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ORACLE

Support Process Quick Guide

Register for My Oracle Support (MOS)

My Oracle Support, Oracle's exclusive web support portal, offers secure, real-time access to Oracle to
provide the critical and timely information you need for running your business. First time users will have
to register on MOS using their email address.

Open a Hardware Service Request in My Oracle Support

Log in to My Oracle Support (https://support.oracle.com)

From the Dashboard or the “Service Requests” tab, Click Create SR button.

Enter Problem Summary, Description and Severity

Choose the “Hardware” tab and fill in the required information: Enter your Hardware Serial Number

then click “Validate Serial Number” or use “Search” to find the serial number

Once the serial number is validated, select Problem Type and enter Support Identifier

Click “Next”

7. On the next screen, you will be provided with solutions that may assist in the resolution of your issue.
After reviewing the solutions, if you still haven’t found a resolution, click “Next”.

8. You will be given an opportunity to upload files to the SR that may assist Support with resolution of
your issue. Click “Next”.

9. Provide required information in the Contact section and Customer Reference Number if desired, and
then click “Submit”.

10.You will see an SR confirmation message with the SR number that was created.
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Open a Software Service Request in My Oracle Support

Log in to My Oracle Support (https://support.oracle.com)

From the Dashboard or the “Service Requests” tab, Click Create SR button.

Enter Problem Summary, Description and Severity

Choose the “Software” tab and fill in the required information

Click “Next”

On the next screen, you will be provided with solutions that may assist in the resolution of your issue.

After reviewing the solutions, if you still haven’t found a resolution, click “Next”.

7. You will be given an opportunity to upload files to the SR that may assist Support with resolution of
your issue. Click “Next”.

8. Provide required information in the Contact section and Customer Reference Number if desired, and
then click “Submit”.

9. You will see an SR confirmation message with the SR number that was created.
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Calling Oracle Support

If you choose to call us regarding a new SR, a support engineer will create an SR for your technical issue
and assign it to a technical engineer. An individual who provides technical support for your product will
then contact you.

For customers who also have a cloud service subscription, please note there are some differences with

the SR creation process for cloud. If you are calling to report a technical issue with a cloud service:

e The customer contact calling in will be asked to identify themselves, and they will need to be an
approved user under their company S| before the SR can be created.

e Additionally, the customer contact calling in will be sent an email or text message asking them to log
into the customer portal and approve the request before the SR can be worked by Oracle Support

For technical issues of an urgent nature, you can either use MOS to submit a Severity 1 SR or you can call
Oracle Support.

The support hotline for your country or region can be found in the Oracle Support Contacts Global
Directory.
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Support Process Detailed Instructions

Register for My Oracle Support (MOS)

My Oracle Support, Oracle's exclusive web support portal, offers secure, real-time access to Oracle to

provide the critical and timely information you need for running your business. If you are a first time user,
you will have to register on MOS using your email address.

1. Register on MOS.

_: C) English(en) ¥  1-800-223-1711(US)

New User? R
Forgot User D/}

My Oracle Support :

How can we help you?

Learn and Apply Knowledge

| Engage Communities 3 IContactiUs)

Training for Cloud Products (Launchpad)® Developer Community®

Training for Other Products® My Oracle Support Community® %
Support Training®® Cloud Customer Connect Community®
Support Information Centers® Oracle User Group Community® Contact us about...

R, 1800223171 (US)

* My Oracle Support (MOS) Login or Registration Questions
« General Sales Questions®
« Cloud Inquiries®

Where can |l find...?

Whenis the next...?

Login to my Cloud environments® Current Support policies and practices® Oracle Open World®
Download a Patch®® Product Documentation® Modern Business Experience®
View My Support Renewals™ Saas Product Documentation® Modern Customer Experience™
Critical Patch Updates® Oracle Cloud Day®
Certification Information® @ My Oracle Support Essentials Training Session®%

Information on Proactive Support Services® &
Support Best Practices Guide®
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It is highly recommended that you

ORACLE

register using an email address matching
your company domain. You will be sent
ORACLE .

SR an email from Oracle Support after you

Create Your Oracle Account o ”
click “Create Account.

Already have an Oracle Account? Sign in

In this email you will be asked to verify
your registration. Please wait 5 minutes
after you verify to move to the next step
and ensure your registration is active.

If you do not receive an email with the

link to continue registration, check your
o | somoses spam filters first. If you still do not

o receive the email, please call Oracle

Support to have the email re-sent (see

page 15).

2P0zt Cooe* | 300K

Create Account

Acczust e | Sumctotons | Uesutmcrte | s of Use st Pivecy | Cookie Preserences.

2. Signin to MOS using the account you just created and validated.

3. Enter a valid Support Identifier and click “Request Access”.

Request Access  Provide Contact Information  Accept Terms OF Use and Submit
Connect your User Account Nk

We need bo connect your user account o a Support Identifier. Access and privileges are approved by an
Administrator in your organization. You need to add at least ane Support Identifier to proceed,

Dan't know your Support Identifier?  [# Wisk the Registration Help

Mote bo Approver  Please approve me as 1 need bo get access For pro|

* Support Identifier  Zogozcas

|

ficcess Requests

Support Identifier Mote bo Aporowver ‘ Rale | Remove |
A wabd Support IdentFier must be added to go ko the next step.
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4. The system will make sure this is a valid Sl and add it to the Access Requests table. Click Next. If you
are the first person to request access to a particular Support Identifier, you will be asked if you agree
to become the Customer User Administrator. If it is appropriate for you to become the CUA and you
accept the role, complete the registration process by entering the first 5 characters of the company
name exactly as found in your welcome letter.

Reguest Access  Provide Contact Information  Accept Terms OF Use and Subrit

Connect your User Account

We need ko connect your user account to a Support Identifier. Access and privileges are approved by an
Adrinistrator in your organization. You need to add at least one Support Identifier to proceed,

Don't know your Support Idertfier? [ Yisk the Registration Help

Mote to Approver  Please approve me as 1need bo get access for project &

* Suppart Identifisr

Request Access,..
Aecess Requests
Support Identifier Mote ko Approver | Rale Remave
20008985 Please approve me & Admin b3

5. Provide your contact information and then click Next.

ORACLE My ORACLE SUPPORT

Add Support Identifiers  Provide Contact Information Accept Terms OF Use and Submit

Provide Contact Information Back| Next
Fill out your contact information accurately. This could impact the delivery of software or hardware (parts) to you
address, or how and when we need to contact you for more information when filing a service request.

= First Name [IRate

*Last Name |Mosuser

*Street Address 1 | 1234 My Oradle Support Way
Street Address 2
= City |San Frandsco
*Country |United States v
= State/Province | California v

Zip Code or Postal Code

*Time Zone | (GMT-08:00) Padific Time (US & Canada); Tijuana (™
* Phone | 555-555-5555
Fax

* Required Field
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6. Please read the My Oracle Support Terms of Use and click the “I Accept” button to continue.
Choosing “I do not accept” will terminate the registration process.

ORACLE" my ORACLE SUPPORT

Accept Terms Of Use and Submit

Add Support Identifiers Provide Contact Information  Accept Terms Of Use and Submit

web sites
e contents

nciuding “Orscie empioyees) in any Forum, My Oracie SUPDOrt may contain hyperinks t
controlled by parties other than Oracle. Oradle is not responsible for and does not endorse t
or use of these web sites,

5. Export Compliance

You agree that you will comply with all United States export laws and that none of the information in the
Materials will be exported, directly or indirectly, in violation of such laws.

6. Materials and My Oracle Support Terms of Use Subject To Change Without Notice

The contents of the Materials are subject to frequent change without notice. As well, the My Orade
Support Terms of Use may change without notice, and you agree to abide by the My Oracle Support
Terms of Use in effect each time that you access My Oracle Support.

7. Right to Revoke and Monitor Access

Oradle retains the right to revoke access to the Materials at any time for any reason. Access to My Oradle
Support may be monitored by Oracle.

Orade 500 Oracle Parkway Redwood Shores, CA 94065 USA Worldwide Inquiries: Phone (+1)
650.506.7000 Fax (+1) 650.506.7200

CLICK T accept the My Oracle Support Terms of Use' TO ACCEPT THESE TERMS AND REGISTER My Oracle
Support.

1 Accept the My Oracle Support Terms of

Back| Submit

-~

7. Upon acceptance, your request will be forwarded to your Customer User Administrator for approval.

It may take some time for your request to be approved. You will have to wait until your request is

approved before you will be able to open a Service Request in MOS.

ORACLE" my ORACLE SUPPORT

Your registration is pending approval. You will get an e-mail when your registration is approved. W

Registration Complete

iy Grads Su

ort

and Premier. Support Benehtd

Quick Trai

visit Orach

205

nology Network

ile you wait, consider learning more about My Orade Support:
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Open a Hardware Service Request in My Oracle

1. Goto MOS and sign in.

English(en) ¥ 1-800-223-1711 (US)

How can we help you?

Learn and Apply Knowledge 5 Engage Communities

Training for Cloud Products (Launchpad)®
Training for Other Products®

Support Training®®

‘Support Information Centers™

Developer Community®

My Oradle Support Community® &
Cloud Customer Connect Community®
Oracle User Group Community™

{, 1800223-7m(Us)

Contact us about...

« My Oradle Support (MOS) Login or Registration Questions.
« General Sales Questions™
« Cloud Inquiries™

Where can |l find..2?

Whenis the next...?

T

g

Login to my Cloud environments® &
Download a Patch®
View My Support Renewals®

Current Support policies and practices™
Product Documentation™

5845 Product Documentation®

Critical Patch Updates™

Certification Information® &

Oracle Open World™

Modern Business Experience™

Modern Customer Experience™

Oradle Cloud Day®

My Oracle Support Essentials Training Session®®

Information on Proactive Support Services® @
Support Best Practices Guide®

2.

From the Dashboard or the “Service Requests” tab, Click Create SR button.

Support

ORACLE uyoracLe supporr . Powenvewson | v | e Coud SuFpo @ Jane (valoble] -+ B(0) | ComacUs b <
| | Dashboard \(_knoviedge | Service Requests | _Patches & Updates o Communty | Certfications | Systems | Colector ' (A Advanced Customer Services | _Settings e @l P
Dashboard Give Feedback... Customize Page...
News | i
2] REMINDER: Oracke Database Upgrade Recommendations Support entfer 7ype name, number, descrpton, of x|
&) J0n the Grack Customer Advsory Panel ven- v B @A =l Problem Summary | P ndvanced
Problem Summary |Levd ‘remnmsru #r | Product ‘sﬂmty |mm |smus ~
|~ Getting Started | No Informaten Returned
< ol
. | | knowledge Base Q,J
&) vl ORACLE wyoracte supporr  2_Poseswsoft | v Switch to Coud Support. @ Jane (Available) « B9 (0)  Contactus elp =
&] Ex . \ \ —
Do | pashboard | knoviedge ‘| service Requests || patches & updates | ! Communty | certicanons | systems | colector | o' Advanced Customer senvices | settngs 2 (@ Pl
He| Service Requests Home Give Feedback... Customize Page...
gl
Quick | | || Technical Service Requests ‘
[ 1ef (2 Askin Communty... | or Support Identfier [Type name, number, descrption, or =]
vew- |17 8 B a Problem Summary | ¥ B advanced
Problem Summary Level Techrical SR v Product Severty [ Status \ﬁm =¥ | Support Identfier
o Informaton Retumed
|~ | Non-Technical Service Requests _':;‘
Create Non-Technical SR Support Identfier [7ype name, number, description, or =)
vew- |[7r 8 B Problem Summary [~ B advanced
Problem Summary Non-Technical SR # | # | Product Severlty Contact Status | ﬁmd =" | Support identfier
| o Informaton Returned
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3. Enter Problem Summary, Description and Severity

4. Choose the “Hardware” tab and fill in the required information: Enter your Hardware Serial Number
then click “Validate Serial Number” or use “Search” to find the serial number. Once the serial
number is validated, select Problem Type and enter Support Identifier

5. Click “Next”

| Create Service Request: Problem ‘

Save os Draft_Back canca

Problem/Severity Solutions More Detais Contact

What is the Problem? Service Request language is set to English-American Edit What is the Severity?
* Problem Summary * Severty @
* Problem Description (O 1 - complete loss of service
(O 2 - Severe loss of service
(O 3 - Minor loss of service
(O 4- Noloss of service
Error Codes
Note: In the Description field, do not submit any personal information of European residents, protected health information subject to HIPAA, or any other
sensitive personal information (such as payment card data) that requires protections greater thi " T ' T " GCSSecurity Practices ink
below.
Orade GCS Security Practices
Where is the Problem? Autofil this section using: SR Profile or Existing SR
(Contguraton \[Fardware] Gsoftware \ Goud
* Hardware Serial Number Validate Serial Numbei

Don't know your Serial Number? Search by Asset Name or Customer Suppert Identifier

* problem Type  Choose Problem Typew] @

* Support Identifier | 7ype name, number, description, or org., or select from k...

6. On the next screen, you will be provided with solutions that may assist in the resolution of your issue.
After reviewing the solutions, if you still haven’t found a resolution, click “Next”.

Dashboard Knowiledge Y service R.equsis. % Patches & Updates‘"{ &' Comm Lmitv.\1 Certifications ‘1 Managed Cloud 2 T @v IO
Dashboard > Give Feedback...
| Create Service Request: Solutions |
8 =) = Save as Draft _ Solved Issue ] Back Next Cancel
Problem/Severity Solutions More Details Contact 41

Guided Problem Definition =
The following questions are designed to improve problem definition. Your answers can help decrease the time to resalve this Service Request.

Answers to Previous Questions
* Problem Type  Documentation Missing/Incorract/Clarification Edll_.] @

Question 1: Error  Edit
Question Set 2: [DB update][Production] Edit

Solution Recommendations

Did this Guid{$Resolution help? _Give Fesdback

Thank you for your input, proceed with the next step and
submit Service Request
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7. You will be given an opportunity to upload files to the SR that may assist Support with resolution of
your issue. Click “Next”.

| pashboard | Service {_patches & Updates o Community | Certifications \| Managed Gioud | More.. ~ (il ~
Dashboard >

Give Feedback..
| Create Service Request: More Details \

= ® ® a s ssorsft _Back -ﬂ Cancel
Problem/Severity Sclutions More Details Contact

Problem Type
* Problem Type  Documentation Missing/Incorrect/Clarification  Edite] &

Upload Files/Attachments

Recommended File 1) Attach
OTM Analyzer output

OTM Analyzer output

Oracle Transportation Management (OTM) Analysis and Performance Monitoring Analyzer

Additional Files Do you have any files that can help solve your Service Request? Attach

8. Provide required information in the Contact section and Customer Reference Number if desired, and
then click “Submit”.

Create Service Request: Contact

— i ——a saveasDraft _Back @%
Problem/Severtty Solutions More Detalls Contact

*Who should we contact for more information?
* primary Contact | Jane Doe % O
* Phone Humbers
E-mai Address  jane.doe@compnayemail.com
* Contact Method |Emai |~

Add Alternate Contact

* Verify this dh oy is where the is located or Edit Service Address

* Yes, the Service Address is covect ] Add/EdRt Service mmg
‘Address Linel
‘Address Line2
Tty
Country
State
Province
County
Time Zone
Zip/Postal Code

Customer Reference Num

(You can use this to reference an internal tracking number.)
Team 123

9. You will see an SR confirmation message with the SR number that was created.
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Open a Software Service Request in My Oracle Support

1. Go to MOS and sign in.

English(en) v 1-800-223-1711 (US)

lews User
Forgot User

My Oracle Support

How can we help you?

Engage Communities onta

Learn and Apply Knowledge

Training for Cloud Products (Launchpad)® Developer Community™ {, 18002237 (Us)
Training for Other Products® My Oradle Support Community® &
Support Training®® Cloud Customer Connect Community®
Support Information Centers™ Oracle User Group Community™ Contact us about...
oMy 105) Login or

« General Sales Questions™
« Cloud Inquiries®

How Do I 22

Where can | find...?. o When is the next...? & Vi a

Login to my Cloud environments® & Current Support policies and practices® Oracle Open World®
Download a Patch®® Product Documentation™ Modern Business Experience®
View My Support Renewals™ Saas Product Documentation™ Modern Customer Experience™
Critical Patch Updates™ Oracle Cloud Day™
Certification Information® % My Oracle Support Essentials Training Session®®

Information on Proactive Support Services® @
Support Best Practices Guide®

2. From the Dashboard or the “Service Requests” tab, Click Create SR button.

Non-Technical Service Requests

| |
Problem summary Non-Technical SR # | | product Severty contact Status ﬁmd = | support identrier

INo Information Returned

ORACLE uvoracie suprorr [ Powenews off |v Swtch to Coud Support @ Jane (Available) ~ 8 (0) ContactUs Help +
| | Dashboard \(_knoiedge | ervice Requests | Patches & Updates  (f Communty | Certfications | Systems | Colector Y o Advanced Customer Services | Settngs \ - (&l Pl
Dashboard Give Feedback... Customize Page...
News i
fZ] REMINDER: Oracke Database Upgrade Recommendations Support Identfer [7ype name, number, descripton, of =
2] Join the Orack Customer Advisory Panel oSyl B)advanced
Problem Summary |Levd ‘l’echnlzlik# | Product ‘Sevmty |mm |Sz|us
|~ | Getting Started | o iformaton Returneo v
< > 4
| '+ Knowledge Base (,aJ
) v ORACLE uyoracte swpporr  L_Poner/ewsoff | Suitch to Cloud Support @ Jane (Available) ~ 8 (0)  ContactUs Help -
/] \ \ \ \ e e, o e ——e———— v # (& Vel
"o | Dashboard | Knowiedge lsavkel!u.]usls lPalchs&Updals | of Community | Certfications | Systems | Colector | (o' Advanced Customer Services | Seftings v
e Service Requests Home Give Feedback... Customize Page...
& a
Quick | || *| Technical Service Requests 3 |
B e | G askin communty... | or Support Identfer [7)pe name, numbe, descnption, or =
vews v B B A Probiem Summary |~ P advanced
] T
Problem Summary Level Technical SR # #r | Product Severty Contact Status :ﬁm =¥ | support Identfier
o Information Returned
cd

Create Non-Technical SR Support denter [Type name, number, description, of =)

vew- |77 8 @ Probiem Summary |~ B advanced
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3.

4.

5. Click “Next”

Enter Problem Summary, Description and Severity

Choose the “Software” tab and fill in the required information

ORACLE’ uy oracte surroar Swich to Cloud Support IANE.DQE @0RACLECOU- B (0)  ContactUs Help~
Dashboerd | Knawledge | Service Requests \(_Patches & Updates | ' Commurity | Cerications | Managed Coud | CRM On Demand | Systems  Collector ' ' Advanced Customes Servies Mare..v Rl ﬁ_
Service Reguests » Give Festhack..,
Create Service Request: Problem
—a——3~a Save zs Draft | Bark arcel
Problem/Severity  Sohsons More Detais ot
What s the Problem? Servica Request language s se to Englsh-Amerian i What is the Severity?
* Problem Summary * Severity @
# Prablem Descrigtion O 1- Complete koss of
Ve
() 2- Severe boss of service
O 3- M boss of service
() 4-Nooss of service
Error Codes
Notes In the Description fiekl, da not submit any personal information of E: idznts, protected heshh infe biect to HIPAA, or any other sensifive personsl infarmation (such 25 payment card dats) that
requires protections greater than those specied in the Orack GCS Security Practices fink betow,
Orace 6CS Seauity Practkes
Whera is the Problem? Butsil ths secton using: SR Prafile or Existing SR
wgml ( smuarelﬁ { Managed Cloud Servics
* Product| St typig.. @
# Product Vession | N
* Product Languages [Engish B
DatzbasaiVersion| Stz yping...
Database Platform/Viersion Choose Datzbase Platform/Version |
* Problem Type  Choose Problem Typewl
*# Support dentfe| Type name, mumber, desciption, o ag, or sefect o,

6. On the next screen, you will be provided with solutions that may assist in the resolution of your issue.
After reviewing the solutions, if you still haven’t found a resolution, click “Next”.
| Dashboard Y knowledge | Service “(_patches & Updates | of © ity | Certifications | Managed Cloud "\ T-‘I_-J [\ AL
Dashboard > Give Feadback...

|- ~ (=) ]
Problem/Severity Solutions More Details Contact
Guided Problem Definition

The following questions are designed to improve problem definition. Your angwers can help decrease the time to resolve this Service Request.

Answers to Previous Questions

* Problem Type  Documentation Missing/Incorract/Clarification EdiL_.] @
Question 1: Emor Edit
Queastion Set 2: [DB updats][Production]  Edit
Solution Recommendations
Did this Gu\d%Resa\uﬁm help? _ Give Feedback

Thank you for your input, proceed with the next step and
submit Service Request

Save as Draft sdvadlssuel Back. Cancel
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7. You will be given an opportunity to upload files to the SR that may assist Support with resolution of
your issue. Click “Next”.

[ Dashboard j Knowledge ] Service Requests k Pat(hes&Updales\{a t:ommunity\f Cemfrahus\i Managed Cloud | more...~ @l v pe
Dashboard >

Give Feedback...
|' Create Service Request: More Details \

E = 8 & SaveasDraft _Back - Cancel
Problem)/Severity Solutions More Details Contact ok e Jf et
Problem Type

* Problem Type  Documentation Missing/Incorrect/Clarification  Edity] 2

Upload Files/Attachments

Recommended File 1) Attach
OTM Analyzer output

OTM Analyzer output

Oracle Transportation Management (OTM) Analysis and Performance Monitoring Analyzer

Additional Files Do you have any files that can help solve your Service Request? Attach

8. Provide required information in the Contact section and Customer Reference Number if desired, then
click “Submit”.

(b a ) | service (_Patches & Updates  # Communty \ [More..~ frv (@~ A

Service Requests >

{oeatemneqnst:mma ‘

L SaveasDraft _Back Cancel

sk = s
Problem/Severity Solutions More Details Contact

*Who should we contact for more information?
* Primary Contact |_Jane Doe B2
* Phone Numbers.
£-mal Address  jane.doe@companyemail.com

* Contact Method | web |~
Add Afternate Contact

Customer Reference Number

(You can use this to reference an internal tracking number.)
Team 1__

9. You will see an SR confirmation message with the SR number that was created.
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Severity Levels

Severity 1
Your production use of the supported programs or covered hardware systems is stopped or so severely impacted

that you cannot reasonably continue work. You experience a complete loss of service. The operation is mission
critical to the business and the situation is an emergency. A Severity 1 service request has one or more of the
following characteristics:

e Data corrupted

e  Acritical documented function is not available

e System hangs indefinitely, causing unacceptable or indefinite delays for resources or response

e System crashes, and crashes repeatedly after restart attempts

e System functionality failure causes data loss or renders system unstable

e System malfunction causes mission critical applications to restart, hang, or suspend

Except as otherwise specified, reasonable efforts will be made to respond to Severity 1 service requests within one

hour. For response efforts associated with other Software Support, please see the Oracle Software Technical
Support Policies. For response efforts associated with other Hardware or Systems Support, please see the Oracle
Hardware and Systems Support Policies.

Except as otherwise specified, Oracle provides 24 hour support for Severity 1 service requests for supported
programs (OSS will work 24x7 until the issue is resolved) when you remain actively engaged with OSS working
toward resolution of your Severity 1 service request. You must provide OSS with a contact during this 24x7 period,
either on site or by phone, to assist with data gathering, testing, and applying fixes. You are requested to propose
this severity classification with great care, so that valid Severity 1 situations obtain the necessary resource
allocation from Oracle.

Severity 2
You experience a severe loss of service. Important features are unavailable with no acceptable workaround;

however, operations can continue in a restricted fashion.

Severity 3
You experience a minor loss of service. The impact is an inconvenience, which may require a workaround to

restore functionality.

Severity 4
You request information, an enhancement, or documentation clarification regarding your software but there is no

impact on the operation of the software. You experience no loss of service. The result does not impede the
operation of a system.

Page 14 of 15


https://www.oracle.com/us/assets/057419.pdf
https://www.oracle.com/us/assets/057419.pdf
http://www.oracle.com/us/support/library/hardware-systems-support-policies-069182.pdf
http://www.oracle.com/us/support/library/hardware-systems-support-policies-069182.pdf

ORACLE

Calling Oracle Support

If you choose to call us regarding a new SR, a support engineer will create an SR for your technical issue
and assign it to a technical engineer. An individual who provides technical support for your product will
then contact you.

For customers who also have a cloud service subscription, please note there are some differences with
the SR creation process for cloud. If you are calling to report a technical issue with a cloud service:
e The customer contact calling in will be asked to identify themselves, and they will need to be an
approved user under their company Sl before the SR can be created.
e Additionally, the customer contact calling in will be sent an email or text message asking them to
log into the customer portal and approve the request before the SR can be worked by Oracle
Support

For technical issues of an urgent nature, you can either use MOS to submit a Severity 1 SR or you can call
Oracle Support. The support hotline for your country or region can be found in the Oracle Support
Contacts Global Directory.

The US toll free number is 1-800-223-1711.
When you call, you will be asked to identify yourself and state the product line you are inquiring about.

Oracle Customer Satisfaction Survey Program

As part of our goal to achieve industry-leading customer satisfaction, Oracle is dedicated to improving the quality
of the support that you receive. To this end, we regularly conduct customer surveys to learn about your
experiences with Oracle support services. Our Customer Satisfaction Survey Program is one of the primary
methods we use to measure success and drive quality-related initiatives within our Global Customer Support
organization.

Oracle will begin administering the Customer Satisfaction Survey Program to our customers who close service
requests. If you are invited to participate in the survey program, you will receive an invitation e-mail with a subject
line that reads: Oracle Wants Your Feedback for Service Request.

We thank you in advance for taking a few moments to provide your feedback if contacted; this direct input is vital
to helping us improve our support delivery and issue resolution processes. Also, please note that Oracle will ensure
the confidentiality of your information in accordance with Oracle’s privacy policies.

Additional Questions?
We urge you to register for MOS today. Familiarizing yourself with the MOS site will make your transition to Oracle
Support services easier, faster, and help us serve you better.

We are eager to assist you in any way possible and your feedback is invaluable and integral to our success. Please
contact Oracle Support if you need any assistance, the support hotline for your country or region can be found in
the Oracle Support Contacts Global Directory.
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