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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 Service Request in My Oracle Support

1. Go to the Oracle Support Sign in page

2. Enter your email address and click Next

3. Scroll down to My Oracle Support, Support for Oracle Hardware, Software, and Managed Cloud

4. C(lick on Sign in with your Oracle account

5. Enter your My Oracle Support login credentials

6. From the Dashboard or the Service Requests tab, Click Create Technical SR button

7. Enter Problem Summary and Description. Select Issue Type, Business Impact and System Lifecycle
to describe the issue.

8. For Cloud, choose the Oracle Cloud tab and fill in the required information

9. For Software, choose the Software On-Premise, Non-Oracle Cloud tab and fill in the required

information
10. For Hardware, choose the Hardware tab and fill in the required information
o Enter your Hardware Serial Number then click Validate Serial Number or use Search to find
the serial number
1. Complete the form and answer any additional questions as prompted
12. Once you are ready to submit your SR, click Submit button

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 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 need to be an approved user of 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.
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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. Go to the Oracle Support Sign in page

2. Enter your email address on the Sign in screen and click Next

(0} Learn Get Help English w

Welcome to Oracle Support

Get the most out of your Oracle products and services, find answers, engage with
communities, and resolve issues.

Signin Launch of Two-Factor Authentication (2FA)
As part of our commitment to enhance the security of your
support account, Oracle has enabled Two-Factor
authentication.

Help us route you to a support portal

Email
jane.doe@test.com

Learn More

Unified Sign in Experience for Cloud Users

We redesigned the sign in page as part of introducing My
Oracle Cloud Support, the new support portal for Cloud
Infrastructure and Cloud Applications.

Follow the instructions on the left to sign in to your support portal.

Learn More

© 2025 Oracle Termsof Use  Privacy

3 ORACLE

Copyright © 2025, Oracle and/or its affiliates / Confidential - Oracle Internal


https://support.oracle.com/
https://support.oracle.com/

3. Scroll down to Register for Oracle Hardware, Software, and Managed Cloud Support and click on

Create a My Oracle Support account

Get Help English e

Welcome to Oracle Support

Get the most out of your Oracle products and services, find answers, engage with communities, and
resolve issues.

We don't recognize your email Launch of Two-Factor Authentication (2FA)
jane.doe@test.com Change
As part of our commitment to enhance the security of your support

Register for Oracle Cloud Infrastructure account, Oracle has enabled Two-Factor authentication.

and Cloud Applications Support

Learn More
Sign in with your commercial doud account
Create an Oracle account ’
’ s\ Unified Sign in Experience for Cloud Users
If you're a commercial cloud user, sign in to "
your cloud account. Otherwise, register by ’ We redesigned the sign in page as part of introducing My Oracle
creating an Oracle account. \ Cloud Support, the new support portal for Cloud Infrastructure and

Cloud Applications.

Follow the instructions on the left to sign in to your support portal.
Register for Oracle Hardware, Software, Learn More
and Managed Cloud Support

Create a My Oracle Support account

Other Support Portals ﬂ

In the Create Your Oracle Account page, provide required information and click Create Account

It is highly recommended that you

e e register using an email address
Create Your Oracle Account matching your company domain. You
. M:mmowm:i;wm will be sent an email from Oracle
R o Support after you click “Create
: ,’ Account.”

Retype password

. In this email you will be asked to verify
— © o your registration. Please wait 5
R . minutes after you verify to move to
the next step and ensure your

Work Phane®  +1555-555-5555 °

Company Name*  Company. ®

A DRl ° registration is active.

Gity*  Seringfield

S If you do not receive an email with the
2efpo e link to continue registration, check
. your spam filters first. If you still do

web siteis subject 1o the Oracle.com Terms of Use. Acitions! details regarding Oracke's collection znd
use of your personal information. including information about access, retention. rectincation. deletion.

e not receive the email, please call
o e e et Oracle Support to have the email re-
sent (see page 21).
oRrRACLE
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5. Signinto MOS using the account you just created and validated

6. Set up Two-Factor Authentication (2FA). Follow the on-screen instructions to select your preferred
verification method.

Select a method to use for multi-factor
authentication ( MFA)

What are the differences? @

{oae] Phone Number | |8 Email

Phone Number

To add a backup (second) factor or change your default verification method, go to My Login Profile
page and use the Action menu under the Authentication Factors.

7. Enter a valid Support Identifier and click Request Access

Reguest Aiccess  Provide Contact Information  Accept Terms OF Use and Submit
Connect your User Account Next

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

Dan't know your Suppart Identifier? (2 Visit the Registration Help

Mote bo Approver  Please approve me as 1 need to gat access for pro|

* Support Identifier  Zppogeas

|

Request Access...
)

Suppart Identifier Mote to Appraver ‘ Role | Remave |
A wald Support 1dentFier must be added to go to the next step.

Access Requests

8. 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 (CUA). 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.

ORACLE
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Request Access  Provide Contact Information  Accept Terms OF Use and Subrit

Connect your User Account Next

We need to connect wour user account to a Support Identifler. 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 Identifier? [ isk the Registration Help

Rote to Approver  please approve me as 1need to get access For project ¥

* Support [dentifier |

Access Requests

Support Identifier Mots to Approver | Role | Remave |
20008985 Please approve me a: Admin i

9. Provide your contact information and then click Next

ORACLE My ORACLE SUPPORT

= =
Add Support Identifiers  Provide Contact Information Accept Terms O 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 yous
address, or how and when we need to contact you for more information when filing a service request.

* First Nas New
Rate
*Last Name Mosuser

= Street Address 1 | 1234 My Oracle Support Way
Street Address 2
*City |San Frandsco
=Country [United States v
= StateProvince [California v

2Zip Code or Postal Code
*Time Zone | (GMT-08:00) Pacific Time (US & Canada); Tiuana (¥

=Phone |555-555-5555

Fax

* Required Field

10. Please read the My Oracle Support Terms of Use and click the “I Accept” button to continue.

Choosing “l do not accept” will terminate the registration process.

ORACLE" my ORACLE SUPPORT

(= =] 2
Add Support Identifiers  Provide Contact Information  Accept Terms Of Use and Submit

Accept Terms Of Use and Submit Back| Submit

(indiuding Uracie empioyees) in any Forum. My UFacie SUpport may Contain Nyperinks to web sites

controlied by parties other than Oracle. Oracle is not responsible for and does not endorse the contents =
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 Orade Support
Terms of Use in effect each tme that you access My Oradle Suppart.

7. Right to Revoke and HMonitor Access

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

Oracle 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 Orade Support Terms of Use H&
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11. Upon acceptance, your request will be forwarded to your CUA (if one exists) or to Oracle (if no CUA
exists) 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

Registration Complete

“four registration is pending approval. You will get an e-mail when your registration is approved. While you wait, consider learning more about My Orade Support:

iy Oradie Support and Premisr SUBROLE BeneAtd
Quick Trai

wisit Orac

Open a Cloud Service Request in My Oracle Support

1. Go to the Oracle Support Sign in page

2. Enter your email address and click Next

Welcome to Oracle Support

Get the most out of your Oracle products and services, find answers, engage with
communities, and resolve issues.

Signin Launch of Two-Factor Authentication (2FA)
As part of our commitment to enhance the security of your
support account, Oracle has enabled Two-Factor
authentication.

Help us route you to a support portal

Email

Required
o Learn More

Unified Sign in Experience for Cloud Users

We redesigned the sign in page as part of introducing My
Oracle Cloud Support, the new support portal for Cloud
Infrastructure and Cloud Applications.

Follow the instructions on the left to sign in to your support portal.

Learn More

© 2025 Oracle Termsof Use  Privacy
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3. Scroll down to My Oracle Support, Support for Oracle Hardware, Software, and Managed Cloud
4. C(lick on Sign in with your Oracle account

Q Learn Get Help English v

Welcome to Oracle Support

Get the most out of your Oracle products and services, find answers, engage with

communities, and resolve issues.

..e@oracle.com Change
My Oracle Cloud Support

Support for Oracle Cloud Infrastructure
and Cloud Applications

with your co rcial cdloud accou

‘ Sign in with your Oracle account

If you're a commercial cloud user, please
sign in with your commercial cloud
account unless your admin instructs
otherwise.

| \
}

My Oracle Support

Support for Oracle Hardware, Software,
and Managed Cloud

Sign in with your Oracle account

5. Enter your My Oracle Support login credentials

Launch of Two-Factor Authentication (2FA)

As part of our commitment to enhance the security of your
support account, Oracle has enabled Two-Factor
authentication.

Learn More

Unified Sign in Experience for Cloud Users

We redesigned the sign in page as part of introducing My
Oracle Cloud Support, the new support portal for Cloud
Infrastructure and Cloud Applications.

Follow the instructions on the left to sign in to your support portal.

Learn More

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

| ORACLE uy 0RACLE SUPPORT PowerView is Off | ¥ Last Login: January 30, 2025 12:48 PMMST  Switch to My Oradle Cloud Support @ (Available) + (0) ContactUs Help +
| |
| Dashboard _knowledge \{ Service Requests \'f Patches & Updates \1' ' Community \{ Certifications \1' Managed Cloud '\, | Maore... v | v | | Blw rowersd by AL Do not input sensitve dats el
Dashboard Give Feedback... Customize Page..
‘ News ‘ |+ | knowledge Base o
' | search & Browse " Recently Viewed | Recent Searches | Favorite Artides
Select a product or product line
Start typing... 2
Enter search terms
y]
2| Orade Support Trainng and @] Oracle Learning Explorer: Free Training
Resources and Accreditation Powered by AL Do not input sensitive data
1| & orade support Essentisls 27 Get Proactive Portfolio
fegstation [ Follow Us - MOS Tiitter
8] Advisor Webcasts
Regisration
| 2] Orade support Accreditation S =
~ i ice Regugst n
Quick Video Training utechnionl Service A4
B3 My Oracle Support HowTo B3 Use Idestion in the My Oracle Supprt ) Askin Community... Create Technical SR Support Identfier 23080608 (ORACLE NETSUITE), v
Series Community (MOSC) N —
View - 7 8 [ Al x Problem Summary v A advanced
Problem Summary | Technical SR = Product/Service Type Severity Contact H
;’::fér‘;’ save the Standard Reports in a spedific Local 3-32957880811 Oracle Payables [ 2-significant samantha Fisher (Y
WiE : .
I APXINIIKE : VALIDATE OF A SINGLEUNMATCHEDMATCHED | 332557084021 Orade Payables £\ ZSignificant samantha Fisher ()
Double posting of a document from the payables module 3-32954784391 Orade Payables /\ 2-Significant Samantha Fisher /&
impart 3-32954320031 Oradle Payzbles /\ 2-Significant Samantha Fisher A\
S o
gif;x:::ﬁ:g‘:;‘;ﬂg;hd for the Current Record While | 3 35503063049 Oradle Human Resources 3Standard Samantha Fisher (N
g&ﬁiﬁ;ﬂgﬁf\:’:xﬁt‘;‘s; fE’EfE” ing to old entity 3-32953327918 Oradle Payables £ 2-Significant Samantha Fisher (@Y
I g&ﬁiﬁ;ﬁ?ﬂlﬁfﬁiﬁ&fﬁ is referring to old entity 3-32953327911 Oradle Paysbles £ 2-significant Samantha Fisher (&
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ORACLE My ORACLE SUPPORT Powerliew s OFf | ¥ Last Login: January 30, 2025 12:48 PMMST  Swiitch to My Cracle Cloud Support @ (Avalable) » () ContactUs Help +
Dashboard | Knowledge | Service Requests (_Patches & Updates | ' Community | Certifications | Managed Cloud \, More...~ v & Donot lota P
Service Requests Home Give Feedback... Customize Page...
+ | Technical Service Reguests £
) Askin Commurity... Create Technical SR Support Identifier |15292666 - Oracle Support Servi |
View vy 8 E Al - Problem Summary v 2| advanced
Problem Summary Technical SR # Product/Service Type Severity Contact Status bﬁmd =¥ | Service Environment sy
TEST 207862 473346.1 332957869841  Orade Payables £ 2Sigrifficant Alice Lin Review Update 42 mins ago 15;
. i
f:quﬁ]::” when we cancel PO without canceling backing 3-32957822891 Oradle Purchasing 3-Standard David Felton A Customer Working 1+hour ago 15
TEST 207862 chain to EBS-AP-SUP-LOG-55 SUCCESS 332957731631  Crade Payables £ 2-Sigrifficant Alice Lin Review Update 1+ hour ago 15
TEST 208178 chain to 208179 SUCCESS 332954763551 Orade Payables /% 2Sigrifficant Alice Lin A\ Close Initiated 5+ hours ago 15
Test SR for Telephony 332677889467  Orade Cloud Infrastructure -Database Se  3-Standard Jennifer Choroszy Review Update 5+ hours ago 15
Line not dosed and Mot Invoiced 332952546431 Orade Order Management 3-5tandard SOURAY KUMAR Review Update 14+ hours ago 15
OM ECC Full Data Load Program Falls with Error ORA-01652  3-32957219931  Oracle Enterprise Command Center Frame  3-5tandard Srinivas Dhanthuri Review Update 14+ hotrs ago 15
Rejected Prospective Supplier Error 332955456141 Crade iSupplier Portal 3Stendard Sandra Gutierrez [y Customer Working Wednesday 15
'TEST 203011 chain to EBS-AP-INV-AWUKB-CREATION-FLOW 332955460511  Orade Payables 3Standard Alice Lin Review Update Wednesday 15
TEST 208985 chain to B3-AP-SUP-BR-SUP-55 SUCCESS 332955460501  Orade Payables £\ 2-Sigrificant Alice Lin A\ Customer Working Wednesday 15
OM ECC Full Data Load Program Fails with Error ORA-D1652  3-32953092251  Oracle Order Management 3-Standard Srinivas Dhanthuri Review Update Wednesday 15
How to create PR using APT? 332951502971 Orade Procurement /, 2-Significant Gearge Tanase A\ Close Initiatd Wednesday 15
OM ECC Ful Data Load Frogram Fails with Error ORA-01652 | 3-32953038201  Oracle Order Management 3-Stendard Srinivas Dhanthuri Review Update Wednesday 15
Test SR_for FileType_FCC_ER_JOB_STATS_TEL_DATA 332954788171 Orade Finandal Services Compliance Studi  3-Standard Tejaswini Ramakanth 4, Solution Offered Wednesday 15
iehel EIP Renort Scheduling Fals With srror 5 jehel CRM tandard Raukanth Kodal /A, Solution Offered Wednesday L

7.

Enter Problem Summary and Description. Select an Issue Type (review the help tip). Describe the

Business Impact and System Lifecycle using LOV options.
e The severity value is set based on the Issue Type and other information provided
8.
9.

Choose the Oracle Cloud tab and fill in the required information

Click Next

‘4 Create Service Request: Problem ‘

—8—&— 3 SaveacDraft  Back _Cancel |
Problem/Severity Solutians Mare Details Contact
What is the Problem? Service Request language is set to Englsh-American Edit severty O
* problem Summary 4 1 - Critical
* Problem Description 2 - Significant
3 -Standard
4-Minimal
V.

Error Codes

Note: In the Description field, do not submit any personal information, protected health information subject to HIPAA, any other sensitive personal
information (such as payment card data), or U.5. federal government covered defense information (CDI) or contralled unclassified information (CUL) that
requires protections greater than those specified in the Orade GCS Security Practices ik below.

Oracle GCS Security Practices

* Issue Type | Technical Issue v @
* Business Tmpact | <]
* System Lifecydle | v @

‘Where is the Problem? Autofill this section using: SR Profile or Existing SR

[ Hardware | Software On-Premise, Non-Orade CIDuI"l Oradle Cloud ",Vlanagad Cloud Services

* Service Type | Start hping... o]
Note: Not finding your services? we've moved support for doud services listed here to My Oracle Cloud Support portal.
Click here to create SR for these services.

*problem Type  Choose Problem Typev] &

* Support Identifier | Type name, number, description, or org., or select 1

Notes for Issue Type:

e The severity will automatically update based on Issue Type selection

e It will change any time you change this selection (before submit)

e Issue Type defaults to Technical Issue (SEV 3)

e If you select Critical Outage, Severity 1 Agreement screen pops up

e C(lick Agree and Continue and provide 24x7 contacts

e If the issue does not need 24x7 support, click Cancel and change the Issue Type
accordingly

9 ORACLE
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Critical Qutage (Severity 1) Agreement 3
In order to provide the most efficient resolution for our customers, we reserve Critical Outage (Severity 1) for the following issues:
» A critical production system or a critical business function is completely unavailable or unstable that you cannot reasonably continue

work,
* Ongoing operation of the supported functionality is mission-critical to your business, and the situation is an emergency.

For all Critical Qutage (Severity 1) issues, Oracle requires 8 24x7 contact be provided so additional information can be requested if needed.
You can read more about severity expectations in the Technical Support Policies.

NOTE: Critical Outage requests in English will be worked 24x7, unless mutually agreed otherwise. Critical Outage requests logged for a
language other than English will be processed during normal business hiours in the resident country of the language.

Please confirm that you agree that your SR meets these criteria.

Cancel Agree and Continue

10. Answer any additional questions as prompted then click Continue

11. 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.

12. You will be given an opportunity to upload files and include additional information to the SR that
may assist Support with resolution of your issue. Click Next.

| Create Sarvice Raquest: More Details |

B SaveasDraft _Back Cancsl

Problem/Severity Solutions More Details Contact

Problem Type
*Problem Type  Functional Setup Manager E.dn:] 2

Upload Files/Attachments
Additional Files Do you have any files that can help sohve your Service Request? Atach|

Additional Information

Useful References:
+ My Oracle Support Fusion Applications and Business Processes Community - The Community tab on My Oracle Support is where you can collaborate with other users and Oracle experts.

1) ### BUSINESS IMPACT £
E
4 @

2)  Plesse includs any detail not shared before including steps to repreduce, the envirenment where it is eccurring (Prod, Test, stc..) or any recent application or environment related changes such =s:
Setup, configuration, dats changes, installation, upgrads, patch, deployment, eic. that might have possibly caused this issue.

Y

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

| Create Service Request: Contact ‘

a8 Save as Draft _Back Cancel

Problam/Severity Solutions More Details Contact

“Who should we contact for more information?
* Primary Contact | Start fyping... 2
= Phone Numbers
E-mail Address
= Contact Method

Add Alternate Contact

‘Customer Reference Number

(¥ou can use this to reference an internal tracking number)

14. You will see an SR confirmation message with the SR number that was created

10 ORACLE
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Open a Software Service Request in My Oracle Support

1.

Go to the Oracle Support Sign in page

2. Enter your email address and click Next

Q Learn

Get Help

Welcome to Oracle Support

Get the most out of your Oracle products and services, find answers, engage with
communities, and resolve issues.

Signin

Help us route you to a support portal

Email

Required

© 2025 Oracle

Terms of Use

English v

Launch of Two-Factor Authentication (2FA)

As part of our commitment to enhance the security of your
support account, Oracle has enabled Two-Factor
authentication.

Learn More

Unified Sign in Experience for Cloud Users

We redesigned the sign in page as part of introducing My
Oracle Cloud Support, the new support portal for Cloud
Infrastructure and Cloud Applications.

Follow the instructions on the left to sign in to your support portal.

Learn More

Privacy

3. Scroll down to My Oracle Support, Support for Oracle Hardware, Software, and Managed Cloud
4. Click on Sign in with your Oracle account

1
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Learn

Q

Get Help

Welcome to Oracle Support

Get the most out of your Oracle products and services, find answers, engage with
communities, and resolve issues.

.e@oracle.com Change
My Oracle Cloud Support

Support for Oracle Cloud Infrastructure
and Cloud Applications

Signi your commerdial dloud account

\ Sign in with your Oracle account ‘

»

'-
}

If you're a commercial cloud user, please
sign in with your commercial cloud
account unless your admin instructs
otherwise.

My Oracle Support

Support for Oracle Hardware, Software,
and Managed Cloud

Sign in with your Oracle account

5. Enter your My Oracle Support login credentials

Launch of Two-Factor Authentication (2FA)

As part of our commitment to enhance the security of your
support account, Oracle has enabled Two-Factor
authentication.

Learn More

Unified Sign in Experience for Cloud Users

We redesigned the sign in page as part of introducing My
Oracle Cloud Support, the new support portal for Cloud
Infrastructure and Cloud Applications.

Follow the instructions on the left to sign in to your support portal.

Learn More

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

| ORACLE" uy oracLE suppORT Eoseica Ol
|

LastLogin: January 30, 2025 12:48 PMMST  Switch to My Oradle Cloud Support @

(Available) + B (0) ContactUs Help ~

'_|' Dashboard "(_Knowledge | Service Requests | Patches & Updates | (' Community | Certifications | Managed Cloud \, | Mors..w | trv| [@v ronereds £
Dashboard Give Feedback... Customize Page...
‘ News: ‘ Knowledge Base (5
: | search & Browse " Recently viewed | Recent Searches | Favorite Artides
Select a product or product line
Start typing. 2
Enter search terms
&) Orade Support Training and @ | Oradle Learning Explorer: Free Training
Resources and Accreditation Powered by AL Do not input sensitive data
| | 2] orade SupportEssentisls @ Get Proactive Portfolio
Regetaton [ Follow Us - MOS Thitter
8] Advisor Webcasts
Registration
| 2] Orade Support Acreditation ] =
| Technical Service i
Quick Video Training = o
B My Orade SupportHowTo B Use Ideation in the My Oracle Support =] Askin Community... | | _ Create Technical SR Support Tdentifier [23080608 (ORACLE NETSUITE), |
Series Community (MOSC) N —
vew~ |7 & & [al = Problem Summary v A |advanced
Problem Summary Technical SR # Product/Service Type Severity Contact 5
Euh'::fﬁr? save the Standard Reorts n a specific Local 332957380811 Orace Pavables £ 2Significant samantha Fiser (A
APXINVWKE : VALIDATE OF A SINGLE UNMATCHED MATCHED A 2-Significant y
I INVOICE TAKES MORE THAN 20 MINUTES TO COMPLETE 3-32957084021 Orade Payables (£ 2-5ignificant Samantha Fisher A
Double posting of a dacument from the pavables madule 332954784391 Orade Payables £\ 2Significent SamanthaFisher (&)
import 3-32954320031 Oradle Payables £ 2-5ignificant Samantha Fisher (@
. 0
ngﬁﬂgii:;ﬁ;’;ﬁg;"d for the Current Record Whie 5 3500063941 Oradle Human Resources 3-Standard Samantha Fisher (N
CC transaction related ER Invoice is referring to old entity "
I after employee movement to new LE 3-32953327918 Oradle Payables £ 2-Significant samantha Fisher A
CC transaction related ER Invoice is referring to old entity "
afier employee movement to new 3-32953327911 Oracle Payables £ 2-significant Samantha Fisher (Y
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ORACLE My ORACLE SUPPORT Powerliew s OFf | ¥ Last Login: January 30, 2025 12:48 PMMST  Swiitch to My Cracle Cloud Support @ (Avalable) » () ContactUs Help +
Dashboard | Knowledge | Service Requests (_Patches & Updates | ' Community | Certifications | Managed Cloud \, More...~ trv] | &lv e Donot = P
Service Requests Home Give Feedback... Customize Page...
+ | Technical Service Reguests £
) Askin Commurity... Create Technical SR Support Identifier |15292666 - Oracle Support Servi |
View vy 8 E Al - Problem Summary v 2| advanced
Problem Summary Technical SR # Product/Service Type Severity Contact Status bﬁmd =¥ | Service Environment sy
TEST 207862 473346.1 332957869841  Orade Payables £ 2Sigrifficant Alice Lin Review Update 42 mins ago 15;
. i
f:quﬁ]::” when we cancel PO without canceling backing 3-32957822891 Oradle Purchasing 3-Standard David Felton A Customer Working 1+hour ago 15
TEST 207862 chain to EBS-AP-SUP-LOG-55 SUCCESS 332957731631  Crade Payables £ 2-Sigrifficant Alice Lin Review Update 1+ hour ago 15
TEST 208178 chain to 208179 SUCCESS 332954763551 Orade Payables /% 2Sigrifficant Alice Lin A\ Close Initiated 5+ hours ago 15
Test SR for Telephony 332677889467  Orade Cloud Infrastructure -Database Se  3-Standard Jennifer Choroszy Review Update 5+ hours ago 15
Line not dosed and Mot Invoiced 332952546431 Orade Order Management 3-5tandard SOURAY KUMAR Review Update sago 15
OM ECC Full Data Load Program Falls with Error ORA-01652  3-32957219931  Oracle Enterprise Command Center Frame  3-5tandard Srinivas Dhanthuri Review Update 14+ hotrs ago 15
Rejected Prospective Supplier Error 332955456141 Crade iSupplier Portal 3Stendard Sandra Gutierrez [y Customer Working ay 15
'TEST 203011 chain to EBS-AP-INV-AWUKB-CREATION-FLOW 332955460511  Orade Payables 3Standard Alice Lin Review Update Wednesday 15
TEST 208985 chain to B3-AP-SUP-BR-SUP-55 SUCCESS 332955460501  Orade Payables £\ 2-Sigrificant Alice Lin A\ Customer Working T lay 15
OM ECC Full Data Load Program Fails with Error ORA-D1652  3-32953092251  Oracle Order Management 3-Standard Srinivas Dhanthuri Review Update Wednesday 15
How to create PR using APT? 332951502971 Orade Procurement /, 2-Significant Gearge Tanase A\ Close Initiatd Wednesday 15
OM ECC Ful Data Load Frogram Fails with Error ORA-01652 | 3-32953038201  Oracle Order Management 3-Stendard Srinivas Dhanthuri Review Update Wednesday 15
Test SR_for FileType_FCC_ER_JOB_STATS_TEL_DATA 332954788171 Orade Finandal Services Compliance Studi  3-Standard Tejaswini Ramakanth 4, Solution Offered Wednesday 15
iehel EIP Renort Scheduling Fals With srror 5 jehel CRM tandard Raukanth Kodal /A, Solution Offered Wednesday L

7. Enter Problem Summary and Description. Select an Issue Type (review the help tip). Describe the
Business Impact and System Lifecycle using LOV options.
e The severity value is set based on the Issue Type and other information provided

8. Choose the Software On-Premise, Non-Oracle Cloud tab and fill in the required information

9. (lick Next

|‘ Create Service Request: Problem ‘

S S S— Sl [T conce
Problem/Severity Solutions More Detals Contact
& y
‘What is the Problem? Service Request|anguage is set to English-American Edit Severity &
* Problem Summary 4 1- Critical
*

Problem Description 2- Significant
3-Standard
4-Minimal

#

Error Codes

Note: In the Description field, do not submit any personal information, protected health information subject to HIPAA, any other sensitive personal
information (such as payment card data), or .5, federal government covered defense information (CDI) or controlled undassified information (CUI) that
requires protections greater than those specified in the Oracle GCS Security Practices link below.

Orade GCS Security Practices

* Issue Type | Technical Issue ~| @
*Business Impact | v
*System Lifecyde | v @
‘Where is the Problem? Autofil this section using: SR Profile or Existing SR

| Hardnarell| Software On-Premise, Non-Oradle Cloud “[radk Cloud | Managed Cloud Services

*Product

* Product Version v

* Product Languages | English o

Database/Version| 5 g
Database Platform/Version Choose Database PlatformVersion <)
*Is the software problem on an Engineered System? () Yes () No &

*Problem Type | Choose Problem Typew| 3

* Support Identifier | Ty jon, or org., o

Notes for Issue Type:

e The severity will automatically update based on Issue Type selection

e It will change any time you change this selection (before submit)

e Issue Type defaults to Technical Issue (SEV 3)

e If you select Critical Outage, Severity 1 Agreement screen pops up

e C(lick Agree and Continue and provide 24x7 contacts

e If the issue does not need 24x7 support, click Cancel and change the Issue Type accordingly
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Critical Outage (Severity 1) Agreement
In order to provide the most efficient resolution for our customers, we reserve Critical Outage (Severity 1) for the following issues:
» A critical production system or & critical business function is completely unavailable or unstable that you cannot reasonably continue

work,

= Ongoing operation of the supported functionality is mission-critical to your business, and the situation is an emergency.

For all Critical Qutage (Severity 1) issues, Oracle requires a 24x7 contact be provided so additional information can be requested if needed.
You can read more about severity expectations in the Technical Support Policies.

MNOTE: Critical Outage reguests in English will be worked 24x7, unless mutually agreed otherwise. Critical Outage requests logged for a
language other than English will be processed during normal business hours in the resident country of the language.

Please confirm that you agree that your SR meets these criteria.

Cancel Agree and Continue

10. Answer any additional questions as prompted then click Continue

11. 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 \] Knowladge ' service Requests "\ Patches & Updates j i Community \1' Certifications \1 Managed Cloud N\ Tl @' ,O
Dashboard > Give Feedback..
| create Service Request: Solutions |
= =) = Save as Draft _ Solved Issue Back Cancel
Problem/Severity Solutions More Details Contact
Guided Problem Definition

The following questions are designed to improve problem definition. Your answers can help decrease the time to resolve this Service Request.
Answers to Previous Questions
*Preblem Typs  Documentation Missing/Incorrect/Clarification  Edity] 2
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

12. You will be given an opportunity to upload files and include additional information to the SR that may
assist Support with resolution of your issue. Click Next.

| Creata Service Request: More Details

® ® - Sovessorsh_Back Ganee
Problem/Severity Solutions More Details Contact

Problem Type

*Problem Type  Functional Setup Manager _Edity] &

Upload Files/Attachments

Addiionsl Fles Do you have any files that can help sclve your Service Requast?

Additional Information

Useful References:
® My Oracle Support Fusion Applications and Business Processes

Community - The Community tsb on My Oradle Support is where you can collsborate with other usars and Orack sxperts.

1) ### BUSINESS IMPACT #2&

4P

2} Please include any detsil not shared before including steps to reproduce, the environment where it s occurring (Prod, Test, etc..) or any recent application or environment related changes such as:
Setup, confi ion, data changes, installation, upgrade, patch, deployment, ete. that might have possibly caused this issue,

Y
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13. Provide required information in the Contact section and Customer Reference Number if desired, then

click Submit

Dashboard Knmwedgej Service Requests | Patches & Updates | (' Community .

Service Requests >

Create Service Request: Contact

L]
Problem/Severity Solutions More Detals Contact
*Who should we contact for more information?
* Primary Contact |_Jane Doe 20

* Phone Numbers
E-mai Address
* Contact Method

jane.doe@companyemail.com
Web v

vl [&lv »~

More...w

Give Feedback..

|
Save as Draft _ Back Cancel

Add Alternate Contact

Customer Reference Number

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

14. You will see an SR confirmation message with the SR number that was created

Open a Hardware Service Request in My Oracle Support

1. Go to the Oracle Support Sign in page

2. Enter your email address and click Next

Get Help

Q Learn

Welcome to Oracle Support

Get the most out of your Oracle products and services, find answers, engage with
communities, and resolve issues.

Signin

Help us route you to a support portal

Email

Required

English v

Launch of Two-Factor Authentication (2FA)
As part of our commitment to enhance the security of your

support account, Oracle has enabled Two-Factor
authentication.

Learn More

Unified Sign in Experience for Cloud Users

We redesigned the sign in page as part of introducing My
Oracle Cloud Support, the new support portal for Cloud
Infrastructure and Cloud Applications.

Follow the instructions on the left to sign in to your support portal.

; o

© 2025 Oracle

Terms of Use

Privacy
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3. Scroll down to My Oracle Support, Support for Oracle Hardware, Software, and Managed Cloud
4. C(lick on Sign with your Oracle account

(o} Learn Get Help English

Welcome to Oracle Support

Get the most out of your Oracle products and services, find answers, engage with
communities, and resolve issues.

3 .e@oracle.com Change Launch of Two-Factor Authentication (2FA)

My Oracle Cloud Support As part of our commitment to enhance the security of your
support account, Oracle has enabled Two-Factor

Support for Oracle Cloud Infrastructure authentication.
and Cloud Applications

Sign in with your commercial dloud account

‘ Sign in with your Oracle account ‘

Learn More

\ Unified Sign in Experience for Cloud Users
If you're a commercial cloud user, please
ysign in with your commercial clgud ’ L We redesigned the sign in page as part of introducing My
account unless your admin instructs { Oracle Cloud Support, the new support portal for Cloud
otherwise. 4\ Infrastructure and Cloud Applications.

Follow the instructions on the left to sign in to your support portal.

Learn More

My Oracle Support

Support for Oracle Hardware, Software,
and Managed Cloud

Sign in with your Oracle account

5. Enter your My Oracle Support login credentials

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

| ORACLE uyoracLE suppoRT [ PowerViewis Off | Last Login: January 30, 2025 12:48 PMMST  Switch to My Oracle Cloud Support @ (Availatle) ~ 0) ContactUs Help ~
| '
| Dashboard (_knowledge | service Requests | Patches & Updates | ' Community "{ Certifications | Managed Cloud | Mare... = | S| | Elv Foer e data el
Dashboard Give Feedback... Customize Page...
‘ News ‘ |~ Knowledge Base &
h J Search & nmwse"f\ Recently Viewed \1' Recent Searches \1' Favorite Artides '\,
Select a product or product line
s 2
Enter search terms
»P
2] Orade Support Training and @] Oracle Learning Explorer: Free Training
Resources 2nd Accreditation Powered by AL Do not input sensitive data
| | & orade Support Essentials @ Get Proactive Portfolio
| Registration }
(3 Follow Us - MOS Twitter
8] Advisor Webcasts
Registration ~
| 2] Orade Support Acareditation S
~| Technical Servioe Roguesi
Quick Video Training ol =
[ My Orade SupportHowTo B Use Ideation in the My Oracle Support 53 Askin Community... Create Technical SR Support Identfier 23080608 (ORACLE NETSUITE), ¥/
Series Community (MOSC) N =
E view~ | T7 8 [ Al ¥ Problem Summary v A2 |advanced
Froblem Summary Technical SR # Product/Service Type Severity Contact s
;’::f;’;rs’ save the Standard Reports in a spedfic Local 3-32957880811 Oracle Payables £ 2-Significant Samantha Fisher (@Y
APXINVUKE : VALIDATE OF A SINGLE UNMATCHEDMATCHED N
I INVOICE TAKES MORE THAN 20 MINUTES TO COMPLETE 3-32957084021 Orade Payables £ 2-Significant Samantha Fisher A
Double posting of a document from the payables module 3-32954784391 Orade Payables £ 2-Significant Samantha Fisher
import 3-32954320031 Orade Payzbles £ 2-Significant samantha Fisher (B
PP-PAY-07092:Action is Invalid for the Current Record While
pening an Assignment Form 3-32953063241 Oradls Human Resources 3Standard Samantha Fisher ()
CC transaction related ER Invoice is referring to old entity A y
I afier employes movement to new L 3-32953327918 Orade Payzbles £ 2Significant Samantha Fisher (A
CC transaction related ER Invoice s referring to old entity A 25 y
after employee movement to newLE 3-32953327911 Orade Payzbles /\ 2-Significant Samantha Fisher (|
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- e "

ORACLE My ORACLE SUPPORT Powerliew s OFf | ¥ Last Login: January 30, 2025 12:48 PMMST  Swiitch to My Cracle Cloud Support @ (Avalable) » () ContactUs Help +
Dashboard | Knowledge | Service Requests (_Patches & Updates | ' Community | Certifications | Managed Cloud \, More...~ trv] | &lv e Donot = P
Service Requests Home Give Feedback... Customize Page...
| Technical Service R i
53 askin Community... || Create Technical SR Support Identifier |15292666 - Oracle Support Servi |
View vy 8 B |a = Problem Summary v 2| advanced
Problem Summary Technical SR # Product/Service Type | Severity Contact Status bisdtmd =¥ | Service Environment sy
TEST 207862 473346.1 332957869841  Orade Payables £ 2Sigrifficant Alice Lin Review Update 42 mins ago 15;
. i
f:qf;ﬁ]::” when we cancel PO without canceling backing 3-32957822891 Oradle Purchasing 3-Standard David Felton A Customer Working 1+hour ago 15
TEST 207862 chain to EBS-AP-SUP-LOG-55 SUCCESS 332957731631  Crade Payables £ 2-Sigrifficant Alice Lin Review Update 1+ hour ago 15
TEST 208178 chain to 208179 SUCCESS 332954763551 Orade Payables /% 2Sigrifficant Alice Lin A\ Close Initiated 5+ hours ago 15
Test SR for Telephony 332677889467  Orade Cloud Infrastructure -Database Se  3-Standard Jennifer Choroszy Review Update 5+ hours ago 15
Line not dosed and Mot Invoiced 332952546431 Orade Order Management 3-5tandard SOURAY KUMAR Review Update 14+ hours ago 15
OM ECC Full Data Load Program Falls with Error ORA-01652  3-32957219931  Oracle Enterprise Command Center Frame  3-5tandard Srinivas Dhanthuri Review Update 14+ hotrs ago 15
Rejected Prospective Supplier Error 332955456141 Crade iSupplier Portal 3Stendard Sandra Gutierrez [y Customer Working Wednesday 15
'TEST 203011 chain to EBS-AP-INV-AWUKB-CREATION-FLOW 332955460511  Orade Payables 3Standard Alice Lin Review Update Wednesday 15
TEST 208985 chain to B3-AP-SUP-BR-SUP-55 SUCCESS 332955460501  Orade Payables £\ 2-Sigrificant Alice Lin A\ Customer Working Wednesday 15
OM ECC Full Data Load Program Fails with Error ORA-D1652  3-32953092251  Oracle Order Management 3-Standard Srinivas Dhanthuri Review Update Wednesday 15
How to create PR using APT? 332951502971 Orade Procurement /, 2-Significant Gearge Tanase A\ Close Initiatd Wednesday 15
OM ECC Ful Data Load Frogram Fails with Error ORA-01652 | 3-32953038201  Oracle Order Management 3-Stendard Srinivas Dhanthuri Review Update Wednesday 15
Test SR_for FileType_FCC_ER_JOB_STATS_TEL_DATA 332954788171 Orade Finandal Services Compliance Studi  3-Standard Tejaswini Ramakanth 4, Solution Offered Wednesday 15
iehel EIP Renort Scheduling Fals With srror 5 jehel CRM tandard Raukanth Kodal /A, Solution Offered Wednesday L

7. Enter Problem Summary and Description. Select an Issue Type (review the help tip). Describe the
Business Impact and System Lifecycle using LOV options.
e The severity value is set based on the Issue Type and other information provided

8. Choose the Hardware tab and fill in the required information
e 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

9. Click Next

‘ Create Service Request: Problem

Problem /Severity Solutions More Details Contact
B . .
What is the Problem? Service Request language is set to English-American Edit Severity @
* Problem Summary A 1-Critical
i .
Problem Description 2 - significant
3 - Standard
4= Mirimal
Y/

Error Codes

Note: In the Description field, do not submit any personal information, protected health information subject to HIPAA, any other sensitive personal
information (such as payment card datal), or U.S. federal government covered defense information (CDI) or controlled undassified information (CUI) that
requires protections greater than those specified in the Oracle GCS Security Practices link below.

Orade GCS Security Practices

* Issue Type | Technical Issue 9 &
* Business Impact | o]
* System Lifecydle | v @

roblem?

Autofil this section usng: SR Profile or Existing SR

Hardware "[oftware On-Premise , Non-Orade Cloud | Crade Cloud | Managed Cloud Services

Validate Serial Number|

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

Hardware Serial Number

*+ Problem Type  Choose Problem Type ] 2

* Support Identifier | Type n:

Notes for Issue Type:

¢ The severity will automatically update based on Issue Type selection

e It will change any time you change this selection (before submit)

e Issue Type defaults to Technical Issue (SEV 3)

e If you select Critical Outage, Severity 1 Agreement screen pops up

e (lick Agree and Continue and provide 24x7 contacts

e If the issue does not need 24x7 support, click Cancel and change the Issue Type accordingly
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Critical Outage (Severity 1) Agreement [x]
Inorder to provide the most efficient resolution for our customers, we reserve Critical Outage (Severity 1) for the following issues:
» A critical production system or a critical business function is completely unavailable or unstable that you cannot reasonably continue

work.
» Ongoing operation of the supported functionality is mission-critical to your business, and the situation is an emergency.

For all Critical Outage (Severity 1) issues, Oradle requires a 24x7 contact be provided so additional information can be requested if needed. You
can read more about severity expectations in the Technical Support Policies,

MNOTE: Critical Outage requests in English will be worked 24%7, unless mutually agreed otherwise. Critical Outage requests logged for a language
other than English will be processed during normal business hours in the resident country of the language.

Please confirm that you agree that your SR meets these criteria.

Cancel| Agree and Continue

10. Answer any additional questions as prompted then click Continue

11. 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\'] Knowledae | Service Requests | Patches & Updates."{ &' comm mity."{ Cen:iﬁcanons“{ Managad Cloud 1 Vl G~ pel
Dashboard > Give Feadback...
| Create Service Request: Solutions |
= 8 =) e Save as Draft _ Solved Issue l Back J Cancel
Problem/Severity Solutions More Details Contact
Guided Problem Definition -

The following questions are designad to improve problem definition. Your answers can help dacrease the time to resolve this Sarvice Request.
Answers to Previous Questions
* Problem Type  Documentation Missing/Incorrect/Clarification Ednt_.J @

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

Solution Recommendations

Did this Gu\dmﬂeso\unon help?  Give Feadback

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

12. You will be given an opportunity to upload files and include additional information to the SR that may
assist Support with resolution of your issue. Click Next.

'Cm&mmﬂnml}aiaﬂs
|

) & 5 = Saveas Draft  Back
Problem/Severtty Solutions More Details Contact

Problem Type A~
* problem Type  Technical issues with this product Ed.n:j 2

Upload Files/Attachments
For file uploads over 2GEB or Explorer, CORES, or cther Sun diagnostic files, refer to How to Send Dats to Oradk
Additional Files Do you have any files that can help solve your Service Request? Attach

Additional Information

“MY ORACLE SUPPORT COMMUNITIES” - In case this is = functional quastion, a rich community of Oradk experts and users around the wiarld may alsc have an answer for you. In that cass, you may
wrant to log a thread on the Orack Lite and Oradle Database Mobile Server community.

*1) WWhat i the Identity Domain name [ Cloud Account name?
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13. Provide the required information in the Contact section and Customer Reference Number if
desired, and then click Submit

Create Service Request: Contact

2 SaveasDraft _Back cancel
Problem/Severtty Solutions More Detals Contact
*Who should we contact for more information?
* primary Contact |_Jane Doe ® 2

* Phone Numbers
E-mai Address  jane.doe@compnayemail.com
* Contact Method | Emal [~

Add Alternate Contact

* Verify this hardware address is where the equipment is located or Edit Service Address
* Yes, the Service Address is comect [ ] Add/Edi Service mdnsq
Address Linel
Address Line2
ary
Country
State
Province
County
Time Zone
Zp/Postal Code

Customer Reference Number

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

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

Severity 1 (Critical Outage)
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

e Security Incident with the potential to impact the confidentiality, integrity, or availability of the

service

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 (Significant Impairment)
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 (Technical Issue)
You experience a minor loss of service. The impact is an inconvenience, which may require a workaround to
restore functionality.

Severity 4 (General Guidance)

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.
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_ 3 O R

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 need to be an approved user of 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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