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System Z - Software Support Environment

What’s the most important thing to remember about support for zOS?

- Support contracts for non-System z server types e.g. SWMA for AIX, Support Line
for Microsoft Windows, etc. provide both defect and usage support under a single
contract.

- This is not the case under System z. Defect support (problems with the System z
software code) and usage support (installation, configuration, interpreting
documentation, etc.) are provided under a range of separate contracts.

=So what are these System z support contracts called?

Defect
Monthly License Charge (MLC)
Subscription and Support (S&S)

Enhanced Defect

« Alert

Resolve

Enhanced Usage
SoftwareXcel: Enterprise Edition
SoftwareXcel: Basic Edition
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System Z - Web portals for support

* IBMLink/Servicelink

« Service Request

 |IBM Support Portal

« ShopzSeries

* SMP retrieval

* |IBM Assist On Site (AOS)
« Resourcelink

« ESC+
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System Z - IBMLink/ServicelLink
= What is it?

- Comprehensive web site primarily focused on the
supporting of software on System z.

- Requires a support agreement.

- Can be used to access Service Request, but requires
additional sign on.

= What is the web address?

- http:/www.ibm.com/ibmlink




IBMLink/ServiceLink panel
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Administration

The applications listed below are your entitled applications. IBMLink news

Help
: kg ' =+ 25 June 2012
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uest (SR}
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The Electronic Technical Response (ETR) function has heen replaced with the enhanced 181
Senvice Request (SR application for software problem reporting. Please use the SR application
to submit software problem repors.

You can also perform administration functions.

About IBM Privacy Contact Terms of uze Accessibility IBM Feeds Jobs




System Z - Service Request (SR)

= What is it?

- Service request is IBM single electronic web application for reporting
software problems.

- Replaces Electronic Technical Response (ETR) on
IBMLink/ServicelLink

= What is the URL?

Can be accessed via IBMLink/ServiceLink at htip:/www.ibm.com/ibmlink

- ordirectly at https://www.ibm.com/support/servicerequest/




Service Request Home Page

Begins the wu:urk Flow : IBM Service REC]LIEEt
to open a service nvice request
request Hello, Jyi-ching wong. [t g — =
Helationship admanastra SEarclives
. = DDET 8 NEwW Sendice request
Saved service reque sts : s = Manages searches
that have not yet been s bt st a
et Statuea Sev, Tile Date: maodifled Date expires 2 et
i = Deat Sampie this 210 & |~ My eearch 2
Fead and resgonsibility icons
show if a service request is e g p T S S

unread and if the user needs
to take action.

LES? nuUMber Quick access to saved
DAte submited searches. Searches can

To modify an open serdce nequest, seledt s sern
Service request & sev, Tite

+ 7643 005 000 4 testing please close  EITH0 2:49 P AIPM B span multiple customer

Green dot.+ bold = unread numbers.

no iCEII'l + nNo I‘}EI ||j = Trea d TBI12 DOE B0 4 tesling please close ETHD 2:40 PM BTMD 2:4% P
Exclamation + bold =user

5 % B2 [0S 30 4 lesbng pleass clhas BSTH0 2.80 PM BTM0 2:4% PU (=
action/unread
Exclamation + no bold = user MEX10 DOS O 4 iestng pleas= cos= EITHD 280 P &7010 2:42 PU our ocpen requesis
actinniread TR0 005 000 4 testing plense ignor...  STA0Z4EPM GTM0ZHEPM O I‘:IQ-IS”E e
« Linread I: Neads your atterdion
Find d EF}ECiﬂC seny il:E = View all my onling Senice requeesis
request or search by a
HE'_-,-"'.-"J'III rds. Search senice requests
Search by service request numiber
Enter @ SeMica requast °
number
Advanced search
prn\;ides addi‘tinn a| Sasarch by cusiomer nuimibses
Enter keywords
parameters for a search.
Select a customer s 5 1
s TIFTTTT [United States] | o
= Advanced search Comporaton




Selecting a product

IBM Service Request

Open a new service
request

Search senice requests
My profile

My messages

My agreements

Help

Related links

* Go to the IBM Support
Partal

» Passport Advantage Online
» Other senice request tools
* |BM electronic services

« IBM systems and servers

Open a new service request

Select product and component

™ Cant find your product?

Enter your keyword(s)

[VIShow entitled products only

Search results

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

Preferred products

You dont have any saved products. Please see the Supported products tab to select a product.



Selecting a product

Open a new service request

Select product and componant

e Enter your keyword|(s)

Z0OS

Open a new service

™ Cant find your product?

request [VIshow entitled products only

Search senvice requests

Wy profile

@F"rnducts (571 matches)

OCDI'I'IFIDI'IEI'ItS {1014 matches)

Search results
Ny messages

Ny agreements

|:| Add selection to Preferred Products

Help P WebSphere Transformation Extender for 2/0S8 W38 3 Iil

¥ WebSphere Transformation Extender z/05 W3 2

F WebSphere Virdual Enterprise for 2/05 V7.0

Related links

P Waorkload Simulator 2/05 W11

= Go to the IBM Support

Fortal » z/0OS 180 - EREP V3.5

= Passport Advantage Online

P 2/0S Management Facility %1.11

= Other semvice request tools

= IBM electronic services b z/0S Management Facility W1.12

= IBM systems and servers

b z/0S Management Facility Version 1 Release 13 V1,13

b z/O0S W10
P ZOS W11
b /OS5 W1 12
b Z/OS W13

m 1l



Selecting a customer number
Open a new service request

Select an agreement

IEM Service Request Choose an IBM Customer Number {ICN) and, if applicable, a Machine type/Serial Status Mot saved
Open a new service number.
e O 4508121 [United States] —
Search senice requests ® 5030101 [United States] s
o Component

Continue B
< Supernvisar Contral -

includes Interrupt handlers |
Dispatcher

My messages
My agreements

Help

Related links

* Go to the IBM Support
Partal

« Passport Advantage Online
« Other senvice request tools
* IBM electronic senvices

« IBM systems and servers
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Entering information on Problem

IBM Service Request

Open a new service
request

Search semnvice requests
Wy profile

Iy messages

Iy agreements

Help

Related links

= Go to the IBM Support
Portal

= Passport Advantage Online
= Dther service request tools
= |BM electronic semices

= |BM systems and servers

Open a new service request

Complete problem description

Problem description

Flease complete the problem description information below. The fields indicated by an asterisk

("} are required to complete this transaction; other fields are aptional. If you do not want ta

provide us with the required information, please use the "Back” button on your browser to retumn

to the previous page, or close the window or browser session that is displaying this page.

Before providing problem information and/or diagnostic attachments, please read and understand

Exchanging diagnostic data with IBM.

Problem information

. "
Title Big Problem

Problem description™
llustration of a entering a problem with SR

Service request qualifiers

Severity* O @

(12 KB limit. Use file attachments to include more data, such

W Severity levels

Status Mot saved

Product

< ZI03V1.13
Component

< Supenisar Control -

includes Interrupt handlers /
Dispatcher

Agreement

+ 5030101 [United States]

Interested users
Mark Fyffe

= Update interested users

Business partners

Mo business partners ar
associated with this service
request.

M Azsociate husiness
partners

11



Entering information regarding issue

How is this problem impacting your business? ™

no impact

Sl E=t =T a i n= B EEssEE |
llal abk Ll

-
)

=]

LANELEL

|:| System is down
Request type ™

= Help
(O Software Defect Support
@) software Defect Support with Premium Response

() software Usage Support

Additional
Information = [Click to Edit]
Please answer the following guestions to identifvy ocutage problems.
- Did the problem result in an OUIARGE? ¥ _ W _
{An ocutage is & loss of the Svystem, Subksystem, Hetwork, Online
Svstem, Data Base or the availebkility of & major applicatiocn)
If answer to gquesticn abowve is YES, please answer the following
- What was the scope of the cutage?
Syvstem (IFL) _ Subsystem _ Hetwork _ Inline System Deta Base _
Mejor Application _ Other:
— What iz the Operating Envircroment?
Parallel Swysplex Svaplex Single/s/Shared System(3)
— How many svyvstems incurred an cutage? of = 1l of 8) =P3FT0O3=

12
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[

Please select your operating system which will ensure the proper routing of yvour service request
. &
Operating system

(e

Additional information

Customer tracking 1D

test123 = Help
Attach additional files
Select file to attach Browse.
Add file to queue
Files in queue Nare

Continue

Save as draft

13



Submitting Issue

@ Dont contact me, | will check the status online

':::::' Call my dawtime number: | 345-471-852E Exct.:

—

{:} Call my alternate number: | 345-226-7412

r':::." Call my mobile number: | 345-4359-0453

Product and component - Edit

Product

Component

1Bl Customer number

Prolxlem details - Edit

Title
Sewverity
Cescription

Attachments

ZaASW1.13

Supervizor Control - includes Interrupt handlsrs /
Dizpatcher

2030101 [United States]

Big FProblem
2

llu=stration of a entering a problem with SR

By submitting this request or saving it as a draft, vou agree that vou understand Exchanging

diagnostic data with 1BIM.

Create request

Save as draft Zancel

14



Searching for PMRs

Search service requests

IBM Service Request Filter list content

Sindla el O search my service requests submitted online only

request
Search service ®) search all service requests
requests [include archived service requests o
My profie Vote: Searching the archive will take longer to return results. P
IBM Customer
My messages number” All
4608121 [United States]
Wy agreements 5030107 [United States]
5060261 [United States]
Help

Enter keywords to
refine your search
Related links
* Go to the IBM Support
Portal

- Passport Advantage Online O Service request number ™ Select country
» Other service request tools
« IBM electronic semvices

+IBM systems and senvers ® Show service requests up to todays date
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Searching PMRs (continued)

O Show service requests by date range ® Help
q ¥ a neip

@) Created within range
&, Updated within range
O Closed within range

o Fh 1 -

T
[xk]
T
L
T
|I_|
T
T
[
L
T

K= N LI T | L o

LA
[E]
T

—

3

e

—i] LL

gs

f
L

From To M, d/ vyyy 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

[] Show closed service requests

Component ID

Severity @a O1 O2 O3 O

Search service requests

16
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Customizing PMR List

Use the drop-down lists to assign available items to columns and to add or remove

columns
ColumnColumn data Sort by Contact name [ ]
number
1 Senvice request # ':::::' “alues increase
2 Contact name [l] (0 Values decrease
3 Status [ |
4 Date submitted [l]
3 Date modihed [l]
6 [>]
7 [l
8 B3
9 [>]
10 [l
Update list Cancel

17



Your support agreements

IBM Service Request

Open a new service
request

Search service requests
My profile

My messages

Iy agreements

Help

Related links

= Go to the IBM Support
Portal

= Passport Advantage Online
= Other serice request tools
= IBM electranic senices

= IBM systems and servers

My agreements

Access to IBM software support serices such as IBM Support portal, Fix Central and IBM Service Request require that you
register. You may register with your IBM customer number or machine type and senal number. Please select an option below to
beqin the registration process

@ By customer O By machine type and serial number

Please enter your customer information below. If yvou dont know this information, your organizations contracting or
purchasing office may he able to help you

IBM customer

number”®

Country/region™
country/regional support to determine d choose
& Cet Adobe® Beader®

Justification

Request additional access

Existing access (5 total)

IBM customer Offering Access level
numhber

18



Setting default customer number
My profile for service requests

Display setting

IBM Service Request - . . . . - -
The fields indicated with an asterisk (*} are required to complete this transaction; other fields are

Open a new senvice optional. If you do not want to provide us with the required information, please use the "Back”
request button on your browser to return to the previous page, or close the window or browser session
that is displaying this page

Search semvice requests
My timme zone and home page display settings

My profile .
Time zone Default [v]
= Contact information
= Motification preferences
q q Service requests
. >
Display setting displayed on my
= Preferred products home page 4 B
= Saved searches
= DAC code Default IBM customer number
My messages Select an IBM customer number to be used as your default choice
My agreements Default IBM
customer number No IBM customer number selected [
Help
Related links Submit
= 5o to the IBM Support
Fortal

= Passport Advantage Online
= Other semwvice request tools
= IBM electronic services

= |IBM systems and servers

19



Notification options

My profile

= Contact information

= Motification ¥

preferences
= Display setting
= Preferred products
= Saved searches
= DAC code

WMy messages
Iy agreements

Help

Related links

= Go to the IBM Support
Fortal

= Passport Advantage Online

= Other service request tools

= |IBM electronic serices

= IBM systems and servers

L L LI B L LN L W I e ] =

about vour service requests.

My language

Please indicate the language in which you wish to receive notifications and e-mails. (Mote:
application web pages are always displayed in the closest supported language vou have
specified in your browsers language settings.

Language English{United States) |

For service request changes

Please indicate whether yvou want to be notified when your service requests at each severity
level are updated or closed.

Severity Motify on update Motify on closure
1

KEEE
KKK

2
3
4

For changes in my user status

Please indicate whether yvou want to be notified when your status as an authorized user
changes.

Motify me when my status changes

How to notify me

All wour notifications are available in My messages . You can also choose to receive notifications
at the e-mail address in yvour profile.

By clicking "submit” vou agree that IBM may process your data in the manner indicated above

20



IBM Support Portal

= What is it?

- Consolidated access point for hardware and software support.

= What is the URL?

- http://www.ibm.com/support/entry/portal/overview

21



IBM Support Portal panel

Solutions Services Products Support & downloads My IBM

Support home Downloads Troubleshoot Plan & install Senvice requests & PMRs Documentation Communities [

“ 5o to quick start

Support home T

= Support for my selected products i
. Find a product ﬁ &
Within my selected pru:uddv
Guick find: o : - =
= -
V4 ;?jg'ugdpil;yg;he contents of this page, choose your products I*".#'-l.-. ik - Translate this page | g
' L bookmarks +
YView content for 9 .'-‘ ﬂ‘ by _ _
product(s} 1 — - Customize this page +
2l ftiple =electi
. oy IMUILIplE SEleCtons Suppﬂrt e +
; Contact support +
sl e Featured links = =X
Product news == = Buy Support & Services |+
DE;"Q';%%;:”BWS | = Support registrations " Mews: Fead the latest news on Other IBM pages +
- 2/0S your product(s] Product and brand links '+
D(S':'ﬂwarne SUpport || > Download fixes » IBM acquired and sold products
general - —
2/0% Site availability &+
= Search for known problems v ] . =
[#] 20 - &l versians i | = Leap Seconds and Server Time Site news
and releases ~ ShopSystem z Protocal Support feedback +
> Saarch far PSP buckets - Mew z/05 Release Schedule

@ Share thig product list Announced at SHARE

1 —

22



System Z - SMP/E Internet Service Retrieval

= What is it?

— SMP/E Internet Service Retrieval can be used to request corrective
service, preventive service, and HOLDDATA, from a dedicated IBM
server, download the service package directly to z/OS

— Service can be requested on demand or automate the service
delivery process to be automatic.

= What is the URL?

- General information -
http://publibz.boulder.ibm.com/zoslib/pdf/smpeiret.pdf

- For set up info -

http://publibz.boulder.ibm.com/cqi-bin/bookmgr 0S390/BOOKS/GIMUSR51/4.0?SHELF=qgim2bk90&DT=30220822282258

23
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System Z - ShopzSeries

= What is it?

- Shopz is the online solution for ordering and delivery of System z
software. Shopz is used by customers worldwide to plan, place,
and track orders, 24/7.

= What is the URL?

- https://www1id.software.ibm.com/webapp/ShopzSeries/ShopzSeries.jsp

24



System Z - ShopzSeries panel
R Shopz

Product catalog
Help

News
Feedback

Customer service

Related links
= System z zoftware
= System z servers
= Operating systems
= Linux on IBM System z
= Resource Link
= Publications center
- Pazsport Advantage
* Rl

Shohz access:

New controls put the master key
in your hands
= Learn more

Shopzis the online solution for ordering and delivery of System z software. Shopzis used by
customers worldwide to plan, place, and track orders, 24/7.

Features and benefits

* Easy, fast planning and ordering of System z software product, system and service upgrades
* Online catalog, shopping cart, order tracking and reporing functions

+ Support for 2003, zWVM and ZV3E operating envircnments

- Entitled and priced transacticns

+ Roles Authorization Management

- Internet delivery for product and service orders

Using Shopz

=+ User Guide

=+ Tutorial videos
= FAQ

= Connectivity Test for SW download readiness

Fast access to Shopz

= Sign in for registered
USErs

=+ New user registration
“fou must sign into this
application, even if you have
already =igned into IBM.com
on the masthead.

25



IBM Assist on Site (AOS)

= What is it?
— IBM Assist On-site is a remote tool that allows IBM support
engineers to share control of your workstation to help speed time

to resolution very similar to RSV-XCEL except no lease line
requirements or advance set up.

— |If session is needed request made to support rep

= What is the URL?

- http://www.ibm.com/support/assistonsite/

26



IBM Assist on Site (AOS) panel
IBM Assist On-site

Downloads and drivers

B Live Remote Assistance

Product publications With our live remote-assistance tool, @ member of our support team can view your deskiop and
. share control of your mouse and keyboard to get you an your way ta a solution. The tool can

e speed up problem determination, collection of data, and ultimately, your problem salution,

Warranties and maintenance
How to Get Support:

Feedback Amember of our support team will talk with you first to determine the nature of the problem. You
should open a problem via the narmal methods and the support engineer will decide whether
this tool is the right approach for your particular problem.

Rel'_f"e" links To start a remote session, complete and submit the request form.

« [T product training i i i

. Developers = |IBM Assist On-site session request form

- IBM Business Partners Before using the Assist On-site application, you can test your connectivity to the Assist On-site

netwoark by using the connectivity tool provided helow.

Assist On-site Connectivity Test

Frequently asked questions

How does this service work?

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

Can my support representative look through files without my knowledge?

Absolutely not. Your representative sees only what you see and whatever you permit him or herto
see on your computer screen. Befare your support representative views vour screen, he ar she
will first ask your permission and requestthat you close all documents containing private
infarmaticn.

How is security maintained?

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

More information can be found in the Assist On-site Security technote,

Personalized support

Vit Mv support for fast access

to your favorite features.

Related resources
=+ Global Technical Support
=+ Software support

=+ Sysztems Technology Group

27
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System Z - Resourcelink

= What is it?

- Resource Link™ is a customized Web-based solution, providing
access to information for planning, installing, and maintaining IBM
Systems and IBM System z servers and associated software.

= What is the URL?

https://www.ibm.com/servers/resourcelink/svc03100.nsf?Opendatabase

28



System Z -

Sign in

Resourcelink panel

IBM Resource Link

Resource Link™ is a customized Weh-based solution. prowiding access to information for
planning, installing, and maintaining IBM Systems and IBM 5/390 servers and associated
software

Sign in with your IBM Registration ID and passwaord. If you are not currently registered with our
site please register now

Sign in

Resource Link uses IBM Registration
To sign in Use your IBM Registration 1D (IBM 1D) and password to sign in
Forgot your IBM oy may reset your password on the IBM Registration web site. If you need

ID or password assistance regarding a forgotten IBM 1D and/or fargotten security question
please contact the Waorldwide IBM Registration Helpdesk

Mew users Register for an IBM ID and passwaord

Your IEM Registration
= Register for an IBM ID
= Forgot your IBM ID?
= Forgot your password?
- Change password

= |BM Registration help

Learn more
> About IBM Resource Link

> Suggested browser levels

29



Electronic Service Call (ESC+)

= What is it?

- The application to electronically place and monitor only hardware
service requests electronically. Status updates for the service
requests are automatically available on ESC+.

- This website will benefit you by reducing the time spent in voice
communication with IBM placing service requests, monitoring
status, canceling a service request, or providing additional
information. ESC+ also provides an easy way to view all active
requests and several months of request history.

= What is the URL?

- https://www.ibm.com/support/esc/signin.jsp

30



Electronic Service Call (ESC+) panel

Home Products Services & industry solutions Support & downloads My account

Electronic Service Call

Support Sign in

The Electronic Service Call application (ESC+) gives IBM customers the -
ability to place and moniter only hardware service reguests electronically.
This website will benefit vou by reducing the time spent in vaice
communication with IBM placing service requests, monitoring status,
canceling a service request, ar providing additional infarmation.

You must be signed in to use the ESC+ web site. Flease enter vour I8M 1D

and password in the sign in area below. If you do not have an IBM 1D,
please r Now

IEM ID

Password

° Submit

About IBM Privacy Contact

]
m
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System Z - Which one to use?

= Entry point for researching, working, or submitting PMRs against software
problems on System Z — IBMLink/ServiceLink

= [f IBMLink is down you can report problems directly at the SR site.

- Advantage of going to IBMLink fist is all zOS support tools are
available in a single location.

= Information on Hardware — ResourceLink

= Reporting a hardware problem — ESC+

= Downloading service for zOS — SMP/E internet service retrieval

= Downloading service for zZVM or zVSE - IBMLink SRD

= Downloading preventive maintenance — IBMLink SRD (customized orders)
= Requires contract for SoftwareXcel enterprise edition

= Ordering a software product — ShopzSeries

= Working with support on high impact, high severity problem — AOS

= General information on IBM products, other platforms — Support Portal

32
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System Z - Important information

= An IBM ID is needed
= Password is maintained by user

= Important in SR to use the right customer number
associated with the service agreement

= IBM voice support is available 1-800-IBM-Serv
= Support for IBMLink via 1-800-543-3912 or feedback

= Support for SR via the technical assistance request
form in SR help (srhelp@us.ibm.com)
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System Z Support Offerings - Service Deliverables

Offering Element Alert Resolve SoftwareXcel SoftwareXcel
Basic Edition Enterprise Edition

Alerts — PEs/HIPERs/PE Fixes via ASAP (Automatic Software Alert Process) X X
Enhanced HOLDDATA X X
Service Request Electronic Defect Problem submission X X X
Automatic Status Tracking (AST) X X X
Database Query via SIS (Search Information Service) X X X
Preventive Service Planning (PSP) X X X
Fix Delivery via SRD (Service Request and Delivery) X X X
Problem Listing by Account X X X
Electronic “usage” Q&A with Severity X X
Ordering of ESO/RSU (Expanded Service Option or Recommended Service X
Update)
Ordering of customized preventive and corrective fix package on installed X
fix inventory
Health check for currency of customer’s installed products X
Ordering of toleration/coexistence service X
HIPER/PE (High Impact or Pervasive APAR/PTF in error) check on inventory X
Premium Response (1-hr Response for defect calls during prime shift) X
Monthly Management Reports X
Remote Screen Viewing (AOS) X
Voice “usage” Q&A (Question and Answer) Optional Voice Uplift feature
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