The following is intended to outline our general
product direction. It is intended for information
purposes only, and may not be incorporated into any
contract. It is not a commitment to deliver any
material, code, or functionality, and should not be
relied upon in making purchasing decisions.

The development, release, and timing of any
features or functionality described for Oracle’s
products remains at the sole discretion of Oracle.

ORACLE



ORACLE" My orACLE SUPPORT

SUN CUSTOMERS AND PARTMERS
Preview My Oracle Support - now!

Take advantage of My Oracle Support before full migration. Crade
Global Customer Suppaort invites you to preview some of the suppart
platform's key capabilities.

My Qracle Support is an integral part of Oracle Customer Services'
ongoing commitment to customer and pariner success, The award-
winning platform uses personalized, proactive, and collaborative
capabilities to transform the support experience.

Get started with expert collaboration and knowledge
capabilities

With the preview of My Qracle Support, Cracle Sun customers and
partrers can have immediate access to:

» My Oracle Support Community, induding live advisor webcasts,
active moderation by Oracle Sun support engineers, best practice
presentations, news, and announcements

» Knowledge, with more than 900,000 articles, induding mare than
100,000 5un Support artices and document

Don't wait to experience the My Oracle Support advantage

To learn more about the preview, visit the My Oracde Support
Welcome Center for Crade Sun Customers and Partners to see what
My Qracdle Support can do for your support needs right now,

Sign In

Language English

Register here

Mew user? Register here

Read the Registration FAQ

Meed Help? Contact Support

Get
Started
New to
My Oracle Support?

1. Register... { Learn about
what you need to register )

2. Watch... {Learn the basics in
10 minutes)

3. Explore... (More quick
training videos)

Contrast settings: Default | High Contrast: Black Text on White | High Contrast: White Text on Black
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My Oracle Support requires Adobe Flash Player 9.0.115 or above,
Having trouble with Flash? Try these tips:
# Running Flash in your organization
Installing the right version of Flash
Flash FAQ
Adobe Flash support site

My Oracle Support Accessibility Features
Running JAWS? Read about installing these scripts

Tell us about your experience with My Orade Support.

My Oracle Support: Sun Migration

Walt Marks

Principal Regional Advocate

walter.marks@oracle.com



. Agenda

« What is My Oracle Support?
* Prepare for the Migration
- What is Changing?
« What is New?
« Support Identifiers
- Site Overview and Navigation
« Sign-In / Registration
* Main Dashboard

* Customer User Administrator Functions
« Searching

« Tab Function Overview
« Knowledge
- SR
« Patches / Updates
« Help, Feedback & Resources
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.What is My Oracle Support?

* Next Generation Support Platform
 Single Unified Customer Support Portal
- 1 Portal for all Products
« Personalized, Customizable and Extensible
* Proactive Alerts and Notifications
« Knowledge Base and Product Content Regions
« Service Request — creation, management and reporting

« Patches, Fixes & Version Updates

ORACLE

https://support.oracle.com



.Prepare for the Migration

Register for My Oracle Support now

Set up Support Identifiers when they become available

Download and install the latest version of Adobe Flash Player Version
9.0.115 or higher

« An HTML version of My Oracle Support is available to customers who cannot install
or have access to Adobe Flash

Refer to the following:

My Oracle Support Welcome Center Information Page

« My Oracle Support FAO for Sun Customers and Partners

 Email Announcements

« Getting Started region in My Oracle Support

ORACLE


http://www.adobe.com/support/flashplayer/
http://www.oracle.com/us/support/044752.html
http://www.oracle.com/us/support/044752.html

. What is changing?

Member Support Center (MSC), SunSolve, Sun Partner Exchange, Goldstar and
Email Center will be retired

« Ability to submit Service Requests via email will be retired
« Move from Sun Online Account credentials to Oracle Single Sign-On

« Customer entitlement will shift from Sun Services contract numbers to Support
|dentifiers

« Hardware SR's will still be entitled by asset or serial number

« Solaris support bundled with legacy Sun systems will be supported via the
Hardware SR flow via My Oracle Support

« Support and Coverage hours will be changing for native languages
« 7x24 English language support
* Business hours support for native languages

« Oracle call back method will be implemented — no live transfers for severity 1
issues

* Online Service Requests opened through My Oracle Support
« Hardware and Software request flows.

ORACLE



. What is changing?

* Phone menus will be streamlined for both Software and Systems support
requests.

» Historical Service Request (SR) data will be migrated
« All open SRs available, including two months of closed SRs
« Additional 18 months of SR data migrated after the transition

* SR numbers will change to new SR numbers within My Oracle
Support

» Existing SRs will reference legacy Sun SR numbers
 Ability to search on original legacy Sun SR numbers
* SR communication will be maintained through My Oracle Support

« Automated Service Request functionality will be supported and
administrated via My Oracle Support

ORACLE



.What IS staying the same?

Phone numbers are not changing (yet)

* Phone support will migrate to the standard Oracle numbers
around six weeks after migration

Similar High level call flow process

* Well defined, globally implemented process and work instructions
Near identical key business practices

« Severity definitions

» Use of collaboration techniques

- Emphasis and importance of knowledge management
Problem solving methodology integral to SR management process

ORACLE



.Support ldentifiers

« What is a Support Identifier?
« Key to Support Access
 Verifies eligibility for Oracle support services

* ldentifies licensed products, maintenance levels and contract
duration

« Support Identifiers correspond to a Sun contract number
* Represents entitlement for a group of assets
« Delivered to customers when a support contract is signed
* Access to Oracle Support depends on provision of a valid
Support Identifier
* Phone menus request Support Identifier
« My Oracle Support profile requires Support Identifier
« ASR will require a Support Identifier
« Patches may require a Support ldentifier

ORACLE



.Support Identifier Association

* For the Sun migration to My Oracle Support, we are providing a
Support Identifier lookup utility
« Located under Settings — Account & Privileges
» User provide a System serial number (SN) and organization
name, utility delivers Support Identifier
« User adds Support Identifier to their profile for approval by the
Customer User Administrator (CUA)
* If no CUA exists for the Support Identifier, the user is offered the
role
* A CUA may create further CUAs for a Support Identifier — we
recommend at least two
« A CUA will then approve further user requests, but may set a
Support Identifier to ‘Auto-Approve’

ORACLE



.Support Identifier Migration

« MSC users will have their Support Identifier associations created
for them automatically at cutover

- Software Support Identifiers will be distributed approximately two
weeks before migration

* For other users, they will be able to use the lookup tool and
associate Support Identifiers approximately two weeks before
migration

ORACLE



. Oracle Support Identifier (Sl) - Partners

Support Provider (‘SP’) Partners (formally Sun Co-deliver Partners)

When logging Service Request (‘SR’) “On behalf of End Customers”:

. Utilize Two Sls: the Partner's own ‘SP’ Partner S|, and the end
Customer’s Sl

. The (SR) entitlement/Level of Service (LOS) is derived from the end
Customer’s Si

. The Partner ‘SR’ logging screen will contain new Sl fields, which
differentiate between the Partner and end Customer Sls

. The Partner will select their own ‘SP’ Partner Sl first, check the “On
behalf of customer” box and then select the end Customer Sl from a
list of available end Customer Sls

. Avalilable end Customer Sis pulled from new relationship table

ORACLE

For more information view the Partner Sl Video in Note #603505.1




. Service Requests

Online Service Requests opened through My Oracle Support
- Hardware and Software request flows.

Call into the Oracle Support Hot Line number
* Provide a valid Oracle Support Identifier

* A system serial number may be provided to the Global
Customer Support representative if a valid Oracle Support
|dentifier is not available

Solaris support bundled with Sun system support
Initiate Service Request with Serial Number with search option
* Requires appropriate Support Identifier

e Search on Asset Serial Number, Asset Name or Product
Name

ORACLE



.Service Requests: What is New?

* SR create/update for legacy Sun customers in My Oracle Support
- Sl and serial number are required for Hardware/Systems SRs
*Asset name, account (organization), product name also available

« Organization (Global) search to find assets across all (or selected)
Sls

*Asset search using Organization, Sl, SN, Asset Name, product name
« Default for Sls can be set to auto approve to allow user to proceed
with Service Request flow

* Ability to change/update contact name/details and current installed
at address
* SR only or permanent
Alternate SR contact also possible

ORACLE



.What is new for Support Provider (‘SP’)
(formally Sun Co-deliver) Partners?

» The ability to log SRs on behalf of their end Customers
» Created SR contains end customer specific attributes

* SR reflects Customer’s derived entitlement/Level of Service vs.
Partner’s

« Can add end Customer Contact name
« Can add end Customer Contact preference
« web, emall, telephone
« Can allow end Customer SR Access (Partner controlled)
* View via My Oracle Support Portal or No Access
* End Customer draft ASR created for Partner management

For more information view the Partner SR video in Note #603505.1




Automatic Service Request: What is
New?

« Automatic Service Request (ASR) functionality
* New user interface for the My Oracle Support CUA to:
‘Review ASR assets associated with the Sl

-Add/modify Technical Contacts (My Oracle Support
contacts) for ASR assets (serial numbers)

-Add/modify installation addresses for ASR assets
*Approve/deny ASR asset activation requests
‘Deactivate ASR assets

ORACLE



.Patches: What is New?

. Sun patches available under the Patches and Updates tab in
My Oracle Support

. Public Patches available

. Non contract customers can access a link from the My
Oracle Support Sign in page

. Contract customers can access the Patches and Updates
tab

. Patch read-mes and Predictive Self Healing knowledge
articles will require My Oracle Registration with a valid
Support Identifier.

ORACLE



.Patches: What is New?

*T-patches and Interim Diagnostic Reliefs

. Quick Links section of the Patches and Updates tab.
. Patchdiag.xref and CHECKSUMS files

. Quick Links section of the Patches and Updates tab.
. Wget access

. Wget will continue to work, however the server and the
URL format will be changing

. Please refer to the Welcome Center FAQ for further details
. Update Manager and smpatch

. Requires registration on My Oracle Support and re-
registration with Update Manager or smpatch

ORACLE



Overview & Navigation
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.Registering for My Oracle Support

*To have full access to the online My Oracle Support
experience, users will need to:

‘Register for My Oracle Support with an Oracle Single
Sign-On (SSO) account

*Associate a Support Identifier with their My Oracle
Support profile

*Oracle SSO accounts can be used for a variety of Oracle
customer-facing sites

*Oracle Passport

*Oracle University

*My Oracle Support
*Login must be in email format

*We strongly recommend that customers use the email
address associated with their MSC account

ORACLE



ORACLE’ w oracte supporr

SUN CUSTOMERS AND PARTNERS
Preview My Oracle Support - now!

Take advantage of My Oracle Support before full migration, Orade
Global Customer Support invites you to preview some of the suppart
platform's key capabilities,

My Oracle Suppart is an integral part of Oracle Customer Services'
ongoing commitment to customer and paritner success, The award-
winning platform uses personalized, proactive, and collsborative
capabilities to transform the suppart experience,

Get started with expert collaboration and knowledae
capabilities

With the preview of My Oracle Support, Orade Sun customers and
partners can have immediate access to:

o My QOracle Support Community, induding live advisor webcasts,
active moderation by Cracle Sun suppart engineers, best practice
presentations, news, and announcements

+ Knowledge, with more than 900,000 artides, induding mare than
100,000 Sun Support artices and document

Don't wait to experience the My Oracle Support advantage
Tolearn more about the preview, visit the My Orade Support

Welcome Center for Qrace Sun Customers and Partners to see what
My Oracle Suppart can do for your suppart needs right now,

Sign In

Language

Register here

Mew user? Register here
Read the Registration FAQ

Need Help? Contact Support

Get
Started J
_/ New to

My Oracle Support?

1. Register... ( Learn about
what you need to register )

2. Watch... {Learn the basics in
10 minutes)

3. Explore... (More quick
training videos)

.Registering for My Oracle Support

Contrast settings: Default | High Contrast: Black Text on White | High Contrast: White Text on Black

ORACLE'
MY ORACLE SUPPORT
v— T e i
: | COLLECT
| ANALYZE
ACT

My Cracle Support requires Adobe Flash Player 9.0, 115 or above,
Having trouble with Flash? Try these tips:

« Running Flash in your organization

# Instaling the right version of Flash

# Flash FAQ

# Adobe Flash support site

My Cracle Support Accessibility Features
Running JAWS? Read about installing these scripts

Tell us about your experience with My Gracle Suppart,

ORACLE

Refer to the Registration FAQ link on how to register for My Oracle Support
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For Customer
User Administrators (CUA)
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. What is new? — Customer User Admin

. CUA determines new user access and sets user privileges

. New Customer User Administrator (CUA) and User Account
functions and settings

. CUA setup wizard when new Hardware Sls are present

-CUAs view and set the default values for all privileges
(Hardware and Software SlIs)

-Also set auto-approval flags for Hardware Sls
. Auto approval for Hardware Sl / access

-Default auto approval (new users and privileges) set by
CUAs

. New Sl description field — Updated by CUA and visible to all
users

-Useful for partners and other organization needs

ORACLE



. Privileges and Access Translations

Sun Member Support

Center Role
Approved Primary User

Approved Business User

Approved Knowledge User

Approved User with
restricted Service Request
view and Knowledge
access

Approved User with
Contract View

Customer User
Administrator

My Oracle Support User

My Oracle Support User

My Oracle Support User

My Oracle Support User

My Oracle Support Role* | My Oracle Support
Privilege

Service Request Create
Service Request View
Administration — CUA

Patch access and download
Asset View

Service Request Create
Service Request View
Patch access and download

Includes Patch access and
download

Service Request Create
Service Request View
Patch access and download

Asset View

*All roles include access to Knowledge and My Oracle Support Community



. Setti NQJS. Pending User Requests (User Administrator View)
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. IMarne Uzt Marne f E-mail Telephons Organization Support Identifier Other Support Identifiers
Personalization John Dioe @0 com 1-123-486-7830  Fortune 500 12345678

Account & Privileges
Hot Topics E-Mail

Service Request Profiles

Administrative

Pending ASR Ackivations

Pending User Requests

Support IDs & Privileges

Audit

Manage Users

Asseks

Manage Deactivated Systems & Targets

Customn Swskern Properties

Copyright {c) 2007, 2010, Cracle. All rights reserved.  Legal Motices and Terms of Use | Privacy Stakement | 3rd Party Licenses
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For more information view the Customer User Admin Video in Note #603505.1
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. Searching: Quick Find, Advanced & More

ORACL E" my oracLE SUPPORT %7 Powerlliew is OFF Welcome, Charles | ContactUs | Signout | (2) Help
Dashboard | Knowledge | Service Requests | Patches & Updates | B Community | Certifications | Mare... - 7 Favorites - + | Zearch Knowledge Base Ck Advanced
Cashboard D all Sources ast refreshed 1 minute ago @a

Knowledge Base Custarmize Pags...
Kriowledge Base Archives -
¥ Getting Started = ¥ | ¥ Service Requests #] Bug Datsbase =l
Filkers: Technical SRs Only % Communities || Include Closed SRz
Craate SR Actions = SR Number (& Documentation Q
! J L L . J
e SUM System Handbook
Welcome to My Oracle S, start using Configuration 2 BroblemSumni iy SR Mumber . Sun Pakch Raadres Sd Lzsl Updated
- - . "
Suppart! Managsment HYP AT 1 -SR Compoonent -85 1280661 o~ pdate Today |«
XMy Oracle Support: Training =|My Cracle Suppart FAG MGSH_SR_002 Test 1 3-1850245351 W it 1D Taday
Ny . rticle
Central Q Tips and Tricks using My Oracle HYP UAT 2 - Genaeral Technical Template 2-1284460011 hrg X Bug Number Today
% My Oracle Support Carrmunity Suppork HYP UATZ - Test Tech Motes S-185444887 1 f_"_v & Today
HYP UAT 2 - Test Diagnostic Tools 3-1954460231 Sun Part rumber (2 Today
- i A
Health Recommendations & =/ ot best3 Ep—. e Today =
Tokal Issues: 2824 HYP LATZ - Test Gereral Tech Template Rewisions 3-1854449531 <7 Achvanced Search Today
Critical - zoo I Test SR, For UAT 1849916091 Racent L L
Wiarning 1336 ] 8 =
Informational 119; I ¥ Systems =Nt
Fiters: Using Advanced Search Is aFavorite
View Suppressed Ikems Search System Mame Q| ¥
@ Marne 1a T:T Last Colle... Type racle Horme Organization Source
% Inventory (SeeReport) 25 = COREMFG_apps_db_coremfg-raro.oracle.com_shs 7 B 15+ w.. Oracle E-Busines... joraclefdbjtech_... Oracle Support ... =
DEMO11T_gldema-11ius.oracle .com_db % 8 23+ w.. Database Instance fappsfdemcilifi. Oracle Support .. -
Views by L LB b4 J DEXP1I_apps_db_auchsexpri3 oracleoutsourcing.co.., {‘,{ & 15+ w... Oracle E-Busines.., fdexpliforaclefp... Oracle Global H...
inux % EMREP_obwhb-lap.us.oracle.com_s 2+ ye.. Databaze Instance jullfappforacle.. Oracle Support ...
Li 86 bl { db k. | |
B Linux x86-64 FIMAMCE_stangis .us.oracle.com_db % 8 2+ vye.. Database Instance jscratchfjsolomi.. Oracle Support ...
H Microsoft Windows
Oracle Solaris on SPARC (64-bit) B Projects
B Enterprise Linux Enterprise Linux AS rel
PROXIED OS ¥ Knowledge Articles
IBM AIX on POWER Systems [64-bit) Alarts (16) Recently Updated £100)
Other B
~E_| 17/09/2010 MySCQL Enterprise Server 5.1.50 has been released. [1024147.1] [MySGQL Cluster, MySQL Servar] =
¥ Mews & =
E My Oracle Support - Release Motes Update 85| 10/09/2010 Solaris autopushi 1M) Changes {with patches 141444-09/141511-04) May Cause Sun Cluster 3.1 and 3.2 Nodes ko Hang
During Boot [1021684.1]  [Solaris Cluster]
(85| 10092010 A Limited Subset of DIMMs {less than 1%} Shipped in 2001-2002 May Have a Reliability Issue [1000017.1] [Sun Fire w1280
Serwer, Sun Blade 1000 Wiorkstation, Sun Fire 15K Server, Sun Fire 280R Server, Sun Fire w880 Serwer, Sun Fire 12K Server, Sun Blade 2000 b |
Workstation, Sun Metra 20 Server, Sun Fire 6200 Server, Sun Fire W420 Server, Sun Fire 4300 Server, Sun Fire 3200 Server, Sun Fire 4210 -

ORACLE




. Advanced Search
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. Advanced Search
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v

Power\iew is OFF

ORACLE" wy oraCLE SUPPORT =1

Q@ Skart using Configur ation

[1E|Welcome to My Oracle

Support! Management
FEE|My Oracle Support Training =|My Oracle Support FAQ
Central

Ck Tips and Tricks using My Oracle

Q My Oracle Support Community Support

=N

Total Issues: 2824

¥ Health Recommendations

Critical 290 NN
itarning 1336 |

Informational 1135 [N

Wiew Suppressed Ibems

A=l

¥ Inventory (See Repork)

Wiews by l Hosts - J
Linux x86
B Linux x86-64
Bl Microsoft Windows
Oracle Solaris on SPARC [64-bit)
[ Enterprise Linux Enterprise Linux AS rel:
PROXIED_DS
IBM AIX on POWER Systems (64-bit)
Other

&' =5

¥ News

E My Oracle Support - Release Mokes Update

Filtzrs: Technical SRs Only

Create SR Actions -~
e e T
@ Prol

HYP AT 1 -5F Compoone
MSSH_SR_002 Test 1

HY¥P UAT 2 - General Techr|
HY¥P UATZ - Test Tech Mote
HYP UAT 2 - Test Diagriosk
jat best3

HYP UATZ - Test Gereral T
Test SR for UAT

¥ Systems

Filters: Using Advanced 9

2

Farry
COREMFSE_apps_db_corem)|
DEMO11T_gldenna-11ius.0r
DEXP1I_apps_db_auchsexp

EMREP _otwhb-lap.us.oracle.

FIMAMCE _stanglt us.oracle.

Welcome, Charles | Cortact Us |

Sign out |

ﬂf Faworites - + |Enter an Adwvanced Search String

® Help

Q, |Advanced

Dashboard | Knowledge | Service Requests | Patches & Updates | = Community | Certifications = Mare.., ~
Dashboard
Search
In the source
¥ Getting Started i @ ¥ Service Requests

for ikems containing:

All these waords

The exact phrase
Any of these words
But without the words

Refine Search:

Related to the Product

Related to the Product Line

Refine Search (Bug Onlyn

Knowledge Base

L)

OR OR,

Type in comma separated values or chooze from list

Type in walue or choose From list

v

Refine Search (D Edwards Bugs Only):

Cancel  Clear

Show Tips

B Projects

¥ Knowledge Articles

Alerts (16}

Recently Updated (1007

E_I 17/09/2010 MySQL Enterprise Server 5,150 has been released, [1024147.1] [MySGL Cluster, MySQL Server]

E_I 104092010 Solaris autopushi1M) Changes {with patches 141444-09/141511-04) May Cause Sun Cluster 3.1 and 3,2 Modes ko Hang
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| Why can't I see all of my iterns listed in a table?

‘“I-‘_I Mew Lser

| Yideo Training
| Troublashooting
| Table of Contents

« Page-Sensitive “Task Help” in 4 Languages
* Videos , Articles, Links
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Final Reminders and Resources

 Check Email Announcements

» Register for My Oracle Support now

« Download and install Adobe Flash Player Version 9.0.115 or higher

» Refer to the following:

« My Oracle Support Welcome Center Information Page

My Oracle Support FAO for Sun Customers and Partners

* Registration FAQ link on the My Oracle Support Homepage

* My Oracle Support Note # 603505.1 for viewlets on:
« Getting Started with My Oracle Support
« Configuring the Dashboard
* Customer User Administrator tasks
* Using the Knowledge Tab
« Managing Service Requests

« Patches and Updates
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http://www.adobe.com/support/flashplayer/
http://www.oracle.com/us/support/044752.html
http://www.oracle.com/us/support/044752.html
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