U2 Podcast #4 - Getting the Most Out of U2 Support

LOGUE: Wel cone to anot her episode of Getting the Most
Qut of IBMU2. This is Mchael Logue, and I'll be your host
for today's episode which takes a | ook at getting the nost

out of U2 Technical Support.

First of all, let's learn a little bit about how the W2
Support Organi zation works. Wth ne today is [Sinon

Caddi ck], Senior Manager of U2 Cient Support. Sinon has
been a part of the U2 teamfor over 10 years now, and heads
up the entire U2 Support Organization worldw de. Sinon,

t hanks for being here with us today. Can you give our
listeners an overview of how the U2 Support Organi zation

wor ks?

[ CADDI CK] : H Mchael. Yes, certainly. | think one of
the points, just to pick up, you said that it's worl dw de.
And we truly are. W' ve got about 30 peopl e throughout the
worl d very experienced with the products, often come from
having used themdirectly as well as being trained in them

i n support.

Wherever they are, they have the sane m ssion, though, and
that's to assist our custonmers when they' ve got installation
snags, if they've got straightforward questions, but
especially when they have system downs and they need rapid

assi st ance.
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LOGUE: So how many cases does the U2 Support

Organi zati on manage?

[ CADDI CK] : Good question. About 600 a nmonth. And as |
say, they vary in conplexity fromthe straightforward to the
fiendishly difficult.

LOGUE: Excel | ent, thanks Sinon.

Now let's dive a little deeper into how our users can get
the nost out of the U2 Support Organization. Another guest
with ne is [TimSheal]. Timis one of the managers in the
Support Organi zation reporting to Sinon, and al so manages
the U2 data servers product support. Tim perhaps a good
pl ace for us to start would be to give us a review of how

our users can open up new cases for support.

[ SHEA] : kay, Mchael. Yes, there's three ways to get
a hold of support: basically by e-mail, by phone and via the
Web. Probably the best way and the way that | recommend you
get nost out of U2 support is to go to our Wb site at

www. i bm cont sof t war e/ dat a/ U2/ suppor t/ U2t echconnect .

Once you're registered at that tech connect site, you can
open and update your cases. You can also view sone
additional information on there under click, get contact
details. You'll find contact information for our offices in

the UK and Australia, both e-mail addresses and tel ephone
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nunber s.

In the US you can e-mail W2supp@s.ibmcom or you can cal
800- 729- 3553, option nunber eight. W always recomend you
call us if you have a critical systemdown, priority one.

We don't nonitor the e-mail or the Wb pages on weekends and
after hours and holidays. So you need to give us a call if

it's during that tinme or any tine you have critical system

down.
LOGUE: Al'l right. Thanks Tim So | know that U2 has
a uni que support nodel. Sinon, who has access to opening

support cases?

[ CADDI CK] : Well, yes, Mchael, to get support you have to
be entitled to it: it's a bit like claimng on your

i nsurance, you have to have bought a policy beforehand.

So what this nmeans practically is that you'll either be one
of our business partners or an IBMdirect end user. At any
rate, you're going to need to have a serial nunber that you
can quote to us and that shows as being on covered

mai nt enance.

LOGUE: Okay. So that makes sense if |'ma partner or
a direct end user. Wat happens if I"'mthe direct end user

or the end user of one of our partners?
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[ CADDI CK] : So if you're the end user of one of our
partners, say you've bought their application and therefore
you' ve got the U2 product with the application. Typically
you wi Il get support fromyour partner, fromthe person who
sold you that application -- not always but that's usually

the case. So you should contact your partner first.

If you' re not sure who you get your U2 support from just
call into us anyway and we'll be able to tell you and

redirect you if necessary.

LOGUE: Excellent. Thanks, Sinon. | think it mght be
useful for everybody to know how t hey shoul d go about
openi ng a support case, what information is really required.

Tim maybe you can expand on that for us.

[ SHEA|] : Sure, Mchael. You know, whether you open a
case no matter whether it's the Wb or phone or via e-mail
there's several things which we do require and several

t hi ngs which you really need to think about and provide us

as wel | .

So first of all, we need the product serial nunber,
eight-digit nunber with the suffix of UDTUV. If it's one of
our products, our tools products |ike System Buil der, you'l

need to al so supply not only the serial nunber but we need
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the information on the versions of the tools, the versions
of the database, the versions of the operating system W

need all that pertinent information so we can evaluate that.

We al so need a full description of the problemincluding any
error nessages. W need to know the business inpact of the

problem how it's affecting your conpany.

What really hel ps us, of course, where we start, is when did
t he probl em begi n and what changed, you know, has this ever
wor ked correctly? Wat steps have you taken to resolve the

pr obl enf

Have you reviewed the docunentation? Wat parts of the
docunent ati on have you reviewed? Are you able to replicate
t he probl em outside of your application in one of our U2

sanpl e dat abases?

That pretty nmuch covers it. Those are the essentials that
we need when we | ook at a case and you'll find if you
reviewed that information, often tinmes you'll be able to

zero in on it yourself and provide us the help to help you.

LOGUE: Excellent, Tim that nmakes a | ot of sense. |
know that U2 has users all over the globe. How do we offer

support 24 hours a day, seven days a week?
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[CADDI CK]: Well, let nme answer that one, Mchael. First
of all, we offer support 24 hours, seven days a week for
down systens. |If it's a regular question, you call in

during normal business hours in your locality.

But for the down systens we do offer 24 by 7. And the way
we're able to do that is we use a nodel called Follow The
Sun or FTS. And that's utilizing what | nentioned right at
the start of this podcast about us having people in a nunber

of geogr aphi es.

So we've got people here in the US in Denver, Col orado,
where we're recording this podcast. W've got a teamout in
the UK just outside of London. And we've got a team down in

Sydney, Australi a.

Now having these teans in different geographies neans we're
able to leverage the different tinme zones. And that way we
can ensure that whenever a custoner calls in, there's always

going to be one office active that can deal with the call.

So perhaps let nme give you an exanple. Typically, the
Denver support center is open fromseven a.m to Six p.m
nountain tine. So if one of our custonmers called in with a
system down at 10 past six on a Monday evening, their cal
woul d get routed automatically through to the Sydney office

because Sydney wi ||l have started their day just a few hours
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earlier.

And by the tine that Sydney conmes to finish their day and
cl ose the office, the London office will be open. And so
calls will get routed fromthemon to London. And

simlarly, London and the US overl ap.

So basically whatever tinme of day, wherever you are in the
worl d you can put a call through on a system down and

they' Il be an office open that can hel p you.

LOGUE: Okay, great. That makes a | ot of sense for
weekdays, but what about weekends and hol i days? How does

t hat wor k?

[CADDI CK]: Well, yes, that is alittle different and we
have a systemin place that pages anal ysts on duty and
they' Il be able to either help you directly or be able to

bring in extra resources as necessary.

LOGUE: kay, great. So how does one go about maki ng

t he nmost out of U2 support?

[ SHEA|] : Well, Mchael, as | nentioned earlier, probably
t he best resource for information for that is to go to our
Wb site at

www. i bm cont sof t war e/ dat a/ U2/ support/ U2t echconnect. \Wew,
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that's a nmouthful so that'll be available in the transcript

for you too, you don't need to try and wite that down right

now.
But at that site you'll be able to find links on howto
access the I BM U2 Know edge Base. You'll need to register

for the Know edge Base, but you can find resolutions to nmany

probl enms out there just by searching that yourself.

Also at that site, you can view the product availability
matri x and conpatibility matrix and you can authorize your
U2 products, you can download trial versions and you can
access and downl oad U2 docunentation. There's |lots of great
stuff out there. So point your browsers there and | think

that's probably the place to start.

LOGUE: Very good. Sinon, are there any other final

points you' d like to make to our audi ence today?

[CADDI CK]: | guess just this, Mchael. | hope people have
found this podcast valuable with the information it
contains. But we've put our information in a |ot of other
different ways -- one of the main ones being our Know edge
Base. And we try very hard within support to put out usefu

information into the Know edge Base.

That nmeans that people can often solve their own questions
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wi t hout even having to talk to an analyst. They can go to
t hat Knowl edge Base and search on it and find hel pful

articles.

So if you haven't already done so, please register for
access to the 1 BM Know edge Base. |f you don't know how to
do that, just call into us and one of our analysts will be
happy to send you the docunment that gives you the
instructions. But | think people will find that very

hel pful before they even got to talk to support.

LOGUE: Very good. Thank you, Sinon. Transcripts of
today's podcast which includes all of the relevant Iinks are
avai |l abl e on the Wb site by follow ng the U2 podcast |ink

fromthe mai n podcast page.

As al ways, audi ence are encouraged to e-mail us with
f eedback, any comments and certainly any suggestions for

future podcast episodes.

Pl ease also join us for the next episode and | earn how to
get the nost out of the Eclipse Software Devel opnent Kit
which is being used currently by the U2 Devel opnent

Organi zation for a nunmber of tools that are com ng online

i ncluding the upcom ng Extensible Uni Adm n tool, as well as
the Basic Integrated Devel opnment Environnment. This is

M chael Logue. This has been anot her episode of Getting the
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Mbst CQut of | BM U2.
[ END OF SEGVENT]
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