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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

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 FAQ for Sun Customers and Partners

• Email Announcements

• Getting Started region in My Oracle Support

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 

Identifiers

• 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.



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



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



Support Identifiers

• What is a Support Identifier?

• Key to Support Access

• Verifies eligibility for Oracle support services

• Identifies 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 Identifier



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‟



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 Support Identifier (SI) - Partners

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

When logging Service Request („SR‟) “On behalf of End Customers”:

 Utilize Two SIs: the Partner's own „SP‟ Partner SI, and the end 

Customer‟s SI

 The (SR) entitlement/Level of Service (LOS) is derived from the end 

Customer‟s SI

 The Partner „SR‟ logging screen will contain new SI fields, which 

differentiate between the Partner and end Customer SIs

 The Partner will select their own „SP‟ Partner SI first, check the “On 

behalf of customer” box and then select the end Customer SI from a 

list of available end Customer SIs

 Available end Customer SIs pulled from new relationship table

For more information view the Partner SI 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 
Identifier is not available

• Solaris support bundled with Sun system  support

• Initiate Service Request with Serial Number with search option

• Requires appropriate Support Identifier

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



Service Requests: What is New?

• SR create/update for legacy Sun customers in My Oracle Support

• SI 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) 

SIs

•Asset search using Organization, SI, SN, Asset Name, product name

• Default for SIs 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



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, email, 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 SI

•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



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.



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
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Overview & Navigation



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



Registering for My Oracle Support

Refer to the Registration FAQ link on how to register for My Oracle Support



My Oracle Support Main Dashboard

For more information view the Dashboard Customization Video in Note #603505.1
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For Customer

User Administrators (CUA)



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 SIs are present 

•CUAs view and set the default values for all privileges 

(Hardware and Software SIs)

•Also set auto-approval flags for Hardware SIs

• Auto approval for Hardware SI / access

•Default auto approval (new users and privileges) set by 

CUAs

• New SI description field – Updated by CUA and visible to all 

users

•Useful for partners and other organization needs



Privileges and Access Translations
Sun Member Support 

Center Role

My Oracle Support Role* My Oracle Support

Privilege

Approved Primary User Customer User 

Administrator

Service Request Create

Service Request View

Administration – CUA

Patch access and download

Asset View

Approved Business User My Oracle Support User Service Request Create

Service Request View

Patch access and download

Approved Knowledge User My Oracle Support User Includes Patch access and 

download

Approved User with 

restricted  Service Request 

view and Knowledge

access

My Oracle Support User Service Request Create

Service Request View

Patch access and download

Approved User with 

Contract View

My Oracle Support User Asset View

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



Settings:  Pending User Requests (User Administrator View)

For more information view the Customer User Admin Video in Note #603505.1
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Search Options



Searching: Quick Find, Advanced & More



Advanced Search



Advanced Search



Advanced Search
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TABs Overview



Knowledge Tab

For more information view the Knowledge Tab Video in Note #603505.1



Knowledge Browsing



Service Requests Tab 

For more information view the Service Request Video in Note #603505.1



Patches and Updates Tab

For more information view the Patches and Updates Video in Note #603505.1



Community Tab



• Page-Sensitive “Task Help” in 4 Languages 

• Videos , Articles, Links

Getting Help



Providing Feedback



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 FAQ 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

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





