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This presentation provides in-depth information about updates in the Version 4 release of
the IBM Support Assistant Workbench and describes how to use the workbench to
perform common tasks.
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Agenda

= Qverview and installation
= Enhancements in V4

= Performing common tasks

IBM Support Assistant workbench © 2008 IBM Corporation

The first section of this presentation provides a high-level overview of workbench features
and describes how to install the product. The second section focuses on features that
have been added or updated in the Version 4 release of the workbench. The last section
describes how to use the workbench to perform common tasks, like searching for product
information and working with service requests.
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Section

Overview and installation

IBM Support Assistant workbench

© 2008 IBM Corporation

This section provides an overview of the IBM Support Assistant Workbench, Version 4,
including a summary of product features, information on supported platforms, and how to

install the workbench.

WASV7_ISAWorkbench.ppt

Page 3 of 25



IBM Software Group

IBM Support Assistant workbench

= IBM Support Assistant is a self help and support application that helps
you resolve questions and problems with IBM software products

= With IBM Support Assistant, you can

» Personalize your workbench with product and tool add-ons
= WebSphere Application Server V7.0 add-on is available

= Examples of other product add-ons: WebSphere Process Server, Rational® Application
Developer, Lotus® Notes®

= Examples of tool add-ons: Dump Analyzer, Memory Dump Diagnostic for Java, Garbage
Collection and Memory Visualizer

» Access product specific documentation
» Search for product information

» Use problem determination tools

» Gather and organize diagnostic data

» Work with service requests

IBM Support Assistant workbench

The IBM Support Assistant Workbench is the client-facing portion of IBM Support
Assistant that you install on your workstation. The workbench can be customized with a
variety of product and tool add-ons. For example, you can download product add-ons for
WebSphere Application Server, Rational Application Developer, WebSphere Process
Server, and many other products. Product add-ons contain references to product
documentation, articles, skill-building activities, information on important fixes, and related
problem determination information for the Guided Troubleshooter. You can also download
tool add-ons for your workbench. The sample tools listed above are for Java problem
determination activities. The Dump Analyzer, Memory Dump Diagnostic for Java, and
Garbage Collection and Memory Visualizer process Java core files, memory dumps, and
verbose garbage collection logs. These tools process their input files and then provide
recommendations to help solve your problem or improve your application’s performance.
The workbench also includes an integrated Guided Troubleshooter that walks you through
the problem determination process. In addition to product add-ons and problem
determination tools, you can use the workbench to organize diagnostic data and work with
your service requests.

© 2008 IBM Corporation
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Packaging and platform support

= IBM Support Assistant Workbench V4 runs on
Microsoft® Windows® and Linux®

Windows

Installation image

IBM Support Assistant Workbench CD

OS levels

Microsoft Windows XP Professional Service Pack 1 and Service Pack 2

Microsoft Windows Vista™; Vista Business and Vista Enterprise (with Aero™)

Linux

Installation image

IBM Support Assistant Workbench CD

OS levels*

Red Hat Enterprise Linux 4.0 WS with GIMP Toolkit (GTK) support - Update 5

Red Hat Enterprise Linux 5.0 Desktop with GTK support - Update 1

SUSE Linux Enterprise Desktop 10 Fix Pack 1 (with XGL)

* Linux environments must be running GNOME or have the GNOME libraries installed
** All supported only on Intel® Pentium® processor or compatible

IBM Support Assistant workbench © 2008 IBM Corporation

The workbench installation package is included with your WebSphere Application Server
media, and it is also available as a no-charge download from the IBM Support Assistant
Web site. The workbench is supported on Windows and Linux client platforms. The
minimum supported operating system and patch levels are provided in the table above for

reference.
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Workbench installation launchpad

‘ ,:‘ | WebSphere Application Server
Extract the 4 Websphere. software

workbench CD

Welcome

B —
paC kage an d run - Websphere Application Welcome to WebSphere Application Server
B Server Installation
the |aunch ad ¢ [ mmwTe servermstatistion | 1B wen,
H - develop
I || web severpiugins asasin
p rog ram H h,u:mxd“ We recommend viewing the installation diaarar rations of common application server environments. For
H SN LD full the on-line WebSphere Center
1BM Update Installer for To begin, select an entry from the list below to initialize a product installation wizard. Alternatively, select a product on
WebSphere Software the navigation listto lef to read descriptions of the products, and browse help documentation and support links
Installation before starting an installation wizard.

1BM Installation Factory for
B l=rel

;;:H):mtﬂxssishm
Click the link to
Launch the
installation wizard
for IBM Support
Assistant  : st e
Workbench S st et 1o bttt oo

IBM Support Assistant workbench © 2008 IBM Corporation

You can launch the workbench installer directly from the standard WebSphere launchpad
that you use to install the application server. Choose the option to Launch the installation
wizard for IBM Support Assistant Workbench to bring up the installer. The installation
wizard is a standard installer with just a few simple panels. Installing the workbench
application should only take a few minutes.
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Workbench installation wizard

Use the installation
Welcome to the InstallShield Wizard for TBM wizard to install the
Support Assistant workbench:
The Instalishield{R) Wizard will install IBM Support Assistant on .
your computer. To continue, dick Next. n Accept the I|Cense
agreement
N m Choose an
WIARNING; Ths program s rotected by copyriht e and installation location
m Click Install to begin
the installation process
<Back | Next> ]| Cancel |

IBM Support Assistant workbench © 2008 IBM Corporation

The installation wizard has three steps. After the welcome screen, you are prompted to
accept the license agreement. You have to accept the license to be able to continue with
the installation. Next, choose an installation location for the product. Finally, you can
review the installation options and click the Install button to run the installer and install the
workbench binaries. When the installation is complete, you can close the installation
wizard.
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Section

Enhancements in V4

IBM Support Assistant workbench

© 2008 IBM Corporation

IBM Support Assistant V4.0 is released with a host of new features and enhancements,
making this version the most comprehensive and flexible yet. This portion of the
presentation describes these new features.
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Enhancements in V4

= Installation and getting started

» Customization wizard to configure workbench settings
and find add-ons after installation

» Tutorials for common tasks

» Tools to migrate product plug-ins and tools from IBM
Support Assistant V3

IBM Support Assistant workbench © 2008 IBM Corporation

The workbench includes new tools to help you get started with IBM Support Assistant
quickly. Once the workbench has been installed, you will want to customize it with content
that you are interested in, based on the products and tools that you want to use. The first
time that you start the workbench after installation, it will walk you through a customization
wizard that will help you configure workbench settings and find and download product and
tool add-ons. If you are behind a firewall and need a proxy or SOCKS server to access the
internet, the configuration wizard will help you set it up. You can also access the
customization wizard later from the Welcome page of the workbench under First Steps.
Also on the Welcome Page, you will find a link to tutorials for common tasks. These
tutorials provide recorded demonstrations of how to perform common tasks, like
configuring remote system access, from your IBM Support Assistant Workbench. If you
have used IBM Support Assistant V3, you might already have a workbench environment
that is populated with tools and product information. You can use the migration tools in the
workbench to replicate your V3 configuration in the new workbench.
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Enhancements in V4

= Productivity improvements
» Support for remote debugging through IBM Support Assistant Agents
» Updated activity-based user interface
» Product specific news feeds

» Case manager for organizing troubleshooting documents around
cases and incidents

» Integrated guided troubleshooting tools
» Automatic notification for updates to your installed products and tools

» Data collection scripts for key JVM-related problem determination
tasks

» Enhanced tools

IBM Support Assistant workbench © 2008 IBM Corporation

A major enhancement in IBM Support Assistant V4 is the ability to access remote systems
from the workbench and perform troubleshooting activities. This is possible when you have
an agent manager and service agents configured in your environment. The workbench
user interface has changed substantially from V3, and it is now structured around
performing common activities. The welcome page of the interface contains a news feed,
and product information pages in add-ons can contain product-specific news feeds as well.
The workbench contains a case manager that you can use to organize your
troubleshooting documents around cases and incidents and then send the case files to
IBM support for analysis. The workbench also includes an integrated Guided
Troubleshooter that walks you through problem determination step-by-step using a simple
wizard and guided questions. There are also enhanced tools that are available with the
workbench, including data collection scripts for JVM-related problem determination tasks
that are available with the WebSphere Application Server V7 product add-on.
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Customization wizard

= The first time you launch the workbench after installation, the
customization wizard will run

» Can also be launched later from the First Steps page

" Conflgure network ConneCtlonS L IBM Support Assistant Customization Wizard m

» Set up a proxy server to access ';e“ﬁ"“kpm""e:;?m"s
the internet

= Configure update notifications

» When and where to check for
updates

Click on the link below to configure I8M Support Assistant to use a proxy or SOCKS server to access the
Internet.

NOTE: You may run this configuration wizard at 2 later time by selecting First Steps on the Home page.

Configure your Network Connections.

= Search for product and tool
add-ons

Finish Cancel

IBM Support Assistant workbench

© 2008 IBM Corporation

Your workbench becomes much more useful as you personalize it with custom content
related to your environment. The first time that you start the workbench after installation,
the customization wizard will launch automatically. You need to be able to access the
internet to download custom content, and the customization wizard will help you set up
proxy server access, if needed. The wizard will also guide you through the process of
downloading and installing add-ons and configuring automatic update options. For
example, you can configure your workbench to automatically check for updates to your
installed add-ons each week so that your content is always up-to-date.
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Updated user interface

Activity-based user
interface helps you
find the information
you need to analyze
your problems and get
support

Configuration tools
and task-based
tutorials to help you
get started

Support assistant news
feed for latest feature
updates, tools and
announcements

1

IBM Support Assistant workbench © 2008 IBM Corporation

This is the home page of the new workbench interface, which is designed around an
activity-based workflow. In the main panel on the left, the three major activity groups are
listed — Find Information, Analyze Problem, and Manage Service Request. The Find
Information activity is where you want to go to access the information contained in your
product add-ons and to do searches. Under the Analyze Problem activity, you can directly
access the new Guided Troubleshooter and load any problem determination tools that you
have installed. The Manage Service Request activity allows you to interact with your
service requests, including submitting new problem reports to IBM and collecting and
sending diagnostic data to IBM support. You can also access these main activity areas
through the Launch Activity dropdown menu that is highlighted in the upper left of the
display. In the upper right, you will find a link to configuration tools under First Steps and
several instructional recordings in the Tutorials section. The home page also contains a
news feed that is regularly updated with feature and tool updates, announcements, and
information about important fixes.
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Migration tools

= Wizard migrates product plug-ins and tools from your V3 workbench
» Functionality of tools will not change

= Access the migration wizard from the Home page of your V4
workbench, under First Steps

» Click the Migrate icon to start

"% Welcome - 18M Support Assistant Warkbench RE]
Hie adnnstaton Lpdate Wndow e

the wizard

» Provide the installation location Welsome to (BM Support Assistant
of your V3 workbench

» Select the product plug-ins and

t Steps

tOOIS you Want tO m|grate Before starting to use [BM Support Assistant, take these first steps
» You are prompted to accept '
the plug-in migration

» IBM Support Assistant will need
to restart after migration is
complete

IBM Support Assistant workbench © 2008 IBM Corporation

The migration tools, which you can access through the First Steps menu, will guide you
through the process of migrating product and tool plug-ins from your Version 3 workbench
to your new Version 4 workbench. All you need to do is launch the installer, tell it the
location of your Version 3 workbench, and choose which plug-ins you want to migrate. The
migration wizard will go out to the Version 4 download site and attempt to download the
new versions of all of the plug-ins that you previously had installed in your workbench. You

are prompted to accept the plug-in migration, and the workbench will need to be restarted
after the migration is finished.
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Guided troubleshooter overview

= The guided troubleshooter provides convenient access to
appropriate tools and helps keep your problem
determination activities organized

» Uses a wizard with guided questions to help you isolate problems and
find solutions

» Product add-ons can contain custom guided troubleshooter content
» The tool starts a new case each time you start a new activity

» Your progress is automatically saved so you can easily stop and
resume later

= Access the troubleshooter from the Analyze Problem
activity under the Guided Troubleshooter tab

IBM Support Assistant workbench

The Guided Troubleshooter uses a wizard with guided questions to help you isolate
problems and find solutions. The troubleshooter is integrated throughout the workbench —
for example, you can launch into the Guided Troubleshooter from within the service
request management portion of the workbench — but you can access it directly under the
Analyze Problem activity in the Guided Troubleshooter tab. Product add-ons can contain
custom troubleshooting content. The WebSphere Application Server V7 product add-on,
for example, includes problem determination content that can help you identify the cause
of a product locking up or hanging. The Guided Troubleshooter is integrated with the case
manager, so each time you start a troubleshooting activity, a new case is created to store
all of the related diagnostic data. Your progress through the troubleshooter is automatically
saved, making it easy to stop and resume your activity later.

© 2008 IBM Corporation

WASV7_ISAWorkbench.ppt Page 14 of 25



IBM Software Group

Case manager

f&m;mzem:sjms;mrfmm Lo = Cases act as containers to
i s . store artifacts related to a
s problem investigation

e Costtrn 1| » Organize data with folders
T = o » Group related files, send to

b IBM support

» Add incidents to a case to

3 T h— B track data for a specific
problem occurrence

» Import and export cases

Case details
Name:: WAS V7 installation completes with partial success

2]

Description:

- = Open the case manager
under Administration >
Manage Cases

%

» Adds a Case section to the
top menu bar

IBM Support Assistant workbench

The case manager allows you to organize your troubleshooting data in "cases," then
export and share these cases with other problem analysts or with IBM Support. Each case
is a folder that holds the artifacts related to a problem investigation. You can also create
incidents inside of a case; incidents are designed to represent a specific occurrence of a
problem. If you have an application that is hanging, you might want to re-create the hang
under different conditions. Each time you re-create the failure, you can store the related
log files in a different incident to keep them organized. If you have remote agents
configured, you can use the workbench to directly access data on remote systems and
add that information to a case file. The case manager is available from the Administration
menu, under Manage Cases.

© 2008 IBM Corporation
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Section

Performing common tasks

IBM Support Assistant workbench

© 2008 IBM Corporation

This section describes how to perform common tasks with the IBM Support Assistant

Workbench V4.
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Installing and updating add-ons

= Search for new product and tool  [Errsescsseons ]
ad d - O n S U n d e r :L::;ZT:;’:E::::‘ ‘you would like to install by cicking on the check box next ta it
» Update > Find New... > 7 o e
. : &[]0 Information Management | [[oeseectal |
= Use the Update menu to check Y o
for updates to existing add-ons [

» Can configure automatic check
for updates

= Add-on for WebSphere
Application Server V7 is
available

= Product and tool add-ons can
be found and installed e
independently

= Product information pages can contain news feeds

IBM Support Assistant workbench © 2008 IBM Corporation

One of the first things that you will want to do after installing the workbench is customize
with product and tool add-ons. You can search for add-ons using the Update menu, under
the Find New option. An example of the product add-on panel is shown on this page. You
can see that there are a variety of different product add-ons available across all IBM
software brands. If you are installing the version of the workbench that is provided with
WebSphere Application Server V7, it will come with the application server add-on already
integrated into the workbench. In Version 4, product and tool add-ons can be found and
installed independently. For example, you can download and use a JVM problem
determination tool without having any Java-related product add-ons installed.
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Find information activity

| 1
Start the Find  [*erossimomton-i Browse relevant
Information newsgroup anq _
activity from the forum links, training

Home page or the resources, a_nd
Launch Activity I _ .| troubleshooting
dropdown menu | "o help in the Product

G Il Information
Concurrently B B || activity; this section
search across o can also contain
repositories within e e e news links to recent
the Search i S o S fixes
Information L R - W N
activity " relembdenfusion R
Hos st for all WiebSphere Applcation Eﬁgé%%ﬁi% %}’EE&;&CSES Select a product
Access education e || TR SR from the dropdown
content and * presto:conmn morfemons i v 2 menu of product
create customized mmsmesReasesy®, | add-ons to view
playlists in the information for that
Media Viewer product

IBM Support Assistant workbench

The find information activity is available from the home page or by using the Launch
Activity dropdown menu. Under the Product Information tab, use the dropdown menu to
select the product that you want to view information for. You will need to install at least
one product add-on before you can access product information. On the product’s
information page, browse relevant newsgroup and forum links, skill enhancement
resources, and troubleshooting help. From this portion of the tool, you can also access
search tools from the Search Information tab. Use these tools to concurrently search
across multiple repositories, like developerWorks, product documentation, and
newsgroups, to find answers to your software questions.

© 2008 IBM Corporation

WASV7_ISAWorkbench.ppt Page 18 of 25



IBM Software Group

% Guided Troubleshooter - IBM Support Assistant Workbench

Analyze problem activity

B=1%)

File Administraton Updats  Window Help

|5\ Analyze Problem x

Problem activity
from the Home
page or the
Launch Activity
dropdown menu

Use Collectors
(system or product
collectors) to gather

Start the Analyze J _

Coleggata 5 Suided ' Subleshooter Togs |

W :lcome to the Guided Tioubleshooter

Sdlect an action, then press the Next button.

\_- Troubleshoot a problem [

Resume a case
Update the Guided Troublshooter content B
Learn about the Guided Tibubleshooter

=

Ijtroduction

diagnostic data
locally, or create a
portable Collector

The Guided Troubleshooter provides access to guided activities that walk you
through the problem troubleshooting process. Some important features are

« Case Pause and Resume: You can click the "Pause Case" button at any point
to pause the current case. When you are ready to continue working on the case
select the "Resume a case" action and continue troubleshooting. In addition,
every time you click the "Back™ or "Next" button, the case is automatically
saved

v

Use the Guided
Troubleshooter
to walk through
the problem
troubleshooting
process

Launch tools
from add-ons that
you have
installed from the
Tools tab

© 2008 IBM Corporation

IBM Support Assistant workbench

The Analyze Problem activity has three components — Collect Data, Guided
Troubleshooter, and Tools. From the Collect Data tab, you can generate collectors — either
system collectors or product collectors — to gather diagnostic data locally, on the system
where you are running the workbench. From this tab, you can also generate portable
collector scripts that you transfer to a remote system, then run the script, and it creates a
JAR file that contains diagnostic data. Then you can manually send that archive over to
IBM support for analysis. The Guided Troubleshooter, discussed earlier, will walk you
through a troubleshooting session step-by-step using a series of guided questions. Finally,
if you have installed any tool add-ons, you can launch those tools from the Tools tab.
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Manage service request activity

Start the Manage

@ Guided Activity Assistant S

Service Request
activity from the || oo

Introduction

7
Home page or the
-

Launch Activity — Frw—

Clickto start

dropdown menu | sessecssseoss

2 Callectinventory Data. seect a product ( ystem Colector) andits problem:

3 Export Case Data. & System colecbr

4 Create a new Senice Request.
5. View or Update Senice Requests

Use the Guided

Troubleshooter to
walk through the |

steps you should — D —
perform before T
engaging IBM
support

e, {A
Hu

Use Collectors

to gather

diagnostic data

In the Service
Requests tab,

open and work

with service

requests for IBM

software and
hardware

Click the bar to

collapse the

Guided Activity

Assistant

© 2008 IBM Corporation

IBM Support Assistant workbench

The Manage Service Request activity allows you to open service requests or work with
existing service requests for IBM software and hardware issues. This portion of the
interface also links back to problem analysis tools — like data collectors and the Guided
Troubleshooter — that are very useful in gathering the information necessary for you to get

support for your problems.
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Section

Summary and reference

IBM Support Assistant workbench © 2008 IBM Corporation

This section contains a summary and reference.
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Summary

= IBM Support Assistant Workbench V4 provides
» Product search and information pages
» Problem determination tools
» Automated data collection facilities
» Simple user interface based on common activities
» Built-in guided troubleshooting tool
» Case manager for organizing diagnostic data
» Assistance for submitting PMRs to IBM

IBM Support Assistant workbench © 2008 IBM Corporation

In Version 4, the IBM Support Assistant Workbench continues to serve as a one-stop-shop
solution to research, analyze, and resolve software issues. You can customize your
workbench with product information and problem determination tools, use integrated
troubleshooting tools and data collectors, organize diagnostic data with the case manager,
and work with your IBM service requests.
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Reference

= IBM Support Assistant
http://www.ibm.com/software/support/isa/

IBM Support Assistant workbench © 2008 IBM Corporation

You can learn more about IBM Support Assistant at the address on this slide.
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Feedback

Your feedback is valuable

You can help improve the quality of IBM Education Assistant content to better
meet your needs by providing feedback.

= Did you find this module useful?
= Did it help you solve a problem or answer a question?

= Do you have suggestions for improvements?

Click to send e-mail feedback:
mailto:iea@us.ibm.com?subject=Feedback_about WASv7 ISAWorkbench.ppt

This module is also available in PDF format at: ../WASv7_ ISAWorkbench.pdf

IBM Support Assistant workbench © 2008 IBM Corporation

You can help improve the quality of IBM Education Assistant content by providing
feedback.
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Trademarks, copyrights, and disclaimers

The following terms are or regi of i Business i C ion in the United States, other countries, or both:
1BM Lotus Lotus Notes Rational WebSphere

A current list of other IBM trademarks is available on the Web at http://www.ibm legal/coj html

Rational is a of i i ines Corporation and Rational Software Corporation in the United States, Other Countries, or both.

Intel, Pentium, are trademarks of Intel Corporation in the United States, other countries, or both.

Aero, Microsoft, Windows, Windows Vista, and the Windows logo are regi: of Microsoft C ion in the United States, other countries, or both.

Java, XGL, and all J based are of Sun Mi Inc. in the United States, other countries, or both.
Linux is a registered trademark of Linus Torvalds in the United States, other countries, or both.

Product data has been reviewed for accuracy as of the date of initial publication. Product data is subject to change without notice. This document could include technical inaccuracies or
typographical errors. IBM may make improvements or changes in the products or programs descnbed herem at any time without notice. Any statements regarding IBM's future direction
and intent are subject to change or withdrawal without notice, and goals an in this to IBM products, programs, or services does not imply
that IBM intends to make such products, programs or services available in all countries in which IBM olaerates or does business. Any reference to an IBM Program Product in this
lz_ijocumgm is noé intended to state or imply that only that program product may be used. Any functionally equivalent program, that does not infringe IBM's intellectual property rights, may

e used instea

Information is provided "AS IS" without warranty of any kind. THE INFORMATION PROVIDED IN THIS DOCUMENT IS DISTRIBUTED "AS IS" WITHOUT ANY WARRANTY, EITHER
EXPRESS OR IMPLIED. IBM EXPRESSLY DISCLAIMS ANY WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE OR NONINFRINGEMENT. IBM shall
have no to update this il IBM products are warranted, if at all, according to the 'terms and conditions of the ‘agreements (for example, IBM Customer Agreement,
Statement of Limited Warrant%r1 International Program License Agreement, etc.) under which they are provided. Information concerning non-IBM products was obtained from the suppliers
of those products, their published announcements or other publicly available sources. IBM has not tested those products in connection with this publication and cannot confirm the
accuracy of performance, compatibility or any other claims related to non-IBM products.

IBM makes no representations or warranties, express or implied, regarding non-IBM products and services.

The provision of the information contained herein is not intended to, and does not, grant any right or license under any IBM patents or copyrights. Inquiries regarding patent or copyright
licenses should be made, in writing, to:

IBM Director of Licensing
IBM Corporation

North Castle Drive
Armonk, NY 10504-1785
US.A.

Per is based on and { using standard IBM All customer described are p
how those customers have used IBM products and the results they may have achieved. The aclual thmughpu! or performance that any user will experience will vary dependlng upon
considerations such as the amount of multiprogramming in lhe user's job stream, the /O storage and the workload processed. Therefore, no assurance
can be given that an individual user will achieve r per p m the ratios stated here.
© Copyright i Business i C ion 2008. All rights reserved.

Note to U.S. Government Users - Documentation related to restricted rights-Use, duplication or disclosure is subject to restrictions set forth in GSA ADP Schedule Contract and IBM Corp.
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