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Client name:      
Getting started with IBM Support
This quick reference includes IBM support and electronic support options that you are entitled to receive. It includes links to online information for software products and explains how to contact IBM support. The new IBM Support Portal is your gateway to consolidated, customizable technical support. 
1. Getting Set up - Contact your manager or IBM Sales Representative for additional information
· Review Support Handbook for detailed information 

· Your software is covered by         Support Agreement
· Your IBM Customer Number:       
· For this product       and version number       
· Create your IBM ID and Password (you only need one IBM ID/password to access My notifications, SR tool, and IBMLink)
· Complete My notifications profile and Subscribe to receive updates
· Complete SR tool profile to use online service request submission tool to save time. 
· Your Site Technical Contact       grants access to the SR tool
· If you need to download the full version of your software, request assistance from your Primary Contact       who controls software downloads for your site through the IBM software contract
· Find interim fix Downloads for hardware and software
· Use Fix Central to download hardware and software fixes
· Access Shop zSeries for z/OS downloads

· Be familiar with IBM ECuRep (Enhanced Customer Data Repository) to send troubleshooting files to IBM Support or attach files to online Service Requests through the Service Request tool
· Download the IBM Support Assistant (ISA) complimentary problem determination workbench or just the data collectors. Take advantage of the diagnostic tools available through ISA.
2. Finding information, training and troubleshooting
· Search IBM Support Portal for technical information – sign in, choose product(s), view your page
· Review the documentation for additional technical information
· Learn how to complete a task for the software you use with IBM Education Assistant
· Attend a training session for formal IBM education
· Use IBM Support Assistant workbench with automated collector tools, problem determination tools, and guided assistance to know which tool to use, and what files to collect. This robust set of tools helps you save time and work efficiently
 3. Contacting Support

· Have this information ready: IBM Customer Numbers, product name and version, platform, machine type serial, unique contracts

· Use SR tool to open a service request online
· Use Planetwide to call IBM support. In the U.S. and Canada: 1-800-426-7378, option 2
· Assign the correct severity to the problem and describe the business impact

· Access IBM Assist On site if IBM initiates this remote assistance support
· Submit troubleshooting files to IBM using: IBM ECuRep, or attach files directly using the Service Request tool
· Download needed fixes using Fix Central or use the Download portlet on IBM Support Portal
If you have a problem accessing or using SR tool online support, submit a ticket using the online form
For information about contracts, orders status, delivery, inventory, invoices and payments:

Call: 1-877-426-6006 or submit an online assistance request (IBM ID/password sign in required).
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