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Web Problem Management Through
IBM Service Request




= IBM Web Problem Reporting Strategy

= IBM Web Problem Reporting Landscape

= IBM Service Request (SR) Key Features

= IBM Service Request (SR) Walk-Through
= Live Demonstration and Q&A

= Further Information
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= IBM has embarked upon an initiative to dramatically improve our
problem reporting infrastructure.

= In the web space, our goal is to provide a single service request
management application that supports all of our customers through all of
our lines of business.

= Customer Value Objectives
—Eliminate customer confusion over which web application to use
—Combine best of breed use cases to improve ease-of-use

—Increase satisfaction
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IBM Web Problem Reporting Landscape
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IBM Web Problem Reporting Landscape
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Where do | go for online support?

If | purchased as a stand-alone
product, | use ESR.

WSR
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IBM Web Problem Reporting Landscape

“ N | have a problem with WebSphere.

Where do | go for online support?

If | purchased bundled with System
P, l use SSR.

WSR
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IBM Web Problem Reporting Landscape
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IBM Web Problem Reporting Landscape

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

Countryiregion
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Open anew service request
Search service requests
Relationship administration
my profile

1y messages

Help

Related links

IBM Service Request

Hello, Christian Gilmore.

= Open a new senvice request

My draft service requests
No data was found for this display

Hy recent open online service requests
To modify an open service request, selectts senice request number.

Service request s Sev. Title Date modified  Date submitted

= View all my online service requests
Search service requests

Search by service request number
Enter a service request
ber

7o813 ooz oo | @)

Search by customer number
Enter keywords

Sotctacusomer
i =
s s ] ©

= Advanced search

[-JE-mai this page {3 Printtis page (%) BM Bookmarks  G0/Digg ths_ a® Save to delicio.us

IBM Service Request

With SR Release 1 in 2009, tool
choice simplification began.
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IBM Web Problem Reporting Landscape

Home | Products | Services &industry solutions | Support & downloads My account

Electronic Service Call

Setmy preferences

Online help

Sian o

I8Mid: si_usaGus.ibm.c

Current target country: United States/Canada

. reducing ¢
placing service requess, moni
<t or providing additional information.

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

g el b el o sk o e
———— IBM Service Request

Open a new service request

Search service requests

Hello, Christian Gilmore.
Relationship administration

= Open a new service request
Y oo Open a new service request

My messages.
My draft service requests
Help
No data was found for this display

Related inks 1y recent open online service requests

To modify an open serice request selectits senvice request number
Servicerequest#  Sev. Title Date modified  Date submitted

Feb 26, 2008 Feb 26,2008

= View all my onlne service requests
Search service requests
Iy | searchby service request number

Enter a service request
number

Search by customer number
Enter keywords

Select a customer
et 2121212 (United States] [v] @)

= Advanced search

=] St page B Towie o

7.

IBM Service Request
With SR Release 2 in October 2010,
tool choice simplification continues.
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IBM Web Problem Reporting Landscape

Services - Products - Support & downloads ~ My IBM

iz o
IBM Service Request

| Request
With SR Release 3 in 2012, tool
choice simplification completes.

10 Session 7726 - Web Problem Management Through IBM Service Request © 2010 IBM Corporation



= File uploads — The abillity to attach multiple files to the service request
in-line

= View/manage all service requests — Service requests can be managed
regardless of channel of input or of open/closed status. Service
requests archived up to one year are also available.

= Business partner integration — Collaborate on service requests with your
IBM-authorized business partners

= Language options — Support for multiple languages based upon browser
setting

= Personalization options — Many functions can now be personalized

= Continuous availability — Hosted in three centers, each with internal
redundancy, operating at 150% capacity
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= Sign On & Home page
= Reporting a problem
= Searching for and updating service requests with SR

= Managing service request ownership with SR
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= Access ETR via www.ibm.com/ibmlink

= Once signed on, the ServiceLink homepage, which now has a link to
IBM Service Request (SR), renders.

United States [ change ]

Home Solutions Services Products Support & downloads My IBM Welcome Mr. Mark Fyffe [Not vou?] [ IBM Sign out ]

Servicelink

Help 3
The applications listed below are your entitled applications. IBMLink news
’ o ; 19 May 2010
Flease click on the application you would like to access. &
Related links
s ] ) Automatic Software Alert Process (ASAF)
Purchase/upgrade tools Customer support

Automatic Status Tracking (AST) =+ New notifications

{See information below)
(PSP}

Semvice Information S
[a]

envice Request and Delivery (SRDO)

The IBI Service Request (SR application can be used to submit service requests. The ETR
application will also remain available for use until DATE.

Electronic Technical Response (ETR)

About IBM Privacy Contact Terms of use Accessibility IBM Feeds Jobs IBM Feeds Jobs
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SR Home Page

Begins the work flow jusi
to open a service
request. “sts

Relationship administratio

Saved service requests
that have not yet been
submitted.

Read and responsibility icons
show if a service request is
unread and if the user needs
to take action.

Green dot + bold = unread
no icon + no bold = read
Exclamation + bold = user
action/unread

Exclamation + no bold = user
action/read

Find a specific service
request or search by a
keywords.

Advanced search
provides additional
parameters for a search.
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IBM Service Request

Hello, Jyi-ching wong.

= Open a new senvice request
My draft service requests

Status Sev. Title Date modified Date expires

Draft Sample title 81210

My recent open online service requests

Tao modify an open semnvice request, select its senvic

Service request # Sev. Title Date submitted

v 76213 005 000 4 testing please close GITM0 2:49 PM

| 76212 005 000 4 testing please close G710 2:49 PM  6/TM0 2:49 PM
76211 005 000 4 testing pleaze close B/FH0 2:49 PM G0 249 PM
76210 005 000 4 testing pleaze close B/FH0 2:49 PM GFH0 249 PW

I 76209 005 000 4 testing please ignor... BTM0 2:45 PM G710 2:45 PM

* Unread I Meeds your attention

= \iew all my online service requests

Search service requests

Search by service request number

Enter a service request o

number

Search by customer number
Enter keywords

Select a customer

TTTTTTT [United States]
number

= Advanced search

L

My service request
searches

= MNanage searches
=+ My =earch 1

=+ Ny =earch 2

N

Quick access to saved
searches. Searches can
span multiple customer
numbers.

our open requests
managed through
SR
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= Choose either “Report a defect” or “Ask a question”

= Report a defect
—Submit component ID or
—Proceed through product tree to select product
—Validate personal information
—Describe problem and provide additional information

= Ask a question
—Proceed through product tree to select product
—Validate personal information
—Ask question
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Reporting a problem with SR — preferred product option
Open a new service request

Open a new service request
. . Select a PI’OdUC‘t

Search service requests

Relationship administration To ensure that your service request is addressed effectively, please select or verify vour product, My service request
My SR access caompanent, agreement and contact information an the following pages. Once you enter this searches
information, you will be able to complete a detailed problem description form.
My profile = Manage searches
Once you have selected a product, component and support agreement, you may save this e _ _
My messages semnvice request as a draft any time prior to selecting “Submit.” - ';fém:d 777 SRz including
Help

=+ Ny online SRs opened and
Preferred software Supported software Entire product catalog clozed

erred product and component selection

The first tab shows a list of elect a product and component from your preferred product and component list. To update this
preferred products and list, go to My profile.

mponen llowin
CO. Eo © ts’? 0 9 | My preferred product/'component list
quICK access 1o commonly || sy ) 530 for Power V5.3 |

used selections. Parallel Environment LAPI 2.4 x
o DB2 Connect Enterprise Edition V9.1 Products shown in bold & gray

DBZ Connect Enterprise Edition for Solaris 9.1.0 . .
WebSphere Application Server /05 V5.1 with associated components

WebSphere Application Server Z0S Toolkit 5.1.0 indented below each product.
WebSphere Application Server 2/05 VG.1

° Continue
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Reporting a problem with SR — entitled product option
Open a new service request

Open a new service request

Select a product

The second tab allows a
search for products and
components for that are

component, agreement and contact information an the following pages. Once you enter this
information, you will be ahble to complete a detailed problem description form.

entitled to support. ve selected a product, component and support agreement, you may save this
a draft any time prior to selecting “Submit.”
Help
Supported software Entire product catalog
Related links Supported software selection
* Pazzport Advantage Online You can enter a product, component, or a component D (copy a component 1D from the list
« Other =ervice request tools the right).

* IBM electronic services

* My =earch uzing inventory data
* IBM sy=tems and =ervers

» Copyright and trademark

Type in your keyword(s

information
Both product and Supported products (0 matches)
component results appear lease type 3 or more characters above (need better text hera).
here.

Supported components (0 matches)

° Continue
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To ensure that your service request is addressed effectively, please select or verify your product, My service request

zsearches

= Manage searches

= |[CN 7777777 SRz including
archived

= My online SRs opened and
clozed

Product names, component
names, and identifiers can be
entered here...
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Reporting a problem with SR — entitled product option
Open a new service request

Open a new service request
¥ . Selecta pl‘GdLlC‘t

Search service requests

Relationship administration To ensure that your service request is addressed effectively, please select or verify vour product, My service request
My SR access component, agreement and contact information an the following pages. Once you enter this searches
infarmation, you will be able to complete a detailed problem description form.
My profile = Nanage searches
Once you have selected a product, component and support agreement, you may save this e ) _
My messages service request as a draft any time prior to selecting *Submit.” = ::rf;hll__d 77 SRe including

Type keywo rd Preferred software Entitled software Entire product catalog

Related links Entitled software selection

- Paz=port Advantags
= Other =ervice request too
= IBM electronic =ervices

= My =earch using inventory data
= IBM =y=tem=s and zervers WebSphere

) L I L

You can enter a product, component, or a component (D, Enter 3 or more characters to start or
search. Enter 1 character to see products that start with that letter.

Type in your keyword(s)

85 products are found Entitled products (85 matches)

1

=+ My online SR= opened and

Wlth WebS.ph_ere In CICS Data Collector for WebSphere Applicationication Manager 210% E
their descrlptlons. Tivali OMEGAMOM XE for WebSphere Application Server on 203 V1.3.1%
Tivali OCMEGAMOMN XE for WehSphere Business Integration on 2/05 V1.1*

Tivoli OMEGAMOM XE for WebZSphere MG on 203 V4.0%
WebSphere Application Server Base Zi03 VE.0.17
WebSphere Application Server 03/390 V3.0.2*
WebSphere Application Serverz/Q3 Va.1*

WebSphere Application Server Z03 VE.1*

WebSphere Application Server Z/03 V7.0*

closed

T

15 components contain
WebSphere in their
descriptions.

WebSphere Business Events forz/03 VE.2.1* [ﬂ

Entitled components {15 matches) bk

° Continue
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Reporting a problem with SR — entitled component ID option
Open a new service request

Open a new service request
Search service requests
Relationship administration
My SR access

My profile

My messages

Help

Alternately, enter a
component ID.

= My =earch u=sing inve

= IBM =y=tems and zervers

= Copyright and trademark
information

Select a product

To ensure that your service request is addressed effectively, please select or verify yvour product,
component, agreement and contact information on the following pages. Once you enter this
infarrmation, you will be able to complete a detailed problem description form.

Once you have selected a product, component and suppart agreement, you may save this
senice request as a draft any time prior to selecting “Submit.”

- Entitled software Entire product catalog

Entitled software selection

You can enter a product, component, or a component ID. Enter 3 or mare characters to start or
search. Enter 1 character to see products that start with that letter.

Type in your keyword(s)
572403700

Entitled products (0 matches)

My service request
searches

= Manage searches

=+ ICM 7777777 SRz including
archived

= My online SRs opened and
clozed

The resulting component
description and releases

Entitled components (4 matches)

Data Studio Base 1.1.0 [5724D5T00]
Data Studio Base 1.2.0 [5724D5T00]
Data Studio Base 2.1.0 [572405T00]
Data Studio Base 2.2.0 [572405T00]
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Reporting a problem with SR — entitled component option
Open a new service request

Open a new service request

Select a product

Search service requests

Relationship administration

My SR s component, agreement and contact infarmation an the following pages. Once you enter this
information, you will be able to complete a detailed problem description farm.
My profile
Once you have selected a product, component and support agreement, you may save this
My messages senvice request as a draft any time prior to selecting “Submit.”
Help
Preferred software Entitled software Entire product catalog
o e Entitled software selection
T k d Online You can enter a product, component, or a component ID. Enter 3 or more characters to start or
ype eywor Et tools search. Enter 1 character to see products that start with that letter.

&2

- Iy scarch vsing Ve sate— 1YDE N YOI keywords)

- IBM sy=tems and servers Data Studio

= Copyright and trademark

information
Entitled products (2 matches) b
Entitled components (6 matches) -
6 components are fOUﬂd. Data Studio Administrator for DB2 for Linux UMEC and Windows 2.2.0

To ensure that your service request is addressed effectively, please select arverify your product,

Data Studio Base 1.1.0

20

Data Studio Base 1.2.0
Data Studio Base 2.1.0
Data Studio Base 2.2.0
Data Studio Integrated Development Enviornment 2.2.0%

° Continue
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My service request
searches

= Nanage searches

=+ [CN T777777 SRz including
archived

=+ My online SRz opened and
closed

2 products match.

Arrow determines
which panel is
expanded.
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Reporting a problem with SR — entitled component option
Open a new service request

Open a new service request
Search service requests
Relationship administration
My SR access

My profile

My mes=zages

Help

Related links
- Pazaport Advantage Online
= Other =ervice request tools
- IBM electronic services

= My =earch using inventory data

= [BM =y=tems and =ervers
= Copyright and trademark
information

Select one component
option.

Continue once selections
are made.

21

Select a product

To ensure that your service request is addressed effectively, please select or verify your product,
component, agreement and contact information on the following pages. Once you enter this
information, you will be able to complete a detailed problem description form.

Once you have selected a product, component and support agreement, you may save this
senvice request as a draft any time prior to selecting “Submit.”

Preferred software Entitled software Entire product catalog

Entitled software selection

You can enter a product, component, ar a companent ID. Enter 3 or more characters to start ar
search. Enter 1 character to see products that start with that letter.

Type in your keyword{s)

Data Studio
Entitled products (2 matches) ]
Entitled components (6 marches) -

Data Studio Administrator for DBZ for Linux UNIX and Windows 2.2.0
Data Studic Base 1.1.0

Data Studic Base 1.2.0

Data Studio Base 2.1.0

Data Studio Base 2.2.0*

Data Studio Integrated Development Enviornment 2.2.0

|

My =service request
searches

= Manage searches

=+ ICH 7777777 SRz including
archived

=+ My online SRe opened and
clozed

Choose product related

Please also choose a product below
Session Manager for 205 V1.1 o~
Session Manager forz/03 V1.3

SMPIE V3.5

Software Configuration Library Manager (SCLM) Developer Toolkit V1.1
Software Configuration Library Manager (SCLM) Developer Toolkit V2.1
Software Configuration Library Manager (SCLM) DeveloperToolkit V3.1
Software Configuration Library Manager Suite Administrator Workbench V1.1
System Automation ZI0S V2.3

TCPIP MWVS (FTP) V3.2

Teleprocessing Metwork Simulator V3.5 [ﬂ

° Continue

to selected component.
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Reporting a problem with SR — personal information validation
Open a new service request

Open a new service request
Search service requests
Relationship administration
My profile

My messages

My agreements

Site tours

Help

Related links
= Pazzport Advantage Online
- Other =ervice request tools
= IBM electronic services
- My search using inventory data

W systems and servers
opyright and trademark
formation

Personal contact e e
information is available for ===
validation and alteration.

i

Complete contact information

Contactinformation

FPlease verify or update your contact 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. The
information you provide will be used to validate your entitlement and to communicate with you
about your service request. Changes to contact details made here will be reflected in your
profile.

Updates to your service request can be viewed here in IBM Service Request (SR). SR can notify
you about updates to your service request. Motifications are based on your notification
preferences set in your (5 Motification Profile.

The following preferred contact methods are available for the product and entitternent §
have selectad.

Preferred contact method® | Déy_-"time p-h one

First name* EGeoﬁ

Last name* [Test

E-mail address™ ;somebody@us.ibm.com

Additional contacts can be
added to the notification
list.

22 Se:

Daytime phone* 888-8888 =3
Alternate phone f'222'_2222

Mobile phone

Pager PN |

Interested users

Other users of IBM Senvice Request can be associated with this service request. These users
will receive notifications when this service request is changed if their Motification Profile is set
to allow notifications. In addition, this senvice request will show up in each users list of online
service requests on the home page and in search results.

Users not notified on SR Users notified on 5R

updates updates
SRPROD Test4 [ < Geoff Test
SRPROD Test2 e Add user

Stephen Gilson

Sue Pelzel e Remove user

Sunit Dadhania
Susan Hansan
Tameka Woody
Thomas Sandwick
Todd Neill

William Carey

6 Reset

© continue © saveasarart

Current opti
Service requ
In process

- Product
WebSphers
V6.1

+ Componen

WebSphere Appli

Linux 6.1.0

Contact methods are primarily
driven off from the support
offering applicable to the
selected product.

ed States)

<port Advantage Express
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Reporting a problem with SR — preferred contact options

23

communicate with you about your service request. Changes to contact details made here
will be reflected in your profile.

Updates to your service request can be viewed here in IBM Service Request (SR). SR can

notify you about updates to your service request. Notifications are based on your

notification preferences set in your (5 Nofification Profile.

The following preferred contact methods are available for the product and

entitlement that you have selected.

Preferred contact method* ;| will look for updates here in SR v|

First name*
Last name*
E-mail address®

Daytime phone*

Bld e ceem mdhm mm B m o =

The contents of this drop down are driven by the
support offering, as well as some other criteria,

Daytime phone
Email-address
- Alternate phone
Mobile phone
- Pager
DIy will 1ook for updates here in SR

dedicken@us i

(512)286-2363 Ext.

to limit contact options in some cases...

Session 7726 - Web Problem Management Through IBM Service Request

Preferred contact method* | | will look for updates in SR v]

| will ook for updates in SR
Call me back (voice uplift option)

...such as with voice uplift.

© 2010 IBM Corporation



Reporting a problem with SR — problem description
Open a new service request

Open a new service request
Search service requests

Relationship administration

My profile

User can go back and
edit items selected in e

Site tours.

previous steps. Help

Related links

- My search using inventory
data

= |IBM systems and servers

- Copyright and t=

infop

SR title and problem description.

Is the system down?
Is a premium response
needed?

24 Session

Complete problem description

Service request number In process Preferred contact method

Currently selected options ;h:t;glflir cvsilable
O product WebSphere Portal V6.0 o e e S
) component DB2 Enterprize Server Edition for Linux on pSeries 8.2.0 selected.
Agresment nickname343-238% | will check SR [i]
& Contact Dan Dickerson (1 notification recipient=) 0 Update

o Change selected item

User can quickly
° Complete business partner information edlt the preferred
Problem description ContaCt method

Pleaze complete the problem description information below. The fields indicated by an asterisk (%)
are required to complete this transaction; other figlds are optional.

Problem information
Title*
(258 character limit)

Problem description”®

Describe the impact this
problem is having to your
business.

{12 KB limit. Use file attachments to include more data, such as diagnostic files or [§J|BM Support
Assistant collector files.)

Service request qualifiers
Severity* O1 Oz O3 O4 Breves

How is thiz problem impacting your business? ©

Is this a defect or a
question?

{256 character limit)
[ system is down [ Request premium response

Request type Software Defect Support [v |
Pleaze select your operating ystem which will ensure the preper routing of your service request

Operating system Select an operating system[i]

L, e © 2010 IBM Corporation




Reporting a problem with SR — problem description

Some products

reqL_u_r © that Additional information
_addltlon_al Error Reference:
information be Create on Date:

provided. External Reference:
ICMS Menu Path:

Keyward:
Workaroup:
Ohject Mame:

Attach additional files
Select file to attach

(2 GB limit per fils)

Attach one or
more files.
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Searching for service requests with SR — advanced search
Search service requests

Open a new service request
Search service requests
Relationship administration
My SR access

My profile

My messages

Filter list content

(& Search my service requests submitted online only

() search all service requests

[ include archived service requests

Note: Searching the archive wil take longer to return rezultz. Pleaze be patient.
SeleCt One!many! w All

or all customer
numbers

Related links

 Pazzport Advantage Online

- Other service request tools

= IBM electronic services

= My =earch using inventory data
- IBM zystems and servers

Date-based
filters

Status-based filters

26

2121212 [United States]
FTTTTTT [United States)

Enter keywords to
refine your search

O service request number

(& Show service requests up to today's date

) Show service requests by date range

O Created within range
O Updated within range

) Closed within range Maote: this option iz valid onby when vou have selected the "Show closed
zervice requestz” option below.

From To Midhnyyy format

Filter service requests by criteria below
Completed fields will be used as additional filter criteria; blank fields will not be used.

Show open service requests

My =ervice request
searches

= Manage searches

[ show closed service requests

Component ID

Severity filter

Severity ®ar O1 O2 O3 QOa

6 Search service requests

IBM Corporation



Searching for service requests with SR — search results
Search results

o new servi t .
e Search all service requests

Search service requests

Relationship administration Please note the following items before continuing:
:y S = Your gearch results include current and archived service requests. Previously saved
y messages h
searches are
SEEE ELE My service request searches available
T =+ Manage searches
Help =+ Dans Test Search
h . . Search for keywords
Change criteria and ine | [WebSphere [+
search again tools
Search criteria: Search all zervice requestz | Show open and closed service requestz | Include

archived service requests | Show service requests up to todays date | Customer number

= My =2 {gventory
F777f77 [United States] | Severity All

dats
« |IBM systems and™>

a Change =zearch criteria

Start a new search
- / Save the current search.

Save my search as

“our 2earch resultz are =hown below. To =ort the rezultz, =elect a column heading. To change
the sort direction, select the heading again.

+ Copyright and trademam
information

Active and archived search
results are shown here in

separate tabs. Active service requests (3)

3 ftems found: displaving all ftems. Results per page: 20 | s0 | 100

& Customize result table =8 Printable report % Exportreport

*Unread !: Needs your attention  A: Archived service request

Search results

Problem number Title Sewverity Status  Date submitted APAR

35439 514 000 Test 5R Create component search 3 Open TITM0 2:52 PM =
25483 514,000 Test 5K Create Preferred product 3 Open TIFM0 2:51 PM 12
24028 514,000 1 Cpen 8106 4:53 AM =]
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Searching for service requests with SR — result customization

Customize result table

LIse the drop-down lists to assign available items to columns and to add or remave calumns.

Column Column data
number
1Problem number
2| Title v
3| Severity v |
4/ status v |
5 Date submitted | v |
B/ Customer number ||
7| Date modified [
g ]
9 £
10 ™
¢Ugdate list
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Sortby | Problem number |+ |

(O values increase
(O Values decrease

éCancel
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Updating service requests with SR

29

Session 7726 - V

DEAIGI BTG EyUESLS
Relationship administration
My profile

My messages

My agreements.

Site tours

Help

Related links

- Passport Advantage Online

= Other service request tools

- IBM electronic serv

= My search using inventory
data

« |[BM systems and servers

« Copyright and trademark
information

iy Live Routing: OFF

(12 i, 2 macy aforw ]

Currently selected options

Product DB2 Data Warehouse Enterprise Edition ¥9.1.1
Compenent RATICNAL DUMNMY COMP
Agreement Passport Advantage Express (285778)

@ Contact Scott Allred {1 notification recipients)

° Change selected item

& Printa summary of this service request
° Update authorized business partner

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.

Problem information

Title* | Test SR Creste component search |

character limit)

Additional

Service request qualifiers
P
Severity Or Oz @3 Os MLevel: definitions

Howy is this problem impacting your i 57

Test SR Create component search

{258 character limit)
D System is down

Request ype [Sofvare Defec Support [¥] Gele

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

Operating system | Select an cperating system [w]

Additional information

Customer tracking 1D PHelp
{20 character limit)
Attach additional files
Select file to attach | |[ B

{2 GB limit per filz)
o Add file to gueus

Files in queue None
° Request to close this service request

° Submit X cancel
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= The user that creates a service request is the owner by default.

= [f an SR user updates a service request created by a voice caller, then
the SR user assumes ownership.

= A user cannot give ownership of a service request to another user; a
user can only take ownership.
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Managing service request ownership with SR

Update a service request

Oy ; i ] i
SNEW SENEE EAUESt | Complete contact information

Search service requests

Relationship administration Contact information
My profile Flease verify or update your contact information below. The fields indicated by an asterisk (*)
T 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
My agreements previous page, or close the window or browser session that is displaying this page. The
information you provide will be used to validate your entittement and to communicate with you
about your service request. Changes to contact details made here will be reflected in your
Help profile.

Site tours

Updates to your senvice request can be viewed here in IBM Service Request (SR). SR can naotify
you about updates to your senice request. Notifications are based on your notification
Related links preferences setin your [ Motification Profile.
- Paz=port Advantage Onling
- Other service request tools The following preferred contact methods are available for the product and entitiernent that you
+ IBM electronic services have selected.

* My search using inventory data

- IBM zystems and servers

+ Copyright and trademark
informatian

Preferred contact method* preferred.dayFhone

First name* Juan

The contact information Lokt e Palazuelos
cannot be updated since the EE palazuej@mx1.ibm.com
current user is not the owner Daytime phone*

of this service request.

8775891 Ext

Alternate phone

Mobile phone
Pager FIN

Interested users

Other users of IBM Service Request can be associated with this service request. These users
will receive notifications when this service request is changed if their Motification Profile is set
to allow nofifications. In addition, this service request will show up in each users list of online
service requests on the home page and in search resulis.

Users not notified on SR Users notified on SR
updates updates

akiko kegeyama
Al Seippel

Alfred Gamperl e Remove user

Aditya Baggi ~ Juan Palazuelos
I’ e Add user

Current options

Service request number
35576 514 000

- Product
B2 Universal Database
Enterprize Server Edition V8.2
- Component
RATIONAL DUMMY COMP
- Agreement
Passport Advantage Express
(3B5778)

amrita chanu

Anabel Gutierrez.

° Continue e Assign myself as contact

Ana Melhorado The user can take ownership
Anabel Test here.

Anabel Testing Al
Anne-Marie Murphy | % :
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Live Demonstration and Q&A
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= IBM Service Request (SR)

www.ibm.com/support/servicerequest/

» SR Web Assistance

www.ibm.com/support/electronic/portal/navpage.wss?category=25

= SR Support Team
www.ibm.com/software/entitlement/CustAssist?topic=sr
or

srhelp@us.ibm.com
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