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Agenda

� Mission / problem solved

� Accessing / installing / startup

– EAR

– Embedded runtime

� Key features

– Case management
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– Case management

– File Actions

– Problem Determination Tools

• Types of tools

• Tool catalog

• Reports view

� Feedback

– Forum



Diagnosing problems
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IBM Support Assistant –
One-stop toolbox
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IBM Support 
Assistant



IBM Support Assistant 5

� What is IBM Support Assistant 5?
– Application targeted toward users responsible for diagnostics and root cause analysis

– A long-range strategy to produce a collaborative problem determination platform

– A convergence and next generation of several tools
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� Benefit Focus areas
– Cost avoidance through reduction in time to resolution and PMR avoidance

– Saves time installing/updating client software: click “refresh” to get the latest version

– Saves time, ensures completeness and consistency when trudging through large 

volumes of diagnostic data to find that “needle in a haystack”

– Saves desktop resources by off-loading heavyweight tools to shared servers

– Saves time communicating with customers and collaborating between Support 

Engineers



IBM Support Assistant Overview

ISA 4.1 
Workbench

ISA 5
• Private Cloud
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Workbench

• Single-user 

• Individually installed 
on desktop

• Eclipse-based client

• Private Cloud

• Server-based model

• Install once

• Shared by many team members via browser

• Web 2.0 browser interface

• Remote execution of PD tools

• Off-load analysis processing

• Collaboration on PD

• Case Management

• Installation Manager

• All-in-one deployment

• EAR deployment

• Single-user option

Available at www.ibm.com/software/support/isa

Tech Preview 
– Dec 2011

Beta 1 
– May 2012

Beta 2
– October 2012



ISA 5 Beta – Install / Deploy

optionalIBM Installation Manager

• Managed install, uninstall and 
update

• Selective install of tools

• All-in-one solution – includes 
lightweight runtime WebSphere 

Application Server

EAR:
� Deploy into existing 
Application Server

� Tools deployed as JEE 
web modules
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Small runtime
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ISA 
App

ISA 
EAR

Application Server
at

mycompany.com

Tool X 
WARTools



Case Management
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� Basic problem record capabilities

� Describe and capture notes about a 
symptom

� Container to organizer problem 
determination efforts

� Share investigation with other team 
members



Case Management – getting started
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Select a case to begin managing files associated 
with a problem determination investigation 



File Management
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� Storage and organization of 
problem determination files

� Familiar file explorer interface

� Navigate, filter, and search 
across large numbers of  files



File Management – adding files

� Drag and drop support 
in HTML5 enabled 
browsers

� Upload dialog

� Copy to filesystem
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File Actions
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� Invoke common actions against 
files and directories

� Compress / Unpack

� Rename

� Move / Copy

� View

� Send to Trash



ISA 5 Beta - Tools

Input
data

Interactive web-
based tool support

Client-side tools
�Applet
�Java WebStart

ISA

Report-generator 
tool support
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Tool

Static 
report

ISA



File Actions – Launch tools
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� Tool Launching

� Appropriate tools suggested based 
on file type

� Automatically passes selected files 
to a tool

� All tools available from the 
“Other…” menu



Tooling Platform – Tools View
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Tools Tab
• Catalog of available tools
• Learn about and discover tools

• Description
• Version, Type, Restrictions

• Launch
• Tool Help
• Execution History



Tooling Platform – Reports View

The Reports Tab provides a single view into all reports generated by 
tools within a case

--------------------------------------
1) Full list of reports
2) Filter and sort to easily locate reports
3) View reports directly in IBM Support Assistant
4) Relaunch tools and navigate directly to the report's input and output
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Web-based Tool Support

Tool processing runs on the server and the rich, interactive UI runs in 
the browser

Memory 
Analyzer 

Web 
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Web 
Edition



Desktop Tool Support

Client tools can be launched directly from the browser in 
IBM Support Assistant through Java WebStart

� Garbage Collection and 
Memory Visualizer

� Health Center
� Memory Analyzer
� Thread and Monitor Dump 

Analyzer
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Analyzer



Automated Analysis

� Common tasks performed during a “first 

look”

– Scan logs and other files looking for 

anomalies – “What stands out?”

– Mentally rank symptoms

– Use keywords to search known 

repositories
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repositories

– Review search hits and decide which 

seem “most likely”

� IBM Support Assistant automates steps 

that would probably be done by hand

– Faster

– More thorough

� Simplify the process of getting to root cause



Automated Analysis – Overview
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Overview Tab
• Review hundreds of files all summarized 

on a single page

• Data blocks organize information into 
useful chunks

• Drill down to individual files



Automated Analysis – Symptoms
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Symptoms Tab
• Extracted symptoms are displayed in an 

ordered list, ready for your inspection…

• Symptom information helps you 
determine which candidate you should 
investigate first

• Solution recommendations are matched 
to the selected symptom



Automated Analysis – Knowledge Base Matches

© 2012 IBM Corporation22

KB Matches Tab
• Suggested solutions – front and center

• Recommended solutions float to the top 
and get better over time

• Details help you decide if this is the 
solution you’re looking for



User Assistance

Help System
1) Full help documentation available from 
banner
2) Search Tool help from Tools tab
3) Searchable Information Center
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Contact Information

Support or questions about Beta

http://www.ibm.com/developerworks/forums/forum.jspa?forumID=935
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IBM Support Assistant web page

http://www.ibm.com/software/support/isa

http://ibm.com/developerworks/forums/forum.jspa?forumID=935
http://ibm.com/software/support/isa


Questions

or

Comments
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or

Comments


