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IBM Algorithmics Client Experience Webinar

Welcome to IBM &

Thank you for attending this Client Experience Webinar

= Your presenter. Axular Bilbao Presa
Business Analytics Client Care Support

= To download the Client Experience Webinar slides:
http://www-01.ibm.com/software/analytics/algorithmics/customercenter/webinar.html
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Agenda:

. ICN and Site number defined

 Importance of the 6 designated Contacts within your organization
and their roles defined

« IBMID/IBM WeblID
 IBM Passport Advantage - Software Download & Media Access

 IBM Support Portal (Customizing your support experience, searching the
Knowledge Base and Signing up for Product Notifications)

« How to contact IBM Algorithmics Support - Service Request Tool (gaining
access, opening a Service Request, search for previously opened Service
Requests and managing User access
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What is an ICN and Site Number?
Why are they important?

All IBM agreements include an IBM Customer Number (ICN) and Site Number. These
numbers correspond to your agreement and are used to access many services included in
your agreement.

* ICN will be used to access Support
Site Number is used to access online content, including:

- Software downloads

- Transaction and Proof of Entitlement documentation
ICN is an identifier of your organization
Site Number is an identifier of a site within an organization
A single ICN can have a single or many Site Numbers
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Importance of the 6 designated Contacts within your o rganization
&

Their roles defined

(How to request changes)

© 2013 IBM Corporation
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Understanding the importance of the 6 designated Contacts
6 Contact roles explained...continued...

Each Site Number contains your agreements’ six contacts. Each of the designated IBM
Contacts within your company have a specific role.

The 2 Primary contacts manage user access to online services

» Primary Contact
* Individual entering into contractual relationship with IBM
» Responsible for IBM Software and Services On-line Tool (Passport Advantage)
» Responsible for managing user access to Passport Advantage on behalf of your
company (Software download).
* Responsible for updating the 6 designated Contacts

» Primary Site Technical Contact (aka Site Technical Contact )
» Responsible for overall support compliance
« Obtains support and manages user access to the online Service Request (SR) tool

» Payer / Billing Contact
 Invoices

http://www-01.ibm.com/support/docview.wss?uid=swq21389775#2
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Understanding the importance of the 6 designated Contacts
6 Contact roles explained...continued...

= Administration / proof of entitlement Contact
« Requesting / authorizing account changes
» Software Maintenance Renewal notices (unless Software Maintenance Renewal
Contact is designated),
« Software upgrade availability notifications
» Proof of Entitlement

» Software S&S* media shipping
* Receives any physically shipped media

» Software S&S* renewal
» Responsible for securing with Software Maintenance Renewals

*S&S Subscription and Support

http://www-01.ibm.com/support/docview.wss?uid=swg21389775#2
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Understanding the importance of the 6 designated Contacts
6 Contact roles explained...continued...

» The 6 designated Contacts within your company may be reviewed and updated:

— Online
by navigating to Passport Advantage and selecting Account Management -> Contact
Update (see slide number 21)

— By phone or Emaill
* Navigate to: https://www.ibm.com/software/howtobuy/softwareandservices
» Select the “Need Assistance” link for a Global Listing of phone numbers and email
addresses.
« Contact the IBM eCustomer Care Team

8 © 2013 IBM Corporation



IBM Algorithmics Client Experience Webinar

What is an IBM ID aka IBM Web ID?

* How to Register on IBM.com
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Your IBM ID / IBM WebID
Why register on IBM.com?

An IBM ID or IBM WeblID is the driving credential to log into our online support services on
iIbm.com. Some sites request you just login while others request a one time “self nomination”
against your ICN or Site Number.

In order to utilize these online services you must Register for an IBM ID or WebID. A register
link is found on most pages that require a login, however you can just go to www.ibm.com
and select Register at the top right of our homepage.

Industries & solutions  Services  Products  Support & downloads My IBM

www.ibm.com
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11

IBM Passport Advantage Online
(aka Software & Services Online)

https://www-112.ibm.com/software/howtobuy/softwarea ndservices

* Self Nomination

* How to Download Algorithmics software
* Managing Access

* Review and Update your 6 Contacts

* Patches on FixCentral
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Software Download & Media Access
Self Nomination

» First time Login to the Passport Advantage web site with your IBM 1D

Software » Howto buy > Passport advantage

Ll IBM Passport Advantage

Trials and demos Passport Advantage Online

EUEENE IG5 0 e\ T c.0l

Program overview Passport Advantage Online

Support

Training and certification

Library
Eeeris For customers For Business Partners
News ; ’ :
Passport Advantage Online offers customers a secure Web experience, allowing them fo manage
their Passport Advantage accounts online.
Communies: - Customer signin #4—
- IBM Business Partners
= ISVs

» Developers
= Warranty info

Features and Benefits

Passport Advantage Online enables you to:

www.ibm.com/software/passportadvantage
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Software Download & Media Access

Self Nomination

= Add your Site Number and choose the appropriate Yes / No Radio Button and select Submit

» |f prompted for a Temporary Passcode (your Primary contact would have received it in your

Welcome Letter)

= |n order for our automated email feature to be initiated (which notifies the Passport

13

Advantage Primary Contact that someone is requesting access) the PA Primary MUST first
be associated (and approved) to their respective Site Numbers. If they are not then ALL
user requests CANNOT be approved.

Software

Self-nomination

The fields indicated with an asterisk l:*) are required to complete this transaction: other fields are optional.

To request authorization, please complete and submit the self-nomination request below so that we may route your
request for processing.

Customer information

Site number” -

| believe | am the Primary Contact for this Site. *

Select Yes if you are the contact for all IBM business communications regarding this site number. As the primary contact
you are responsible for managing access for all users to this online tool. There can only be one primary contact for each
site number.

Select Mo if you need access to this online tool but are not the primary contact. There can be unlimited users for each site
number.

2 Yes () No #—

Submit Cancel
© 2013 IBM Corporation
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Software Download & Media Access
Self Nomination

A Confirmation Page will appear stating your request will be sent to the designated Primary
Contact for verification and approval. If you selected YES that you are the Primary then
your request will be sent to the eCustomer Care Team for validation. You will receive an

email from them once it has been processed. Or you may call to expedite

United States [ change |

Home Solutions - Services - Products = Support & downloads ~ My IBM ~

Process help Self-nomination confirmation

Wiglcome Mick &

Thank you for requesting authorization.

‘our authorization request has been routed to the Prirmary Contact for 0003082424, You will
receive an email notification from the Prirmary Contact when your sel-nomination request has
heen processed.

The email address that we have on file will either be the ernail address you registered with or
whatever you have updated itto in commaon profile

Eeturn to software and semices online overview

Eeturn to Passport Advantade Online overdew

About I1BM Privacy Contact Terms of use IBM Feeds Jobs

www-112.ibm.com/software/howtobuy/softwareandservices

14
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Software Download & Media Access
Accessing Current Releases

= Once your Self Nomination has been approved you will now be able to access your Entitled
Software.

» L og into the Passport Advantage Site and you will land on the ‘Software and Services
Online’ home page.

= Select ‘Software Download & Media Access’

Domware  » -

Software and services online
Access to downloads and account information
Software download & ot

media access

Henmting For tips to minimize your software download time, see Download Tips under the News Tab.

Entitlements

Software and service offerings

el
Account management - s
.- ’
Reference . [
i - ‘_
ol
MNeed assistance g -

If you need products & services for zSeries visit ShopzSeries

Related links
= Terms & conditions Navigation help | News

= IBM software support
= Online technical support
= ShopzSeries = Software download & media access -off—— = Account management

. D|strl§uted software online Download software updates and order software media. Manage contacts, add, change or delete user
= Software _CIUDIE and order . password and view contract details.
= Value Unit Calculator = Reporting

’ . . : = Reference
View reports about downloaded software, media order history, entitled

software. migration history, purchase history, and active renewal View reference library. news history, and FAQ:

quotes . R
= Need assistance

= Entitlements i . .
View eCustomer Care contact information.

View Proof of Entitlement certificates, view entitlement allocations,
update entitled allocations and view entitlement inventory and
deployments.
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Software Download & Media Access
Accessing Current Releases

» Select 'l Agree’ to Terms

By clicking on the *| agree” button below, you agree that:

You obtain Eligible Products (including, but not limited to, software licenses, software subscription updates, or new releases) subject to
the terms of the agreement under which you acquired the software product(s), including, but not limited to, any applicable amendments to
the agreement and related transaction documents.

Any other use of the software pragram(s) is prohibited.
If you select "l do not agree” below, you will be unable to complete the transaction you have requested.
© agree f— O do not agree

Continue

Cancel

16
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Software Download & Media Access

Accessing Current Releases

= Select ‘Download Finder’

17

Software » Software and semices online » Software download & media access

- Find downloads & media

online
Software download &
media access
Reporting Software Download  Media Access
Entitiements Overview | Download finder = Set my preferences
Account management —
Reference Overview
Software Downloads

Neod asosstance Software Downloads provide you on demand access to software product updates for which you have

3 Dowinload finder @—

Related links = Set my preferences
« Terms & conditions

* IBM software support

« Dnline technical support

* ShopzSenes

« Distnbuted software online

elotifications

eMotification serice informs you via e-mail when product upgrades are available for download To sub
preferences and you will be notified when new product upgrades are available. All authonzed users of
senice. You may unsubscnbe at any time.

© 2013 IBM Corporation
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Software Download & Media Access
Accessing Current Releases

= Select ‘View all my downloads’ or use the ‘Find By’ options to display Entitled Software

» Expand the ‘Business Analytics’ Brand to display your Entitled Software

Software » Softwars and services onfine » Softwars downbosd & media acoess

M Find downloads & media

Software download &

media access
Reporting

Entitlements

Account management
Reference

Need assistance

Related links
- Terms & conditions
« [BM =oftware support

« Online technical support

» Distributed software online

» Software quote and o
»Walue Unit Calculator

18

rder

—

Absa Bank Limited
Software Download | Media Access

Overview Download finder Set my preferences

Downlead step by ste Find by description or part number -1—
View my preferred dewnloads Find by categeries

View all my downloads 1—

Expand and =elect the files you'd like to download, agree to the termz below, and click "Download now™.

+ = Expand == Collapse

View by A-Z | View by brand

All my entitled downloads - by brand

= Business Analytics

[ + IBM Algorithmics Credit Manager Foundation Reporting Library Add-On V5.1 Multiplatform English eAssembly

(CRKSPEN)

© 2013 IBM Corporation
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Software Download & Media Access
Accessing Current Releases

= Scroll down to locate your desired product, check the box to the left of the product or expand
the suite to download a particular component.

View by A-7 | View by brand

All my entitled downloads - by brand

— Business Analytics

[ + IBM Algorithmics Credit Manager Foundation Reporting Library Add-0n V&1 Multiplatform English eAssembly

(CRKSPEN)
Size 4 filez (954mb)
Cate posted 05-0ct-2012
[0 = IBM Algorithmics Credit Manager V5.1 Multiplatform Enalish eAssembly(CRKSNEN)
ﬂ Size 4 files (1758mb)
Date posted 05-0ct-2012

O su Alge Credit Manager Base V5.1 Muttiplatform English{CIBL2EN} - Wiew detailz

Size 845mb
Date posted 05-0ct-2012
™ License agreement (<) Download estimate

O isu Algo Credit Manager Quick Start Motez WE.1 Linux English({CIBLLEN) - Wiew detailz

Size 1mb
Date posted 05-0ct-2012
™ License agresment () Download estimate

[ 181 Raticnal Enterprize Deployment V1.6 Windows Multilingual(CIATBML) - Wiew details

Size 244mk
Date posted 13-5ep-2012
™ License agresment () Download estimate

[J| 1BM Rational Enterprize Deployment W1.6 Linux x86-64 Multiingual(CIAFOML) - View details

Size 254mk
Cate posted 13-Zep-2012
™ License agreement (&) Download estimate
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Software Download & Media Access
Accessing Current Releases

= Scroll to the bottom of the page and agree to additional terms >> Select Download Now!

Review downloading specifics & click "Download now"

Download method: Download Director (recommended) o Update

Download location: US Site = Update

By clicking the "I agree” button, you agree that (1) you have had the opportunity to read and understand thi
multi-product package terms, if any, and (2) the terms of the license agreement(s) govern this transaction.
the agreement(s), you will be unable to download the software.

© | agree © 1do not agree
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Contact Management

» The Primary Contact has the administration capabilities to add / remove and alter access
levels to the Passport Advantage site. These functions are only available after the Primary
has self nominated to a site number and has been approved by the eCustomer Care Team.

» Once access has been established you can now use the Account Management functions.

= Select Contact Update to review or update the 6 designated Contacts within your company

Software download &
media access

Reporting

Entitlements

Account management
Contact update
Manage access

Account-related
documents

Self-nomination

Reference

MNeed assistance

Related links
Terms & conditions
IBM software support
Online technical support
ShopzSeries

21

Software > Software and senices online

Account management

Account management allows you te view and manage your account information.

Your account

Name:

Contact type: Primary contact
Site number:

Site name:

Address:

IBM customer number:

Account management options

= Contact update -sif——

View the contacts named for your site and edit those contacts.

= Self-nomination  ffp——o

Primary contacts for more than one site may authorize their own access to "Software and services online” for each additional site.

© 2013 IBM Corporation
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Additional Passport Advantage Functions

= You will notice after logging into the Passport Advantage site that there are a number of
other functions available such as; Retrieving Proof of Entitlement certificates and Reporting
tools that are available.

Software

Software and services online

Access to downloads and account information

Software download &
media access

Reporting For tips to minimize your software download time, see Download Tips under the News Tab.

Software and service offerings

Entitlements

Account management
Reference

MNeed assistance

(=N

Series visit ShopzSeries

If you need products & services for

Related links
- Terms & conditions Mavigation help | News
= |BM scoftware support

= Online technical support
= ShopzSeries =2 Software download & media access = Account management

* Disitahuted sicilware online Download software updates and order software media. Manage contacts, add. change or delete user access, change
» Software quote and order . passwaord and view contract details.
= Value Unit Calculator - Reporting
; : : 3 - Reference
View reports about downloaded software, media order history, entitled
scftware. migration history, purchase history, and active renewal View reference library, news history, and FACQs.
guotes .

-» Need assistance

=3 Entitlements : . .
Wiew eCustomer Care contact information.

Wiew Proof of Entitlement certificates, view entitlement allocations.
update entitled allocations and view entitlement inventory and
deployments.
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Software Download & Media Access
Accessing Current Releases vs. Fix Packs

Current Releases will always be posted on the Passport Advantage site while all Fix Packs
and Patches (for your current installation) will be hosted on our Fix Central website

NOTE: Access to Fix Central (Algo Fixes and Patches) is enabled to those IBM IDs that
have been correctly associated to either a Customer Number or Site Number with active

S&S.
« |BM Support Forta
—
Inventery uplcad
Supperted preducts
Enhancements
Help

Feedback

= Go to Fix Central mobile

Fix Central

Notice

& There iz a planned maintenance cutage on Wed, 20 Nov. 2013 from 5:00 p.m. to Thur, 21 Nev. 2:00

a.m. Central Time (CT). Fix Central may be unavailable during this time.

Fix Central provides fxes and updates fer yeur system's seftware, hardware, and cperating system.

Fer additicnal infermaticn, click en the fellewing link.

W Getting started with Fix Central

Select product | Find product

Select the product below

YWhen using the keybeard to navigate the page, use the Alt and down arrow keys to navigate the

selection lists

Product Group

Algorthmics

]

Select from Algorithmics

w

Algo Audit and Compliance

Algo Capital Modeling

Algo Collateral

Algo Credit Adminiztrator

Algo Credit Limits

Algo Credit Manager

Algo Financial Modsler

Algo Intsgrated Risk Reporting Platform
Alge Ons

Alge OpWar

http://www-933.ibm.com/support/fixcentral/

23

ode updates, samples, fixes or other

Search Fix Central rips

P 4

My product history

- SF35 Statistics (12.0.0.1.
Windows 22-bit, x88)

- SF35 S (12.0.0.0. All}

-+ SPSE Statistics (20.0.0.0, All}

© 2013 IBM Corporation
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How to contact IBM Algorithmics Support
IBM Support Portal

Customizing the site, searching the Knowledge Base

and signing up for ‘Notifications’

24 © 2013 IBM Corporation
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Support Portal

Customizing your online Experience
www.ibm.com/software/analytics/support/
Algorithmics content coming soon

IBM Software » Business Analytics » Client Center >

Business Analytics Client Center
Find information and support for your products ;
-

Select your product family to get started!

B B E G

SPSS Cognos OpenPages Clarity Algerithmics Varicent
Top support resources Downloads Contact us
- |BM Support Portal ‘_ -+ Fix Central -+ |BM Support - online
- Online Service Reguests - Business Analytics Trials and Demos - |BM Support - telephone
-+ Knowledge base and documentation - Download Purchased Software - Sales Representatives
- Troubleshooting - Business Analytics Evaluation Software - Business Analytics Training
- Support Community for your product - Contracts and Orders
- Feedback
IBM Business Analytics Training T e Get Involved i IBM Support Portal
Choose from a variety of training Share your story and experience with Centralized website for access to all
options ranging from instructor-led to other customers and analytics online technical suppert content and
self-paced options to suit your needs communities tools.
and budgel.

25
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Or just navigate there from the ibm.com homepage

www.lbm.com

-> Support & Downloads
-> Support Portal (Technical Support)

Products

Support & downloads

Downloads

» Fixes, updates &
drivers

* Trials & demos

« Entitied Sottware
Support

= Shopz

* Passport Advaniage

Technical support

* Documentation

* Forums, blogs & social
media

* Service requests &
PMRs

* Support registrations

» Wiarranties & icenses

« Explore IBM Electronic
Sugport

Developer support

« developerorks

* Emerging technologies
» Design at B

» Human abilty and
accessibiky

» Infarmation centers and
libraties

* Redbooks

Customer suppoit
» Contracts, agreaments
* Order status, shipment

» Invertory, maintenance
stalus

* Invoices, payments

Supplier support
» Supplier world portal

Former IBM products

» Printing systems from
InfoPrint

* Lenovo ThinkPagis and
ThinkCentres

= Litrastar, Deskstar,
Travelstar, Microdrive
storage

26
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NEW! Simplified Support Portal Interface — Customize your experience

WWW.lbm.com/support

Support Portal

or support.ibm.com

Product lookup: Lé:c<_|: another product name, part number or machine type/mode v] = Browse for a product
Share your list of recently miewed produets = My products
Search support and downloads
Search: Tips
My support programs Common support links

# Sign In to access your support programs.

# Signin
-+ Service requests & PMRs

=+ ESC+ for hardware and firmware service
requests

d Security bulletins

B Support registrations

B8 Go to IBM Support mobile

L. Directory of worldwide contacts
O Site assistance

+ Feedback

# Electronic Support forum

@ Current site availability

© 2013 IBM Corporation
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Support Portal Interface
Select a product to display product specific information

Support Portal

Product lookup: [Algo | [ = Browse for a product
Matches within recently viewed preduc Algo One X
Algo Capital Modeling not applicable Select product version: Select operating system:
Matches within all products “ﬂjf_gi? ~ fdnay -
Algo One 4 [Jess T a
Seai’ch Supp' Algo Coilateral [Jes0
Search: | Algo OpVar EH;}(
Algo Capital Modeling |:|4-4-D =
Algo Audit and Compliancs [J43.0
i Algo Financial Modeler
My 5“Dp0rt ; Algo Credit Manager Dj.Z.D 3 o
[ 4 Sign In to access Algo Stretegic Business Planning 54102 |
Algo Integrated Rizk Data Platform [Jnot applicable |v| |“_f'|
Algorithmics support (general; - — |senice

& Support registrations

8 Goto IBM Support mobile

L Directory of worldwide contacts
U Site assistance

<+ Feedhack

® Electronic Suppart forum

& Current site availahility
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Now that products are loaded, you can now use the Knowledge Base more
effectively and all featured content reflects the products selected.

Algo One

Product lookup: |L-: okup another product name, part number or machine type/model | [»] = Browse for a product
@ Share your list of recently viewed products & My products

Search support and downloads

Search: | Q Tins
O =earch anly Algo One
Downloads Product support content
+ Downloads (fixes & PTFs) < Product documentation (manuals)

< Plan and install documentation
+ Flashes and alerts

=+ Troubleshooting documentation
= All product support content

Tools and resources Featured links {view all)

-+ Open a new senvice request - sign in =+ Algorithmics Custamer Center
=+ Product support lifecycle =+ RS5S feeds of support content
= Product tools and utilities -+ Request e-mail updates

o= Subscribe to support notifications =+ Support Offerings

&= [BM Support Portal Adviser =+ Why renew your Support?

& Forums, blogs and social media

Common support links
# Sign in

29 © 2013 IBM Corporation
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Search the Support Knowledgebase & Refine results

Support Portal

Algo One

Product lookup: [Lookup another product name, part number or m

ne typeimode |[»]  Browse for a product

@ Share your list of recently viewed products

= \ly products

Search support and downloads

Search: —P ‘RW Errar

i
-
]

Q]

— [ Search only Algo One

Downloads
=+ Downloads (fixes & PTFs)

Product support content

=+ Product documentation (manuals)
= Plan and install documentation

=+ Flashes and alerts

= Troubleshooting documentation

- All product support content

Tools and resources

Featured links {view all}

Refine search & Clearall
Task
Install
Plan
Troubleshoot
Unspecified
Use
Current Selections
Viewing All
Content Type
Authorized program analysis report
Documentation index
Driver
Educational program
Fix readme
Preventative service planning
Product adminigtering information
Product configuration infermation
Current Selections
Viewing All '

Subject

© 2013 IBM Corporation
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Customized Support Portal view (Algo One)
Subscribing to and managing Support Notifications

Support Portal

Algo One

Product lookup: [Lockup anather product name, part number or machine type/mo | ] = Browse for a product
@ Share your list of recently viewed products = My products

Search support and downloads

Search: Q Tins
[ Search only Algo One
Downloads Product support content
< Downloads (fixes & PTFs) - Product documentation (manuals)

-+ Plan and install documentation
~ Flashes and alerts
= Troubleshooting documentation

- All product support content

Tools and resources Featured links (view all}
- Open a new senice request - sign in -+ Algorithmics Customer Center
= Product support lifecycle - RSS feeds of support content Search support and downloads
= Product tools and utilities — Request e-mail updates Search: Q Tins
- - - N .

Subscribe to support notifications Support Offerings O Search anly Alga One
= |BM Support Portal Adviser = Why renew your Support?
& Forums, blogs and social media Downloads Product support content

-+ Downloads (fixes & PTFs) - Product documentation {manuals)

= Plan and install documentation
= Flashes and alerts

= Troubleshooting documentation
- All product support content

Tools and resources Featured links {view all}

- Open a new senice request - Algorithmics Customer Center
= Product support lifecycle = RSS feeds of support content
- Product tools and utilities — Request e-mail updates

-+ Manage your support notifications - Support Offerings

= |BM Support Portal Adviser = Why renew your Support?

“& Forums, blogs and social media
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Managing Support Notifications:

& Return to |BEM Suppo

.,__,E My notifications

IBEM Support Po

Subscriptions
Help

Feedback

Related links
= Lenove support
= InfoPrint support

32

for IBM technical support

My subscriptions My defaults  Help
Select your product earch for your product

Create a subscription by searching for a product.

*
Search all words:

Algo

Search

Search results
Select a link below to create a subscription. Meote: The header links will allow you to subscribe to

multiple preducts at the =ame time. The individual product links will create a subscription for that
product only.

Information Management

Customize products, content and frequency of communication from IBM

Algo Audit and Compliance

Algo Capital Modeling Notify me by
Email

© Daily email & Weekly emai
O Plain text email @ Html email

[ pelivery to this folder

[ Delivery via syndication feed (RSS, Atom)
= What is this?

Document types *

E E E

electideselect alk

Flashes
Mews
Downloads and drivers
Fixes
Recommended
High-Impact / Pervasive (HIPER)

Becurity Vulnerability (Sec/Int)

Troubleshooting
Technotes{Troubleshooting)

Technotes(FAGS)

APARs (Authorized Program Anslysis Reports)
Fie readmes

Preventative Sarvice Planning

FTF {Program Temporany Fiog) cover letter

Praduct information and publications

Wehcasts
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IBM Subscription Services - eNewsletters

= The previous slide describes how you can stay informed about support related information
we encourage all customers to also register for IBM Subscription Services to receive

eNewsletters related to their specific interests such as:

— IBM Training News
Get late-breaking news on technical training offerings that are important to you! This e-newsletter is
delivered monthly and will be tailored according to the interest areas you select in the below
subscription form. Learn about new and updated courses, e-learning, no-travel training options,
books, certification testing, conferences, training services, special offers and more. It's customized to
save you time, reduce clutter, and provide the information you need to build your skills quickly.

— IBM Electronic Support News
Subscribe to IBM Electronic Support News and stay up-to-date with IBM’s portfolio of online tools,
tips, and resources to keep your systems, software, and applications running smoothly.

» Customize your interest by selecting your Industry Solution Areas (for example Banking)

Frequently ashked
questions

Select newsletbers
Customize interests
Contact informeation
= Chang= pazswond

Summary

Customize interests

IBM US Announcement letters

Mow you may custemize yeur newsletter, Te de this, just select or deselact
interasts below, Only interests which are zsseciztad with this nawslatter are
shown,

Show subcategories|Hide subcategaries

Industry Solution Aress 4

Industry Solution Aress 4
All Industry Selution Areas
D Lerospace and Defanse

O] Autemative
|_| p:rlﬂl.r- and hich s Iab|||t~?

¥ Banking

O usiness Intelligence

|:| Business to business

= Register your WebID here - hitps://www-148.iIbm.com/bin/subscriptions/welcome.cqi

= Sign Up here - https://www-148.ibm.com/bin/subscriptions/welcome.cqai

33
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Online Support Services

How to contact IBM Algorithmics Support

The Service Request Tool

*Creating Service Requests (SR) online and by phone.

* Requesting access and site functionality

https://www.ibm.com/support/servicerequest/Home.act lon?Ink=msdTS-srap-usen
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How do | contact IBM Algorithmics Support?
-> Open a Service Request

You have two avenues to open a Service Request and ¢ ontact IBM
Algorithmics Support:

1. Open a Service request online - The Service Request Tool (Recommended)

— Allows you to maintain a user profile which simplifies and shortens the service request
creation process

— Shorter communication path to the experts (No intermediaries)

— Real time support request management — view updates made by IBM and get
Immediate notifications

— Reporting capabilities — SR has comprehensive reporting capabilities. Sort and filter

your report to your liking and even download it to a spreadsheet to allow further
customization

2. Call your Local Support Centre and a Call Receive Agent will open a Service Request on
your behalf

— Navigate to www.ibm.com/planetwide
— Select your country and dial your local support number
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IBM Service Request Tool - How to request access

SR Assistance Page
https://www.ibm.com/support/servicerequest/help/srHelp.action

Summary on how to get access to the SR Tool

1. Navigate to hitp://www.ibm.com/support/servicerequest/

2.Sign in:
Enter your IBM ID and password. If you do not have a login ID, click the "Register Now" link located just
above the login box

3. Request access to the SR Tool
Enter your IBM customer number, select the country/region, and click Submit

4. Email verification
Verify email address Click the Send verification email button. This will send you an email with a
registration code.

5. Enter the registration code that was sent to you into the Registration code field and click Submit.

6. Registration success Click Return back to my agreements to see the status of your access request

36 © 2013 IBM Corporation



IBM Algorithmics Client Experience Webinar

IBM Service Request Tool - Requesting Access
* Register and/or Sign In

https://www.ibm.com/xsrAuth/authenticate?ok_url=https%3A%2F%2Fwww-946.ibm.com%2Fsupport%2Fservicerequest%2FHome.action

Support & downloads

Downloads Technical support Developer support Customer support Supplier support Former IBM products
* Fixes updates & ® Support Portal = developer\Works » Contracts = Supplier waorld portal * Printing systems from
IV - agresments InfoPrint
= Documentation = Emerging
* Trials & demos e technalogies » Order status ® Lenovo ThinkPads and
" ul S g
C shipmen ThinkCentres
® Entitled Software social media = Design at IBM R0
Support = ® |nventory * Ultrastar. Deskstar
: »Sovos requeats & = Esman gbifity:and maintenance status Travelstar. Microdrive
= Shopz PMRs accessibility storage
= Inveices, payments h
= Passport Advantage = Support registrations = [nformation centers
and libraries

® \Narranties & licenses

= Explore IBM
Electronic Support

= Redbooks

Service requests home  Help

Sign in with your IBM ID

Service requests

Hardware support Software support

The IBM Semice Request (SR) 3
{formerly called Problem Managd

You can use SR to report probled If you don't have an IBM 1D, register now.
IBM Employees: Sign in with vour intranet ID.

IBEM ID: Password:
email@domain.net sssnsese
Forgot IBM ID? Forgot password? | Change password
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IBM Service Request Tool - Requesting access
Self Nomination to a new or additional ICN

Industries & solutions  Services  Products  Support & downloads My IBM

Senvice requests home HNew service request Search Iy profile Iy messages Help

Service requests home

Manage support regis- IBEM Service Request news

trations 12 Nov 2013 |(SUpport registrations

©* Support registrations

G r inistrati
User administration Access to IBM software support services such as IBM Support portal. Fix Central and IBM Senice Request require that you

register. You may register with your IBM customer number or machine type and serial number Please select an option below to

CG» Partner administration begin the registration process
@ By customer O By machine type and serial number
Please enter your customer information below. If you dont know this information. your organizations contracting or
- Open ane purchasing office may be able to help you
1BM
Hardware Suppgrt —— number®
Search sery |—|

Country/region *

one [v]

Ifyou do your country,/region in the list, please contact & IBM
country/regional support to determine which country,/region you should choose.
© Get Adobe® Reader®

Justification

Request additional access

38 © 2013 IBM Corporation



IBM Algorithmics Client Experience Webinar

IBM Service Request Tool

39

3 levels of access

IBM Service Request User Access Levels:

There are three access levels for the Service Request application. The following table
contains general guidelines for the access levels in SR. All SR functions not listed in the

table are the same regardless of access level.

Function

Basic

Full

Admin/STC

Create a service request

Update a service request that | create

Update a service request that my coworkers create

Associate other people with service requests that | create
Search for closed and archived service requests

Add and manage user access to SR for others in my company

Approve uUser access requests
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IBM Service Request Tool - User Administration
Manage access to the SR Tool

<—=turntc Service Requ User adm|n|3tratlon
uppnrl registrations

User administration

Partner administration Update Add Copy Auto approval HNew requests
Help

Ta limit your pending relationship request to one agreement, select the radio button for that
agreement.

You have relationship requests for the following agreements:

Search criteria

¥ Search criteria
® Show users across all my agreements

© Show users only of
{Press the Ctrl o

memaman T ¢ Additional filter criteria

Show or update list below

= Add a user to your agreements
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IBM Service Request Tool: user Administration

41

Update existing user

* Show users only on selected agreements
[(Fress the Cirl or command key while selecting to choose multiple agreements)

_

[

F Additional filter criteria

Show or update list below

AIBICIDIEIGIHIJIKILIMINIBIRISITIVIW]3t|Al

Users by name

& Lisa Anderson. user.email@domain.net ™ Add to a new agreement
= nnnnnn_ [Unit t Status: Active !
Access level: Full (Current) i | L

Update user relationships
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IBM Service Request Tool - User Administration
Add a new user

Add an authorized user relationship:

Update Add Copy Auto approval HNew requests e ————

_ New user for this agreement
New user for this agreement

o Flease note the following items before continuing:

IBM ID: * user.email@domain.net

[ztration ID.

Access level:® Full (Current) “if | e |

New user for this agreement

'@" Link authorized user with all agreements
The user has been added to the support agreement.

'Ca" Link authorized user with selected agreements
(Press the Ctrl or command key while selecting to choos IBM ID:* email.user@domain.net

nnnnnn. [United States]
alalalalaly

Access level:* Full (Current) - | =l |

Add user
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IBM Service Request Tool: user Administration
Assign an Auto approval Email domain

+ Return to Service Request - - -

User administration
Support registrations
User administration
Partner administration Update Add Copy Auto approval New requests
Help

IManage a list of email domains that will be auto approved for basic and full access. You may
also specify a list of email addresses to be exempted from basic and full access auto approval.

Auto approve email domain (3) = Email addresses not be auto approved (0}

[ Add approved email domain |

Add approved email domain

Manage a list of email domains that will be auto approved for basic a
also specify a list of email addresses to be exempted from basic ang

Add email domains for auto approval

Enter a domain name”

=
Access level

Basic M

Add email domain
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IBM Service Request Tool

Open a new Service Request to get help
https://www.ibm.com/support/servicerequest/help/srHelp.action

Products Support & downloads My IBM

Service requests home | New service request | Search My profile My messages Help

e

Manage support regis- IBM Service Request news

Service requests home

Service requests home New service request Search Iy profile Iy messages Help

New service request

Select product and component

|Enter your keyword(s) | ™ Can't find your product?
— Recently Viewed Products
Algo One V4.9

[“IShow entitled products only Algo One V4.9
®Products (2 matches)  OComponents (0 matches)

Search results

[0 Add selection to Preferred Products

» Algo One V4.9

» Algo One V4.9.1
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IBM Service Request Tool
Problem Description, updating interested users

45

Service requests home

New service request Search Iy profile Iy messages Help

New service request

Complete problem description

Status Not saved

Product
< Algo One V4.9
Component

< Algo One 4.9.0

Agreement

Interested users

AXULAR BILBAO PRESA

L- Update interested users

Business partners

Mo business pariners are
associated with this service
reguest.

@ Associate business
partners

Problem description

Please complete the problem description information below. The fields indicated by an asterisk
(™} are required to complete this transaction: other fields are optional. If you do not want to
provide us with the required information, please use the Back button on yvour browser to return to
the previous page, or close the window or browser session that is displaying this page.

Before providing problem information and/or diagnostic attachments. please read and understand
Exchanging diagnostic data with [BM.

Problem information

Title * |

(256 character limit)

Problem description™

(12 KB limit. Use file attachments to include more data, such as diagnostic files or ® IEM
Support Assistant collector files.)
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IBM Service Request Tool
Severity, Business Impact, upload attachments

Service request qualifiers
Severity” O1 Oz O3 Os wmseverivievels

How is this problem impacting your business??e What i business impact?

(256 character limit)
D System is down

Request type ™ = Help
@ Software Defect Support

C-' Software Uzage Support

Pleaze =elect your operating system which will ensure the proper routing of your zervice request

. &
Operating system Select an operating systemn M

Additional information

Customer tracking 1D

]

Help

(2o character limit)

Attach additional files

Select file to attach N file selectad.

(2 GB limit per file)

Add file to queue

Files in queue Mons

Continue Zave as draft

46
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IBM Service Request Tool
Preferred contact method, summary

Summary

Contact information

“our contact information, including your name, email addn
numbers, ars uired information to complete this transadtion. If you do not
want to pro us with the required informaticn, please use the Cancel button
on your return to the vious page, or close the window or browsser
s=ssion that is displaying this pags.

The information you provide will be used to validats your entitlemant and
communicate with you about your service reguests.

Name

E-mail address

AXULAR BILBAD PRESA

AXULAR.BILEACYEBE.IBM.COM

Howr should customer suppert contact you about this service request?

O Don't contact me, | will ched: the status online

O Email me

@ Call my daytims numbern:

D | 3m slso willing t

0000 00 00 00 Ext.:

work in English

AQreemeni

IBEM Custemer number

Problem detailz - Edi

E174702 [United Ststes]

box ab
n Title Tast
Sewerity 1
Product and component - Edit = =
Drescription Tast
Product Alge One V4.8 Attachments
Compeonent Algo Cns 220

a7

By submitting this requezt or zaving t az a draft,

diagnostic data with 1514

Create request

vou agres that you understand Exchanging

Save a= draft Cancel
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IBM Service Request Tool
Confirmation Page, assighment Service Request number

48

Service requests home

Mew service reques! Search My profile My messages Help

New service request

Semice request submilted

Success!

Q Your serace request number i1s 38808 514 000

Customer support will call you at phone number: [

€ Return 10 the IBM Service Request home page
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IBM Service Request Tool

Search for, review and run reports on Service Request

Search

Service requests home New service request Search My profile My messages Help

Filter list content

| @ Search my service requests submitted online only

O Search all service requests

D Include archived service requests

patient.

Note: Searching the archive will take longer to return re

s. Please be

IBI Cus}omer
number i

Enter keywords to
refine your search

O Service request number

@ Showr service requests up to today's date

O show service requests by datgl range J® Help

O Show service requests by date range ™ Help

@ Created within range
D Updated within range
O Closed within range

MNote: this option iz valid only when vou have selected the Show closed service requests

option below.

From

To M/d/vvvy format

Filter service requests by criteria below
Complsted fisldz will be uzed as additional fiter criteria; blank fieldz will not be used.

Show open service requests

D Show closed service requests

Component ID

Search

®@a O1 O2 C3 O
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IBM Service Request Tool

Update your personal profile

Contact  MNotification Display Preferred products  Saved searches D4

The figlds indicated with an asterizk (*} are required to complete thiz tranzaction; other fiel
optional. If you do not want to provide us with the required information, pleaze use the Ba
your browser to return to the previous page, or cloze the window or browser 2ez=ion thy
dizplaying thiz page.

The information you provide will be used to validate your entitlement and communicg ©ontact | Notification | Display = Freferred products  Saved searches  DAC
Vour gervice requests.

The fields indicated with an asterizk (*} are required te complete this tranzsaction; other fields are

M rofile optional. If vou do not want to provide ug with the required information, pleaze uze the Back butten on
}' P your browser to return to the previous page, or cloze the window or browser =es=sion that is

First & dizplaying this page.
Irst name

AXULAR

The information you provide will be used to validate yvour entitement and communicate with you about
your 2ervice requests.

*x
Last name

BILBAQ PRESA
My language

% Pleaze indicate the language in which you wizgh to receive notifications and e-mailz. (Mote: application

50

web pages are always displayed in the closest supperted language you have specified in your
browser's language =ettings.

Language Dutch{Metherlands) M
D | am also willing to work in English

Bv checking the box above, vou are indicating that vou are willing to get re
zervice requests in English, if that support iz available in vour countrv or region.

For service request changes
Pleaze indicate whether you want to be notified when your ervice requests at each severity level are
updated or closed.

Severity Notify on update Hotify on closure

1

HERE
EEREE

2
3
4

Lor chane oWt rototiy
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Thank you

for your time
for having attended this Client Experience Webinar

= Q&A

= Any questions after this call?
-> Please open a Service Request

If you are unable to open a Service Request online or by phone, please contact the BA
Client Care Team at: clientcare@ca.ibm.com
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Quick Link resources:

» Passport Advantage (eCustomer Care) Global listing

https://www.ibm.com/software/howtobuy/passportadvantage/paocustomer/docs/en US/ecare.html

= |BM Electronic Support help page

www.ibm.com/support/electronicsupport/overview.html

= |BM Business Analytics Twitter

https://twitter.com/basupp

» |BM Business Analytics Support Blog

https://www.ibm.com/connections/blogs/basupportlink/?lang=en us

= Online Service Request Tool helpdesk

ftp://public.dhe.ibm.com/software/websphere/techexchange/SRToolOverview.pdf

» Support Technical Exchanges (series of Open Mic conference calls and webcasts where technical experts share
their knowledge and answer your questions on specific technical topics)

http://www-947.ibm.com/support/entry/portal/scheduled tech exchanges
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