— — — 7 m— ®

| IBM Software Group

IBM Support Assistant V3.0

Simplifying IBM Software Support

Li Chen and Chris Lee

ON DEMAND BUSINESS

WebSphere® Support Technical Exchange



| IBM Software Group

Agenda

= What is IBM Support Assistant (ISA)?

= How does ISA simplify support challenges?
= What is new in ISA V3.0

= General ISA Info

= |ISA V3.0 main screenshots

= Questions/comments/suggestions
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What is the IBM Support Assistant?

= The IBM Support Assistant (ISA) is a free local serviceability
workbench that helps you resolve questions and problems with
IBM software products. Its features include serviceability tools
and quick access to support-related information.

= Product plug-ins for over 53 products are available to be used
with ISA including:

» WebSphere v5.0, 5.1, 6.0, 6.1
WebSphere MQ V6.0

Tivoli Storage Manager v5.1, 5.2, 5.3
Rational Application Developer v6.0
WebSphere Portal v 5

WebSphere Commerce V6.0
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How does ISA simplify support?

By providing richer self-help solutions and tools

Meeting customer needs:

*Quick access to key IBM product
information
*Shorter time to resolution
*Easy access to helpful, relevant - Symptom based
collection
» Education links and
roadmaps
= Easy add-on tools

education
*Guided assistance to analyze and
framework
= Update manager for new

isolate software challenges
* Readily available serviceability
plug-ins and tools

tools designed to fix problems
Meeting customer needs with IBM Support Assistant - www.ibm.com/software/support/isa
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General ISA info

IBM Support Assistant Overview

Download page for ISA
(free IBM ID registration required)

IBM Support Assistant tour
(Macromedia Flash viewlet)

Feedback or to contact the ISA team

3 . = - o

www.ibm.com/software/support/isa

https://www14.software.ibm.com/webapp/iw
m/web/prelLogin.do?source=isa

Available from the IBM Education Assistant
site:
http://www.ibm.com/software/info/education
/assistant

Use feedback tab on ISA Ul which opens
the default email program to send an e-mail
to ibmsa@us.ibm.com (the ISA team e-
mail address).
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Welcome

Support Assistant

Welcome | Search | Product Information | Tools | Service | Updater | Preferences | Feedback | Help | About

Welcome to IBM Support Assistant

IBM Support Assistant is a local serviceability workbench that helps you resolve your product challenges.
Uze the Updater component to add products and tools that are important to youw, Then use the Search,
Product Information, Toaols, and Service components to help you find answers and solve problems.

Added product
information

I )%r Search % Service

Submit a problem report to IBM expedited with

Query multiple sources  _upport information autamatic data collection

W Product Information

Quickly find the right IBM site for yvour product questions

v | Updater

Add IBM products and tools to IBM Support

Assistant
% Toois
Investigate proc. ~roblems using specialized analysis Added update
tools manager

Added tools
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low IBM Products work with ISA?

1. ISAis customized with cross IBM product plug-ins
= provides product attributes within ISA components
2. Product plug-ins are discovered by clicking on the “Updater”
tab, then selecting the “New Products and Tools” feature

within ISA
| vh‘ . g quEI "ﬁl |
{  Updater Preferences Feedback Hel

Support Assistant
Welcome | Search | Product Information | Tools | Service

|Features| |Upgrad@ew Products an@
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Allow you to
view the
features you
have installed
and locate
new features
to enhance
ISA further
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Update Manager

Support Assistant

Welcome | Search | Product Information | Tools | Service

| Updater | Preferences | Feedback | Help | &bout

|Features| [Upgrades| [New Products and Tools|

ry

Additional Information

|Name Version |Insta|l Date | Type

[~ IBM Support Assistant 3.0.0.20060614 &/1/06 IS4

| IBM Support Assistant - 3.0.0.20060614 &/1/06 I=4
Language Pack

i webSphere Application Server 3.0.0.20060614 &/3/06 Product
WE.1

- IeM Guided Activity Assistant 3.0.0.200604258 &/3/06 Tool
(IGAA) - (Tech Preview)

= Page 1 af 1

Description

This product plug-in extends the IBM Support Assistant search,
education, support links, and service components for \WebSphere

Application Server Va.1.

IEM Support
Assistant:
WebSphere
Application Server
V6.1

1.0 Contributions to |BR
Support Assistant

1.1 Search

1.2 Product Inforrmation

1.3 Sermice

1.3.1 Data Collection

2.0 Feature Updates
2.0 Matices and trademarks

1.0 Contributions to IBM
Support Assistant

The WehSphere

Application Server W5, 1

feature enhances [BM

Support Assistant by

contributing configuration =]
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Finding information across resources...

=| think I'm hitting a defect. Is it a known defect?
Does IBM have a fix?

=] want to know more about AJAX. What

Meeting customer needs: . o .
information is available?

*Quick access to key IBM product _

information *I'm getting an error message. Whatdo | do?
*Shorter time to resolution “Howdo I......

*Easy access to helpful, relevant

education (

. , P Search
*Guided assistance to analyze and
isolate software challenges : . .
Query multiple sources of support information

* Readily available serviceability tools
designed to fix problems

Meeting customer needs with IBM Support Assistant - www.ibm.com/software/support/isa
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Search

Support Assistant

Welcome | Search | Product Information | Tools | Service

| Updater | Preferences | Feedback | Help | About

Search

To start a search, enter

search text and use the

search options to specify
your search criteria,

You can specify one or
more search locations.,
You can alsa limit the
scope of your search by
specifying other search
options.

For more information
gbout the Search
component, please refer
to Help

Added product
information center

I Search il

M chaw aptions

Search Options

Select all Deselect all

¥ IBM Scoftware Support

Documents Select all

Deselect all

% any document type
i i Limit search by products:

[T DBZ Universal Database for Linux, UMIX and Wi
I webSphere Application Server

O any product family " any version

) specific docurnent type

VM 1em developerworks

- ) specfic product farmily ™ e specific versions
I em Mewsgroups and Forums
r Google wWeb Search

Product Information Center

" webhsphere Application
Server 6.1

Save Options Reset
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Quick access to knowledge...

=don’t understand how to...

=| want to talk to other users to see if anyone

Meeting customer needs: has ever had to do...
i B o [ R e *| need some general information about my
information product. Help me get there fast.

=I'd like to learn how to improve my skills with

*Easy access to helpful, relevant ) , .
this product, but don’t have time

education

*Guided assistance to analyze and
isolate software challenges W Product Information

- Readily available serviceability tools Quickly find the right IBM site for your product questions

designed to fix problems

*Shortened time to resolution

Meeting customer needs with IBM Support Assistant - www.ibm.com/software/support/isa
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Product Information

Support Assistant

Welcome | Search | Product Information | Tools | Service | Updater | Preferences | Feedback | Help | About

Products Product Information

WebSphere Application Server 6.1
WebSphere Application
Server 6.1 Horme page
Support page

IBM Mewsgroups and Forums

Forurns and Comrunity links for WebSphere Application Server

Skills Enhancement

Wwebh=phere Application Server information roadrmaps

Resource Reference for WebSphere Software Products

WebSphere Support Technical Exchange

Common malpractices whitepaper (Eleven ways to wreck a deployment)

Troubleshooting

Recommended fixes for Wa.1

Consolldated, MustSather read first for all wWebSphere Application Server products
easy-access key Troubleshooting Guide for Wweb=Sphere Application Server
product Fixes by wersion
information

WebSphere® Support Technical Exchange
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Self-help problem analysis...

*I'd like some help analyzing my problem
=What tooling can aid with this problem that I'm
experiencing?

=I'd like to have the same tools that IBM has to

*Quick access to key IBM product :
information diagnose problems

Meeting customer needs:

*Easy access to helpful, relevant
education

*Guided assistance to analyze and

isolate software challenges
. . . s Tools
* Readily available serviceability ﬁ
tools designed to fix problems Investigate product problems using specialized analysis tools

*Shortened time to resolution

Meeting customer needs with IBM Support Assistant - www.ibm.com/software/support/isa

A 5 [~ g « WA,
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Tools

Support Assistant

Welcome | Search | Product Information | Tools | Service | Updater | Preferences | Feedback | Help | About
Products Tools
YWebSphere Application Server 6.1 Manage Tools...

rebsphere Application Server
5.1

ebSphere Application Server
6.0

WebSphere Application
Server 6.1

webSphere Portal 5.0
webSphere Portal 5.1

List box for all installed
product plug-ins , but only
product plug-ins which have
tools available are the
enabled links

WebSphere® Support Technical Exch

Select a tool below.

IBM Guided Activity Assistant (Tech Preview)

The IBM Guided Activity Assistant (IGAA) guides you through the
problem determination process. It helps you discover symptoms,
collect the appropriate data, analyze the collected data,
determine a root cause, and find a solution to resolve the initial
symptoms. (IGASY is a Technology Preview and is in English only.)

More
Details

List of all tools available
for the selected product. A
short description is
included with each tool

"
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Reducing time to resolution...

Meeting customer needs:

*Quick access to key IBM product
information

*Easy access to helpful, relevant
education

*Guided assistance to analyze and
isolate software challenges

* Readily available serviceability tools
designed to fix problems

Shortened time to resolution

) AT yo ! K "’
) = & WAL
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Meeting customer needs with IBM Support Assistant - www.ibm.com/software/support/isa

“I've got a problem that | can't seem to resolve.
| need to contact IBM and get a resolution fast!

=How can | quickly gather the data IBM needs
when | submit my problem

% Service

Submit a problem report to IBM expedited with automatic data
collection
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Service Welcome

Support Assistant

Welcome | Search | Product Information | Tools | Service

| Updater | Preferences | Feedhal:k | Help | about

Service

Collect Data

Status

Zreate Portable Collector
Manage Problem Reports

Electronic Service
Fegquests

Log into ESR

Collect Data

[T system collector

¥ websSphere Application Server 6.1

Problem tvpe

|Weh5phere Application Server General Problem

Collect Save Preferences

Guide you through simple steps to
get electronic support with faster
time to resolution

WebSphere® Support Technical Exchange




| IBM Software Group

Data Collector

Support Assistant

Welcome | Search | Product Information | Tools | Service | Updater | Preferences | Feedback | Help | About
Service Collect Data
Collect Data

Status [T System collector

Create Portable Collector

Manage Problern Reports

) ) ¥ webSphere Application Server 6.1
Electronic Service

GEElIie Problermn type
Lag into ESR

YWeb Lphere Application Server Analysis Report
Vo bSphere Application Server Collect Product Information
AfebSphere Application Server Hang Problem
YWebSphere Application Server Database Connection Poaling Praoblem (Technology Preview)
YWebSphere Application Server ORB Problem (Technology Preview)
YWebSphere Application Server JMS Problern (Technology Preview)
WebSphere Application Server Session Management Problemn (Technology Preview)
WebSphere Application Server Crash Set Core Problem (Technology Preview)

Select the YWebSphere Application Server Crash Collect Core Problem (Technaology Preview)

symptom

describing your
problem to

automate problem
determination data
collection!

WebSphere® Support Technical Exchange




| IBM Software Group

Create Portable Collector

Support Assistant

Welcome | Search | Product Information | Tools | Service | Updater | Preferences | Feedback | Help | About
Service Export Collector
Collect Data Select a product
status | System collector |
Create Portable
Collector

Qutput directory
Manage Problerm Reports

Electronic Service I
Requests

) .
Log into ESR Cutput file name (*.ar)

|
Export

Allow you to create a portable, standalone
collector to automate data collection on a
different system where ISA is not available

WebSphere® Support Technical Exchange




| IBM Software Group

Problem Report

Support Assistant

Welcome | Search | Product Information | Tools | Service | Updater | Preferences | Feedback | Help | About
Service Open a Problem Report - Step 1 of 3
Collect Data Select previously saved product, component and contract
Status Product

Create Portable Collect
reate Fortable Lollectar IIEEM WebSphere Application Sewerj

Manage Problem Reports

] ] Component
Electronic Service
Regquests IAppIicatinn Server Toolkit ‘\-’512j
Log out of ESR Contract

Submit Problem

Report I B930557000 - I

List Problem Reports
°Euntinue

Or enter keywords to search for products

|
°Euntinue

Integrated Electronic Service
Requests to simplify problem
reporting!
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Preferences

Support Assistant

Welcome | Search | Product Information | Tools | Service

| Updater | Preferences | Feedback | Help | About

Preferences
A
= | General
—
@ Prouy
Settings

Search

Q

Preferences

Preferences > General

Logging details level

IWAHNING 'I

Default page

ISearch j

ok| Reset |

Allow you to change the default
or saved preferences
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Additional WebSphere Product Resources

Discover the latest trends in WebSphere Technology and implementation, participate
in technically-focused briefings, webcasts and podcasts at:

Learn about other upcoming webcasts, conferences and events:

Join the Global WebSphere User Group Community: www.websphere.org

Access key product show-me demos and tutorials by visiting IBM Education Assistant:

Learn about the Electronic Service Request (ESR) tool for submitting problems
electronically:

Sign up to receive weekly technical My support emails:

Attend WebSphere Technical Exchange conferences or Transaction and Messaging

conference: http://www-
304.ibm.com/jct03001c/services/learning/ites.wss/us/en?pageType=page&c=a0011317

WebSphere® Support Technical Exchange
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Questions and Answers
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