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Herxol 2Rz e =:Kepner-Tregoe (KT)

"Clients expect their business to be supported homogeneously, despite the complexity of their IT infrastructure.”
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Rational Accelerated Value Program (AVP)
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IBM Rational Software Support Website
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IBM 2| O &= 2l Developerworks (O 2 Xt web site)
« http://ibm.com/developerworks/rational/

¢ IBM HS2 AtE0t= 8 MAH HE XSSl community site. CHSE &,
OMZE A NENES.

IBM Support Assistant (ISA)
« http://ibm.com/software/support/isa/
- (RF)IBM MZ0 CHst eclipse workbench 241 2] Q&A
IBM Software Support = Ht(Toolbar)
 http://ibm.com/software/support/toolbar/
* lbm.com Li2 E2 &t 82 E Web browser U A &2 & £ U= toolbar
Passport Advantage
* http://lotus.com/services/passport.nsf/WebDocs/Passport_Advantage Home

+ IBM software ctO| &l A A0 A EZE 84l
Service Request (SR)
*  http://www.ibm.com/support/servicerequest
+ 7 days/week, 365 days/year PMR2 28061 MHAEZ B4 £ ASLICH

Get To Know: IBM Rational-Customer-Support

Home  Solutions ~
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Products ~

Support & downloads ~

United Sta

My IBM -

Welcome Mr. Patrick 0'Connor ot you? [IBM Signin]

Products
Services
Downloads
Library

Case studies

Training and
certification
Events

Support

Related links

- 15Vs
+ Developers

« IBI Business Pariners

Rational support
Overview

‘Welcome to Rational support, your technical resource gateway. Use the
support task navigator to find the information you need

Choose from one of the following Rational products:

Select a category

@® Overview
{L Download

Troubleshoot

| selectone

~M@

Search

‘Search Rational support

Yourfocused search in Rational support can be refined on the results
page. You can also access advanced oplions by choosing Search in

the support task navigator.

Enter search terms

Documentation

Forums & Communities
Plan

Install

Use

Additional support links

News
- [23-Apr-09] New |BM Education Assistant
modules added for several Rational products!

* [02-Feb-09] IBM Ratienal Telelogic Support
overview site

- [30-May-08] Create and Manage Your
Enhancement Requests with the New Rational
RFE Community

* [27-Mar-08] Announcing the IBM Support
Assistantv4.0

- [05-Mar-08] Updated Rational support product
page desian

+ [02-Mar-08] Mew |BM Software Consumability
Survey

Stay up to date

- RSS feeds of support content

- Request e-mail updates

* Notes from Rational Support dW blog

Support tools

- Product Support Lifecycle

- IBM Support Assistant

- Software Support Toolbar

- Software Support Handbook

* Rational RFE Community

- IBM Installation Manager Support Page

B DE S %=

Open senice request

() Assistance

Featured

- NEW!IBM Rational Support eGuide now on
Jazznet!

+ NEW!IBW Ratienal Software Conference Around
the World

- IBM Rational Electronic Support Brochure 18

- Top Rational FAQ Links by Product

+ All Rational IBM Education Assistant training
modules

* All Rational Information Centers

+ All Rational featured documents

Related

- Rational Premium Support Management
* Rational developerWorks

- My developerWorks

+ Rational Support Technical Exchange Open Mics
and Webcasts

Buying and managing support

* Support Offerings

- Why renew your Support?

+ Software Subscription and Suppeort
- Passport Advantage

- SenviceLink/BMLink

+ Rational Licensing

Rational support

Building client focused
electronic support

)

f ﬁ(k{* / \

We would like to hear
from you!

Are you interested in taking
a 5-10 min. feedback
questionnaire on improving
the support experience?

~+ Participate in
guestionnaire

Stay informed

Subscribe to receive
support notifications

&= My notifications

System availability
= Last updated
Sunday, July 12, 2009
12:00:00 PM

Support feedback

[ Help us improve online

software support

Translate my page

Select a language

= Translate

Other support sites

= Information
Management

=+ Lotus
=+ Tivoli
=+ WebSphere

=+ Software A-Z

mail this page (= Print thiz page  [R] IBM Bookmarks  &;j Digg this g™ Save to delicio.us
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M= = IBM Support Portal

= SAIH LHES e otUZE S

- |I
" 1]

United St

= IBM2| Support Portal

Home Solutions -  Services -  Products -  Support& downloads -~ My IBM - Welcome Nr. Patrick O'Connor [Not you?] [ BM Sign in ]

= IBM Support Portal: http://ibm.com/support/entry/portal

+ Go to quick start Sign in fo add, move, or delete

modules on your custom page.

Support overview
Support for my selected products

IBM Support Portal Gl 2 HIC| 2:
https://www-951.ibm.com/blogs/SPNA/entry/the_ibm_support_portal videos

Kl & =3t Support Potal 0l CH &t Support Community £ 1
https://www.ibm.com/developerworks/mydeveloperworks/blogs/IBMElectronicSupport/

gelA S EL News &= HIS Alert 0l 2t IBM Support Portal
https://www-951.ibm.com/blogs/SPNA/

Support 25t Feedback: spe@us.ibm.com
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(&) Within my selected products
) Allsupport & downloads

Choose your products
Managa my product list
+ Your selected products

Cognos 8 Go'

Lotus Notes

Rational ClearCase

Rational DOORS

Rational Method
Composer

Tivoli Storage Manager
WebSphere Application
Server

Enter a product name to add i to
this product list

[ - ]
© overview

% Downloads
Troubleshooting
Documentation
Forums & communities
Planning

Installation

Usage

Open service request

wBESEDSR Q<

Site assistance

To modify the contents of this page,
choose your products and a support topic

Featured links B
[+/ Cognos 8 Go!

[ Lotus Notes

[+ Rational ClearCase

[#| Rational DOORS

(+/ Rational Method Composer

[+ Tivoli Storage Manager

[+ WebSphere Application Server

Notifications =/l=]

©= My Notifications

[+ Cognos 8 Go!

(#/ Lotus Notes

[#| Rational ClearCase

[+ Rational DOORS

[#/ Rational Method Composer

[# Tivoli Storage Manager

[+ WebSphere Application Server

Training ~li=
[#| Lotus Notes

[+| Rational ClearCase

[#/ Rational DOORS

[+ Rational Method Composer

[+ Tivoli Storage Manager

[+ WebSphere Application Server

[ Hide qraphic ]

LK

Flashes & alerts ! [=]

; Alerts: Get the most up to date alerts
far your product(s)

[#! 1BM Support Portal

I+l Cognos 8 Go!

[# Lotus Notes

[+ Rational ClearCase

|# Rational DOORS

[+ Rational Method Composer

[+ Tivoli Storage Manager

[+ WebSphere Application Server

Product news Sy

v News:Read Ihe lalest news on your
product(s)

[# Cognos 8 Go!

[# Lotus Notes

[+ Rational ClearCase

[+ Rational DOORS

[+ Rational Method Composer

[+ Tivoli Storage Manager

[+ WebSphere Application Server

Support services =
= Access elecironic services

= IBM Electronic Service Agent

= |BM Support Assistant

&= Purchase/upgrade tools

— Software Premium Support

Support resources =]

= |BM Education Assistant

=+ Software Electronic
Support brochure

-+ Support phone numbers &
contacts

-+ Support RSS feeds

~+ Suppaon subscriptions

~+Upagrades, accessories
and parts

Product related links [+
Overview =
System availability

Last updated: September 11,
2008 1:00:00 P

Partial outages (<]
- View details

Support feedback

[ Help us improve oniine
support-beta version

b Surveys and studies

Translate this page

~ Translate

SOA Bookshelf

Topics include: Governance,
Planning, Roadmap, WebSphere,
DataPower and more

- Order your books today

_mal this page () Print this page (%] IBM Bookmarks  &5/Digg this 8 Save to delicio.us
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& Atet=S 218t Rational RFE Community

Rational® RFE Community € S0 Rational
HNEEMN DHENA HE MS S RE (RFE:
requests for enhancement ) O|Lt OOICIHS 2
Li=4& == }A=LILC

= Benefits
»IRE Atet QEN CHet HHE IO =X

S0l SU A2 20l

»Rational Ml & W& &aF) D=2 A& 20

~028 00 AEE MS =282 5

NS N0 & AFE 0282 &9 HA

http://www.ibm.com/developerworks/support/rational/rfe/

All of dW

Rational RFE Community

Celebrating one year of your IBM Rational
software ideas

Before you submit a request, search the existing database to
minimize the number of duplicate entries. You can add your
own comments to existing requests and share infermation
across the community.

Select a view and a product
& Top 20 watched RFEs
) Top 20 voted RFEs

O Planned RFEs

O Delivered RFEs

-+ Submit RFE=

Submit your own idea for a new RFE. Our development team
will review your request and provide status updates throughout

’
I
Welcome to the Rational® Software RFE Commun ity Site? Here you can collaborate with Rational development teams and other Sy deveioperilons
product users through your ability to s=arch, view, comment on, vots for, watch, submit, and track product requests for o
enhancement (RFES). \eloome guest

its lifecycle.

[ a0 products (2] °
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IBM Rational Customer Support
Z & A4 HHO0IE &

= My Notifications 2 S8t e-mail 20I0IE

I T ep— Notes from Rational Support
« My Notifications = &0 e-mail, RSS Il & & = custom Se=Tl
web page = i &= 0= SO OIEE £HOA = s
U= LILCEH i—
« http://ibm.com/software/support/einfo.html =T
= Rational Support Blog OlAl &4l 294 =& ASLILC
Ol 8JIX HUIOIEN= M= A& SUI0IE, €elA
O|HE S22 224 £ JASLICH
- M OIHIE= e
https://www.ibm.com/developerworks/mydeveloperworks/ et
blogs/nfrsblog/ 0l & LICH. -
twitte'— Home Profile Find People Settings Help Sign aut
= Rational Support € Twitter A& &otal 2= USLILC —:] _ - [
_ .. | rationalsupport i i o
» Rational Support Twitter £ Soll LI 2t IBM community — e
AE T JUSLICH (@rationalsupport) RT @Solies: Working vt —
http://twitter.com/rationalsupport Manager. o/t lyIBphdy ~KS
gagty}};:vj:\l_?}l_ﬂizrsc‘as‘s logs and diagnostic data on Windows: Fjl.jln\glﬁ E & . .
Help us improve support site search - Finding what you're looking j. € n m ﬁ
for\shkeylnsuctesswwth any support site — fi___ http /fow ly i”’-.@ HEE_M
D HBE=
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Rational Customer Support 0| & =56t

I

= Web
- NI& 23 (SR: Support Request )
- http://www.ibm.com/support/servicerequest
* IBM Support Assistant (ISA)
- http://ibm.com/software/support/isa/

= Email
* SW Ssupport ap@aul.ibm.com

= M3t
o =AY = 128 M E 007986115216
m.com/planetwide/ (J1 Et X <%)

* http://www.ibm

= IBM Rational Support 2 St20IL} 2 22 NS E F10 LOAHH,
» http://www-1.ibm.com/support/docview.wss?uid=swg21231556

= &dStAl= PMR & HAZ 014 otAIedSH
* PMR &% RCS HXILICHOA OIAZO0IE RES SFAI AL,
- (0I=) 1-800-IBM-SERV & &3t M Rational Duty Manager £ 22 Al™ & L|CH.
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IBM Rational boot camps

~ IBM Rational instructor-led online training
Rational Software JHZE =SS AMEGIAIH e MAES
Lol A %{ﬁLl |:|.
i — . = .

IBM Rational Web-based training library

- HIZUA D20S HLSHEH MAES Y & USL
© BE XS UGS A HUS ToH & YSUT
- RSSED AASHE SAFOl N 20| TM0I2S B
- H2 QA HO Belo HHoE ZRME 2/ATE £

Top -Rated EdOld DA S
Essentials of the Rational Unified Process, v7.0 — RP401
. Essentials of Configuration Management with Rational ClearCase UCM — RS401
. Administration Workshop for Rational ClearCase for Windows — RSP01
. Administration Workshop for Rational ClearCase for UNIX — RSP02
. Mastering Requirements Management with Use Cases — RR611
. Mastering Rational ClearCase Administration for Windows — RS601
. Mastering Rational ClearQuest Administration — RS631
. Mastering the Management of Iterative Development — RP601

JJZOH ZHIE ME2 EdiolY 2AESE
Essentials of IBM RequisitePro Cllent for Web, v7.1 — YR202
. Essentials of IBM Rational Build Forge, v7.0.1 — RS543
. Essentials of Manual Testing with IBM Rational Manual Tester — RT421
. Essentials of IBM Rational Systems Developer for Systems Development, v7.0 — RD582
. Mastering Servlet and JSP Development with Rational Application Developer, v7.0 — RD792
= Mastering Web Application Development with Rational Application Developer, v7.0 — RD794
= Pattern Implementation Workshop with IBM Rational Software Architect, v7.0 — RD801
. Functional Elements of IBM Rational Portfolio Manager, v7.1 — RP110

ibm.com/training/us

Get To Know: 1BM Rational-Customer-Support © 2009 IBM Corporation


https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RP401
https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RS401
https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RSP01
https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RSP02
https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RR611
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https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RS543
https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RT421
https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RD582
https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RD792
https://www-304.ibm.com/jct03002c/services/learning/ites.wss/us/en?pageType=course_description&courseCode= RD794
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http://www.ibm.com/training/us/catalog/rational/bootcamps
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IBM Rational Customer Support

7 &8 Link =

IBM Support Portal - http://ibm.com/support/entry/portal

— Single, unified and centralized view of all technical support tools and information, covering all IBM products

Rational Support main page - http://ibm.com/rational/support/

— Support for all Rational products plus downloads, searches, problem reporting, support handbook

developerWorks - http://ibm.com/developerworks/rational/

— Premier technical community resource for software developers, providing a wide range of tools, code, and education

IBM Education Assistant - http://ibm.com/software/info/education/assistant/

— Multimedia education modules

Software Support Handbook- http://www14.software.ibm.com/webapp/set2/sas/f/handbook/home.html

— Worldwide numbers, escalation options, support processes

IBM Support Assistant (ISA) - http://ibm.com/software/support/isa/

— Free local software serviceability workbench that helps you resolve questions & problems with IBM software

IBM Software Support Toolbar - http://ibm.com/software/support/toolbar/
— Navigate quickly to important ibm.com areas, plus perform targeted searches right from your browser’s toolbar

Passport Advantage - http://ibm.com/software/howtobuy/passportadvantage/

— Acquire new IBM software licenses, renew maintenance, and technical support

Service Request (SR) - http://ibm.com/software/support/probsub.html

— Submit & manage Problem Management Records (PMRs) on demand: 24 hours/day, 7 days/week, 365 days/year
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