/or You can search for

on a product by a
@ Contract, keywords

or both.

Enter Keywords
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Search problem reports

To view, update or run reports on PMRs, select Search problem reports from the left side of
any ESR page.

Software support

Search problem reports
Electronic Service
Request Search problem reports submitted online

? Enter Keywords

Search problem reports

Search PMRs
submitted thru
ESR

Site technical contact
administration

My profil for Elactrosic

Service Request

Search by report number

Enter a report number | || || | @

Search all ESR and
phone PMRs by
PMR number,
keyword or
customer number

ort Advantage

o Search problem reports under a customer number

Enter Keywords |

Select one of your customer numbers | 0998326 649 @
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Search problem reports - Reporting

After selecting search criteria from the Search problem reports main page, you are taken
to the Search Results page where you can view or update a PMR, as well as run, print,
customize an download reports for PMRs created thru ESR and by phone.

Refine search

software support

Search Results
Clectronic Servi

Raguast
Filter list content
Open a new problem

report . .
() Skow my resorts submitted online only ® chow opon and closcd roporia

Search proble ~ A
(#) =how all repors ‘or a customer nLmoaer o Snow open reports anly

ShOW your FIF7I7T 000 VI C} Sanw rlneed repnrs anhy
reports submitted e for Hectreme ] |
thru ESR Show reports

submitted thru the
phone and ESR

Related Links

 Passport Advantage
Online Enter more keywords to refine your search

+ ESR help | |

DOWhload report B Cuslurnizes list Turlbier é Updale lisL below

+ Starta new search  + Sprezdsheet-friendly forma: B Prinzable report

Saarch Results

Tn sart hy an atbrho-e, cli-ls anits column header. Clicks agzin tn -everes the sart ard=r,

1-2C o059 reiurts Next>

Click on column
headings to sort

23351 514 000 4 Now 26, 2004 Closed
23350 514 000 3 Now 25, 2004 Dpen
20 PMRs at a 23349 514 000 4 Now 77, 2004 Test Only Closed
time, click “Next” 23348 514 000 4 Now 22, 2004 Dpen
) 33346 514 000 4 Mow 19, 2004 Garman test, please Clesad
to view more 23247 514 000 4 Nov 19,2004 Ancther Japancsc Tes closed
23345 514 000 4 Mow 19, 2004 Jzpanese Test, Fleas Clos=d
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Search problem reports - Reporting

Customize reports by selecting Customize list further. View or update a PMR by selecting the

PMR number.
&] IBM Software support - ESR - Customize problem list - Micr.. |Z]@
E—— ESR - Customize problem list
SRS TG Search Results UsE the dropdown TI2NUS 10 355190 10 Malcn ems 1o columns
Electronic Service andto zdd orrerrave columrs
—
Cpen anew preblem fiter list con Columns Information tems Sarton
report

) Show my reports submitted onl ne only

E]

& show op 1 Mrooslem aumber | » Date subrritied -
Search problem reports oW open an | | LI

o9 OO € s Cstonoenred 2 [y M

administration 0=el g |
) 3 3 i O elues inuease

My profile for Electronic Customize report |: .
S Eslierless including number of 4 Short dzgcription _ 3 vzlLes decrease

columns and 5 [saws  [v]

Ralabad Finks attributes of columns 5

- Passport Advanzags -

Online Enter more keywords to refine you 7

= E3R h=lp .

f Dat= modified

3

[ Cuslumizz lisl furLh

« Start a new search =+ Spreadsheet-triendly torrat  EyPrintable repo

°Updnte liat e Cancel

Close |X|

Search Results
To view or update a PMR’s
Severity or comments,
select the PMR.

To sort by an attribute, click enits zolumn header Click again tc reverse the sort order,

1-2Cof59 reiDrIS Next>

23351 514 000 4 Maw 26, 2004 Closed
23350 514 000 a Mow 25, 2004 Open

23340 514 000 4 Mow 22, 2004 Tast Ony Closed
23348 514 000 4 Mow 22, 2004 Open

23346 514 000 4 Mow 19, 2004 German test, please Closed
23347 514 000 4 Mow 19, 2004 Another Japanese Tes Closed
23345 514 000 4 Mow LS, 2004 Japanese Test, Fleas Closed

© 2006 IBM Corporation




IBM Software Group | Rational software

Site technical contact administration

To add or manage Authorized Callers/Users, the Primary Site Technical Contact (PSTC) or
Secondary Site Technical Contact (SSTC) is to select Site technical contact administration
from the left side of any ESR page. This link will not be visible if you are not a PSTC or SSTC.
The PSTC or SSTC will first be required to enter a contract number before being shown the
Authorized Caller's/Users list for their contract.

Site technical contact administration

Electronic Service

Hello
Request :
Dpenrta new problem Select a contract Contract Essentials
— | 0000012095 - Passport Advantage ~| © 0000012085
Search problem reports o Passport Advantage
Site technical contact Display caller "/S’t\ Express
administration

4 50000123843

My profile f¢ | Electronic

Service R

View contract
essentials

To view, add or edit
Authorized Callers/Users,
select a Contract then
press Display caller list.

The link will
not be visible
if you are not

aPSTC or
SSTC.
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Site technical contact administration

After selecting a contract and pressing Display caller list, the PSTC or SSTC is taken to the
following page where they can see their role, view Authorized Callers/Users by their last name,
view a different contract’s Authorized Caller/User list, and view contract essentials.

To view a different
contract’'s Authorized
Caller/User list, select
the contract and then

Slte ’Eéghnical contact administration

e —— Display caller list.
Request Hello, ESR Customer

e Iml!)( " Dmﬁ“rta new problem Select a contract [ Passport Advantage

no:)l e_f o ble e | Passport Advantage Express - Passport Advantage Express M Express
visiple | rch problem repo

you are not Site technical contact o Display caller list
administration

APSTCor /e o cacivoic

SSTC. Service Reguest i .
You are a Secondary STC on this contract. View Contract Essentials:
Contract number

_ Naote: You will have to provide the new caller's .
Your role Add new caller I1BM registration ID. IBM ID can be easily obtained Title
at https:/fwww.ibm.com/account/profile? ioti
& Manage Nominations | page=req. Description
=lp Customer number
Filter caller list alphabetically: Select first letter of last name to display Country

caller list in selected range. . . .
? Primary Site Technical Contact

A-Z navigation ABCDEGHIKLMNOPRSTVY
by last name Name Type Status Details

w3 Test Authorized Caller ' & View
° Submit T Back to top

“Active : the caller is able to submit problems; Inactive : the caller cannot
submit problems, but can be reactivated; Terminated : the caller will be
removed from the Electronic Service Request database but his or her IEM
registration will stay walid.
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Site technical contact administration

From this same page, the PSTC or SSTC can add a new Caller/User, update an existing
Caller's/User’s type and status, and view the Caller’s/User’'s name, phone and e-mail.

Software support

= suppo Site technical contact administration

Reguest Hello, ESR Customer

?el;:“rta TEDSLES Select a contract (G Passport Advantage
| Passport Advantage Express - Passport Advantage Express M Exprass

Search problem reports
nical contact e Display caller list

-r Electronic Contract title Passport Advantage Express

You are a Secondary STC on this contract.

The user’s IBM ID
is required to add
new
Callers/Users.

Related Links

_ Naote: You will have to provide the new caller's
o Add new caller 1BM reqgistration ID. IBM ID can be easily obtained

Cassport Advantage at https:/fwww.ibm.com/account/profile? View
& Manage Mominations | page=req. S
aller’s/User’s
The Manage Filter caller list alphabetically: Select first letter of last name to display
name, phone

caller list in selected range.

nominations link will be
displayed if you are a
PSTC and there is at

least one nomination to

accept or den

number, e-mail

ABCDEGHIKLMNOPRSTVY

Type Status Details

Authorized Caller ' © View

° Submit T Back to top

Name

PSTCs and SSTCs can
update Caller/User
Status.

PSTCs can update
Caller/User Type
(Authorized Caller/User

or Secondary STC).

*Active : the caller iz able to submit problems; Inactive : the caller cannot
submit problems, but can be reactivated; Terminated : the caller will be
removed from the Electronic Service Request database but his or her IEM
registration will stay walid.

Definitions of Status.
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ESR Enhancements — December 2005

On December 10, 2005, ESR was enhanced to streamline the Site Technical Contact's
(STC) administration of IBM Business Partners (BPs). This makes it easier for STCs to
authorize BPs to manage PMRs in ESR, and assist them in resolving their software
issue. In addition, a new user type has been added.

= Detalls:

» Business Partner Integration - The new, streamlined STC administration functionality allows
the STCs to:
« Easily manage BP access to specified contract(s) by using ESR's new BP Administration
functionality.
* Grant a BP access, by location, to create one or unlimited PMRs for specified contract(s).

» Look and feel updates - The ESR web pages have been updated to be consistent with the
ibm.com site. The existing features function the same as they did prior to this release.

» Authorized Reader - This new user type allows read-only permission to all PMRs for specified
contract(s).
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Do you have Questions regarding ESR?

Please visit the ESR Help page:

software

@business on demand software




