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= |BM Support Portal

» IBM Support Portal Advisor Beta
= AVP IBM Support Portal Features
» Tips & Tricks

= Getting Help

= Additional links
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What is IBM Electronic Support?

A portfolio of tools and resources to keep your systems, software, and applications
running smoothly.

= |BM electronic support can help you: g
— Prevent problems ] 5 N
— Find information
— Download fixes and updates
— Troubleshoot problems
— Work with IBM Support
— Learn more about your products
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For more information about all of IBM's Electronic Support sites and tools,
visit: http://ibm.com/electronicsupport/
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IBM Support Portal updated regularly

The IBM Support Portal is a unified,
customizable view of all technical support
tools and information for all IBM systems,
software, and services.

In early May, IBM updated the IBM Support
Portal:

Improved Support Search
Product selection enhancements
Notification subscription enhancements

New social media tag display and search filtering

http://ibm.com/support
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Key Technical Support
Considerations for Smart IT
Infrastructure

This Technical Support
Services White Paper
discusses how your
technical support
requirements will evolve as
new computing models are

)
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IBM Support Portal Highlights

port & downloads

Enhanced search
helps you find
Communities [ information
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IBM Support Portal — Enhanced Search Highlights

New interface allows much
faster navigation through search

results!

United States [ chan

Home Solutions ~ Services v Products - Support & downloads ~ My I1BM ~

Welcome Mr. Patrick O'Connor [Not you?] [ IBM Sign out |

Select product & L
version to focus
search results

Choose content
type to further i

narrow results
set

Finally, select
the task(s) you B
are trying to find

answers for

Add or remove products by
returning to the IBM Support
Portal

Productis) list:

[] Rational brand support
(generaly*

[] Rational Change

[] Rational ClearCase

[] Rational ClearQuest

Rational DOQRS {10}

[ Rational PurifyPlus

[] Rational Software Architect

[] Rational Tau

[] z/0s - All versions and
releases

[] z/VSE - All versions and
releases

* Represents a family of products

[¥] 9.2.0.1 (10}
oz

e102n2 -

Current selections:
=5201

Content type

[] Documentation index (1) o

[] Planning information (1)

[] Product administering
infermatioen (1)

[] Product configuration
information (1)

1 Product documentation (1) ™

Current selections:
- Viewing All

[[] Downioad {1}
[ instal 1)

[ Pian 1)

[ Troubleshoot ()

[usem)

Search

Search for '_|0CK °

e Hew search (show everything with no search terms or filters applied)

Search results

1-100f 10 results
Sort by: ::Rélevance [:J °

Failed to lock archive item error message while archiving an IBM Rational DOORS...
.Rational DOORS module or a project, following errer message is displayed: "Failed to lock
archive itern (/) for inclusion in archive™ Cause You may receive the "Failed to lock archive item”
error message when a particular Rational DOORS...

Last modified date: 1.Jul 2010

Starting the DOORS database server results in error "Database locked by...
.SERVER. -E-. Error gefting exclusive lock on data: Database locked by server

36677T@DO0RS _servername ..." Cause The lock file "servdata.dic” is written to the...a

designated data area is to create a lock which prevents other servers...

Last modified date: 27 Oct 2010

Unlocking an IBM Rational DOORS module that is currently in use
How do you unlock an IBM Rational DOORS module that appears to be in use?
Last modified date: 17 Mar 2011

IBM Rational DOORS functions that can tie up the DOORS server

What IBK Rational DOORS functions create atomic operations, which can tie up the DOORS
server?

Last modified date: 14 Dec 2011

IBM Rational DOORS screen disappears after logging in as the Administrator account
‘hosting the database. Check for a file called 'u0000000000000001.dtlock.dtc” andior

'u0000000000000001. dtlock.dib”. If present, rename the files (for ex

‘u0000000000000001.dt lock.dic.old). Then try attempting to log backinto...

Last modified date: 22 Jul 2011

Fix List for Rational DOORS 9.2

Rational DOORS. Manage locks 32466/PK85492 There were rare occasions when the
deletion of a folder would fail with the error Invalid lock request. This has now been fixed.
Manage users/groups When you turn on LDAP or RDS, any users that have not...
Last modified date: 2 Sep 2010

Starting DOORS database service fails with Error 1067

below: DOORS_DB_SERVER: -E-: Error getting exclusive lock on data: lock file failed
cprogram files\DOORS\data\servdata.lck...problem when the failure is an error getting an
exclusive lock: Remove the file servdata.dic and restart.
Last modified date: 13 Jul 2011

Search elsewhere
Didn't find what you wer
looking for? Try these re
searches:

re

ated

3 Google
[ Bing

& vahoo!

Actions

=+ Return to IBM Support Portal

Help
[ Search tips

Newsfeeds

Subscribe to search resuts
(RSS)
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Support Portal Assistant Beta is now open to all IBM Software Products!

» The IBM Support Portal Advisor
(SPA) is a new, truly interactive

way to search IBM support content.

It provides a more human-like
interaction, with more information
and guidance throughout the
problem description process plus
enhanced search capabilities.

— Searches through multiple
databases inside & outside
IBM, cross-ranking search
results from four search
engines.

— If a service request is opened
after using the IBM Support
Portal Advisor, the client's SPA
search history is attached to the
service request record.

= Now expanded to all IBM
Software products!

< IBM Support Portal

IBM Support Portal Adviser

Please review the summary below and click "Continue’ if everything is accurate.

View / modify my query
Your query: rational reqpro

We interpreted your query as:

Fational Rational Team Concert 3.0.1 Windows install system hangs

My query is a: ® Problem incident
My query is: @) Software/Firmware-related
| have an error message: No

How-to question

Hardware-related

Our interpretation

IBM product: +' Rational Team Concert 3.0.1 on Windows Edit

IT component: N/A

Activity: + install Edit

Situation: +  system hangs Edit
Continue Back

= Restart

& WordNet® terms of use

Learn about our new
support application, then

be sure to tell us what
you think.

B BM SPA Overview

We invite you to
participate in our beta
testing. Please answer a
few questions about your

experience with Adviser.

> Help us improve IBM
Support Portal Adviser

> Help us improve online
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Custom User Interface for Accelerated Value Program Clients

= Customized product list - View only the
products that are associated with your
company's IBM Accelerated Value contracts,
and customize the list of displayed products
further as you like

= Service Request portlet - Accelerated
Value and Passport Advantage customers
who have access to the Service Request
application can view (and for Named Callers,
also create and edit) their company's PMRs
for their Accelerated Value ICNs and
Passport Advantage ICNs

= Accelerated Value Reports - Access
reports pertinent to your account from your
IBM Accelerated Value Leader

= Accelerated Value contact list - Look up
the IBM professionals associated with your
IBM Accelerated Value contract.

= Exclusive Accelerated Value content -
View Accelerated Value news, and other
entitled content that is available only to
Accelerated Value customers

Products

Solutions

Support home Downloads Troubleshoot Plan & install

4 Go to quick start

Find a product

Support home

Support for my selected products

Quick find:

View content for
product(s)

Allow muttiple selections

Service requests & PMRs

Support & downloads

Documentation

IBM Software Accelerated Value Program

Accelerating our clients’ business success

All| Active:
My support programs
Rational Build Forge
family 7 Accelerated Value Program | My inventory
Rational
Skl o VAl Welcome Patrick
SHECSeE Company: | Fidelity Technology Group LLC e 2
Rational y
Rs:u\zitsPrc i Li = Fidelity Technology Group LLC: Product inventory
- Fidelity Technology Group LLC: Company contacts
Rational Team
Dcnl:srl ZH - Fidelity Technology Group LLC: Reports
@ Share this product list
My support contracts = =X Top ten ~ =[x

- Go to IBM Support mobile

= =[x

Support Portal Advisor beta

Try our newest support technology for guided
problem determination! Then. be sure to let us
know how we did

- |BM Support Portal Adviser beta

Featured links ~ =[x

= Support registrations

» Rational Build Forge family

» Rational Requirements Composer
» Rational RequisitePro

» Rational Team Concert

Most recent | Most viewsd | Highest rated

» Rational Build Forge family
} Rational Requirements Composer
» Rational RequisitePro

» Rational Team Concert

Product news = =[x

News: Read the latest news on
your product(s)

» IBM acquired and sold products

» Rational Build Forge family

» Rational Requirements Composer

» Rational RequisitePro

} Rational Team Concert

Communities

V4

Within my selected pr:du[v]
Translate this page =
My bookmarks I+
Customize this page +
Support resources +
Contact support [+
Buy support and services +
Other IBM pages +

Product and brand links  +

Site availability @+
Site news +
Support feedback i+

IBM iTachnica! Support
(= Chat

= My IBM contacts

© 2012 IBM Corporation




IBM Support Portal Tips and Tricks to Remember

= Customize your portal

= Sign In! You will be remembered!

Solutions

Services Products

Support & downloads

My IBM

= When searching or navigating, get as close
to your answer as possible
—Example: Don’t search for a TSM
technote from the IBM or Software
Support homepage
— Better to search from the IBM Support
Portal with TSM selected

= Make sure you have the correct product
and page selected *

—The Portal scopes it's searches and

Support home Downloads Troubleshoot Plan & install Service requests & PMRs Documentation Communities
< Go to quick start S h o
— upport home  m
| Choose aproduct To access your authorized
= Support for my selected products content and to customize
Find a product () your pages.
Quick find g,:i g !-4_%
= =  downioaas |
P, To modify the contents of this page, choose your products & E ".’.
and a page. o '
View content for ’ ~ 2
product(s) ’ =1 — Nithin my selected produls|
Allow mutiple selections
Translate this page
All| Active & =
Featured links Flashes and alerts Customize this page
vl [a] |2 support registrations ‘ Alerts: Latest security bulletins
9 Support resources
» DB2 Tools for 2/0S Contact support
] » DB2 Tools for /0S oo
» Lotus Domino i Buy Support & Services
= » Lotus Domino
» Storage Enterprise Resource Planner Other IBM pages
» Tivoll Storage Manager for Application | | * S1or2ge Enterprise Resource Planner Product and brand links
ity » Tivoli Storage Manager for Application
} WebSphere Application Server Servers |
» WebSphere Application Server Ste vty L L
Site news
@ Share this product list Support feedback

- Go to IBM Support mobile

Notifications

Subscribe: Get personalized updates for

product support. More

o= Sign in to create, manage or vie [i]
your subscriptions

+ Support RSS feeds

IBM Support Portal Adviser
beta

Try our newest support technolagy for

Top ten

Most recent | Mast viewed | Highest rates

» DB2 Tools for z/0S
» Lotus Domino
» Storage Enterprise Resource Planner

» Tivoli Storage Manager for Application
Servers

» WebSphere Application Server

2

Key Technical Support
‘Considerations for Smart IT
Infrastructure

This Technical Support
Services White Paper
discusses how your
technical support
requirements will evolve as
new computing madels are

navigation based on which page is
visible
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Getting Help with IBM Support Portal

Every page in the IBM Support Portal has

a “Question Mark” link

* Info on:
—Working with products
— Viewing content
— Searching content
— Customizing pages

Don’t forget to provide feedback — we
need your input to constantly improve

< Go to quick start

| Chooseaproduct |
Find a product

Quick find:

View content for

product(s)
Allows multip|
All] Active
e
el
el

.|

[v

) snare this product list

- Go to IBM Support mobile

Support home

Support for my selected products

To modify the contents of this page, choose your products.
and a page.

Signin
To access your authorized

content and to customize
your pages.

rd
Within my dulw]
Translate this page +
Featured links Flashes and alerts Customize thispage 1+
> Support registrations Alerts: Latest security bulletins
PP g Support resources +
» Rational brand support (general) ‘Contact support s

» Rational Change

» Rational ClearCase

» Rational ClearQuest

» Rational DOORS

» Rational PurifyPlus

» Rational Software Architect
» Rational Tau

» zIVSE

Dedicated support sites
Services
+ End user senices

 Maintenance and technical support
services

this site!

10

3]

+ Rational brand support (general)
Buy support and services -+

Other IBM pages
Product and brand links  +

» Rational Change
» Rational ClearCase
b Rational ClearQuest
» Rational DOORS

Site availability 'E
} Rational PurifyPlus |
Support feedback
Top ten &
Most recent | Jc:

» Rational brand support (genggfl)
» Rational Change

» Rational ClearCase

+ Rational ClearQu

» Rational DOOI

I R e T

HNotifications BE

Subscribe: Get persenalized updates for
praduct support. Mare

ox Sign in to create, manage or view @
m

» Rational Seftware Architect
¥ Rational Tau

Product news

News: Read the latest news on "

wnir nenduetfel
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IBM RFE Community

The IBM RFE Community is a place where you can collaborate
with IBM development teams and other product users
through your ability to search, view, comment on, submit, and
track product requests for enhancement (RFEs).

» Benefits
> Quick response to feature requests

» Provides predictable response times

» Empowers clients to influence Rational product
direction

» Incorporates clients insight into planned product
roadmaps

> Breaks down barriers between product end-users
and development

http://www.ibm.com/developerworks/rfe/

11

(levﬂlol)erw(][ks . Technical topics  Evaluation software ~ Community  Events

IBM RFE Community

‘Welcome Request for Enhancement (RFE) Community users! Here you have an opportunity to collaborate directly with the IBM

product development teams and other product Users.

= Search for RFEs (view, comment, vote, and watch)
= Submit RFEs
= Track your RFEs (My RFEs)

RFE activities for all brands

— Bearch RFEs

Before you submit a request, search the existing database to
minimize the number of duplicate entries. You can add your
own comments to existing requests and share information
across the community.

Browse RFEs

— Top 20 waiched RFEs ~ Top 20 voted RFEs

My stuff

Select a topic you would like to view. The data will be
displayed in the list to the right.

® My watchlist

[e] My votes

O myRFES

(o] My group memberships
O My saved searches

° Submit

- MyRSS feeds
Add R3S feeds to your personalized page.

Groups

- Group directory

View a list of all public groups.

— Create a new group

Create and become the owner of your own group. The owner

and administrators of the group can create and share a
private group watchlist with all of the members of the group

~ Submitted RFEs

— Submit RFEs

Submit your own idea for a new RFE. Our development team
will review your request and provide status updates
throughout its lifecycle

- Planned RFEs - Delivered RFEs

My watchlist
Keep track of RFES youTe interested in,

Expose Project Snapshats in the IDE Plugins

DOORS shall have ratio/zoom ability.

diff produces overly complex redline markup when r.

=+ View all

= My notifications
Manage your RFE Community notifications.

Help

= Tutorials

Learn how to use the main features provided by the RFE
Community

- Frequently asked questions

Review answers 1o some of the mostfrequently asked
questions regarding the RFE process.

DEC ctatyc ual A dofinit

AW

I pat oc

Search developerorks Q@

Spotlight
= Announcements

-+ Give us your feedback

Brands

- All brands

- Information Management
- Rational

* Tivoli

- WebSphere

Latest RFE submitted -
Product:

IBM Business Process Manager
Headline:

Java Source files shipped during
deployment o th er. This iz &
security exposure.

Submitter's display name:

= judithl

IBM's latest RFE response »
RFE with most votes »
Most watched RFE »

Consumability survey
Participate in
Consumabilty y
improve your B
Rational product;
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Contact IBM Support — IBM Service Request (SR) tool

= Consolidated — online problem management for
clients with valid software and networking
support contracts

» Customizable — user profile stores:
— Demographic information
— Selected products and components

= Click Open a service request to access all
options

» New Service Requests pre-populated with
profile entries

= Open, update and track Service Requests
» Attach troubleshooting files to service requests

= Monitor service request activity with customized
reports

SR was recently updated to make onboarding
12 easier and submitting PMRs more streamlined.

<l

Choose a produc
Find a product )
Quick find:

View content for
product(s)

Allow muliple selections

@ Share this product list

- Go to [BM Support mabile

Service requests & PMRs
Support for my selected products
rd
- Within my selected produlse]
IBM Service Request for software
u
- Open a new software service request Frcer it e
= View draft service requests My bookmarks + -
Customize this page ¥
~ Search for service requests Support resources *
Completed fields will be used as filter criteria; blank fields will not be used ‘Contact support Ed
Customer number: * 5365474 [United Stat | Status: | Open [v] PR i Sen e s L
All Other IBM pages +
Product and brand links '+
Site availability o+
Keyword(s): Site news +
Service request Support feedback +
number:
Search Clear search
My service requests
Use the filter to display a list of senvice requests for a selected product
Select the senice request number link to view or modify it
Filter by products: @ All [w]
10 items found: displaying all items.
Service Sev.w Title Owner Product Date
request modified
number+
53099 500 000 4 Testing Matthew Rational 21612
58098 500 000 4 Testing Matthew 211612
55268 500 000 4 Matthew 10/24/11
49271 500 000 4 Ying Che 10/24/11
f
49270 /00 000 4 Yinn Che 10/24/11 0 ]‘."
>
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QUESTIONS

Now or later:

Patrick W. O'Connor
Communications Strategist
IBM Electronic Support Adoption
Email: patocon@us.ibm.com
Office Phone: +1.978.422.7747
Mobile Phone: +1.978.660.9411
http://ibm.com/electronicsupport/
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Helpful Links

IBM Support Portal - hitp://ibm.com/support/

— Single, unified and centralized view of all technical support tools and information, covering all IBM products

developerWorks - hiip://ibm.com/developerworks/rational/

— Premier technical community resource for software developers, providing a wide range of tools, code, and education

IBM Education Assistant - hiip://ibm.com/software/info/education/assistant/

— Multimedia education modules

IBM Software Support Handbook- hiip://www14.software.ibm.com/webapp/set2/sas/f/handbook/home.himl

— Worldwide numbers, escalation options, support processes

IBM Support Assistant (ISA) - hitp://ibm.com/software/support/isa/

— Free local software serviceability workbench that helps you resolve questions & problems with IBM software

IBM Passport Advantage - hiip:/ibm.com/software/howtobuy/passportadvantage/

— Acquire new IBM software licenses, renew maintenance, and technical support

Service Request (SR) - hiip://ibm.com/software/support/probsub.html

— Submit & manage Problem Management Records (PMRs) on demand: 24 hours/day, 7 days/week, 365 days/year
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Assistance for IBM Support Websites — in United States

= |BM Passport Advantage Support, North America (support for the Full Product Downloads)

— Email: paonline@us.ibm.com

— Within North America, call 800-978-2246
— For support outside of North America, local phone numbers may be found at:

* http://ibm.com/software/howtobuy/passportadvantage/paocustomer/docs/en US/ecare.html

= |BM Service Request (SR) Support
— Please visit the SR assistance page:

* https://www-946.ibm.com/support/servicerequest/help/srHelp.action

— SR helpdesk:

» https://www-304.ibm.com/software/entitlement/CustAssist?topic=esr

» IBM My Notifications Support

— ftp://ftp.software.ibm.com/systems/support/tools/mynotifications/overview.pdf
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