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e <5% Online SRs « 90% Online SRs - 40% reduction
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- 80M Interactions * Alert

« Resolution time * Build better products
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. Service Request 2 7l 7€ X

Severity Level 4 No Business Impact
PN e &= A
Severity Level 3 | |\ ' Minor Business Impact
PANIE SN
Severity Level 2 || — [ gqrious Business Impact
XS5 R R M, T HL Y i
SEETEITIE TAE
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. Service Request Severity

* |5 this problem causing Mo |

rission or

business crtical loss of

SEnICe requirng

immediate and continous

eftort on your

company's part to resolve ¥
“ou have requested SEVERITY 1 status faor thiz izeue. SEVERITY 1 ztatus is rezerved for izsues where either buziness
ar migzion critical production systems are non-operational [production down]. SEVERITY 1 ztatug iz not available for test
ar development systems. It iz not appropriate to request SEVERITY 1 status for non-SEYERITY 1 issues as it decreases
avr ability tozervice all customers effectively. Oracle warks SEVERITY 1 issues on a 2447 continuous bagiz. Both wou

and your manager MUST commit to be available 2447 ta work thiz izsue and 24=7 contact numbers MUST be provided

it thiz SH. Thank you for your cooperation.  Pleaze click '0K' to accept theze termsz to request SEVERITY 1 ztatuz or
'CAMCEL' to proceed to file this az a non-SEWVERITY 1 issue.

[ Ok, H Cancel l

*8) Can you easily recaver fram, bypass orwork around the problem?
-- Mat Selected --

) Does your system ar application continue narmally after the problem occurs? Q
-- Mat Selected --

F10) Are the standard features of the system or application still available; is the loss of service minor?
-- Mot elected -
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. SRR

Support: NEW 7 1) 75
ASG E.43- e T2V
WIP FEAL 3 (Work In Progress)
RVW FERIAR H (Review)
1CB B — X |nlny (1st Callback)
2CB %5 —¥k|rAY(2nd Callback)
IRR EpudCIF=]
INT SN E
Customer: 2 PFTANT

2 By
WK, SF 1% F R 3
B 1E RS

KM 7 i 5% 7] (Soft Close)
7K A<M (Hard Close)

Development:  DEV SETFRER T Ik
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. SCL vs. HCL

« SCL - Soft Close It} % 4]
o fRPTEPEEERAETE SRS
o P nl LA E R E AT
o FEANEIBRIE CUIR] R ) A AR
o fEFTIIRES HBIAR A HCL
« HCL - hard closejik A % 4]
o HZORA — SR ANGEFEHT
o gn%@%%ﬁéﬁgHﬁl‘ﬂ%ﬁﬁf%ﬁéﬁiiﬁﬂﬂﬁ@&SCLH@ Az A 2|HCL
AT (]

ORACLE

12



. OracleMetalink

metalink.oracle.com
- Bookmarks Admin Profile Feedback Sign Out Hel
ORACLE . meR
METALINK
Headlines Knowledge ; Service Request | Configuration Support Manager Patches & Updates | Forums | Certify

Headlines Oracle Me:

[3) Quick Find | Knowledge Base [+ { 5o ) Secure Enterprise Search  Advanced Saved Searches

':__'-i",lTechnlcal Forums i'_:g"_h Enowledoge Base -f_:,jJEluu Database (W) Cerdify & Availahbility (V) Service Reguesis

Headlines for Metalink Demo Purposes Only

Edit Fage

Mews & Notes

Aticle N o o . Last Updated Status

Irmportant Changes Corming Forour Metalink Login 1D - Please Read 19-APR-2006 Mpdated

Attend the Advanced Metalink Seminar: May 10, 2006 [18-APR-2006 Updated

Attend the Introduction to Metalink Seminar May 4, 2006 N8-APR-2006 Mpdated

Technical Forums (A Top
Full List

ForumMName Subject S Last Updated Status

Oracle Hurman Resources Re: Use of Audit Trail in Oracle HR 11.5.10 20-APR-2006 Updated

[Oracle Hurman Resources Re : Elernents to collect hours and Elements to clairm hours. 20-APR-2006 Updated

[Oracle Hurman Resources Fe  Absence maintenance 20-AFPR-2006 Updated

Knowledge Base (ATop
Full List

Docld  Title Platform  Product Last Update Status

Date
|365387.1/0n Germany legislation, Staiutory information tab on Assignment form displavs wiong fields when Al [oracle Human 20-APR-2006  Updated

rennene Platform Eesonurce

ORACLE
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. Quick References for MetalLink Basics

ORACLE" In Metal_ink, first click “He|p” Bookmarks Admin Profle Feedback Sig\Qut Help

METALINK

Headlines Knowledge | Seriice Reguest | Configuration Support Manager | Patches & Updates . Forums  Cerdify

[7) Quick Find | Knowledge Base [+ { Go ) SecureEnterprise Search  Advanced Saved Searches

> —

e Help Page - Microsoft Internet Explorer

Help Page

Online Help Table of Contents

General Information Help on Help
e About hetalink e About Help
o Welcome Tszers o WWhat Do the Help Pages Prowde?

Shat's Tew in This Felease
IMawigating Through the Site
Tzt Mawigation Bar

e Table of Contents
o

o

o Search Title Bar

o

o

o

Context-ZSensitive Help
Frequently Aslred Cuestions
Site Mlap

Error Messages
MWawigating Through Hel; y

Feedback

Zite Mlap
File Formats for Downleading Documents

Q00000

Search My Headlines
e Basic Search e Iy Headlines

ORACLE
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. OracleMetalink

o NEFEAELLUE IR S5 1 M 25 . H -
o PG BT S
» Patches
* Bugs
o ZFFTFEND
» Oracle X At H 7

 MetaLink[¥1 1k H
e 24 x 7 A[E]HT
o FORICHYI TR
o Z Wil
- XHILA
- 1SR
APEAG I T T B
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- R

W% Oracle 2 B HI1EH 15 .8

« Server
- RDA: Remote Diagnostic Agent iZ#2i2 Wit
» Ora-600 3l T H.
- PortaliZ Wit
« 300+ DBA Scripts
« R
 Applications
- Wi R T EA
o XEBSH175+i2 WKl
o IR BIER AT B o) @A A CRE
o FET BRSO IR A E AN B
o U7 in) 7 S 3
B BRI b A L PN EREZS
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iZ W

Knowledge Browser

Product Categories
m  Collaboration Suite

m  Communication Apps
m [Database

m  [Developer Suite

m E-Business Suite

m Enterprise Manager

m  Fusion Middleware

m Linux Operating Systern

m  [etworking
m  Platform SysAdmin

m Case Studies

Tools and Training

m Training Meb Seminars)

- Diagnostic Tools

Diagnostic Tools

Diagnostic Tools - Database And Fusion Middleware

m Gefting Started With BDA 4 m Getting Started with m Health Checlk™alidation

EDA for Rdh
n DRAGODMORA-FA45 Errar m Scripts - Database n
Lookup by Argurment Seripts Al Relesses

Diagnostic Tools - Database Performance and Tunin

m Core S Stack Trace Extraction m HANGFG Llser Guide "
Tool (Stackx) User Guide

m O5Watcher Lser Guide s FACDOT 2.5 Lger Guide

Diagnostic Tools - E-Business Suite

m [jagnostic Catalog for Felease = Diagnostic Catalog for m Diaghostic Catalog for

Engine User Guide

Training - EDOA 4

g Scripts
LTOM User Guide

11.0 & 10.7 Felease 11.5 Release 12
s [Diagnostics Owerview m |nstallation Instructions = Training - EBS Diagnostic
Tools

ORACLE

17



. Oracle 1} [F] > — OCS/OWC

o PRIA LI [A]
o AR IERL
o SEIAEZE D
o KRS RIEAR, T e
e il MetaLink i
- JHHE
« 20475 P LAY
o U5, B0 AN n) @A A
o AT 235, D Re i
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Oracle 7}[A]SZ%F

- MOracle ORACLE
MetaLlnkiﬁ% Headlines | s
: SRHome SR Query SRProfles SR ManagementRerorts  Collaborative Support
° E%ﬁ—%pr\a(ﬂe Eﬂllliﬂk knowledge Base @ _—
T REIRVA Find 5
o le] % El,(] ﬁ é @ jﬁ Collaborative Support

$ o 2 Oracle Collaborative Support (OCS) Is a Web-based application that enhances
] 270N HA 2~ Cracle's ability to support our customers. Collaborative Support enables our
j\':‘lrﬁ = EI/J /Z‘ZI:\ L Support Engineers to collaborate with our customers in real-time. By securely
connecting over the Internet, Cracle Support Engineers have the ability to chat,
whiteboard and share desktop and applications to work collaboratively with the
customer in resolving their problem. Cracle Collaborative Support sessions are
arranged through the Oracle Support Engineer worling your SE.

To go to Collaborative Support Click Here

» Chat/ SHILE | SCFEIE

Bookmarks

goort Manager

Knowledge | = el R T

ORACLE
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. Oracle 1/} [F] 32 %F

ORACLE Collaboration Suite

Puhlic Conferences My Liza)

Welcome to Oracle Web Conferencing

Oracle YWeh Conferencing provides a reaktime collaboration ersironment for your conferences.

[ Mew User ) Click the New User button to check your system compatibility, download the Oracle Web Conferencing client,

it Web Conferencing- Oracle Collaborative Support

and confirm that Cracle VWeb Conferencing is ready to use.

-chin:l

Upcoming Public Conferences

Conferences published and available to all users, including nonregistered users.

Conference Date and
Tite  Host Name Time
4141245994 LE HERWE 02-har-2005
_HICHAHD,LAURENCE Q00 A
150492026 hunsey, Chtistopher 0Z2-kar-2005
507 AM
4324957 999 Memavarkar, Sarang 0Z-tar-2005
908 Ahd
41756245994  Jones Karen 02-tdar-2005
9:10 AM
4328475995 Lee\Walter 02-Mar-2005
9:10 Ahd

Time Zone
(—EIB:DI:I) s

Pacific Time

-03:000 LIS
F'a‘u:i_ﬁ'u:% Ti_me
(-08:00) LIS

Pacific Time:

(-08:00) Us
Pacific Time
08000 LS

Pacific: Time.

Conference
Status
In progress

In progress

ot Started

Mot Started

ot Started

(Full List )

Jain or Enroll for
Conference

Login Cortact Uz Helg

Welcome WE-igs -

Join Confarence

* |ndicates reguired field

= Conference |D |
Conference key: |

= Your Mame: |
-.-Join Conference )

3 Quicklinks

¥ Guick Tutonal
¥ Contact s

¥ Treubleshooting Guide
P EAL

b Security Cugreaw

ORACLE
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Oracle 7}[A]SZ%F

ORACLE Collaboration Suite
N 3 AR i.t Web Conferencing- Oracle Collaborative Support
o Ry RE

CSIHIF & A
}Eﬁ,ﬁzx H E‘,] Conference Details: 3694302.994

° %g%ﬁ%:{gﬁfjg %/ iﬂ::;itch;:;r:;rf::;:jg and click “iew Conference Details.
W AF1 2], i m] LA

Public Conferences Mew User

= Conference Key

AXY)
)\/—‘Z\_[/X First Mama
Last Mame

Email Address

1L

Company Mame

Conference 1D 10138241
Conference Title 3694302.994
=tart Time  27-Apr-2004 3
Time Zone {+01:00) Paris
Dwuration 60 Minutes
Host CHARPENTIE
Conference Type Public

. Join Ccmf'erem:e;)

ORACLE
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X

L

F 4, 5245 (Best Practices)

1l

» N RIS
o JLRIARH AR GR 1R] AL STAE:
* VAR ECRE AR - AR 7E
o JLIE] ARV 1m] D i
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 Forums
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. A ) TE 8

* J/> SRV i Bk

o [n]Z G 11 n)

* 3kfFaction plan J¥5EPAT F—ZTHRIPITTEAN
° IREESRIPPIRASFEHAT B Z K 13/ 1F (action)

* {§ I SREscalationifi Fe k4T 1] 8 (1) T2

o 15 severity [ 4 AR

ORACLE

28



ORACLE

29



. 2R

——a
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o S PRATTRFC S B At 50 S 45 R T IR .
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Escalations

FFESHI IR 5515 K (SR) 2871 2 B PR I KAV T
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. 275 0] J 2% ) (Severity) Al & 2 o

(Escalation) —

B MG — & SREIR & n] /2% 7)) 5t /& Es calation, ixX & A X ).
Escalate — N u) @ BRE BB IR SS-1E 3K (SR) 38 - 218 3L /= i) e
HAETE X EN TR 2 ) BRIE.

1 R SR Z o (severity) AN BT %WV 55 B w2 i, T L i SR B 4%

5 TREIHVA R 52 .

ORACLE

32



. Escalations

o 1B 2 1 A
« T8 5 0racle s  F R 5 & #X 1%
1H
o X% SRIFTALEE 25 IR Bl i AN =
o SIS X IA] @k 1T Escalate b B
o HHEHE PRI S ARG B
— IR T+ FARHE?
— i H R &R ?
Il Y ON:E Y
- BURIR&E?
—- MHRGRIH P HIE?

fhatl

L ) A T RV
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33



Escalation Process

#H.: 8008100366( [E K fik)
0800.077677(5 )
e i X $hak B 3

http://www.oracle.com/support/contact.html

Executive

Senior Manager
or Director

/ Manager /
o)

Escalation Manager

L}
)\
/ . Support Representative

’g ;SCustomer

34



_ e

* MetalLink - http://metalink.oracle.com/
« RDA Info — Doc ID: 314422.1
« Diagnostic Tools Catalog - 232116.1
» Escalation Process — Doc ID: 199389.1

» Oracle TIARSCFFBUR:
» http://www.oracle.com/support/policies.html

« 8 PDF UM, QT SCRF N 2, SCRFRONAN™ R SR 5 X

« OCS Website: conference.oracle.com
* Quick Tutorial — located in the Quicklinks box on the right

ORACLE
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. IR P R (Global Customer Care)

2 F.: 8008100366( [E K fit)
0800.077677(5 1)
e i X $hak B 3

http://www.oracle.com/support/contact.html

Global Customer Care & — %X BB\, BfE 2 P i 5k

K AR IEBIR ), I B P R BR R I S 2 P IR A,
ST FEEAR T

* Phdhvial Oracle S'Z%IW%(@% Metalink)

o PhENERAT H

o WpBhEHCSI )

o EERAFRAEA LG B

o ST R

ORACLE
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. Oracle Support Services

oracle.com/support

%C)IQAC L

PRODUCTS AHD SERVICES ¢ INDUSTRIES | SUPPORT i PARTHERS

PRODUCTS AND SERVICES
Oracle Database
Cracle Fusion Middleware
Dracle LApplications
Oracle Enterprise Manager
Related Technologies
Oracle Support +
EwalLUATE
Support Home
&= Fremier Support
Auvards
Support Newms
Resource Librany
IMFLEMENT
Advanced Customer Services
Oracle On Demand
Purchase or Reneam
UsE
Oracle Support Resources
FeopleSoft Support Resources
Acquired Product Support
Contact Support
Support FPolicies
Cracle On Demand
Consulting
Dracle University
Fimancing

Products Ato £

Support Made Simple

COMMUHITIES | ABOUT

Sign Out | Account ) | Worldwide

sECUre zearch

| | oracle.com

Configuration Support Manager: Faster resolution, lower cost

Learn more >>

Oracle Support

4 SUPPORT RESOURCES

= Metalink Login

= PeopleSoft Custormer
Connection Lagin

= Sigbhel Supportveb Login

= Acguired Companies
Froduct Support

- Critical Patch Updates and
Security Alerts

= Cedification Matrices

4LEARN MORE ABOUT ORACLE SUFPFORT

= Premier Support

= Advanced Customer
Services

- Lifetime Support

= Proactive Automated
Support

= Configuration Support
Manager

= Linbreakahle Linux

4“23»

= Support Services Internet
Seminars (Advisor
Wehcasts)

= Technical Support Policies

= Dracle Support Mews
= Resource Library
= Awvards

CONTACT

yContact Support

rPurchase or Renew Oracle
Support

yOracle Pricing and
Licensing

OhLY FROM ORACLE

¥ Unbreakable Linux
Industry-leading global support
and free access to Oracle
Management Pack

¥ Lifetime Support
The only support policy that
covers your entire technology
ervironmernt

¥ Configuration Support
Manager
A zimpler way to track and
manage your Oracle
Configurations

OTH RESOURCES

yDownload Oracle Software

rOracle Database Patch
Sets

raracle Product
Diocumentation

yTechnical Articles

ORACLE
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e Jj[n]MetaLink!!

o 4TIz Wk

» {7 H Oracle [/} [7] > ¥F 1.2 (OCS/OWC)

« Set up Software Configuration Manager (SCM)
o HALIVL

o DAL F Escalations — & H 2 557
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