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IBM Electronic Support – easy, fast, 

smart   

 

 My Notifications 
 Software Support Lifecycle 
 IBM Systems Automated 

Problem Reporting 

IBM 
Electronic 
Support 
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Prevent problems & Stay current 

My notifications  
www.ibm.com/support/mynotifications 

 

Create customizable subscriptions  
–Create multiple subscriptions based on 

product family and products 

–Choose the topics and document types 
you want to know about   

–Set up the frequency and deliverable 
method to suit your needs 

Use the quick subscribe link to add 
new subscriptions based on 
preferences set up in My 
Notifications 

Additional information in My 
notifications video  

 

 

http://www.ibm.com/support/mynotifications
http://www.youtube.com/watch?v=oAErcqSeB04&list=UUqaYCdZwPqkU05X-xUiG7lw&index=9&feature=plcp
ftp://ftp.software.ibm.com/systems/support/tools/mynotifications/overview.pdf
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 Consolidated – includes software 

lifecycle information for software, 

System i®, System p® and System 

z® 

 Policy Type for each product 

displays. Detailed information 

available through the link on the 

page.  

 A minimum 12 months notice to 

clients for product support 

withdrawal through announcement 

letters. Subscribe:  

 http://bit.ly/j4P7jJ 

 April and September are the only 

two months of the year for products 

to be withdrawn from support 

 All components in a product or 

solution bundle are supported until 

the bundle is withdrawn from 

support 

Prevent problems & Stay current 
Product Support Lifecycle 
www.ibm.com/software/support/lifecycle/ 

 

http://bit.ly/j4P7jJ
http://bit.ly/j4P7jJ
http://www-01.ibm.com/software/support/lifecycle/
http://www-01.ibm.com/software/support/lifecycle/
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Prevent problems & Stay current 
Software Product Compatibility Reports 
http://publib.boulder.ibm.com/infocenter/prodguid/v1r0/clarity/index.jsp 

 In addition to the Software 

Product Lifecycle page, this 

provides more in-depth 

information 

 Generate custom reports about a 

product’s compatibility 

 operating systems 

 prerequisite software 

 virtualization environments 

 end of service dates 

 Highlights common service 

window for selected products 

 Identifies support gaps that exist 

in the solution  

 Can view sample reports to see 

results 

 

http://publib.boulder.ibm.com/infocenter/prodguid/v1r0/clarity/index.jsp
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IBM Electronic Support – easy, fast, 

smart   

 

 IBM Support Portal 
 Knowledge 

Centers 
 IBM Redbooks 
 Whitepapers and 

more 

IBM 
Electronic 
Support 
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IBM Support Portal 
http://www-947.ibm.com/support/entry/portal 
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IBM Support Portal 
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Knowledge Centre: 
http://www-01.ibm.com/support/knowledgecenter/ 
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IBM Electronic Support – easy, fast, 

smart   

 

 Software and device drivers 
 Recommended fixes 
 Fix Central 
 Fix Level Recommendation 

Tool 

IBM 
Electronic 
Support 
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Download fixes and upgrades 
http://www-933.ibm.com/support/fixcentral/ 

Finding fixes 

Downloads 

 The Downloads module provides links to 

resources that help you find and acquire 

updates for your product 

 Each product with downloads includes a 

link to Fix Central or another repository for 

product fixes and upgrades 

 Fix Central lets you search by: 

– APAR or SPR identifier  

– Fix ID  

– Arbitrary text  

– Search for recommended groups  

– Filter search results by category, product, 

release, and platform  

– Include prerequisite and corequisite fixes 
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IBM Electronic Support – easy, fast, 

smart   

 

 Troubleshooting documents 
 IBM Support Assistant 
 Support tools for IBM Systems 

IBM 
Electronic 
Support 
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IBM Support Landing Page 
http://www-01.ibm.com/support/docview.wss?uid=swg21418666 
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IBM Support Assistant 
http://www-01.ibm.com/software/support/isa/ 

 Problem diagnosis and 
analysis tools  

 Team Server 5.0 provides a 
rich set of problem 
determination tools 

 Team server includes tools 
such as memory and heap 
analyzers 

 



IBM WW Customer Support 

Tivoli Software © 2010 IBM Corporation 

IBM Electronic Support – easy, fast, 

smart   

 

 Software support 
handbook 

 Online service 
requests 

 IBM Assist on-Site 
 Before you 

contact IBM 
Support 

IBM 
Electronic 
Support 
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Work with IBM Support 
Software Support Handbook 

http://www-

304.ibm.com/support/customercare/sas/f/handbook/home.html 

 

Consolidated – 
includes support 
information for 
software and hardware 

Includes electronic 
support information 

Detailed description of 
support at IBM  

Support contact 
information 
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What is covered by IBM Support? 

 Core Product Code 

 No Support for Customizations 

 This is handled through a client funded Services 
Engagement 

 Suggest customers have basic test environments! 

If problems can be recreated by customer in an out of the 

box environment, it will speed up time to resolution  

Important for testing fixes before deploying to production 
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Severity and Responsiveness 
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Contacting Support 

Custome
r  

needs 
technical  
support 

Customer logs 
into support 
website (SR) 

or 

Calls country 
support 
number 

Customer 
reports 

problem via SR 

or 

Calls routed to 
IBM Customer 
Support Center 

 

Problem 
Management 
Record (PMR) 
created, and 

customer 
requests 

appropriate 
severity level 

PMR routed 
to appropriate 
support team 
who owns the 
resolution of 
the problem 

 

If a new fix is 
needed, IBM 
development 
is engaged as 

required 
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Opening a Problem Management 
Record 

 
 BEST: Electronically - via SR:  

 www.ibm.com/support/servicerequest 
 Self-managed interface to IBM support 

 Simple registration and authorization  

 Open, update and manage PMRs 

 SR Help available, including demos and step-by-step instructions 

SR Helpdesk: 

https://www-946.ibm.com/sr/help/ 
 

 By Phone – country specific phone numbers can be found here 
(best for out of hours support): http://www.ibm.com/planetwide/ 

 

http://www.ibm.com/software/support/probsub.html
https://www-946.ibm.com/sr/help/
https://www-946.ibm.com/sr/help/
https://www-946.ibm.com/sr/help/
http://www.ibm.com/planetwide/
http://www.ibm.com/planetwide/
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Work with IBM Support 
What you need to include 

 Your IBM customer number 

 Define the problem – be specific 

 Define business impact this issue is causing  

 Assign severity 

 Gather background information – provide all relevant information 

 What level of software was / is running? 

 What operating system version?  Have patches been installed? 

 Has this happened before?  Is it repeatable? 

 What, if anything, recently changed in the environment? 

 Consult Collecting data/Read first documents, if available, to find out which files (such as 

dumps or traces) to collect.  
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What can I do to speed things up? 
 

 Include as much detail as possible when you open a PMR 

 Ensure you have your complete environment information in the 
PMR  

 Maximo Version and release, IFIXes and LA Fixes, Add-ons, 
Industry Solutions; DB, OS and Webserver information 

 Clear steps to reproduce the problem – screenshots help clarify 

 View the Must Gather documents online 

 Go to www.ibm.com and enter MustGather Maximo into the 
Search Field – this search will return all existing Must Gather 
documents 

 

 NOTE: If you are going through an upgrade / a 
deployment, please let us know 
 

http://www.ibm.com/
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PMR Escalation 
http://www.ibm.com/software/sysmgmt/products/support/Tivoli_Escalation_Process.html 

 

 When should I escalate a PMR? 
 The situation is getting worse 
 The problem has been persisting without resolution for a “long”  time 
 When you are not happy with the response or assistance you  are receiving  

 

  How do I escalate a PMR? 
 Raise the severity 
 Contact the L2 Support Manager 
 Out of hours: Call the local Software Support Number (www.ibm.com/planetwide) and ask to “speak with a duty 

Manager” 

1. If you are still not satisfied, contact the IBM account team to request a complaint or request a higher level “Critical 
Situation” if: 

 Multiple Service Requests or multiple products are involved 

 There appears to be a lack of coordination from product support teams 

 You can actively participate in the increased meetings, email and telephone calls 

 

Note: Now you can be proactive. If your team plans production work for an installation, deployment, or migration, contact 
your IBM account team and ask to open a Support Alert to inform the support team to be prepared for possible Service 
Requests 

   Our goal is to provide superior customer service 
 

 

 

 

http://www.ibm.com/planetwide
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Fixpacks, IFIX, LA Fix 

Fixpacks:   
are deliveries of product defect fixes that are put through a full development release cycle 

and the largest amount of QA testing of all 

 maintenance. Fixpacks are also sometimes used to deliver minor functional enhancements 

and changes to add or update supported platforms/browsers/databases/middleware. 

 

Interim Fix – IFIX:  
The next level of maintenance for Maximo.  They go by many names like; Hotfix, Cumulative 
Hotfix, IFIX, and Limited Availability Interim Fix.  They all relate to the same type of 
deliverable and are releases on fixpack levels for critical and high priority issues 
 

Limited Availaility Fix - LA Fix:  
is an unofficial way to deliver emergency fixes for severe product issues that can not wait for 
the next publishing of regular maintenance.  LA Fixes also go by the names “1-off” or “1-off 
Hotfix” but they all mean a single APAR fix delivered directly to a customer from support. 
 

More details can be found here: 
What you always wanted to know about hotfixes: http://ibm.co/1oZ0e92 

What are fixpacks, interim fixes and Limited Availability fixes: http://ibm.co/1ulQc1z 

http://ibm.co/1oZ0e92
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IBM Electronic Support – easy, fast, 

smart   

 

 Training & Certification 
 IBM Education Assistant 
 Technical Exchange 

webcasts 
 Online Communities 

IBM 
Electronic 
Support 
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Learn more 
IBM Professional Certification 
http://www.ibm.com/training 

 Product education is key to successful project deployments 

 IBM Education offers worldwide classes in over 55 countries 

 Hundreds of courses in over two dozen curriculum areas 

 Certification preparation and testing to improve expertise 

 

http://www.ibm.com/training
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Learn more 
IBM Certifications  
http://www-03.ibm.com/certify/certs/tv_index.shtml 

  Providing Certification Facilities at future MUGs? 

 Note:  Each TUC member may take 1 C&SI (Tivoli) 
certification exam for free per year.  Any subsequent C&SI 
exams can be taken at 50% off  

 Available certifications: 
 IBM Certified Advanced Deployment Professional 

 IBM Certified Associate 

 IBM Certified Deployment Professional 

 IBM Certified Solution Advisor 

 

http://www-03.ibm.com/certify/certs/tv_index.shtml
http://www-03.ibm.com/certify/certs/tv_index.shtml
http://www-03.ibm.com/certify/certs/tv_index.shtml
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Learn more 
IBM Education Assistant  
http://www.ibm.com/software/info/education/assistant/ 

Self-study 

modules are 

complimentar

y for many 

products 

http://www-01.ibm.com/software/info/education/assistant/
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Learn more 
IBM developerWorks  
ibm.com/developerworks/community 

  In-depth technical information for developers and 
administrators 

 New technology introductions 

 Technical tutorials and training 

 Downloads 

 Communities and forums 

 Events 

 

http://www.ibm.com/developerworks/community
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Learn more 
Forums, blogs and social media 

Tools and resources 
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