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IBM Software Support

IBM software support is just a click away . . .

This presentation includes:
Step 1 — Where to start?

Step 2 — Self-help is at your fingertips

Step 3 — Search for downloads and answers to questions
Step 4 — Stay current to avoid issues

Step 5 — Education options: choose what you need

Step 6 — Tools to save time and streamline support
processes
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IBM Software Support

Step 1: Where to start?

http://ibm.com/software/support

Navigation on this page:
1.

Dynamic navigation lets you
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Additional support links guide you
to the most requested links for IBM
software support

Support task navigator replaces
the previous tabbed navigation
style, providing direct access to the
primary support tasks and tools
you need
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IBM Software Support

Step 1: Where to start”? Task navigator

= Many support pages now include
® Overview this task navigator

4k Download = Click on the selection that

s Troubleshoot matches your current task. A

< Search task page displays that lets you
& Documentation access content scoped to that

(% Forums & Communities taSk, e“minating extraneous

Plan content

F Install = This helps you find the

‘D Use information you need, quickly

[El Open service request
(7) Assistance

IBM Support online resources overview © 2008 IBM Corporation




IBM Software Support

Step 1: Where to start”? — Registration

-~ ~

- —— —— _—— a—— e wgl&l.'ne[IBMSignin][Register] ) " RegiSter just Once, USing e-
. S~ mail address for IBM ID
IBM Tivoli Monitoring n—— o .
Product support = Slgn |n USIﬂg ID / password

IBM Tivoli Monitoring

5 tori Primary support resources .
N:‘::sss - Wisit My support for fast Created On any IBM Slte

Flash 7 Dec, 2007: ije Zong Ch.ang.es fo.r th.e Bolivarian Republic of access to your favorite
How to buy Venezuela - Information for IBM Tiveli Monitoring 5.1.2 features - S . . t .
Events Flash 28 Nov, 2007: URGENT Actions Required: Changes to Daylight Saving Ig n In O N
Tirne will affect IBM Tivoli Distributed Monitoring System Availability
Training and certification er - h B
Flash 1 May, 2007: Tivoli fix pack Strategy Update -+ Last updated th ES R t I f
S i —
Er=E=E [Wisw all Flashas] Sunday, Decernber 09, acceSS e oo Or
Support 2007 7:00:00 AM .
Solve a problem Search support (this product) othar Tachnical Passport Advantage clients
. . R Exchange sites
* Warranties, licenses Technotes | APARs Enter terms, errar code or APAR #
and maintenance — | =+ Tivali . n . n n
bownloa — view entitled tent
+ IBM Tivali Maonitoring 5.1.2, fix . . + WebSphere e e e CO e
pack 14, 5.1.2-TI¥-ITM-FP14 Limit results {optional):
+ Interim Fix (5.1.2-1TM-0205LA) for | [[] Solve a problem . vt feedback M S f kI
IBM Tivoli Monitoring 5.1.2 (Technotes, APARS) il e_ = - access y Upport Or Wee y
- Intterirn Fix (5.1.2-ITM-0135LA) for | [] Download T Help us improve

1BM Tival Monitaring 5.1.2 - (LFei:re:, Utilitias, APARS) ggggzr:oftware e_mail upd ateS

i Il download
| [Manuals, White Papers, etc)

Learn e Search Translate my page - CI . t -th " t- ID th t .
+ Product docurnentation I Ien S WI eXIS Ing a IS

- Support Technical Exchange

2 Tansts not e-mail address format still

- IBM Tivoli software training Other support sites

- Manuals | Whitepapers Assistance L th t ID
- Redbooks + Report problems = UHRIERTEL: use a
+ Contact support All 1BM (A2 H .
Stay up to date = Help with this site - o u CI Ients Wlth a ﬂOS ContraCt

- Request e-mail updates
. i + Support handbook

* B RSS feeds for support content . .
can use their IBMLink

Planning upgrades Communities ID/paSSWOrd

- Bradoct sunnaet liferecle = Tiwnli Mevelaneriitark s forirmes
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IBM Software Support

Step 2: Self-help on

Transitioning from this

= Flashes for important product
support information
= News for product announcements
= Solve a problem
— Technotes for solutions to issues
— APARs for fixes in progress

— Featured documents for the most popular
content

= Search box just for that product

= Downloads for interim fixes and fix
packs

= Documentation and Information
Centers

= Online service request tool

= Feedback comments and
suggestions

= RSS feeds to stay CM,/_»

Planning upgrades

— Product Life cycle detail information for all
software

— Detailed system requirements

IBM Support online resources overview

Support & downloads +

Py BRI ~

Compare editions
Features and benefits
System requirements
Library

Success stories

Neaws

Trials and demos=

How to buy

Events

Training and certification
Services

Support

Related links

" wWebSphere Application
Server for iSeries

T WebSphere ESB
“webSphare MQ
"~ WebSphere Proc
Server

" WebSphere Portal

0
"
"

Related solutions

" websphers Industry
Solutions

Related hardwars
T IBM Servers

Related services

and maintensnca

Welcome [ IBM Sign in ] [ Register |

WebSphere Application Server

Product support

Primary support resources

Flash 15 Jan, 2008: Disabling the on demand cenfiguration component
Flash 15 lan, 2008: Reg
1EM WebSphere Applicat

51117

onnect for

1013, 61014

Flash 14 Jan, 2008: Education: 1oin | cast on Automating problem
identification using 1BM Autonemic Computing technology

w all Flas

Solve a problem

- Troubleshooting guide

- Forums and newsgroups
- Featured documents [

Search Support (this product)

Enter terms, error code or APAR

- IBM Support Assistant
(tool to help resolve problems)
- MustGather: Read first

- Technotes | AF.

Limit results (optional):
[] Solve a problem
(Technotes. ABARS)
[] Download
[ Fixes. Utilities, APARS]
[] Learn

(Mzanuals, Whits Papers, =tc.)

("> P

-+ Broaden or change scops

Download

- Fixes by version
- Feature pack
- Recommended fix
Fix Packs
all downloads]

- Tips for searching

Learn
Assistance

- Information center

« Information roadmap

M Education Assig

+ Report problems

—  Information to include

Contact support

®fbooks | Education
- Whitepapers

Stay up to date
- Request e-mail updates

-E RS

Other wvaluable resources

Related resources

- Specifications and APT
documentation

- Training

feeds for support content

Communities
re support technical

=re User's Group

- Events developerWorks forums

rks for WebSphere

- partnerworld

New user information
- Steps to getting support

- Quicklinkes

Planning upgrades
roduct pport lifecycle

=tail stern requirements

Related products
rver
plication Developer for

- ration Planning

- Updats Strategy fo

- Update Strategy

- Cumnulative fix strate
and VS.1

bSphere Application Server
mmunity Edition

here Extended Deployment
here Application Server for

)
=]

ying and
- How to buy support
frware maintenance and support
¥ renew your maintenance?
port Advantage

Ll software.

Visit My support for fast
access to your favorite
features

—+ Last updatad
Sunday, January 13,
2008 4:00:00 AM

Other Technical

Exchange sites

- Tivoli

- websphere

Support feedback

5 Help us improve
online software
support

Translate my page

Select a language [
= Translate

Other support sites

- WebSphere support

= all IBM support (A-Z)
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IBM Software Support

Step 2: Self-help on product support pages

Transitioning to this

= Search box just for that product
. Welcome to WebSphere Application Server suppert, your technical Personalized support

] FIaSheS for I mpo rta nt prod uct S up port ;iior?é:ggateway. Use the support task navigator to find the information Server support T — mfcrf.ﬁt
@ Overview access to your favorite

i nfor mati O n Search WebSphere Application Server support R — features.
Your focused search in WebSphere Application Server support can be
= News for product announcements

| WebSphere Application Server Support

Overview

refined on the results page. You can also access advanced options by o Troubleshoot
choosing Search in the supporttask navigator.

System availability

4 Search — Last updated
1 Enter search terms . . A T
= Troubleshoot — Task navigator P
. . &4 Forums & Communities
— Technotes for solutions to issues .
Flash 15 Jan, 2008: Disabling the on demand configuration component Support feedback
AP H £ Instan = Help us improve onling
- ARS for ﬁxeS In prog ress Flash 15 .Jan, 2008: Regression in DataDirect Connect for JOBC driver software support
in IBM WebSphere Application Server versions 61013, 61014, 60225, and Use

[Ell Open serice request

= Download — Task navigator

Flash 14 .am, 2008: Education: Join Webcast on Automating problem
identification using IBM Autonomic Computing technology

Translate my page

Select a language

—+ Translate

(2) Assistance

— Interim fixes and fix packs
= Documentation — Task navigator

[View all Flashes]

Additional support links

— Information Centers, documentation and so
on.

News

+ Utility: Feature Pack for Web Senvices for

WebSphere Application Server V&1

Related
+ Featured documents
- Support Technical Exchange

Other support sites
= Software Support

= Information
Management

1 St to dat - Steps to getting support
" Plan - TaSk na Vlgator g :;:I:e:ds ofsugpon content Buying & managing support e
. oo . - Request e-mail updates . g i S —
— Product Life cycle detail information for all - Testiik e = oo
S Oftware Support tools + Software maintenance and support =+ Tivell
- Product Support Lifecycle + Passport Advantage = \WebSphere
— Detailed system requirements i Browse by document type = Software AZ
+ Software Support Toolbar + Education
= Open Service Request — navigator E— .
— Online service request tool e — e papets
= IBMHTTP Server
H - Rati | Application Developer fi
= Feedback comments, suggestions Webdanats oo semertr
- Web&Sphere Application Server Community
| Edition

RSS feeds to stay current

- WebSphere Extended Deployment

+ WebSphere Application Server for 208
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IBM Software Support

Step 2: Self-help — Send us your Feedback

Feedback L NN

We always appreciate hearing from our custormers and your feedback is very
impaortant to us! Please help us serve you better by telling us about your
gxperience with the IBM products you use and this technical support web site,

Sign up to participate in one of our product or website User

r = Interface studies, Help us ensure that future designs meet your
el needs, Provide input through phone surveys, lab studies, focus

groups, on-site visits ar any number of other methods,

' i Fill out a brief survey about ways we can improve the current
Support Site to better meet vour needs,

Complete a survey about your experiences with our full product

lifecycle - fram shopping through suppart, Let us know how we
can improve our products and processes to make the overall

experience a more enjoyable one,

8

IBM Support online resources overview

M

(_/Have a suggestion

C‘ Have a general comment

O Technical difficulties (braken links, error messages)
O Search functionality

® web site organization/navigation

*2. Your feedback:

*3, Contact In

@'ﬂnnnyr.nnus feedbat Option 2 lets

(O 1f required, you may cantact me you complete

() Please contact me this short
ueed back form

PSuhmit

© 2008 IBM Corporation



IBM Software Support

Step 3: Search — up to five IBM software products

ibm.com/software/support

Software Support

. _ _ ) (B Oweriew
- Find support information about multiple software products.
(E) Owverview Download

QOpen service regquest

@ Documentation

Find downloads <
' Troubleshoot
':I;I;J Dl:lwnll:lalj 1. Select the products and/or operating system < Search
#AEICpuﬂldKLMﬂgEQﬂﬁIgyﬂﬁYZ €&: Documentation
e
o Troubleshoot @Iect up to 5 products from tryA Z list above £8% Forums & Communities
L -
o mm s = Flan
- EE - g — .
Llear all products >
& Search P Clear selected products Clear all products B Install
R Yoy Use
Operating systern [ Any operating system v| :
E
@

2. Enter search terms Assistance

(5

Farums & Co

Searchupto 5
software products
selected from the

3. Limit and sort results

Lirmit results by unchecking docurment types:

Troubleshooting documents Learning documents
A_Z IiSt Technotes, Flazhes, InfoCenters, Forums ... fanuals, Redbooks, White Papers, InfoCenters,

{% Mewsletters. ..

APARS

Defect report (Authorized Program Snalysis Report)
[El Cpen serice request Sart by:

& Relevancy () Date: newestfirst > Date: oldest first
() Assistance

Your criteria will return Ijl documents

e search Search tips

9 IBM Support online resources overview © 2008 IBM Corporation




IBM Software Support

Step 3: Search — One product

Lotus Notes

Compare editions
Features and benefits
System requirements
Library

Competitive info
Case studies

How to buy

Services

Support

Related links

= Lotus Motes & Domino

= Lotus Motes and Doming
S farum

= developeriorks: Lotus
Motes and Dominag

- Latus Damino Solutions
Catalog

= Lotus Motes and Doming
licensing

= Wiarranties, icenses and
maintenance

Lotus Notes Support

Overview
Notice anything new?
We're pleased to introduce our new VWeb pages designed
(=) Overview to help you locate resources for important support tasks.
45 Downiload -
=+ Learn more =
» Troubleshaot @ i% [:?E @ &
Welcome to Lotus N_Dtes support, yngrtechni_cal resource gateway. Llse Lotus Notes support
the suppart task navigatar to find the infarmation you need.
(E) Overview
Search Lotus Notes support 4} Download
Yourfocused search in Lotus Motes support can be refined on the .
results page. You can also access advanced options by choasing g Troubleshoot
Search inthe support task navigatar. 9 gearch
Enter search terms @ BacumErEimm
= |° 2 Forums & Communities

Flan
Flash 18 Feb, 2008: Lotus Motes Traveler support content available on

the Lotus Motes support page

Flash 14 Feh, 2008: [BW Lotus Dominag Tech Exchange webcast: NSD
para Administradores (IBM Lotus Domina Tech Exchange webcast: MSD

for Adrninistrators) [El Open senice

() Assistance
Flash 14 Feb, 2008: Flash: Domino server and Motes client outages

after updating Trend Micro Pattern File

[View all Flashes]

Additional support links

News Related

+ Featured documents

+ Detailed gystem requirements
» Motes and Domino 8 resources

- Composite Applications wiki

= Lotus Motes Traveler support content
available on the L otus Motes support page

- Preparing Lotus Mates {including
Calendaring and Scheduling) for Argentina
Davlioht Savino Time 2007

IBM Support online resources overview

Personalized support

Wizt Wy support for fast
access to vour favarite
features.

System availability
=+ Last updated

Sunday, February 17, 2005
7:00:00 Ak

Support feedback

|E| Help us improve online
software support

Translate my page

Select a language %

=+ Translate

Every product page
has a search box for
its own content

= Software A-Z

© 2008 IBM Corporation




IBM Software Support

Step 3: Search — Through Google

Googl Advanced Search Advanced Search Tips | About Google

with all of the words |m|::| seret| |1|:| results v“ Google Search I

Find results

with the exact phrase |

|
|
with at least one of the words | |
|

without the words |

Return pages written in |an3,r language V|

return results of the file format | any format v|

b pages updated in the |anytime V|

Retrieve only
IBM support
content

Numeric Range Return we nurmbers between | | and | |

Cccurrences Return results where my terms |anywhere in the page V|

. ibm.comdsupport/docyiesw. wss |
Domain -Oﬂ|3." * | return results from the site ar domain |
- e.q. google. com, .org More info

SafeSearch & Mo filtering ) Filter using SafeSearch

FPage-Specific Search

" Search ]

Similar Find pages similar to the page |
a.q. wwaw google. comdheln. it

Links Find pages that link to the page | ||_ Search ]

Topic-Specific Searches

11 IBM Support online resources overview © 2008 IBM Corporation




IBM Software Support

Step 3: Search — Send feedback about
documents

Rate this page

Please take a moment to complete this form to help us better serve vou.

This material provides me with the
information I need. {:}Strnngly faree
{:}'Agree

) Meutral
O Disagree
& Ztrongly Disagree

This rmaterial is clear and easy to {:}'Strnngly Agree

understand.
{:}.ﬁ.gree
3 Meutral
{:}Disagree
{:}'Strnngly Disagree
Did the inf ti hel t
i e information help vou to O ves O No ) Don't know

achieve your goal?

what updates, improverments, or
related information waould vau like
to see in this docurment?

Provide your feedback
on documents
retrieved in Search

will be used to improve our document content. Regquests for
e, If applicable, should be subrmitted through your normal support
= we cannot respond from this site.

T T e S verification number: 27487
feedback:

° Submit

=y =g

12 IBM Support online resources overview © 2008 IBM Corporation




IBM Software Support

Step 4: Stay current — with RSS feeds

(Really Simple Syndication)

Software support

Overview

Welcome to IBM support, your technical resource gateway. Use the Software Support

support task navigator to find the information you need.
(& Overview

Navigate to a brand or product Support page @ T

=

=)

Select one V|° A7 Search

&> Documentation

Select a brand andior product;
Trouhleshoot

Search within all of IBM Software support

8 Forums & Communities

Your focused searchin IBM Software support can be refined on the

results page. You can also access advanced options by choosing Click this RSS

link on any page
to view the

latest content

Search in the suppor task navigator,

Enter searchterms

(@) Assistance

Additional support links

Stay up to date Related
* RSS feeds of support content = AllLIEM software (4
+ Reguest e-mail upates - |BM Education Assistant
- Software specific to eSerer, workstations
Support tools ar storace

* Software Support Lifecyele » Drivers

+ |BM Support Assistant

13 IBM Support online resources overview

RSS is a quick, easy, and lightweight format
for monitoring new content added to Web
sites

An RSS feed uses XML-formatted files to
deliver content that you access with an
RSS Reader

Our RSS feeds provide the title of a new
piece of content, such as a Technote, a
description of the new content, and a link to
the content

RSS help is available at:
http://ibm.com/developerworks/library/x-
rssintro/

In-depth explanation of RSS, and links to
RSS Reader downloads

© 2008 IBM Corporation
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IBM Software Support

Complimentary subscription service
for weekly e-mail updates with
technical information for the
products you choose

Click MySupport on any Support
page

Enter your IBM ID and password at
the sign-in prompt and complete
the profile

For step-by-step instructions:

http://ibm.com/software/support/site

tours.html#My_Support
For product list assistance:

http://ibm.com/software/sw-
bycategory/?ca=wspace

IBM Support online resources overview

Step 4: Stay current — MySupport access

Information Management

software

Content Manager
Product support

Pe~ onalizea suppc -+

Primary support resources

Mews: CM Migration Information & Resources access to your favorite
Flash 26 Dec, 2007 eClient v&.4 support Applet Viewer limitation on cluster ¢ f\eatures -

environment . .
Flash 21 Dec, 2007: IBM DB2 Content Manager V5.3 client custarmers using System Availability

DBz Information Integrator for Content upgrading to V&4 should use WE.3 = Last updated

fix pack 7
p Sunday, December 09,
2007 7:00:00 AM

Wisit My support for fast \
.

[view all Flashes]
Support feedback

Solve a problem

= Forums and newsgroups

- IBM Support Assistant
[tool to help resclve problems]

= Technotes | APARSs

Search Support (this product) o E e

Enter terms, error code or APAR # anline software
| support

Lirnit results (optional): Translate my page

Download
- Fix Packs by versian

[] Selve a problem

Zelect a language W
[Technotes, APARS:]

. =+ Translate
= DBZ Content Manager Enterprise D (DF?SETDESiIities APARE)
Edition Yersion 8.3 Fix Pack 7 0 LearnJ ’ Other support sites

- Download the IBM web Interface (Manuals, White Papers, etc.)
for Content Managerment Version
1.0 Modification 2 e Search

- Download IBM DBZ2 Content
Manager Yersion &.4
[view all downloads]

= Info Mgrmt support

= All IBM support [A-2)
-+ Broaden or change scope

- Tips for searching “+ websphere

Learn = Lotus

- Information center
- Information roadmap
- IBM Education Assistant Contact support

- Standard Edition Information Rsinlthbth s e
Center - Support handbook

Software Suppart Toolbar

Assistance

=+ Report problems -+ Rational

- Redbooks | Whitepapers
- Education

Stay up to date
* Request e-mail updates
- B RSS feeds for support content

Other valuable resources

Related resources Communities

© 2008 IBM Corporation
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IBM Software Support

Step 4. Stay current — WebSphere proactive e-mail

= Available for these products

= These e-mails are sent quarterly and ~ CICS Transaction Gateway & CICS

discuss potential support issues and
related topics

The product-specific e-mail includes
links to technical support documents
and information to help you learn
about and avoid potential problems
Signing up is easy

Refer to Knowledge Collection: IBM
products proactive e-mail for details
on subscribing and to see the latest
list of products that offer the e-mail:

Universal Client

CICS Transaction Server

IBMHTTP Server

TXSeries for Multiplatforms
WebSphere Adapters

WebSphere Application Server
WebSphere Application Server for z/OS
WebSphere Business Modeler
WebSphere Business Monitor
WebSphere Commerce

WebSphere DataPower SOA Appliances
WebSphere Extended Deployment
WebSphere Integration Developer
WebSphere Message Broker
WebSphere MQ

WebSphere Process Server

http://ibm.com/support/docview.wss?rs=180&uid=swqg27011428

IBM Support online resources overview
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IBM Software Support

Step 5: Education — Support Technical Exchange

webcasts

= Tivoli and WebSphere deliver complimentary
Support Technical Exchange webcasts with
technical information on a broad range of products
and topics

= Scheduled weekly, with charts and MP3 files
posted shortly after the live session

= Subject matter experts from Support, De
and Services deliver the webcasts

= Support Technical Exchange es include
information on upcoming-and previous-webcasts:
WebSphere (WSTE) —
http://i ftware/w
ech.html
Tivoli (TSTE) —
http://ibm.com/software/sysmgmt/products/support/
supp_tech_exch.html
Lotus (LSTE) —
http://www-
J1.ibm.com/support/docview.wss?rs=899&uid=swg2
7011126

16 IBM Support online resources overview

Technical Exchange Webcasts

Products Ato Z
Products by category
Services

Trials and Demos
Libraj
Case studies
Hews

dining and
certification

Events

Support

Related links
+ [ Business Paners
-5V
+ Developers

WebSphere

Scheduled Webcasts

Previous Webcasts

WehSpher® support wants to help you take full advantage ofyour product. Join us as technical experts
are their knowledge and then answer your guestions. Visit this site often to see upcoming fopics and
nresenters.

Schedules are subjectto change. For questions or topic suggestions, contact the Technical Exchande
tear,

ouwill need an 181110 and password, which are used site-wide at ibm.com to attend Wehcasts.

Please call into the phone conference and join the e-meeting 10 minutes eary.

22 Jan 2008 IBM HTTP Server - Certificates and the Secure Sockets Layer (SSL) -

session#1
Presenter(s) Rohert Boretti
Time: 27 Jan 2008, 11 AW EST (GMT-9)

Understand how to use IBME key management utility to create keyfiles,
ceificate signing requests{CSR) and self-signed personal cers. You wil
receive a general overview of the certificate chain relationship & cerificate
autharities along with imparting and exparting public and private keys

23Jan 2008 IBM HTTP Server - Certificates and the Secure Sockets Layer (SSL) -

sessionk2
Fresenter(s) Robert Borett
Time: 23 Jan 2008, 11 AW EST (GMT -8)

Learn to configure the Secure Sockets Layer within IBME HTTP Server fix
Learn specifically how to enable multiple S5L vitualhosts on port 443 and how
fo limit encryption at 128bit or higher for optimal security. See practical example
5 0n how to automatically redirect non-35L clients aver S5L.

24 Jan 2008 IBM HTTP Server - Certificates and the Secure Sockets Layer (SSL) -

sessionfd
Presenter(s) Robert Borett
Time: 24 Jan 2008, 11 AM EST (GMT-5)

Leam specific 35L debugning technigues. See firsthand how S5L tracing is

© 2008 IBM Corporation

Personalized support

Wit by suapart for fast
access to your favorte
features.

System availability
=+ Last updated

Sunday, December 09, 2007
7.00:00 8

Support feedback

15 Help uz improve onine
software support

Translate my page

Select a language ¥

= Tranzlate

Other support sites

= Information
Management

= Lotus
= Rational
= Tivoli

= Software A-Z


http://ibm.com/software/websphere/support/supp_tech.html
http://ibm.com/software/sysmgmt/products/support/supp_tech_exch.html
http://www-1.ibm.com/support/docview.wss?rs=899&uid=swg27011126

IBM Software Support

Step 5: Education — IBM Education Assistan

http://ibm.com/software/info/education/assistant

Education Assistant

Home Business solutions IT services

Countn

N[ =

Products

Support & downloads My IBEM

Search

Contents

¥ % O
% 1BM Education Assistant = kol
@ Websphere Application Server ¥ersion 5
@ Websphere Application Server Yersion b
@ WehSphere Application Server ¥6.1 Featu
@ Websphere Application Server Yersion 6.
@ Rational Application Developer Yersion &
@ WehSphere Extended Deployment Yersiol
@ WwWebSphere Process Server, WebSphere I
@ WebSphere Enterprise Service Bus, Web5
@ WwWebSphere Adapters Yersion 6
WebSphere Business Modeler ¥Yersion 6
SRSERYN]

2 overview and new features

[ Process simulation
[E Modeler to websphere Integra
E@ve02

[ overview and new features

[ Process modeling

[l Process Simulation

[ Modeler ko webSphere Integration De

[ related topics

@ WebsSphere Business Monitor ¥ersion 6
@ WebSphere Commerce
@ WebSphere Partner Gateway Yersion b
@ wWebSphere Developer for System z

@ Wehsphere Everyplace Deployment Yersi
@ WebSphere Host Access Transformation !
@ WebSphere Message Broker ¥ersion &
@ Wehsphere MQ Yersion 6
[ S -
< |

Bh

IBM Support online resources overview

Search scope: All bopics

WebSphere Business Modeler Yersion b

e 2| @ el [Z]
IBM Education Assistant

IBM WebSphere® Business Modeler Version 8

other IEM products
Information Management

Lotus. software

software
software
WebSphere Bl =l

Systems and servers

| Educational content for

webSphere Business Modeler products help organizations fully visualize,
comprehend, and document their business processes. Rapid results can be
obtained through the collaboration functionality, where subject matter
experts team to clearly define business models and eliminate inefficiencies.
vou can model business processes, then deploy, monitor, and take actions
based upon KFPIs, alerts, and triggers for continuous optimization, Business
processes then get tightly linked with strategic corporate objectives.
WebSphere Business Modeler products can drive much rore granular
business insight and knowledge, where knowledge equates to competitive
advantage.

H -

our of IBM Education Assistant

WebSphere Business %

= ME.0

Select product of
interest and choose
topic

-+ Dverview and new features

- Process Modeling

~+ Process Simulation

— Modeler to WebSphere Integration Developer
=+ MB.0.2

-+ Dverview and new features

~+ Process modeling
-+ Sirnulation support for processes
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Step 5: Education — drill down

. Process Modeling

L Process Modeling Overview and Enhancements

11 min 224 Blasok

—

Presentation

Process editor

1BM Software Group

Server V6

—

Process editor W6.0 enhancements

.

Demonstration

—

Modeling a process

! Download files for cormpleting the tutorials (LabFiless0.zip 1 MBY @

Due to the variable nature of computing environments and the complexity of

troubleshooting, lab tutorial instructions and files are provided as-is.

Tutorial

N

 eusphere B

HBM WebSphote Application Server VE
Runtime Performance Advisor

113 8 wal-rurrng S b s s e B comiets | B
0T e M X T ORI O P O

0 Copynght 1B Comprmpaen TE4 AT nghts asrerd

ILICY Y

Includes audio {iterms without audio might have audio added in the future)
& technical overview that provides background on a topic (Macromedia Flash)
& guided dermonstration that shows how to complete a specific task (Macromedia Flash)

e
=

o oD B [ EE ]

Step by step instructions to follow for completing a task

PDF format (Adobe Acrobat Reader)

ZIP format (use WinZip or a similar program)

additional reading material

IBM Support online resources overview

Y S e —
U WEBSHERE AP AT SETIVER e - LAB EXBRCAE

Tivoli Perlosmance Viewer I

Wit ths uercise I sbowt

=t b ety i s st f b T Pt e
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Step 5: Education — IBM developerWorks

http://ibm.com/de veloperworks

A developerWorks, |

In-depth technical
information for
developers and
administrators

New technology
introductions
Technical tutorials and
training

Downloads
Communities and
forums

Events

The Support Authority
column in WebSphere
Technical Journal

developerWorks

developerWorks,

IBM's resource for developers

Updated 18 Dec 2007 |00 1000000

AIX and UNIX 4
3 v -
1B Systems N il "
Information Mgmt * Mew to Information Mgmt pUSh RSS to new limits X X
Get innovative with the well-known Really Simple Syndication
Lotus * Praducts format's associative properties and emulate the functions of a
Rational b How to by ) simple relational database, Use RSS elements and attributes such
v as items and quids to create a neural-netwark-like mesh of related
Tivoli ¥ Downloads data, and use RSS channels to store contact information and
meeting information—much like a personal address book and
WebSphere * Tachnical library calendar, More =
I =
Architecture » Training
Autonomic computing * Support ost popular downloads Most popular forums
N . Services
dcomeitng ' . » tutorial: Learn or teach the basics of DB2 and relational databases with an
Java™ technology , Forums & comnmunity 1 The DB2 Detective Game, which teaches relational database concepts and
Haws can be applied to solving real-life problems, Updated for DB2 9, {Information
Linux
Euvents .
Open source 4 ~.._ ... JavaServer Faces 1.2: Start the process of building your awn JSF

Power Architecture™ +
S0A and Web services *
Web development +
KML 4

I
About dW

Submit content
Feedback

Related links

« IBV resources

« alphaarks (emerging
technaologies)

+ IBM Academic Initiative
+ IBM Redbooks

+ IBM Press books

+ IBM cammunities

Local sites

+ developeriorks 0O

+ developeriorks Japan
+ daveloperworks 00

« developerWorks Poccus

application, using this tutarial as your guide, Discover how the new version's improvements features
help make 15F easier to program than other Java Web framewarks, {Java technology)

Test terminal-based applications with Rational Functional Tester: Regression test your
terminal-based applications quickly and easily. With this tutarial, record, edit, and execute your test,
and explore some of the challenges you might face. {Rational)

Application development for the OLPC laptop: Begin building applications for the X0-1, the
innovative, inexpensive hardware platform designed far kids everywhers by the One Laptop Per Child
initiative, Explore the Sugar APIs on the system and learn how to develop and debug a araphical
activity in Sugar using Pythan, {Linux)

Mew WebSphere Technical Journal: Get more mileage out of the WebSphere Integration
Developer integrated test client, learn to use ObjectGrid as a platfarm for grid-style computing and
data processing, and build EJB 3.0 applications for WebSphere Application Server V6.1, And mare, All
in this manth's journal, (WebSphere)

Manage an HTTP server using RESTful interfaces and Project Zero! Create a RESTful salution
for a problem area that is not often discussed by REST users: systems management. Then, determine
if REST is a valid aption for your enterprise praject. {'Web development)

Featured community space

L..‘f Domino Portal Integration
e Explore the various options and technigues developers can use to integrate Lotus
. Dornino and WebSphere Portal.

http://ibm.com/de veloperworks/websp here/techjournal/contents.html

IBM Support online resources overview

Welcome guest

=+ Signin
=+ Regizter

Across the site

* Downloads | Demos
+ Tutorials and training

# Software products for
developers | New to
IBM Software

+ Sample IT Projects

# Technical events,
briefings & webcasts

+ R55 feeds | Build
your own feeds |
Export dW content

+ Mewslatters

+ Community
Spaces | Forumns |
Blags | Podeasts |
Wikis | Exchange

Spotlight

+ Triali Lotus Sametime
Standard &

+ alphaWorks: IBM
Languagei’are Miner
for Multidimensional
Socio-Semantic
Metworks

« Dawnload: IBM Data
Studio V1,1
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Step 6: Tools — IBM Software Support Toolbar

http://ibm.com/software/support/toolbar

BRI nformation Management MIINP S| mational. M rvoti Ml wetisphere RIS

Newrs
How to buy

Events

LELLETE software

Visit My support for fast

easily navigate to self-

More Support Resources L

Suppork T

Wiew  Faworices  Tools  Help
| = - v|iq - |
software - RatiooZl ﬁ‘ﬁ Software Support home
R ati (C =¥/ My 1M Registration(16M1 10) »
Featu d b fits a IO E
eaures and hene Product part 2 Electronic Service Request  #
B FE NS & send Attachments 4
Product library Wew B al Cleard »
help ments by % Passport Advantage
cg

Training and certificatio

Support

Related links
"Raticnal Cle

Zharnges ™M t
Solution

" Ration a
chan ment
Soly rise
Edj

) arCase

learpuest

ClearZuest

t Manager

/" Download the IBM
Software Support
Toolbar for easy access
to cross-brand and
brand support
information

h

N L

- Warranties, licenses
and maintenance

sh 27 Dec, 200 -
P after upgrading to RHEL 4 Update S

lash 21 Dec, 2007: Yiew removal may cause clg
Flash 21 Dec, 2007: YOBs become inaccessible o
LWiew all Flashes=s]

access to your favorite

C@ 18M Assist On-sits (405 »
[E 18M Support Assiskant (IS&)
H, IBM Education Assistant (IEA)

sunday, Decamber 09,
2007 F:00:00 A

e My Suppork Help us improve

Solve a problem Search Supp

L Zoftware support RSS feeds IPO"t teedback

online software

= Forurms and newsgroups Enter terms

- Featured docurments

3 P ¥
support
, error code or APAR #

- IBM Support Assistant I
[tool to help resolve problems=s]

- Collect logs and diagnostic data on
UMI® and Linux

= Collect logs and diagnostic data on
Windows

[] solve a

Limit results {optional):

Translate my page

Select a language

problem =+ Translate

[Technotes, APARE]
[] Download

Other support sites

[Fixes, Utilities, APARs])

- Technotes | AFPARSs

[] Learn

Download

- &vailable iFixes and FixPacks for
ClearCase Family 7.x

9 Search

= Available Service Releases and
Patches for ClearCase 2003.06

- ClearCase 2003.06.00 and 7.0
release and patch mappings
[wiew all downloads]

Assistance

Learn
- Information center Help with

» IBM Education Assistant

» Product docurnentation Software
- Redbooks | Manuals
» Education | Whitepapers

IBM Support online resources overview

-+ Ratiocnal support

(Manuals, White Papers, etc.]

= All IBM support [A-2]

-+ Broaden ar change scope

= Tips for searching

=+ Report problems
Contact support

this site

Support handbook

Support Toolbar
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Step 6: Tools — IBM Support Assistant

http://ibm.com/software/support/isa

IBM Support Assistant is a no- _* ' -
charge troubleshooting workbench . 1o 341 Supper Assisan

offering: oot o Pl it &

Fird ‘mlormiaion

= multi-source search capabilities
and access to product information
= automated data collection

= problem determination tools E A

]
El

= ability to capture and store
environment information, and
= integration with Service Request

tOOI Hm].g.: hrl'".'."ﬂﬂﬁ_-utm

.' : Lt 5 ... L I"I-”"'I."F-\.
View IBM Support Assistant training Sl o s b i of
on IBM Education Assistant or visit
the website to attend an upcoming
scheduled demo.
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Support Assistant

m PRI 7 Find Information  x

= Concurrent search capability P e =
to search product support ot e S
sites, devgloperWorks and. e 5 ) s
Google with one search string
= Ability to add additional search I
. IBM Softy 5 it D = WebSphere Server
targets to above search option 8 51 sfvare SppertOnamens
= Product Information page 3 M deveipertirs PRS0 LRDNG 5L HANDSHAE, I MANY S PACHET AREREAD YT T BFFER THE S5, AN
. During an 551 handshake, if multiple S5L padeets are read into the same byteBuffer, the SSL channel
offers quick access to 3 ) mnessgrcps sndFoune
. . . PK.331350: ORE CALLEACK TO CLIENT DOES NOT FLOW QVER SAME CONNECTION POTENTIALLY CALISTNG 5!
technical information from H ) Google Wihen a request fius from  clent to server and a meta calback s recuired, a request flows back to the
product support page and it G BT s
many Other SiteS tOO 7 [] Product Infarmation Center WebSphere Appic

¥ [¥] Product Information Center WebSphere Appic

= Each product information

page now displays content just e

. ; IBM Software Sup Documents
published from the product’s S
support page e ————

- IBM Downloads 3 ¢ 3

< >
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H_‘_‘_‘_‘—!—.
Select Collectors L

Select a Collectar _

Select 3 tage and hodent: | defaudt

Please wait while the Iistof ren»teswtems;einq rth-i-eved,_
Select & system:

My Computer

Sellect a product (or System Colector) and its problem:

@ [19M Tivoli Asset Complianoe Center 4.2
@ [3M Tivoli Composite Application Manager for ViebSphere 6.1
@ System collector i

@ WehSphere Application Server 5.1

@) WebSphere Application Server 6.0

& - WehSphere Customer Center 7.0

23 IBM Support online resources overview

Automate log and data collection
(automated mustgathers, etc.) with
symptom-specific data collectors
Collect logs from remote systems
Integrated Log Analysis capabilities
accelerate first steps of problem
investigation

Reengineered Data Collection
process:

— Remotely execute “MustGather”
data collections

— Collect remote files

— Organize problem determination
data, notes, files, data collector files,
inventory reports, etc. and share
them with other analysts or IBM
Support

© 2008 IBM Corporation
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Step 6: Tools — Support Assistant — Manage Service Request

24

Collect needed
troubleshooting files
Open a new Service
Request (PMR or
Problem
Management Record)
and attach
troubleshooting files
Update an existing
Service Request
Review Service
Requests for an IBM
customer number

Support Assistant

ETH R 5 Home 1] & Manage Service Request  x

(@ Guided Activity Assistant Close
Introduction

This guided activity explains the steps to
perform before engaging IBM Support. To
expedite the support process, you should
complete all ofthe tasks listed. IBM
Support uses this information to start the
troubleshooting process.

Click to Start

1. Collect Diagnostic Data

2. Collect Inventory Data

3. Export Case Data

4. Create a new Senvice Request

5. View or Update Senice Requests

RS0 Service Requests:

- =

Select Collectors |

Create Portable Collector

Select a Collector

o

Select a case and incident: | default

| [Select]

Please wait while the list of remote systems is being retrieved.

Select a system: |My Computer

Select a product {or System Collector) and its problem:

[#- IBM Tivoli Asset Compliance Center 4,2

[ I8M Tivali Composite Application Manager for WebSphere 6,1
- System collector

E-WebSDhere Application Server 5.1

B WebSphere Application Server 6.0

B WebSphere Customer Center 7.0

Collector Queue

Status System Product

|

53
|i€

IBM Support online resources overview

© 2008 IBM Corporation




IBM Software Support

Step 6: Tools — IBM Support Assistant includes problem
determination tools

= Garbage Collection and Memory Visualizer (Tech Preview) — provides graphic views of Java Verbose Garbage
Collection logs

= |IBM Assist On-site (AOS) — offers secure, encrypted troubleshooting sessions by allowing IBM engineers remote
access to client’s workstation

= |BM Dump Analyzer (Tech Preview) — provides automated analysis of dump files from IBM JVMs

= |BM Guided Activity Assistant (IGAA?(— is integrated in IBM Support Assistant and guides users through diagnosing
and solving problems, including invoking appropriate serviceability tools as necessary

= **IBM Pattern Modeling and Analysis Tool for Java Garbage Collector (Tech Preview) — analyzes Java verbose
garbage collection logs

= IBM Rational Diagnostic Tool for Eclipse — diagnoses Eclipse configuration problems as well as comparing
configurations

= **Log Analyzer (Tech Preview) — correlates log events from multiple products to diagnose cross-product problems

=  Symptom Editor (Tech Preview) — lets users build additional symptom catalogs for the Log Analyzer to use in
correlating events

= **Memory Dump Diagnostic for Java (MDD4J) — analyzes IBM and non-IBMJVM heap dumps to find cause of
memory leaks

= **ThreadAnalyzer (Tech Preview) — analyzes thread dumps to find system hangs

= **\isual Configuration Explorer (Tech Preview) — provides graphical view to explore and compare cross-product
configurations

= WSTE webcast, March 13, 2008 replay offers an overview of the tools

**Denotes tools available at GA for ISA V4. Remaining tools will be migrated over the next few months
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http://www.ibm.com/support/assistonsite/
http://www.ibm.com/developerworks/java/library/j-ibmtools1/
http://services.alphaworks.ibm.com/IGA
http://www.alphaworks.ibm.com/tech/pmat
http://publib.boulder.ibm.com/infocenter/ieduasst/rtnv1r0/index.jsp?topic=/com.ibm.iea.rdte/plugin_coverpage.html
http://www.ibm.com/developerworks/autonomic/library/ac-ltaanalyze/
http://download.boulder.ibm.com/ibmdl/pub/software/dw/opensource/btm/SymptomBestPractices_v2.0.pdf
http://www.ibm.com/developerworks/websphere/library/techarticles/0606_poddar/0606_poddar.html
http://www.ibm.com/developerworks/websphere/techjournal/0710_supauth/0710_supauth.html
http://ibm.com/support/docview.wss?uid=swg27011757
http://www-1.ibm.com/support/docview.wss?uid=swg21259758
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Step 6: Tools — IBM Guided Activity Assistant V4
http://services.alphaworks.ibm.com/IGAA

{‘_ﬂ i 3 é‘ T Eocimay i _”—'—:______- S S

= : .
Al R ——— e ——— SN
LBM Guided Actiy; : .

I Lmhmﬂl_ "m“‘m*ﬂl-lu.m.;‘ T Bl
M _— 7 e A :! 4
i Smed Cagpm s ——— T g T

= Clients need a web browser to

98 | sincrs Predues ba trgupd

T — — access IGAA for guided assistance

in problem resolution

= [f atoolis recommended or files
are collected, then IBM Support
Assistant V4 is introduced

< Bamk Pt Pinsis Tl

¢ Cag; Dt of Mamary OB mreductical

Case Fies OO A conalinga nom cam, e i loe 3 geeara pesets ol iablssoatgoneh oty 7y bbbl e . F S are avai Iable o n the
Sune Hilny i Fﬂod;f-‘}mm N.n'Jsdeperdsmml!'l!-:pml::nwmnmw,uw vﬂmhmr.-mlll; A< !
. ;:é:m-m.'-ur:-m-:mm Fyea g5 gt ek by prochcti b ol [ 4t o it Temtalling Pt Lo

0B e alphaWorks site

X LR —————rT S
1. Stan @ Mew Case
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Step 6: Tools — IBM Assist On-site for complex issues

= Remote control technology through Internet. IBM Support views
or shares keyboard and mouse control of client’'s workstation

= Provides the visual communication required to help speed time
to resolution

= Secure session is initiated during phonecall between client and
IBM support engineer

= Client is ‘invited’ to use tool and obtains a 7-digit random key to
initiate encrypted session

= Communication is protected by 128-bit encryption

= Client accepts and runs a small 500-kb plug-in with Internet
browser and only requires an outbound port

= No software to install and once session is terminated (by client or
IBM support), the plug-in is no longer usable

= Accessible through the IBM Support Assistant

= For details: http://ibom.com/software/support/assistonsite
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Step 6: Tools — Jumpstart PMRs with
electronic Service Request (eSR) tool

eSR online tool for Passport Advantage clients and their Business Partners who are
members of PartnerWorld

— Requires access approval: use Self-Nomination form (not for Business Partners
or Site Technical Contact); access granted by Site Technical Contact (STC)

— Create personal preference profile including product/component lists
— Open PMRs pre-populated with your profile entries

— Submit your own issue and environment descriptions

— Attach troubleshooting files to online PMRs

— Submit PMRs directly to support queues

— Monitor PMR activity with customized reports

— Accessible through IBM Support Assistant

Note: ZOS clients continue to open ETRs at: http://www.ibm.com/ibmlink
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Step 6: Tools — eSR tool

Access: http://ibm.com/software/support/probsub.html

= Help is available at: http://ibm.com/software/support/help-esr.html

= Support for eSR tool in U.S. and Canada: 1-800-978-2246

= International support: select number from here:
http://ibm.com/software/support/help-contactus. html

= Step-by-step eSR instructions:

http://ibm.com/software/websphere/support/d2w.html

= eSR education modules:
http://ibm.com/software/support/sitetours.htmi#Electronic Service Request (ESR) -
Online problem submission tool
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IBM software support is just a click away . . .

via- |- | O | e - | o T weesoners B

Software Support Toolbar quickly connects you to support resources

Product support pages for day-to-day support

IBM Support Assistant: your troubleshooting

E— workbench
WebSphere Application Server Support )
overview Welcome to IBM Support Assista

are = A4

Welcome to WebSphere Application Server support, your technical WebSphere Application Personalized support
resource gateway. Use the support task navigator t find the information  |Er Suisies R P First Steps
isit My support for fast
you need @ Overview access to your favorite
features.

Search WebSphere Application Server support e ——
Yourfocused search in WebSphere Application Server suppart can be

refined on the results page. You can also access advanced options by Troubleshoot

System availability

choosing Search in the support task navigator. - L Last upsates Find Information
Enter search terms e T Sunday, August 05, 2007
300:00 Am

Forums & Communities

Plan
Flash 15 Jan, 2008: Disabling the on demand configuration component Support feedback
Install & Help us improve cnline
Flash 15 Jan, 2008: Regression in DataDirect Connect for JDBC driver software support
in IBM WebSphere Application Serverversions 61013, 61014, 60225, and Use

51117

Flash 14 Jan, 2008: Education: Join Webcast on Automating problem
identification using IBM Autonomic Computing technology

[view all Flashes]
Additional Support links

Hews Related
- Utility: Feature Pack for Web Senices for
WebSphere Application Server V& 1

ERITBEG & &

Open service request

Assistance

- Eeatured documents
- Support Technical Exchange

Stay up to date

- RSS feeds of support content
- Request e-mail updates

- TestLink

Support tools

- Product Support Lifecycle

- 1BM Support Assistant

- Steps to getting support

Buying & managing support

- Support Offerings

- Why renew vour Support?

- Software maintenance and support
- Passport Advantage

Browse by document type

- Software Support Teolbar - Education
- Support handbook - Redbooks
- Testlink - Technotes
Related products - White papers

+ IBMHTTP Server

- Rational Application D for
WebSphere

+ WebSphere Application Server Community
Edition

- WebSphere Extended Deplovment
-+ WebSphere Application Server for Z0S

Translate my page

Select a language

—+ Translate

Other support sites
= Software Support

= Information
Management

Lotus
Rational
Tivoli

WebSphere

440

Software A-Z
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Tutorials
m through tut

Latest News
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