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Agenda 

� Benefits of using the SR tool

� Defining access level

� Accessing Service Request

� Opening a new service request

� Including attachments with your service requests

� Using Search to find service requests

� How to get help

� Reference information
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Service Request (SR) Tool

� Customers who have support contracts, like Passport Advantage, Accelerated Value, 

SoftwareXcel, SupportLine, Software Maintenance Agreement (SWMA) and Monthly 

License Charges (MLC), can open service requests via the web 24x7. 

� Describe software issue and environment in problem submission form (eliminates call 

center contact)

� Monitor/update existing requests – view a list of all service requests associated with 

customer numbers for support contracts

� Attach multiple files to service requests

� Receive notification when your service request has been updated by IBM Support
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SR Roles – Access Level

� Site Technical Contact (STC) / Administrator  (Admin) – can add, edit, remove authorized 

users. Maintains authorized user list:

• Primary STC – designated through Passport Advantage contract

• Administrator (s) – up to 9 can be added by STC or Admin

� Full User – Unlimited number. Must be added by any of the STC or Administrators

� Basic User – Can create service requests but can not access those created by others

� Read Only – Can only read/monitor service request

STC, Admin and Full Users can open new and update existing requests under a given IBM 

Customer Number
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Steps to Access SR Tool

• Must have an IBM ID

� Register on ibm.com (See the Register button near top right-hand corner of page) 

or SR sign in ( Click Register Now)

� Only register once for multiple eSupport tools ( ex. MyNotifications, Support Portal, 

Fix Central )

� Recommendation: Use email address for IBM ID

• Register IBM Customer Number (ICN) or Machine type and Serial Number in SR  (My 

Agreements)

If email domain matches those associated with ICN, then basic access will automatically be 

granted, welcome email is sent to new SR user

STC or Administrator must grant any access beyond basic access
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Access from Support Portal
Click on the 

Service Requests 

& PMRs link to 

access the SR 

tool.

� Direct link to Service Request tool:  http://www.ibm.com/support/servicerequest/

http://www.ibm.com/support/servicerequest
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Access from Support Portal

Click on “sign in 

the IBM Support 

Portal” with IBM 

Web ID and 

password.
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Access from the Support Portal

Once you are 

signed in the 

Service Request   

Click “Go to IBM 

Service Request”

to enter SR
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Initial Access Request Complete the 

four My 

Agreements  

steps for SR 

access for the 

specified IBM 

Customer 

Number.
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Initial Access Request – Verify email address

Complete step 2.  

Click on Send 

Verification 

email.
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Initial Access Request– Example of Verify email 

Example of email 

you will receive. 

Capture 

Registration 

code from email. 
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Service Request Home / Welcome Page

Manage Support 

registration …

Previously known as 

My Agreement
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Support Registration – Request access to additional ICNs

Click “Support Registrations” in the Left Nav Portlet “Manage support registration”

� Top of the page is used to request access to additional ICNs
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Support Registration – Request Access promotion

Click “Support Registrations” in the Left Nav Portlet “Manage support registration”

� Bottom of page, See Existing access for your Access Level

� User is given Basic Access without approval (if domain matches)

� User must request  “Upgrade access”;  STC or Admin must approve 

� Full users can click on IBM Customer number find STC or Admin for ICN
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Service Request Home page

Navigation Tabs 

moved to the top 

of page.

Service request 

home

New service

Request

Search

My Profile

My Messages

Help

Click on “New service request” (Navigation Tab) or “Open a new service 

request”
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Open a New Service Request

Streamline the 

process of opening 

new service requests 

by creating a 

Preferred 

product/component 

list.
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Open a New Request (continued)

Check box to add 

your product to your 

Preferred Product list

Select a product and component
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Open a New Request (continued)

If your selected product is in multiple ICNs, you will 

be asked to select one
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Open a New Problem (continued)

Add sufficient 

details in these 

fields about 

the issue
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Open a New Problem (Problem Description)

Select the severity, 

update business 

impact, attach log, 

trace, dump files to 

assist with 

troubleshooting
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Open a New Request (contact information) 

Verify your contact 

information.   Click 

on Create a Request
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Interested user

To get others 

in your 

organization 

included in 

the 

notification 

process
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Interested users (continued)

� Must have Full access or above to be in this User list

� Users with Basic or Read Only access will not see this feature

Use arrows 

between 

boxes to 

move users 

from left to 

right.  Click 

“update list”
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Profile Page -> Contact information

Verify your 

Contact 

information or 

make whatever 

changes are 

needed.
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Profile Page -> Notification preferences

Check this box 

if you want to 

be notified via 

email about 

updates to 

your service 

requests.
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Search and Reports

Search for and 

access service 

requests that 

you or others 

in your 

organization 

have submitted

Click here 

to search 

for 

historical 

data



© 2009 IBM Corporation27

Search and Reports

Create and 

save search 

queries

Service 

Request 

Number is 

hotlink to 

specific 

service 

requests
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Search and Reports

Saved 

search 

queries
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PMR Title Change
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How to get Help

If SR is not working as you expect

• Online Help is available at: 

� Within SR - Help Link in left nav

� http://www.ibm.com/support/servicerequest/help/srHelp.action

• SR Help Desk – how to contact

� Send an email:  srhelp@us.ibm.com

� Use the “SR help Desk” link on the online help page: 

http://www.ibm.com/support/servicerequest/help/srHelp.action

http://www.ibm.com/support/servicerequest/help/srHelp.action
http://www.ibm.com/support/servicerequest/help/srHelp.action
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Summary

Use the SR tool for more control of your service requests:

• Access and update all requests associated with your organization’s IBM 

customer number 

• Attach files to assist with troubleshooting issues

• Create requests 24x7

• Receive notification when your requests are updated by IBM Support
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Reference

� WebSphere Electronic support  Reference: 

http://www.ibm.com/software/websphere/support/d2w.html

• IBM Service Request tool link will direct you to the latest version of this presentation

� Accessing SR

• Service Requests & PMRs page within Support Portal

• Direct link to Service Request tool:  http://www.ibm.com/support/servicerequest/

� SR Quick Start – Checklist to assist with initial IBM SR setup: 

� http://www.ibm.com/software/support/servicerequest/quick_start.html

� SR Help Desk:  send an email:  srhelp@us.ibm.com

� SR training videos available on YouTube:

• Problem Submission

• Using SR to review PMRs from the web

http://www.ibm.com/software/websphere/support/d2w.html
http://www.ibm.com/support/servicerequest
http://www.ibm.com/software/support/servicerequest/quick_start.html
http://www.youtube.com/watch?v=ekDYA9y8PK0&list=UUqaYCdZwPqkU05X-xUiG7lw&index=2&feature=plcp
http://www.youtube.com/watch?v=Al5JMPJHyyA&feature=youtu.be

