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Support Client Experience

Your Presenters:

= Robyn Hall - Business Analytics Client Care Support representative
= Jay Fischer - Business Analytics Client Care Support representative

= Dave Stewart - Business Analytics Knowledge Management Lead

Also on the call we have:

= Steven Savaglio - Global Manager for the BA Client Care Team

Nick Anderson - Americas Team Lead for the BA Client Care Team

Vincent Ngan - Business Analytics Software Engineer

Rob Priffer - Your Integration Lead
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Support Client Experience

Agenda for today's session:

ICN and Site Numbers defined

 Importance of Contacts / Roles defined
 IBMWebID
Software Download & Media Access

= The Support Portal (Customizing your experience, searching the Knowledge
Base and Signing up for Product Notifications)

= Online Service Request Tool (gaining access, logging your request, search for
previously logged PMRs and managing User access
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Support Client Experience

What's an ICN and Site Number, and why are they important?

All IBM agreements include an IBM Customer Number (ICN) and Site Number. These
numbers correspond to your agreement and are used to access many services included in

your agreement.

* ICN will be used to access Support
Site Number is used to access online content, including:

- Software downloads
- Transaction and Proof of Entitlement documentation

ICN is an identifier of your organization
Site Number is an identifier of a site within an organization
A single ICN can have a single or many Site Numbers
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Importance of the Primary Contacts
&
Roles defined

* How to request changes to this list

© 2013 IBM Corporation



Support Client Experience

Understanding the importance of your Primary Contact list
6 Primary roles explained

Each Site Number contains your agreements’ six contacts
Two contacts manage user access to online services

= Administration / proof of entitlement Contact
* Requesting / authorizing account changes
» Software Maintenance Renewal notices (unless Software Maintenance Renewal
Contact is designated),
« Software upgrade availability notifications
» Proofs of Entitlement

» Payer / Billing Contact
 Invoices

= Primary Contact
 Individual entering into contractual relationship with IBM
» Responsible for IBM Software and Services On-line Tool (Passport Advantage)

» Responsible for managing user access to this tool on behalf of your company.

http://www:-ibivi lmoneSuinai dddvieies SPss-asiveRIEROFEHHISH 2
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Support Client Experience

Understanding the importance of your Primary Contact list
6 Primary roles explained...continued...

» Site Technical / STC (aka Primary Site Technical Co ntact/ PSTC)
* Responsible for overall support compliance
« Obtains support and manages user access to the online Service Request (SR) tool

» Software S&S media shipping

Receives any physically shipped media

= Software S&S renewal

Responsible for securing with Software Maintenance Renewals.

http://www-01.ibm.com/support/docview.wss?uid=swg21389775#2
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Understanding the importance of your Primary Contact list
6 Primary roles explained...continued...

= Want to confirm who we have listed or make changes to these Primary roles?
» Call or Send an email to your local eCustomer Care Team.

= Navigate to: https://www.ibm.com/software/howtobuy/softwareandservices and select the
“Need Assistance” link for a Global Listing of phone numbers and email addresses.
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IBM Web ID

* How to Register
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Support Client Experience

Your IBM WebID:
Why | need one

An IBM WeblID is the driving credential to log into our online support services on ibm.com.
Some sites request you just login while others request a one time “self nomination” against
your ICN or Site Number.

In order to utilize these online services you must Register a WebID. A register link is found
on most pages that require a login, however you can just go to www.ibm.com and select
Register at the top right of our homepage.

Industries & solutions  Services Products  Support & downloads My IBM

www.ibm.com
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11

Software Download & Media Access
via the

Passport Advantage web site

https://www-112.ibm.com/software/howtobuy/softwarea ndservices

* Self Nomination

* Downloading Software
* Managing Access

* Patches on FixCentral

© 2013 IBM Corporation



Support Client Experience

Software Download & Media Access

Self Nomination

First time Login to the Passport Advantage web site with your WebID

Trials and demos
Support

Training and cerification
Library

Events

MNews

Communities:

= |BM Business Pariners
= |8Vs

- Developers

= Warranty info

Software How io buy > Passport advantage

IBM Passport Advantage

Passport Advantage Online

RUEENE 553 6T B fc.22

Program overview Passport Advantage Online

For customers For Business Partners

Passport Advantage Online offers customers a secure Web experience, allowing them to manage
their Passport Advantage accounts onling.

= Customer sign in #—

Features and Benefits

Passport Advantage Online enables you to:

www.ibm.com/software/passportadvantage
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Support Client Experience

Software Download & Media Access

Self Nomination

= Add your Site Number and choose the appropriate Yes / No Radio Button and select Submit

» |f prompted for a Temporary Passcode (your Primary contact would have received it in your
Welcome Letter)

= |n order for our automated email feature to be initiated (which notifies the Passport
Advantage Primary Contact that someone is requesting access) the PA Primary MUST first
be associated (and approved) to their respective contractual numbers. If they are not then
ALL user requests CANNOT be approved.
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Software

Self-nomination

The fields indicated with an asterisk l:*) are required to complete this transaction: other fields are optional.

To request authorization, please complete and submit the self-nomination request below so that we may route your
request for processing.

Customer information

Site number” -

| believe | am the Primary Contact for this Site. *

Select Yes if you are the contact for all IBM business communications regarding this site number. As the primary contact
you are responsible for managing access for all users to this online tool. There can only be one primary contact for each
site number.

Select Mo if you need access to this online tool but are not the primary contact. There can be unlimited users for each site
number.

Yes ) No —

Submit Cancel
© 2013 IBM Corporation



Support Client Experience

Software Download & Media Access
Self Nomination

A Confirmation Page will appear stating your request will be sent to the PA Primary for
verification and approval. If you selected YES that you are the Primary then your request
will be sent to the eCustomer Care Team for validation. You will receive an email from them
once it has been processed. Or you may call to expedite

United States [ change |

Home Solutions ~ Services - Products - Support & downloads ~ My IBM ~ Welcome hick &

Process help Self-nomination confirmation

Thank you for reguesting authorization.

Your autharization request has been routed to the Primary Contact for 0003088424 Y ou will
receive an email notification fram the Primary Contact when your self-nomination request has
heen processed.

The email address that we have on file will either be the email address you registered with or
whatever you have updated itto in common profile

Return to software and serices onling overyiew

Eeturn to Passport Advantage Online overew

About I1BM Privacy Contact Terms of use IBM Feeds Jobs

www-112.ibm.com/software/howtobuy/softwareandservices
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Software Download & Media Access
Accessing Current Releases

Once your Self Nomination has been approved you will now be able to access your Entitled
Software.

» L og into the Passport Advantage Site and you will land on the ‘Software and Services
Online’ home page.

= Select ‘Software Download & Media Access’

Domware  »

Software and services online
Access to downloads and account information
Software download & ot

media access

Henmting For tips to minimize your software download time, see Download Tips under the News Tab.

Entitlements

Software and service offerings

el
Account management - s
.- ’
Reference . [
i - ‘_
ol
MNeed assistance g -

If you need products & services for zSeries visit ShopzSeries

Related links
= Terms & conditions Navigation help | News

= IBM software support
= Online technical support
= ShopzSeries = Software download & media access -off—— = Account management

. D|strl§uted software online Download software updates and order software media. Manage contacts, add, change or delete user
= Software _CIUDIE and order . password and view contract details.
= Value Unit Calculator = Reporting

’ . . : = Reference
View reports about downloaded software, media order history, entitled

software. migration history, purchase history, and active renewal View reference library. news history, and FAQ:

quotes . R
= Need assistance

= Entitlements i . .
View eCustomer Care contact information.

View Proof of Entitlement certificates, view entitlement allocations,
update entitled allocations and view entitlement inventory and
deployments.
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Software Download & Media Access
Accessing Current Releases

» Select 'l Agree’ to Terms

By clicking on the *| agree” button below, you agree that:

You obtain Eligible Products (including, but not limited to, software licenses, software subscription updates, or new releases) subject to
the terms of the agreement under which you acquired the software product(s), including, but not limited to, any applicable amendments to
the agreement and related transaction documents.

Any other use of the software pragram(s) is prohibited.
If you select "l do not agree” below, you will be unable to complete the transaction you have requested.
© agree f— O do not agree

Continue

Cancel

16

© 2013 IBM Corporation



Software Download & Media Access
Accessing Current Releases

= Select ‘Download Finder’

17

Software » Software and semices online » Software download & media access

- Find downloads & media

online

Software download &
media access
Reparting Software Download Media Access

Entitlements Overview | Download finder = Set my preferences

Account management b o

Referance Overview

Software Downloads
Software Downloads provide you on demand access to software product updates for which you have

3 Dowinload finder @—

Meed assistance

Related links % Set my preferences

« Terms & conditions
* IBM software support
« Dnline technical support

elotifications
eMotification serice informs you via e-mail when product upgrades are available for download To sub
preferences and you will be notified when new product upgrades are available. All authonzed users of

* ShopzSenes senice. You may unsubscribe at any time.
« Distnbuted software online

© 2013 IBM Corporation



Software Download & Media Access
Accessing Current Releases

= Select ‘View all my downloads’ or use the ‘Find By’ options to display Entitled Software
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onling

Software download &
media access

Reporting
Entitlements

Account management
Reference

Need assistance

Related links

« Terms & conditions

« [EM software support

= Onling technical support

» ShopzSenes

« Distnbuted software orling
« Softwara guote and order
= Value Unit Caleulator

Software » Software and semices online » Software download & media access

Find downloads & media

Software Download = Media Access

Chveriew Download finder Sel my preferences
Download step by step Find by description or part number o
View my prefermed downloads Find by categones

View all my downloads #4——

Expand and select the files you'd like to download, agree to the terms below, and click "Download now”
+=Expand = = Collapse

View by A7 | View by brand

All my entitied downloads - by brand

+ Information Management

© 2013 IBM Corporation



Software Download & Media Access
Accessing Current Releases

= Expand the ‘Information Management’ Brand to display your Entitled Software

19

Software download &
media access

Reporting

Entitlements

Account management
Reference

Meed assistance

telated links

Terms & conditions

IBM software suppor
Online technical support
ShopzSeries

Distnbuted software online
Software quote and order
Value Unit Calculator

—Omware

SQmware ana semnces onane

SOAWare gownioao & megia access

Find downloads & media

Software Download  Media Access

Overview

Download finder

Download step by step

View my preferred downloads

View all my downloads

Expand and select the files you'd like to download, agree to the terms below, and click "Download now”

+ = Expand

View by A

| View by brand

Set my preferences

Find by description or part number
Find by categories

= = Collapse

All my entitled downloads - by brand

+ Information Management
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Software Download & Media Access
Accessing Current Releases

= Scroll down to locate your desired product, check the box to the left of the product or expand
the suite to download a particular component.

View by A7 | WView by brand

All my entitled downloads - by brand

= Information Management

[ %—1BM Cognos Integration Server Standard Edition for Non-Production Environment 10.1.0 Microsoft Windows
— English eAssembly(CRMC5EN)

Size 3 files (212mb)

Date posted 17-May-2013

= Multi-product package terms

D IBM Cognos Integration Server Standard Edition for Non-Production Environment 10.1 Microsoft Windows
Endlish(CILZREM) - View details

Size 116mb
Date posted 17-May-2013
= | icense agreement & Download estimate

[ 1Bma Cognos Integration Server Satellite Server 10.1 Microsoft Windows English(CIL2ZMEM) - View details

Size 93mb
Date posted 17-May-2013
= | icense agreement & Download estimate

D IBM Cognos Integration Server License Instructions 10.1.0 Multilingual(CILOUML) - View details

Size 3Imb

Date posted 17-May-2013

= | icense agreement 0 Download estimate
= IBM Cognos Integration Server Standard Edition 10.1.0 Microsoft Windows English eAssembly(CRMC4EN)
+ Size 3 files (212mb)

Date posted 17-May-2013

= Multi-product package terms

=] IBM Cognos Command Center Standard Edition for Non-Production Environment 10.1.0 Multiplatform English
+ efAssembly(CRMCSEN)

Size 3 files (151mb)

Date posted 17-May-2013
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Software Download & Media Access
Accessing Current Releases

= Scroll to the bottom of the page and agree to additional terms >> Select Download Now!

Review downloading specifics & click "Download now"

Download method: Download Director (recommended) o Update

Download location: US Site = Update

By clicking the "I agree” button, you agree that (1) you have had the opportunity to read and understand thi
multi-product package terms, if any, and (2) the terms of the license agreement(s) govern this transaction.
the agreement(s), you will be unable to download the software.

© | agree © 1do not agree
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Contact Management

» The Primary Contact has the administration capabilities to add / remove and alter access
levels to the Passport Advantage site. These functions are only available after the Primary
has self nominated to a site number and has been approved by the eCustomer Care Team.

» Once access has been established you can now use the Account Management functions.

Software download &
media access

Reporting

Entitlements

Account management
= Contact update
= Manage access

= Account-related
documents

= Self-nomination

Reference

Meed assistance

Related links

= Terms & conditions

* |IBM software support

= Online technical support
= ShopzSeries

22

Software > Software and services onlineg >

Account management

Account management allows you to view and manage your account information.

Your account

MName:

Contact type: Primary contact
Site number:

Site name:

Address:

IBM customer number:

Account management options

= Contact update -fp——o

Wiew the contacts named for your site and edit those contacts.

= Selfnomination  -ep——o

Primary contacts for more than one site may authorize their own access to "Software and services online” for each additional site.

© 2013 IBM Corporation



Additional Passport Advantage Functions

= You will notice after logging into the Passport Advantage site that there are a number of
other functions available such as; Retrieving Proof of Entitlement certificates and Reporting

tools that are available.

Software

Software and services online

Access to downloads and account information

Software download &
media access

Reporting
Entitlements

Account management
Reference

MNeed assistance

If you need products & services for zSeries visit ShopzSeries

Related links
- Terms & conditions Mavigation help | News

= |BM scoftware support

For tips to minimize your software download time, see Download Tips under the News Tabh.

= Online technical support
= ShopzSeries = Software download & media access
« Distributed software online
- Software guote and order

= Value Unit Calculator =» Reporting

View reports about downloaded software, media order history, entitled
scftware. migration history, purchase history, and active renewal
guotes .

Download software updates and order software media.

= Entitlements

Wiew Proof of Entitlement certificates, view entitlement allocations.
update entitled allocations and view entitlement inventory and
deployments.

= Account management

Manage contacts, add. change or delete user access, change
password and view contract details.

= Reference
View reference library, news history, and FACQs.
-» Need assistance

Wiew eCustomer Care contact information.

23
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IBM Presentation Template Full Version

Software Download & Media Access
Accessing Current Releases vs. Fix Packs

Current Releases will always be posted on the Passport Advantage site while all Fix Packs
and Patches (for your current installation) will be hosted on our Fix Central website

< Return to IBM Support
Partal

[ FixConmal ]

Inventory upload
Supported products
Enhancements
Help

Feedback

= Go to Fix Central mobile

Fix Central

Fix Central provides fixes and updates for your system’s software, hardware, and operating
system.

For additional information. click on the following link.
m Getting started with Fix Central

Select product | Find product

Select the product below.

When using the keyboard to navigate the page. use the Alt and down arrow keys to navigate
the selection lists.

Product Group

Selectone El

Continue

@ As of January 31, 2012, each IBM client accessing Fix Central (whether through their
employees or other authorized representatives) is required to have an individual IBM ID to
download fixes (some exemptions may apply). The registration is quick and simple and will
provide users with a customized experience to better serve their needs. Fix Central
downloads are available only for IBM clients with hardware or software under warranty,
maintenance contracts, or subscription and suppont. Software code. samples, updates and
fixes being accessed on this website (collectively, the Code) are subject to the terms of the
license agreements which govern the use of the associated Code.

http://www-933.ibm.com/support/fixcentral/

24

Search Fix Central

P 4
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Support Portal

Customizing the site, searching the Knowledge Base

and signing up for ‘Notifications’
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Support Portal: customizing your online Experience
(Demo and direct link)  www.ibm.com/software/analytics/support/

Business Analytics Support Finding Answers Downloads Support Programs Contacting Support

Getting support for your Business Analytics products

We created the IBM Support Portal to make your life easier.

_ : ==- Support home T

Whetheryou use Business Anabdics products fram the 1B s
Cognos |BM SPES, [BM Clarity or IBM OpenPages families, you o
can configure the IBM Support Fortal to provide just the 2
information you need. S
Within this microsite, we provide some guidance on ?_'..F:

= finding answers -..: it

= dowriloading software, fikes and product documentation D e

= choosing your suppod programs
= contacting suppo

YWiew an instructional video on how Business Anahtics
customers can benefitfrom the IBM Support Poral.

We also offer a number of videos to help you get the most out of
the |1BM Support Portal. Watch more IBM support wideos.,

How to do everything on IBM.com 1 IBM Support on YouTube e Support Portal
;, . — Watch this video to learn how to ¥ B m = Watch helpful IBEM Support ‘& — isit the IBM. com Technical
— ol do common support tasks an 0T Support Fortal

videos and tutorials on YouTube
1B com
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Support Portal home

Support home

<o to quick start

T

U]

Find a product 6

Cick finl:

View content for
product{s)

kone selected

@ Share this product list

= (50 to IBM Support mobile

27

Downloaids

www.ibm.com/support
support.ibm.com

Troubleshoot Plan & install Semvice requests & PMEs Documentation

Support home

Support shortcuts .

Chonse a product to display shatcut links in this module.

Featured links v| |= Product news

' News: Fead the [stest news on
your product(s)

= Introducing the IBM Support Portal

= Support registrations
b IBM acquired and sold products

Communities

Signin
To access your authorized
content and to customize

your pages.

¥ 4

Al support & downloads ___"_’_j

Translate this page T

Support resources
Contact support t

Buy support and

© 2013 IBM Corporation



Or just navigate there from the ibm.com homepage

Indus

Downloads

= Fixes, updates and
drivers

= Trials and demos

= Entitled Software
Support

= Shopz
= Pagsport Advantage

Products

Technical su iiorl

= Documentation
# Communities

= Service requests and
PMRs

= Support registrations

= Warranties and
licenses

Developer support
= developeriVorks

= Emerging
technalogies

= Design at IBM

= Human ability and
accessibility

= |nfarmation centers
and libraries

= Redbooks

Wellness: it takes

Support & downloads

I

Customer support

= Contracts.
agreements

= Order status,
shipment

® lnventory
maintenance status

® Invoices. payments

Supplier World Portal

Former IBM products

= Printing systems from
InfoPrint

= | enovo ThinkPads and
ThinkCentres

u Ultrastar, Deskstar
Travelstar, Microdrive
storage

© 2013 IBM Corporation
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Support Portal: add products you are interested in to maximize its

functionality

IBM Support Portal: Find a product

{« Browse ¢ Search (& Products for me

p Hardware

- Software -lf—

[~ Software support (oeneral)

content and

My products list

Mo products selected.  Please add products from the
left side of the page.

¢ Clarity Systems
¢ Cluster zoftvware

» Cognos

[~ Cognos support (oeneral)

[~ Buzinesz Intelligence Pattern

[T Cognos & Gol

[T Cognos Analysizs for Microsoft Excel
[T Cognos Analytic Applications

[~ Cognos Application Development Tools
[ Cognos Business Intellinence ‘.,.-“ YersioniOs

[~ Cognos Business Intelinence and Financial
Performance Management
_ognos Business Yiewpoint
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Now that products are loaded, you can now use

the Knowledge Base more effectively and all featured
content reflects the products selected.

0 to quick stard
e o produi
a-m:nwmm (1]

Ciuick find:

Wiew content for
productis)

&N | Actin'e
1

= CogrGs Butiness
i et e

7 H

@ Shiat & Ehes g oghact Tisq

r =0 1o 1BR Smppart mahile

30

Support home

Support for my selected products

four customized support
experience

To maosify e contents of thin page, chodte pour producs
el 15 ey

-

L

|8 Bocoss your mihorized
cament and to customize

Sl bn "
YOUT Pages. |

* Cognos Supparl - How 1o Escafate
* Coqnes Bl Soflwans Environmenis

ore 2

Satanticatan Limidaton with T Oaia

= 77 .i-'l.|.'-| S0 CanSguring Iflersparalliy
Babwesn IBM Cognigs 8 Bl 8.4 1 and

T |- ] BifE !J'ﬂl
Translate this page  +
Featured links = Flashes and alerts .= Custamize this page +
- ‘.i||-|rpnrl T strations ‘ Alarts: Loteg] secynly bylletng
Support resolces .
= Coqgnos Business ntelligence
1) . X = Cognos Business lutelligence Contact suppoit il
* Busmess Analytics Custemer Cenlae i
= M Dec 20011 Hepots bazpd on By support and
+ Business Analytics Supportlink - Fowearlubes will ganerate an gl selvices
Fealums, T and Tac nonques o . -25 Mas EU‘H!_'_:I.'I L_E'j Ja*.—-.a‘*_-}_-z-.in:l:.- rthor IBM pages =
* Cagnos Support Renewals e e Produet and brand  +
% IT Den 20102 [BM Cogroa Bl CAM links

Site availabitiy @+

Site naws * L
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Content that is pushed into each of the portlets is based on the product(s)
configured and enabled at any one time in Support Portal. A search
executed within SP has only those same product(s) in scope, so users will
never see irrelevant results.

Support home

Fiah 1o quick Eiard i
|o BCcoss your oadhod iz ed I

Support tor my selected products = 4 e f

|

caomtent and To cushomize

a'ma a poduc i) FOUT pages

Your customized suppaort
Cuick find: experience
} To maosify e contents of thin page, chodte pour producs % !
Bl 5 pesns 3 N ' )
W‘Wﬁﬁﬂ“Htfﬂf # LA AT, T dim il is il 'ﬂi
productis) N ey d i
ALt Translate this page  +
Corios Bpiness 21 Featurad finks 2 Flashes and alerts = = Custamize this page
ra Theetinsay F: ol i o
¥eebgaiie = Suppart roqistrations ‘ Alerts: Lotey) securily bulletng
Suppoit resaiices *
= Coqnos Business ntelligence
@ S Wiy prodes: ket g_ . % X = Cognos Business Intelligence Contact support x| |
* Business Analytics Custemer Centee T
' = M Dec 20011 Hepots bazpd on Buy supporn and
b ot IBM Somoai mabile * Business Analyfics Suppoitlink - FowarCubes will ganerate an el i sarvlces
i i 3 s - Faailms T::I g and Tad h'llﬂ'.".":- T P '- ] o
! # 25 Mas 2011: Cognos Java Secarily Other IBM pages
* Cagnos Support Renewals e Produet and brand  +
. . % IT Den 20102 [BM Cogroa Bl CAM links
* Cognos Supparl - Hiow' 1o Escalate Aithantication Limitation wih THE Gala
-+ Coqmcs Bl Seftwars Erviranimerds = 2T Apr M0 Cont quring Iilersparatliy
¥ , : " EE"*:I:'E'I Bt Cogrigs 8 EI18.4 1 and Sie availabitiny @+
ore 1
*
A Site news L
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The scope of the search being limited to only the product(s) of interest is
one of the biggest advantages of searching within Support Portal as
opposed to the ibm.com masthead search, or Google etc.

Solutions Services Products

M y IBM slow PDF report

Support & downloads The masthead search (#1)
appears on most ibom.com pages.
As a result, the scope of any
search is all of IBM and its 4,000
products and millions of related

pages.

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities 4

€ (o to quick start

Support home

Support for my selected products

Signin
To access your authorized

> content and to customize
Find a product ) your pages.
Quick find:

P 2 o madify the contents of this pags, choose your products
and a page.

32

View content for
product(s)

Allow muftiple selections

All| Active

slow POF report I

Within my selecled prod [ae]

Translate this page

Featured links

Flashes and alerts

Customize this page

Support Portal searches are

o+ - - -
28 > suponegiraon F sors: Lt scury s limited in scope to the product(s)
c e . Support resources E
~ Lognos business Intelligence N B Contact rt + -
P8 | s i oo anr || o Sobvmmiltgmes | |LUC that are configured and enabled
@ — N 2 Eua{ness Analytics Supportlink - PDWE(CLIhEE.WIH generate an Dther IBM pages 22
are this pre lis! eatures. .. i +
PO > \zlﬁulﬁ‘ear;;w; Cognos Java Security Product and brand links (O r C h ecked) .
~ Go to IBM Support mobile + Cognos Support - How to Escalate = E&Ltﬁ;;nggt?o:éaﬁlwﬁgﬁgg_s Bl CAM Site availability (] +
= Cognos Bl Software Environments = 27 Apr 2010: Configuring SpPES =
[ Interoperability Between [BM.. Support feedback +
An external search with Google
etc. has no scope boundaries and
will return MANY results.
iIbm Cognos slow PDF report Search

About 72 300 resuliz (0.22 secondz)

Advanced search
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When using the IBM Support Portal
to search for product knowledge,
you have the ability to either refine
Search support and downloads your search query, or filter the

Solutions  Services  Products  Support & downloads My IBM

Framework Manager star schema Q Tips
Filter results to all support content or to Sort by. Relevance | Newest first Results perpage: 20 | 50 | 100 P d t
one or more products from your product i ro u C
list 19 of 9 results

C All support and downloads

@ Within my active products Rigaulty for: Eramework MaHager stir seheima d fu n Cti 0 n al Tas k
B Cogrias Bistness Intelligence () i:og:nos 8 I‘TADcIeIing Rules and Best Practices ° CO nte nt Type
e vilh e e Schama Groping Wizar St h Model. Busiess Ay Cognas « related products (Subject)

Refine search G Clearall  Business Intelligence Framework

Current selections

Viewing all

Task Average rating: Y % % K

DU.‘.‘JFI‘:Udem ®x PM58622: DIFFERENT JOIN GENERATED FOR FACT-LESS QUERY IN COGNOS 10.1.1 For the fi rSt time ever1 you are able
ot Y oy, w—— to focus a search on multiple

e products (assuming they have
—— . been added to your Support Portal

Viewing All Redbooks - Leveraging IBM Cognos 8 Bl for Linux on IBM System z

02 |2 Framework Manager p rOd u Ct I ISt) .

Plan (2)

Content Type

Planning infarmation (1)

Product configuration information (1) AW T ks comiabstracts/SG2478 . i This Could be Very helprI When

Product documentation (1)

troubleshooting, for example, an

] D v i o i o s o issue that spans Series 7 and

Sri—". - _ Cognos Business Intelligence, or
P s gt it sttt iy v e s 1 an issue involving both Cognos Bl

e and DB2 or Websphere even.

Cognos 8 Business Intelligence (7) I nodel. See 'Resol
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The masthead search has all of IBM as its scope which means that
searching with generic keywords is far less effective than searching
on error codes or exact strings/messages.

Industries & solutions  Services  Products  Support & downloads My IBM

INnnovation’s

nAvAr LA imAalh artA

Search

Resources

‘M*

- - Mews, whitepapers
United States |:| All languages |:| Q press releases, case
studies. technology
insights. and maore.

Search

E

slow POF report

Country Language:

1-20 of 7,030 results | Next = Results per page: 20 | 40|50 | tog = Leam more

developerWorks : Information Management : Cognos 8 : Slow single ...

Mov 25, 2010 ... Re: Slow single page pdf report. Posted: Nov 25, 2010 04:58:34 PM in response to: MySQL_John in
response to: MySQL_John's post ...

.......... w.ibm.com/developerworks/forums/thread.jspa?threadlD=353589

Report Runs Slowly | Report Studio User Guide 10.1.0

QOct 20, 2010 ... Has the report always been slow or did it recently become slow? ... Use fixed width objects in PDF
renorts hyv setting their Size & Overflow
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For those who insist on using Google, a site filter is highly recommended
In limiting the otherwise unlimited scope in effect

‘ iIbm Cognos slow PDF report

Search ‘

About 72 300 resuliz (0.22 secondz)

Advanced search

site:ibm.com

Cognos slow PDF report

Search ‘

About 2 950 resultz (0.19 =econds)

Advanced =earch

site:ibm.com/support|/Cognos slow PDF report Search ‘

35

About 481 re=ultz (0.24 =econdz)

site.ibm.com/developerworks

Advanced =earch

Cognos slow PDF repor Search ‘

About 2 070 rezultz (0.26 =econds)

Advanced search
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Notifications: Staying current with product updates and information by
Registering for Notifications !!

* From the main body of Support Portal

Featured links | = Product news =] =

= Introducing the IEM Support Portal 4 News: Read the latest news on
your product(s)
= Support registrations
* IBM acquired and sold products

MNotifications - =

Subscribe: Get personalized updates for
product support. More

o= Sign in to create, manage or view W

your subscnphions ‘—

- Zuppont RES feeds

Choose your products to view
notifications. Notifications are not
available for selections at the family
or brand {general) level.
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Notifications:
Customize products, content and frequency of communication from IBM

E Products Support & downloads My IBM Document types *
- Selectideselect all
My notifications
V| Mews
Y for IBM technical support
< Return to IBM Support .

Paortal

IBM Support Portal My subscriptions My defaults Help
Recommendad
i Select your product earch for your product
Subscriptions ’ ‘ High-Impact / Pervasive (HIPER)

Becurity Vulnerability (Sec/Int)

Fixes

(=]

Help
Feedhack Create a subscription by searching for a product. Troubleshooting

Technotes{Troubleshooting)

W P
Search all words: Technotes{FAQS)

Related links vour product name > APAR= [Authorized Frogram Anslysis Reports)

= | enovn sunnort )
Fi¢ readmes

Preventative Sarvice Planning

Hotify me by
_ FTF {Program Temporany Fiog) cover letter
e-mail
@] daily e-mail ® weekly e-mail Froduct information and publications

O plain text e-mail & html e-mail
Wehbcasts

delivery to this folder

[] deliveryvia syndication feed (RSS Atom)
[ what's this?
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IBM Subscription Services - eNewsletters

» Given the amount of unsolicited email you may be receiving, we don't want to add to that
deluge and risk important information being missed, or worse being blocked by your spam
filters

» |BM does not send out individually addressed notifications about new releases or older
releases reaching end of service.

= The previous slide describes how you can stay informed about support related information
we encourage all customers to also register for IBM Subscription Services to receive
eNewsletters related to their specific interests (for example: notifications about new
releases or older releases reaching end of service)

= Register your WebID here - hitps://www-148.iIbm.com/bin/subscriptions/welcome.caqi

= Sign Up here - https://www-148.ibm.com/bin/subscriptions/welcome.cqi
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Online Support Services

The online Service Request Tool

*Creating Support Requests online and by phone.

* Requesting access and site functionality

https://www.ibm.com/support/servicerequest/Home.act lon?Ink=msdTS-srap-usen
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For Your Information

Your previously logged incidents with Star Analytics Support will not be available for your
access. IBM will keep a repository of closed incidents but we are not able to make those
available online. Only "open" incidents as of June 17, 2013 will be seen via the online
Service Request Tool.
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How do | create a Support Request ?

You have two avenues for Support at IBM

1. Create a request via the Online Service Request Tool
Take ownership of the PMR process and provide the problem information we need to solve

your issue faster!!

2. Call your Local Support Centre and a Call Receive Agent will log the case on your behalf.
Your Local Support Centre can be determined by navigating to www.ilbm.com/planetwide

For North America that number is 1-800-426-7378
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Requesting Access to SR Tool
SR Assistance Page
https://www.ibm.com/support/servicerequest/help/srHelp.action

* SIMPLIFIED *
» Registering with SR

= Access SR at http://www.ibm.com/support/servicerequest/

= Enter your IBM login ID and password. If you do not have a login ID, click the "Register Now" link located
just above the login box to create your login/password.

» Step 1 - Request access Enter your IBM customer number, select the country/region, and click Submit

» Step 2 - Verify email address Click the Send verification email button. This will send you an email with a
registration code.

» Step 3 - Enter the registration code that was sent to you into the Registration code field and click Submit.

» Step 4 - Registration success Click Return back to my agreements to see the status of your access
request
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Requesting Access to SR Tool
* Not Registered Sign In

https://www.ibm.com/xsrAuth/authenticate?ok_url=https%3A%2F%2Fwww-946.ibm.com%2Fsupport%2Fservicerequest%2FHome.action

1.Request access 2 Verify email address 3 .Enter registration code 4 Registration success

Access to [BM software support senices such as IBM Support portal, Fix Central and IBM Serice Request require that you
register. You may register with your [BM customer number or machine type and senal number. Please select an option below to

begin the registration process
& By customer ) By machine type and serial number

Pleaze enter your customer information below. If you dont know this information,. your organization’'s contracting or
purchasing office may be abie to help you

IBM customer

numbe
- - r

Countrylregion Select one 1r|
If vou do not see your country |/ region in the list, pleass contact & TEM
country/regional support to determine which country/region vou should chooss.
@ Get Adobe® Reader®

Justification

Submit

Business partner
& Click here to check business partner status
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Service Reguest: Self Nomination to an additional ICN

Support home Downloads Troubleshoot Plan & install Senvice requests & PMRs Documentation Comimunities

Service requests home Mew serice request =earch Wy profile My messages Help

Support registrations

Access to IBM software support services such as IBM Support portal, Fix Central and IBM Service Request require that you

M"lll"lge Sll|]-|]-0l1 register. You may register with your IBM customer number or machine type and serial number. Please select an option below to p—
e begin the registration process.
reqgistrations . . Su
- @ By customer ' By machine type and serial number Co
2 SI.IFIFII:IHZ rEngtratanS Please enter your customer information below. If you dont know this informatien, your organizations contracting or
purchasing office may be able to help you.

Bu
IBM customer
number®

. *
Country/region Selectone EI

If you do not see your country/region in the list, please contact #® IBM country,regional
support to determine which country/region you should choose.

e Get Adobe® Reader®

Justification

Request additional access
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Service Request:
Authorized User vs Site Technical Contact view

Support hoine Downloads  Troubleshoot  Plan &install  Serdce reguests & PRRs Do

Service requests home  New samce requecst Search Iy profile My messages  He

S¢

Support home  Downdoads  Troubdeshioot  Plan & install  Serdce requests & PHRBs  Documenta

” IEM Service requests home Mew semice request Search My profile My messages  Halp
anage support

redgistrations 20 Ny

> Sugpar egttons Service requests home

~F

Authorized User View Manage suppart IBM Service Request news
- registrations 20 Nov 2012 The IBM Service Request application was updated on No
Administrator or 3 Suppod regisirations Click here for mors information
Site Technical Contact o Lt e
View = Lizer admimstration
_.* 3 Patner sdministration < Djpen a new service jequest

P mmalle wonem il e e m-
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Service Request: User Administration

< Return to Service Reguest User admi n istration

Support registrations

User administration

Fartner administration Update  Add Copy  Aute approval MNew requests

Help
Choose search criteria and select "Show or update list below" to view your current list of
relationships.

Search criteria
- Search criteria

* Show users across all my agreements

T Show users only on selected agreements
[(Fress the Ctrl or command key while selecting to choose multiple agreements)

[ - |

=

F Additional filter criteria

Show or update list below
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User Administration:
Update existing user

* Show users only on selected agreements
[(Fress the Cirl or command key while selecting to choose multiple agreements)

o

[

F Additional filter criteria

Show or update list below

FIAIBICIDIEIE|IGIHIIJIKILIMINIQIRPIR|ISITIU|INM|WI[Y|Z|HIANI

Users by name

= kit 3 2 Sprod |l —————y | =2 Add to a new agreement

= ] [ nited States Status: “erification pending ;I
Deocess level:  Bssic (Currsni) - I = |

Update user relationships

a7
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User Administration: Add a new user

Add an authorized user relationship:

Update Add Copy Auto approval HNew requests e ————

_ New user for this agreement
New user for this agreement

o Flease note the following items before continuing:

IBM ID: * user.email@domain.net

[ztration ID.

Access level:® Full (Current) “if | e |

New user for this agreement

'@" Link authorized user with all agreements
The user has been added to the support agreement.
'Ca" Link authorized user with selected agreements
(Press the Ctrl or command key while selecting to choos IBM ID:* email.user@domain.net

nnnnnn. [United States]
nnnnnn

Access level: ® Full (Current) A | <l |

Add user
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Service Requ

est Submission

https://www.ibm.com/support/servicerequest/nelp/srHelp.action

Support home Downloads

Service requests home

Troubleshoot Plan & install Service requests & PMRs Documentation Communiti

Mew service request search My prafile My messages Help

e New service request

Manage support
registrations

- Support registrations

= User administration

= Partner administration

49

S e rv i c ‘ Select product and componant

Enter your keyword(s) ® Cant find your product?
SO

: v i
IBM Service Re W Show entitled products only

CProducts {0 matches)  ® Components (T4 matches)
20 Nov 2012

Search results

2 Ul]"&“ A NEWSHE ™ add selection to Preferred Products

F Cognos Analysis Studio 10.1.1 for [BM [nfoSphere Warehouse

F Cognos Business Insight 10.1.1 for IBM InfoSphere WWarehouse

F Cognos Business ntelligence Cognos Connection 3.4.1
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Service Request:
Problem Description

New service request

Corplete problarn descrintion

Problem description

FPlease complete the problem description information below. The fields indicated by an asterisk
[ 1 are required to complete this transaction; ather fields are aptional. 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.

Before providing problem inforrmation andfor diagnostic attachments, please read and understand
Exchanging diagnostic data with IER.

Problem information
Title ™
(=5t character limit)

Problem description

{1z KB limit. Jse file attachments to include more data, such as diagnostic files or & IR
Support Assistant collector files.)
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Service Request: Severity, Business Impact, Files

51

Service request qualifiers
Severity L o2 3 4 = Severity levels

- - - - - " . . .
How is this problem impacting your business? & YWhat s business impact?

[z56 character limnit)

™ System is down

Request type ™ = Help
& Software Defect Support
" Software Usage Support

Please select your operating systern which will ensure the proper routing of your service reguest

. &
Operating system Select an operating system ;I

Additional infermation

Customer tracking 1D -

{zo character limit)

Artach additienal files

Select file to attach | Browse.. |

{2 GB limnit pear fila)
Add file to gqueue
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Service Request:
Summary, Submission Verification, ID Assigned

52

Summary

Contact infor mation

Vour cortact information, including your name,
required information to complete this transacti
reguired information, please use the "Cancel’
previous page, or close the window or brow:

The information you provide wil be usedto v
you abold your service requests.,

Hame

E-mail address

How should customer support contact

" Dort contact me, | will check the status
" Emal me
& Call my daytine number, Co—

Product and component - Edit

Product InfoSphere Warehouse A.1.0
Component Cognos Analysis Studio 10.1.1 for IBM InfoSphere
Warehouse
Agresiment
IBM Customer number ENE (United States)

Problem details = Edi

Title TEST

Severity 4

Description Please send to CCANAT 15F
Attachments

By submitting this request or saving it as a draft, you agree that you understand Exchanging
diagnostic data with 1BM.

Create request Save as draft Cancel
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Service Request:
Confirmation Page

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation

Service requests home Mew service request search My profile My messages Help

New service request

Senvice request submitted

Communities

Success!
o ‘four service request number i 35508 514 000

Customer support will call you at phone number. B13-356-5327-.

< Return to the IBM Service Request home page

53
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Service Request:
Search and view

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

Senice requests home Mew service request Search My profile My messanes Help

Search

Filter list content
" Search my service requests submitted online only

 Search all service requests

[ Include archived service requests
Iote: Searching the archive will take longer to return results. Please be patient.

IBM Cus}romer
number All J

Enter keywords to
refine your search
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Service Request:
Search and view

55

" Service request number = Select country

* Show service requests up to todays date

" Show service requests by date range ™ Help

& Created within range
" Updated within range

" Closed within range
IMote: this option is valid only when vou have selected the "Show closed service requests”
option below.

From To M /d fvvwy format

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

M Show open service requests

I Show closed service requests
Component 1D

Severity a1 1 2 T3 4

Search
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Questions?

= |f you would like a copy of today’s Client Experience Webinar please email the BA Client
Care Team including the Subject Line: “Star Analytics Client Experience Webinar” and

would be happy to send you a copy.
clientcare@ca.ibm.com

= Should you have any questions or are not receiving a response through other avenues, just
know you can contact us at any time and someone will contact you during local business

hours.
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Quick Link resources:

= Star Analytics Customer Center

www.ibm.com/software/analytics/staranalytics/customercenter/support.htmi

» Passport Advantage (eCustomer Care) Global listing

https://www.ibm.com/software/howtobuy/passportadvantage/paocustomer/docs/en US/ecare.html

= |BM Electronic Support help page

www.ibm.com/support/electronicsupport/overview.html

= |BM Business Analytics Twitter

https://twitter.com/basupp

» |BM Business Analytics Support Blog

https://www.ibm.com/connections/blogs/basupportlink/?lang=en us

= Online Service Request Tool helpdesk

ftp://public.dhe.ibm.com/software/websphere/techexchange/SRToolOverview.pdf

» Support Technical Exchanges (series of Open Mic conference calls and webcasts where technical experts share
their knowledge and answer your questions on specific technical topics)

http://www-947 .ibm.com/support/entry/portal/scheduled tech exchanges
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