IBM Electronic Services:
mode d’emploi

Audrey LEJA

http://www.ibm.com/support/electronic

Introduction

Cet article a pour but de vous faire découvrir et de vous familiariser avec notre portail Internet :

“IBM Electronic Services”.
Avec ce site vous allez avoir la possibilité de :
e Interroger, de maniére personnalisée, les bases de données IBM (PTE APAR, PSP EA(.)

e Soumettre de nouveaux problemes logiciels, ou poser des questions au

Point Service RS/6000.
e  Suivre le traitement des incidents en ligne.
o Télécharger des correctifs.
e  Commander, sur le support de votre choix, les derniers niveaux de maintenance et les correctifs.

o  Consulter les diverses offres de services IBM.

La soumission d’incident par electronique présente de nombreux avantages :

O Elle vous offre une plus grande souplesse d'utilisation et vous permet de gagner du temps.

O Lors de la soumission, vous décrivez vous-méme le probleme et vous pouvez inclure des exemples
et les messages d’erreur.

O Enfin, vous allez pouvoir suivre vos incidents, visualiser leur contenu et les mettre a jour en
ajoutant des commentaires .

Voici, en quelques copies d’écran non exhaustives, les différentes étapes pour créer, suivre et mettre a
jour un incident.
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Création de votre “user id”

avigation page - Netscape

File Edit ¥iew Go Communicator Help
<« » 4 &4 2 = & @ 3
Back Fopward  Feload Home Search  Metzcape Print Security Shop Stop
Jv Bookmarks & Location:|mission+d+incidents&subcategory=p8eries+et+HS!BDDD+avec+AI><&fiItemame=&filtewalue=France j @v\'\-’hal's Related

Home | Products & services | Support & downloads | My account
-+ Select a country

csuppertzdewnieads  SOUMISSION d iNcidents

IBEM Electronic Services

DeEmERs EEhEIEEe Select a country IFrance -]

RDEIENEE TR This weh page is currently tailored for countries listed ahave. We are adding countries and services rapidly, sa
Soumission d incidents please check back often.

Services en ligne

Elleriiati BefiEe iSeries et ASI400 avec OS400

Agentitm) pEeries et REGO00 avec AlX
Informations sur les * Foint Service REEO00 ’ =3
Semices

zSeries et ESI390 avec 205 -z -0 57380 -

Tivali support

Acces depuis la page de navigation :

http://www.ibm.com/support/electronic

About IBM | Privacy | Legal | Contact

[ == |Document: Done

Support Line usage and defect - Hetscape

File Edit “iew Go Communicator Help

< » A &4 2 m S & O

Back Fonward Feload Home Search  Metscape Print Security Shop

5 e

0 g

w‘ 7 Bookmarks \3& Location: Ihttp:a’a’techsupport.sewices.ibm. comdzerver/ aix.zlprob

Home | Products & services | Support & downloads | My account

Sign in required

-+ Select a country

IBM Server Support Sign in check failed. This service requires you ta sign in.

Technical documents

Fixes, drivers, updates,  |_Choice A Sign In to IBM Server Support — ’
tonls

Subscriptions, alerts Signin. Ifyou need a userid you can obtain one here. Registration is free and immediate.

Forums

Sevice requests, [Choice B Read service information )

prablem reporing

Petfarmance tuhing,

A ETE You can read more about this semvice by gaing backto the list of links and selecting the infa link next to the

service link.
Installation planning,
satup

Education, cerification
Semice offerings

Sian in

Help Vous devez vous identifier

& == |Document: Done
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[Sign-in] Server Support - Hetscape

File Edit “iew Go Communicator Help
<« 2 A 4 =a & a 48 N
Back Forward  Reload Home Search  Metscape  Print Security Shop

w‘ " Bookmarks \.!‘ Location: Ihttps:h’techsupport. zervices. ibm.com/serverdlogin j ﬁ' “What's Related

B e

U0 n

Home | Products & sarvices | Support & downloads | My account

Select a country

Server Support 1 need an IBM common registration userid I B M s s
chnical documents erver upport
. Sign me upl —
3?:' drivers, Updates, ’ @) Server
| have an IBM common registration userid ini
R Netfinity NUMA/Q AS/400
e T — RS/6000 RS/6000 SP S/390
rice requests, Password|
phism reporting Cantinue | * Access more technical suppart resources.
ffarmance tuning, * lse 8 preconfigured views to limit the number of
pnitaring resources per page.

Etallation planning, -
tup

La premiére étape consiste a créer un “IBM Common Registration userid”

This site uses IBM commaon registration userids. More and moare IBM web sites are

UEEIT, CENEEie rigrating to the rew comman Userids. A5 more sites migrate, you will need to

(note : cet utilisateur sera commun a toutes les plates-formes : iSeries, pSeries,zSeries et xSeries)

Inscription - Netscape
Fil=e Edit “iew Go Communicator Help
<« » A & o < a8 @ @
Back Fopward  Feload Home Search  Metscape Print Securty Shop Stop
" Bookmarks A Lacation: |gappname=ICR S elffiegtnaref=tiS ession| D=0871 8335231 0001 34554000001 457 slang=FFi-FR || B0 what's Related

Inscnption [

Merci de prendre guelques instants pour cormpléter ce formulaire d'inscription.

Les zones identifiées par un astérisque * doivent étre complétées. Les
facultatives. Si vous ne souhaitez pas nous communiguer les informatio o
sur le bouton Précédent dans votre navigateur pour revenir & la page p Chomssez vos
73 L O 2
ID utilisateur

Your Privacy
9

et “Mot de passe’

Paramétres d'authentification

Sélectionnez un |D utilisateur et un mot de passe. Pour connaitre les exigences en matiére
d'lD utilisateur et de mot de passe, reportez-vous aux instructions relatives aux (D utilisateur
et mots de passe avant d'effectuer votre choix.

4 1D utilisateur Ipointservice
2 camcténss au minimum)

e I'u'btdepa%e I***** ’
5 camctéee au minimum)

. Mot de passe pour
vérification

Iﬁﬁxwﬁ-

[y == |Document; Done
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[Sign-in] 5erver Support - Netscape

Wiew Go Communicator

Help

Filz  Edit
Back Fomward

A4 4 =2 W S A

Reload Home Search  Metscape Print Securnty

@)}

Shop

w! " Bookmarks J‘ Location; |https:x’#techsuppolt.sewices. ibm. comdgerverdlogin

- Select a country
IBM Server Support
Technical documents

Fixes, drivers, updates,
tonls

Subscriptions, alerts
Forums

Semwice requests,
problem reporting

Perfarmance tuning,
maonitaring

Installation planning,
setup

Education, cedification
Senice offerings

Help

Crmdlnmels
«

Home | Products & services | Support & downloads | My account

s s IBM Server Suppor

@_’)S(:I"V(.‘.T
Netfinity NUMA/Q AS/400
Userid:[paintsenice RS/6000 RS/6000 SP S/390

Pagaword: [~
Continue |

* fccess more technical support resources.
* Use 3 preconfigured views to limitthe number of
resaources per page.

9

This site uses IBM commaon registration userids. More and mare IBM web sites are
migrating to the new cammon userids. ; ; :
remernber fewer userids and passwor

9

Faites un “lo, avec votre

nouvel “ID utilisateur”

I3 ==

|Document; Done

Support Line ugage and defect - Netscape
File  Edit Help

< @ A 4 2 wW I &

Wiew Go Communicator

[}J:],

Back Famsand

Feload Hame

Search  Metscape Print Security Shop

w!' Bookmarks \3& Location:Ihttp:Htechsuppolt.services.ibm.coma’server.-’ai:-:.slprob

- Select a county
IBM Server Support
Technical dacuments

Fixes, drivers, updates,
tools

Subscriptions, alerts
Forums

Service requests,
problem reporing

Petfarmance tuning,
monitoring

Installation planning,
setup

Education, cedification
Serdce offerings
Sign out

Change password

Home | Products & services | Support & downloads | My account
Special agreement required

Entitlernent check failed. This semice requires a special support agreement such as a Support Line contract or
special access registration. Our recards indicate that the userid paintservice does not have access to this serice
atthis time. Flease note that not all support agreements have access to all services.

Ifyou have a support agreement, butyour ID has not heen configured for
electronic access, or if you wish to estahlish a new support agreement.
Mat available in all countries.

| (&) Request Access

Cliquez sur “Request Access”
pour que l'administrateur, en fonction de votre contrat,

ouvre les droits a votre “ID utilisateur”

= ==

|Document: Dore
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Enable electronic access - Metzcape

Please enter the requested information below (% =
denotes a required field). You will receive email

confirmation when your userid and password are

authorized to use this web site

Marme™: [eotre userid
Company™ [votre compagnie
igget + Ivotre adresse ’
ress”™.
|
City™ I

State/Province: |

Postal Code™ | Un e-mail de confirmation

Country™: | e
Telephone™ | vous sera envoye
Email*: fuctre email

Customer MNo™ |\rotre code client paint service

Platform®: |AIX and other UNIs x|

Comments: =

]
'E | |D0c:ument: Dane |Suppolt Line uzage and defect - Netscapel 5_-55&. L 2 N EFY ) |
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Soumission d’un incident

upport Line usage and defect - Netscape

Ele Edit Wiew Go Communicator Help

e 2 A D e m o & B

Back Farward Reload Hame: Search  Metscape Frirt Security Shop St

J ~ Bookmarks \g& Location: Ihttp:.-’.-’techsupport.services.ibm. cam/server/aix. slprob

Home | Products & services | Support & downloads | My account

-+ Select a country
Suppart Line usage and defect

IBM Server Support Ask a technical question orwark with current problem management reparts already created by your company
Tachnical documents representatives. Read or update any items, including those created by others inyour carmpany or organization.
Fixes, drivers, updates, Note: ‘Wi have heen experiencing intermittent network failures which may cause RETAIM errors. Ifyou see these
tools errors, please us aice options of vour support contract to work with your PMRsS.
Subscriptions, alerts )

Subrmit 3 PME
Forums Create a new prablem management repart. You will he asked to provide detailed recreation scenarios. Detailed

information is highly recommended. The product specialist assigned to you can provide faster resolution when

Servi ik
SIS S TE, provided with pertinent details.

problerm repoting

Perfarmance tuning, Read or update PR s
manitoring Wiew the latest updates to your comp

Installation planning, product specialist

setup
Education, certfcation cliquez sur : “Submit a PMR”

Senice offerings

Pour soumettre un incident,

Sign out
Change password Ll
& =B=| |Document: Done Sk = 2|

roblem Management - Hetscape

File Edit %iew Go Communicator Help

e 2 A A . o m oS & O

Back Forwad  Feload Home Search  Metscape Print Security Shop 5t

w! " Bookmarks J‘ Location; |http: /techsupport services. bm. com/server/aix. probrep

Home | Products & services | Support & downloads | My account

To ensure the fastest response time to your itern, please selectthe categonswhich mast closely matches your
gquestion. Ifvou are uncertain which category to choose, you can continue without making a selection. Flease note
IBM Server Support that ifyau da, the resulting praoduct list can be guite large.

Technical documents

-+ Select a county

Fixes, drivers, updates,

_F_ 0 =] o
tools CallPath/6000

Subscriptions, alers Transaction Processing
DCE
FriiE Metwarking and Communcation ’
Service requests, HACMP
nroblerm reporting DATABASE 2/6000 (DB2)
3D Graphics hd|

Ferfarmance tuning, :
manitaring Cantinue |
Installation planning, ) B
ey é Choisissez votre produit,

Education, certification puls . “(bntinue”

Service offierings

Sign out
Change passward =
= == |Document: Dore S E N A
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o not bookmark - Problem Creation - Hetscape

File Edit Yiew Go Communicator Help

A T SR R . !

i Back Fopmad  Feload Home Search  Metscape Print Securty Shop Stop
a ‘! " Bookmarks & Location:|http:£#techsupport. services.ibm.comdserver/aix. proboreate j @' what's Related
] ] ontact Information: -
Fixes, drivers, updates, Contact Name Jean-FPhilippe JPC CRAVEA
el o Contact Phone Number |P0intserVi09
Subscriptions, alerts Alternate Phone Number I ’
Forums
o Comtact email address |p0intser\fice@ibm.fr
Semwice requests,
e Contact Fax Number |
Performance tuning,
monitaring ardware Information (Optional):
Installation planning, System Type (is, 7013) IE
setup System Model (e, RS/B000) ISP2
Education, certification System Serial Number [+4-12345
Service offerings Other related devices |
Sigh out
Change passwaord Problem Description
el oBrief Description |nuver‘ture dossier
 Select the most appropriate operating

Feedhack system.

oPlease select a productiproduct group. The following products are avaunder yaur contract.
AlW3.2 Operating Systern -
Al Operating System
ARWA.2 Operating Systern
L .3 Dperating 2m

Biackup & Availablility labora

=== [Document; Done toires des USA, il est vivement recommandé de

décrire votre incident en anglais.

Do not bookmark - Problem Creation - Netscape

File Edit Yiew Go Communicator Help

v« » A &N 2 wW S & O

Back Foapmad  Feload Home Search  Metscape Frint Security Shop Stop
‘! 7 Bookmarks J‘ Location: |http:h’techsupport. gervices.ibrm.com/server/ aix. probcreate j @' ‘Wwhat's Fielated

[ |

oSet the initial severity of the problem you are having.
This will help us priaritize this prahlem. MNote that higher priorities may necessitate mare cammittrment on yaur
part. In highly critical situations, you may be required to be available 24 hours a day to help us in the problem
determination.

|Severity 3- Does not critically impact product aperation j
(Ta create Severity 1 items, call the suppart center at UIPPORT_PHORE)

Aould you prefer to be contacted electronically or by phone?
Please setthe preferred response method. We will take vour preference into consideration butwe reserve the
option to contact you via any means specified in the list.

IEIectrunicaIIy 'I
onlic
By Fhone

This weh service will allow you to create or update a PMR at any time. IBM will respond under the terms and
conditions ofyour support cantract. Ifyou do not have a 24x7 contract and you are submitting your input near the
end ofthe business day or later, you should expect a response during the marming of the next business day.

Note: Sametimes the nature of a prablem will reguire several sets of carrespondence to adequately define the

prablem. This may extend the problem determination ti
case, please consider using the voice options availabl
pd . . o, ,
Définissez la priorité et
’
le mode de réponse du support,

contact when submitting this issue.
Submit ltem
About IEM Privacy Legal Contact LS 71 l . 29
@ == |Document: Dore 1 ° S Item

&
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o not bookmark - PMR createfupdate - Metscape

File Edit “iew Go Communicator Help

Back Eariand

< » A4 4 2 W S & @

Reload

Home Search  Metscape Print Securty Shop =

w! " Bookmarks \!‘ Location: Ihttp: #itechsupport services ibm. com/server/aix. probexecute

j @v What's Related

-+ Select a country

IEM Server Support

Technical documents

tools
Subscriptions, alers
Forums

Semwice requests,
prablern reporting

Ferfarmance tuning,
monitaring

Ingtallation planning,
setup

Education, certification
Semice offerings

Sign out

Change password
Help

Feedback

Fixes, drivers, updates,

(©)/PMR Create | (Z)/PMR Search 2

Please waitwhile we create your problem record. Ifthis is the final message you see on this page, this most likely
means there were internal network problems, and the create process has timed out. In that case, your problem
recard was probably not created.

Your problem report has been successfully created. Please jot down the fallowing prablem number far future
reference.

PMR 05275
ouverture dossier

Status Qpen

Contact Mame pointservice G
Contact Phone Mumhber 0102030405

Alternate Phone Mumber 3392115830

Last Updated 016050

Severity 3

Created 01i0gi0

Branch G41

Country 706 .

Customer Murnber 0999939 Le dossier est ouvert,

il porte le n° 05275

I =b=|

|Document: Done
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Suivi d’un incident

Support Line usage and defect - Netscape

File Edit %iew Go Communicator Help
< ¢ A &4 » < & B &
Back Forwerd  Reload Hame: Search  Metscape Frint Security Shop Stom

J'Eookmarks \{& Location:Ihttp:a"a’techsupport.sewices.ibm.coma’sewen’ai:-c.stroH

ﬂ @17 what's Related

-+ Select a county

IBM Server Support
Technical documents

Fixes, drivers, updates,
toals

Subscriptions, alerts
Forums

Service requests,
problem reparting

Petfarmance tuning,
monitoring

Installation planning,
setup

Education, certification
Serdce offerings
Sign out

Change password

Home | Products & services | Support & downloads | My account

Support Line usage and defect
Askoatechnical question arwork with current problem management repaorts already created by your company
representatives. Read or update any items, including those created by others inyour company or arganization.

Note: e have been expetiencing intermittent network failures which may cause RETAIN errars. Ifyou see these
errors, please use the voice options of your suppart contract to work with your PMRS.

Submit 2 PME

Create a new problem management report. You will be asked to provide detailed recreation scenarios. Detailed
infarmation is highly recommended. The product specialist assigned to yau can provide faster resolution when
provided with pertinent detail

Fead ar update PMES
Wiew the latest updates to your company's problem management reports ar pravide additional information to your
product specialist.

Consulter ou Mettre a jour

votre dossier

= ==

|Document: Dore

Problem Search - Hetscape

Fil=e Edit “iew Go Communicator Help
<« » A & = = & @3 @
Back Forward Reload Home Search  Metscape Frint Security Shop Stop

- Select a country
IBM Server Support
Technical documents

Fixes, drivers, updates,
toals

Subscriptions, alerts
Farums

Semwice requests,
problem reporing

Ferfarmance tuning,
rranitaring

Ingtallation planning,
setup

Education, cetification
Semice offerings
Sign out

Change password

J " Bookmarks J‘ Lacation: |hltp: /dtechsuppart. services ibm.com/server/ais. probsearch

Home | Products & services | Support & downloads | My.
Found 18 PMRs.

Sélectionnez le dossier que vous
souhaitez visualiser

Search the PMR listing below. All searching is done against the o

| Search | Resetl

Click E] to reviewr and update PMR. Some will be in a working state while others may have already been resolved.
Click Sato view a printable copy of the PMR.

[The PMR will he presented without any additional navigation for better printing. Please use your brawser's back
hutton atter viewingfprinting the PMR.]

Click an a column heading to sart by that field.

auverture dossier

052745 01/08/10 01/08r10 Open

B & 641 93

=y B 05274 641 S3 010906 010810 Open TEST GALL

Oy [B 05288 641 S3 0108/28  01/08M0 Open

Oy [B 05260 641 S2 010731 01080 Closed

Oy [ 05272 B41 53 010803 010807 Open

Oy [ 05273 641 S3 010904 010805 Closed

2y [ 05281 641 S2 010731 0108004 Open -

I == |

= P YA

|Document: Done
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Do not bookmark - PMR view/update - Netscape

File Edit wiew Go Communicator Help
4« =2 A &4 2 W S & O
Back Foppard Reload Home Search  Metscape Print Secuyrity Shop

‘!' Bookmark s \g& Location:|http:Ntechsupport.sewices.ibm.com!servera’aix.probbrowse

j G507 what's Related

TITTITL ST IO T T T

Fixes, drivers, updates,
tools

Subscriptions, alets
Forums

Senvice requests,
problem reporting

Performance tuning,
maonitoring

Installation planning,
setup

Education, cerification
Senvice offerings

Sign out

Change passward

Help
Feedback

[ |

Status Open

Contact Mame pointservice

Contact Phone Nurmber 0102030408

Alterate Phone Number 33921148830 %us pouvez

Last Updated 01/o9m0 . . .
—mp_ . imprimer ou lire
Created 01/09/10 le contenu du dossier
Branch B41

Courtry 706

Custormer Mumber 0999999

APAR Mumber

a

PMR Content (Display only - Do Mat Updatey &View Printable Copy
Tao search through the PMR, view the printable copy and use your browser's search facility.
Note: All times are Universal Time (GMT).

s

I == |

+ALIXSERV - -L2ZH/WFEAIX-P353-01/09/10-15:33 -CE o
#%% R3/6000 SIUPPORT LINE ENTITLED R13233L4
*#% Electronic creation by customer jpocravea
*** Please contact customer by EMLIL
TEE
2 |

S E e

|Document: Dione

o not bookmark - PMRB view/update - Hetscape

Wiew Go  Communicator

Help

File  Edit
Back Eariand

G S o |

Metscape Print Security Shop

A 4 2

Reload Hame Search

‘! 7 Bookmarks J‘ Location: Ihttp:a’a’techsupport. zervices. ibm.com/zerver aix probbrovse

update test

Change Sewverity

Mote that higher priorities may necessitate more committrment onyour part. In highly critical situations, yau may be
available 24 hours a dayto help us in the problem determination.

Severity 3 - Does not critically impact product operation j

Severity 2 - Sevarely restricts product operation
n Imp LG

e impactto product operation

MEYY Contact Phaone Mumber

| center at UPPORT_PHOME)

MEW Contact Email address

MEWY Alternate Fhane Mumber MEYY Brief Description
MEWY Fax Murmber
Just Updating | Updating and Requesting Close | Reset |

4
= ==

|Document; Done

(oS
N
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