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Information Management

Support Processes

« SR Handling Remains Largely Unchanged

 Main areas affected :-
« FTP
« Call Logging
« KCS
* Downloads

 Mainly as aresult of systems changes
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IBM registration process

Creating an IBM Web ID allows you
access to most IBM online support
assets
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Create your IBM Web ID NOW!

Step 1.
Start registration process through

Step 2.

sing your existing Cognos log-in email address as your IBM ID, as this will
help to avoid future issues with product downloads

Note: You will be prompted to associate your IBM Customer Number (ICN) to
your IBM ID once you start using the Service Request Tool

Step 3:

Save IBM ID information
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IBM Customer Contact Definitions

Primary Site Technical Contact (PSTC):

A customer representative assigned to provide their companies contacts
access the (SR) tool. One PSTC per site

Secondary Site Technical Contact (SSTC):

A customer representative assigned to assist the
(PSTC) in managing their list of to the
SR

Authorized Caller/User:

A customer representative, designated by the

(PSTC) or a (SSTC), able to

open Service Requests (SRs) and view all SRs for that Site or contract
Cognos.
software
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Service Request Tool (SR)
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Information Management

Log into Service Request Tool

arm = | form P (=] FEM =

Cognos Business Intelligence and Financial
Performance Management support

Overview
Solutions
Services Building client-focused
; VWelcome to Cognos Business Intelligence and Financial Performance electronic support
Library Management suppor, your technical resocurce gateway. Use the support
Success stories task navigatar to find the information you need.
Training and Choose from one of the following Cognos Business Intelligence and :
ERtication Financial Performance Management products: ® Overview
Stk Selecta product o Troubleshoot We would like to hear
. from you!
i Select one |ﬂ° & Documentation Are you interested in taking

a 5-10 min. feedback
questionnaire on improving

the =upport experience?
Search Cognos Business Intelligence and Financial Performance Flan

Management support IZ%E Open service request =+ Participate in
= questionnaire

% Forums & Communities

Yourfocused search in Cognos Business Intelligence and Financial
Ferformance Management support can be refined on the results page.
You can also access advanced options by choosing Search in the
support task navigataor.

(7) Assistance

Stay informed

Subscribe to receive
Enter search terms zupport notificationz

:° E= Wy nofificationz
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1.Log onto IBM Service request using your
IBM Web ID and password

2.0nce access granted you’ll have an
opportunity to associate your ICN with
your profile to authenticate entitled

accesses.
P—— 3.Page confirmation: Left navigation
displays:
i .
e iiaa 'OM Service Request  IBM service request
Sty i "ot et o .
g DY SR S— « Open a new service request
My messages
e s « Search service requests
etk o Myrecestopen onlne service recuests * Relationship administration
+ Ofar Bervics reguest lool o dala was foursd Bor this Ssplay
, % View amimy onne senice requests * My profile
Saaich SenACE figiesls
é;:i::‘:;:‘:;:!-liﬂlﬂLﬂlL‘.‘l ° My meSSageS
| - * Help
E::’::;;;;:rmr |'!'.|:I1|'\-“'r|
rﬁ“h:”“""““' [EA7a70z niea states] =] G
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Confirm

contact information

Homa Solutions - Services - Products = Support & downlosds - My 158 ~

Opean a new service reguest
Search service requests
Relationship administration
My profile

My messages

Help

Related ks

+ Fasspor Advantage O

Open a new service request

Complete contact information

Currently selected options
T Product DB2 Alphablox

" Component Alphablox V5.6

 Agreement Passpor Advantage Express (5174702 [000])

0‘ Change selecied item

Contact information

Flease venfy or update your contact information below. The fields indicated by an asfenisk ()
are required to complete this ransaction; other fields are optional, If you do not want 1o provide
us with the required information, please use the “Back” buflon on your browser 1o retum ta the
presdous page, of close the window or browser session that is displaying this page, The
infarmation you provide will be used o validate your entitement and 1o communicale with you
about your sendce reguest

First name" [Henniter

Last name” [Ringgola

Preferred contact

method” [E-mai saaress =]

E-mail address” |nn ggold@us. ibm.com

Daylime phone [650-264-2332 Ext |
Alternate phone [

Mobile phone [

Pager | Pt

o Continue o Save as drall

is displayed

1. Complete contact information page

2. Confirm user information is correct

3. Select Continue to submit SR

Cognos.
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Search sgrvice requests

Coumiryiregion | changs

Search

Lugipait & devariosds - My IELL -

Search service requests

Hoer kst conbent

T Sparch my serice fequesls subsmifed onlne only
Refing by cusi

My megsges renn |-'-d| :_'J
(]
Pﬂnﬂrﬂlﬂmir“ﬂl - — - - — - . . —
™ include archived service nequests Home Solutions ~ Services - Products - Support & downloads ~ My [BM ~
Hedatesd knks [re b i ek i B il - i E {
by Wi ik i il Phiiking b i
+ P t Araage
il sl et Cuslomer rmber” |E1i"d'-‘D.2_'|Jn|Iud5ube:-| *] SearCh reSUItS
] N a new service request .
o Cbstisie T Enter kaysronds I A al Search all service requests
BM wyminms & AR refing your seorch I Search service requests
Relationship administration
FF Saura Open Serice (oquests Search for keywords | °
My profile
Shove Chosod SErice requests e Search criteria: Search all service requests | Show open and closed service requests | Include
archived service requests | Show senvice requests up to today's date | Customer number
7 Show service requosts up o leday’s date Help 5174702 [United States] | Severity All
r
Fhow service requasts by date range e Change search criteria
™ Croated waihin rangs _
C Updabed & Related links
o b . ) . + Passzport Advantage Online e Start a new search
eEeepey _M.I:I'm.l'arl?r T4 - o e B ! - Other service request tools
X i + [BM electronic sen Your search results are shown below. To sort the results, select a column heading. To change
From | Tof ke Sarmat « WMy search using inventory data | the sort direction, select the heading again.
- [BM =ystems and servers
Filter sandce requesis by criforia below
Compiated Belds will be used B8 Sodbonml Alter cntedia; blank felds wal ol Be used & Customize resulttable ©  Printable report
Service nesquil numiber . ; 5 :
I I I 3 items found: displaying all items 1 |
Componant 10 | Search results
g - & 4 ©oa e -3 Problem number  Title Severity Status Date submitted
2 370,000 Software Defect Support Test 1 2 Closed  Nov 3, 2008
a Saarch SorveoD roguasts
23859 .370.000 Need help w/ upgrade Clozed Oct28 2008
70.000 Error mezzage returned w installation Open Oct 28, 2008 =
;IJ
A Archived senvice request
+ Return to top
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SR Help Resources — Tours Available

s 30¢lom.conysupportelecrnilponalinavpage categon-Ls |

 This tour will introduce you to all of the features of the
Software Support Web site

 This tour will guide you through the process of
personalizing your software support experience

Cognos.
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http://www-01.ibm.com/software/support/viewlet/swsupport_viewlet_swf.html
http://www-01.ibm.com/software/support/viewlet/my_notifications_viewlet_swf.html
http://publib.boulder.ibm.com/infocenter/ieduasst/v1r1m0/topic/com.ibm.iea.srtool/srtool/1.0/Overview/UsingSR/usingsr_viewlet_swf.html?noframes=true
http://publib.boulder.ibm.com/infocenter/ieduasst/v1r1m0/topic/com.ibm.iea.srtool/srtool/1.0/Overview/SR_for_STC/sr_for_stc_viewlet_swf.html?noframes=true
http://publib.boulder.ibm.com/infocenter/ieduasst/v1r1m0/topic/com.ibm.iea.srtool/srtool/1.0/Overview/Registration/registration_viewlet_swf.html?noframes=true
https://www-304.ibm.com/support/electronic/portal/navpage?category=13
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Insight Service Requests as of June 1st

All ACTIVE Cognos Insight Service Requests will be
converted to new IBM Service Requests

« Associated with the new IBM Customer Numbers (ICNs)
for each customer or partner

3 Days Prior to Go-Live

Export all your existing Cognos Insight
Service Request information.

Cognos.
software
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Information Management

Cognos Insight Service Requests — Before Go-Live

e Use the Query and Export function within My
Company’ Service Requests

I cognos Insightt 5] |

My Profile | Help | Log Ini

enrioe & Support

My Company's Service Regue

[ 1-10r1 8
Amourrtf_'

> COGNOS INC.

Account Type =
Customer

To print the current page frd
right-click on the page and
Export._. option from the dro

ernet Explorer please use the Print Preview command and select the "Only the selected frame' option. Firefox users should
't This Frame | Print Frame... from the context menu. You can also export the results of your current query by selecting the
own Menu at the top of the service request list.

My Company's Se ests

: Menu i [4]1-100 of 100+ [»]
SR#— Status . Sub-Status —  Priority — Title — Product = Area — 2t o First - Opened — Account —
= Lo = = = = =~ Hame ~ Mame ~ o o
i = 2 = Contact Change . 2009-04-17 COGHNOS
1-114388705 4
11-11433270% Open Submitted Low Data Stewarding request Request Burt Alizon 10:34:28 M.
o The ability to replicate and sync
378001 |0pen Vifengion applications and application T™1 Server Enhantement Wenter 20_09__04_1? GO
Customer S Request 08:03:20 IMC.
folders within THM1
ot . Net income and currency Controlier i e Z g 2009-04-17 COGHNOS
11427286
11-114272861 Open Submitted ety (Frango} Functionality Inguiry | Kylliainen 050128 N
i L : Cognos & Go! 2009-04-17 COGNOS
22 Open Submitted OAC Apr 17th net able to install Daatibom) Install'Configure Rasmus=sen DE:53:30 NE.
. . Cognos & B
: Customer Anzeigen von Kennzahlen (via i % . 200%-04-17 COGMNOS
1-11431049
HEIASaAE Cnsn Update Kennzahlen-Folder} in PP-Studio | °9N9S Bnehonatiyinging: Rt 08:32:40 INC.
Connection
Product lssue Mult-Page Dashboard not Eogno=SH 2009-04-17 |COGNOS
37 i i
- Spen Created showing first page EE%EE?&;”. Product ssuetinguiny: Mal=on 08:28:42 IMC.
=
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Information Management

Cognos Insight Service Requests — Before June 1st

Saved to Spreadsheet format

| A | B | C | D | E | F .
1 |sR= I5tatus Sub-Status Pricrity Title Product L}
2 |11-114787111 |Open Customer Update 3 -Medium |Order of Run History entries has changed.  Cognos 8 BI Cognos Connection -
3 [11-114773043 Open Submitted 3 -Medium | Take too long time to update custom view s o Cognos 8 BI Transformer
4 [11-114751511 Open Customer Update 4 -Low [Mainova] Failed to load the pluggable sharec Cognos 8 BI Install and Config
o [11-114770428 |Open Waiting on Customer |2 -High Framework Manager Cognos 8 BI Framewark Manager
6 [11-114591871 Open Waiting on Customer |4 - Low Active Server Pages error ASF 0138 Cognos 8 BI Install and Config
7 [11-114716661 Open Submitted 3 - Medium Portal, ConsumerFoot parameter syntax in Cc Cognos 8 Go! Mobile
g [11-114701841 Open In Collaboration 4 -Low System usage and MTLM level Cognos 5 Gao! Mobile
9 [11-114701811 |Open DJngaing 3 -Medium TR2934 Cognaos 8 BI Transformer
10 [11-114752585 Open Resolved 4 -Low Is it possible in C& to restrict active sessions ¢ Cognos & BI Cognos Connection
11 [11-114739738 |Open Resolved 4 - Low Crrill-through definitions link visible after Fixpa Cognos 8 BI Cognos Connection
12 |11-114683361 |Open Waiting on Customer |2 - High Gateway configuration on dema installation /| Cognos 8 BI Install and Config
13 |11-114666471 |Open Waiting on Customer |3 -Medium  error creating Metric pakage from valid metric Cognes 8 BI Metric Studio
14 |11-114701031 |Open Customer Update 4 - Low Cognos v, 3 Metic Studio Error when initializir Cognos & BI Metric Server
15 |11-114693701 |Open Waiting on Customer |3 -Medium | SDK guestions Cognos 8 Software Dev., Kit
16 |11-114700951 |Open Waiting on Customer |3 -Medium | Cognos @ - 64 Bit Installation for an OEM Pro Cognes 8 BI Install and Config
17 |11-1146245651 |Open Cngoing 3 -Medium | Tooltips are not working properly in graphs in Cognos & Go! Mobile s
e | - — . - - - R mF_1_tEX .
4% ¥R Saved SRs / <] | il
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Information Management

IBM Telephone Support

 IBM Support phone numbers are available at:

« Have the following information available when calling:

Note:

1.

2
3.
4

IBM Customer Number (ICN)
Company name

Caller name and phone number

Name and version/release of the software needing
support and name and version/release/modification of
the platform/operating system

1. Use telephone support if having any difficulties with on-line SR tool

2. Telephone support access does NOT require web registration or
access to SR

o n

Cognos.
software
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http://www.ibm.com/planetwide
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Country/region [ zelect]

PlanetWide ——

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

Sweden

General contact information upport

General inquiries echnical Support

Tel: +46-8-793-1000 lectronic service requests can be submitted
Fax: +46-8-793-4048 br hardware or software under warranty or
E-mail: ibminfoi@se.ibm.com ith a support contract.

www.ibm.com/selsy/

Open Senvice Request

Shopping Hardware, Software and Systems Support
Tel: +46-8-793-1272 Tel: +46-771-171040

Address Software Support: Fee based - 1BM PC

IBM Svenska AB Products

164 92 Stockholm Tel: +46-8-477-4420"

Sweden

/\ Software Support: Fee hased - System x
s of June 1st use these SenicePac
(180 day support, IBM Director, Remaote

numberS Technical Support)

Tel: +46-8-477-4427

IBM Cognos Software Support
Toll: 0200 89 00 91

r support

s, orders status, delivery, inventary,
invoiceqand payments.

- Tel: +46 (0)771
- Fax; 08-793 27

130 day up and running support iz no longer valid for IBM PC products. 30 day up and running support iz valid
only for Lenovo products.

[~ E-mail this page (=) Print this page = Diggthi= o™ Save to delicio.us

About 1BM Privacy C Terms of use

Cognos.
software
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Information Management

REQUIRED ACTION: Be Prepared for Go-Live

For IBM Primary Site Technical Contact

» Create your IBM web ID

e Setup your contacts

» Share your company’s ICN(s) with all your support eligible contacts
e EXxport your open SR’s

Note:
 There is only 1 named IBM Primary STC per ICN

 From the Welcome to SR’ email notification, click on the URL
provided to perform these actions

 If the URL has expired, go to
and submit an SR help desk contact form for
assistance

Cognos.
software
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Information Management

Additional Resources:

|__hitp:/isupport.cognos.comjgoidowi_ |

All transitional resources available including:

* “Introduction to IBM.com” webinar

“Guided Tour of Cognos on IBM.com” webinar

Various informational articles

Podcasts

Bookmark Resource Sheet

Urls to bookmark

¢ Cognos.

software
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Software Downloads

Cognos.
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Information Management

Downloads

* IBM standard policy is download only
* Over 40,000 software products — unmanageable
* Ensures only entitled customers receive products

* Ensures you have the most recent version

« Download Tip
« Search for products using the “Find By Categories” page.

Cognos.
software
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« KCS
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Information Management

Knowledge Base

I scorcn

Home Solutions ~ Services - Products ~ Support & downloads -~

My IBM ~

[ 1Br Sign in ] [ Register ]

Support & downloads =

Support & downloads

Search
Feedback Search
&1 Plan & upgrades
(&) Overview
dL Download semice request

Troubleshoot

-+ Learn mare

Notice anything new?
Wete pleased to infroduce our new Yeh pages desioned
to help you locate resaources for impotant support tasks.

£

@ e &

Lze the search page to find information about IBM systerms, software and services products. You can
focus your search and limit results to specific content types, products or date ranges.

Select product or service type for support:

Cl support type:

Infarmation Management

(]

Choose a product:

wghos 8 Business intelligence

=0

Search
Enter search terms, part number ar machine

single sign on e

= Advanced search

Searchtips

= The Search page

- Examples of search

= Dioawildcard” search

= Search by machine typefmodel or aptions part number

—+ Start a new search

Al

e-model:

Support & downloads

(=) Owerew

JL Download
Troubleshoot

Search

Documentation
Forums & Communities
Flan

Install

Use

Open service regquest

MgTDgE %«

Cognos.
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Knowledge Base

I scorcn

ume Solutions - Services -~ Proucts - Support & downlnas - My IBM ~

Support & dowwnloads =

Search results

Search

Search results

Feedback

Search within results for: single sign on Translate my page
Optionally, limit results by choosing one ar mare of the iterms below.

|Se|ect a language :VJ

Additional search terms: Document type:
=+ Translate
! All documents E e
Sort results by:
|Rank order |v_] =+ Bearchtips
=+ Start a new search = Downloads & drivers search
Product category:

Select ane |ﬂ e

Results

Technical support Information centers Publications

1- 10 of 9550 iterns found™ Next = Maodified date
1. Problems Using DOLS and Single Sign-On (SS0) Authentication; "HTTP 40 2003-04-10

4 - File not Found” Occurs

Dominag Off-Line Servces (DOLES) does not support Single Sign-On (S50 a

uthentication in Doming RS, A5 & warkaround, you use the Single-Server far

m aof Session-Based Authentication, or individual-database authentication in
stead. However, the following symptoms occurwhen going offline in this sce
natio: The DOLS canfiguration launches the local nhitp.exe from the Lotus ik
otes Sync Manager hefare the replica is created. This results in an"HTTP 40

e e e A L SR T W i T R S S i O DR T

Cognos.
software
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Information Management

Knowledge Base

N o

Home Solutions - Services - Products - Support & downloads - My IBM ~ [ IBr Signin ] [ Register |

Support & dovenloads =

- Search results

Search results

Feedback Search

for Business Intelligence & Financial Performance Management

Search within results for: single sign on Translate my page
Optionally, limit results by choosing one or more of the items below. | Select a language Ii]

Additional search terms: Document type:

= Tranzlate
I All documents M e

Sort results by:

| Rank order M =+ Search tips

= Start a new search = Downloads & drivers search
Product categorny:

Selectone M e

Results

Technical support Infarmation centers Fublications

1-10 of 126 items found™ Mext = Modified date
1. Enabling single sign-on to CRM or Cognos 8 secured against Active Direct 2008-12-12
ory

Single Signon (S50} from Windows Users to Reparthlet or Cognos 8 config
ured to authenticate to an Active Directary facilitating an Active Directory Authe
ntication Provider (AD AP) is achievahle in two different ways. This documen
t briefly describes hoth approaches and lists the exact prereguisites for suce

el

Cognos.
software
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