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Purpose of this document
The purpose of this document (CSP Overview) is to provide you with an abbreviated IBM technical support document that includes all common Systems cross-product information, links and information for U.S. and Canada. IBM support is available via self-service web, chat, and phone, with response times and Service Level Agreements (SLAs) determined by the specific support/warranty contract for your IBM products or services. 
An in-depth support document that includes IBM Z, Power and Storage specific links and support processes can be found at http://www-03.ibm.com/support/techdocs/atsmastr.nsf/WebIndex/PRS5403 .
Additional CSPs are also at http://www-03.ibm.com/support/techdocs/atsmastr.nsf/Web/CSPs .

The IBM Support Guide and your IBMid
Your first stop in understanding all of the IBM Support options is the IBM Support Guide (https://www-01.ibm.com/support/docview.wss?uid=ibm10733923). 
The IBM Support Guide provides directions for creating an IBMid, details on the IBM Support Framework, how to find and download fixes, how to report problems, extend support options, and  how to get access to free trials of IBM products. 
You need just one IBMid and one password to access any IBM Registration based application. Furthermore, your information is centralized so you can update it in a convenient and secure location
To stay up to date with news about IBM Support:   
· access the What’s New in IBM Support Page (https://www-01.ibm.com/support/docview.wss?uid=ibm10796356)
· follow the IBM Support Insider Blog; instructions can be found on the What’s New in IBM Support  
· follow IBM Support on Twitter: @IBMSupport 

IBM Support is Transforming
As described here (https://www-01.ibm.com/support/docview.wss?uid=swg21234567), IBM Support is in the process of transforming your support experience and moving from Service Request (https://www-946.ibm.com/support/servicerequest/Home.action) to a new Support site (https://www.ibm.com/mysupport/s). Until we have completed this migration, you may find that you will need to obtain support for some products via Service Request, and for others via the Support site. If you currently use IBM Service Request or Support Portal and your product has migrated, you will be guided to open your case on the new IBM Support site; no registration required.

IBM Support Offerings
IBM Support is enterprise-ready and available around the clock and around the world to help you keep your cognitive businesses running smoothly. Offerings include both free and for a fee services, and are structured into 3 categories: 
· IBM Support Community is the cognitive foundation our support offerings are built on. It is available for use by all clients.

· IBM Enterprise Support offerings provide the foundation for production workloads. They focus on four key areas to help make you successful:
· Preventive support: unlock the business value of our products through comprehensive fixes and innovative product updates
· Production support: solve your business problems by accessing the right skills quickly and efficiently, and collaborating with our deeply skilled support professionals 24x7
· Cognitive support: optimize your support experience with the next-generation AI abilities of IBM Watson
· Omni-channel support: simplify your experience by choosing your desired support medium 
· IBM Support Portal with integrated web, chat and forum options, or
· Phone – particularly for critical incidents
Enterprise support offerings include: 
· Software Maintenance – preventive care from product fixes, security patches, and updates; aggressive problem resolution via direct access to our deeply skilled, industry leading technical support professionals
· Hardware Warranty and Maintenance – onsite service to debug, repair or replace parts

· IBM Preferred Care expands on your Enterprise Support experience, by introducing premium offerings focused on delivering:
· Personalized care: build a specialized, trusted network with our designated advisors who establish personal relationships with you and your team to focus on your needs
· Mission-critical care: minimize your downtime and reduce the disruption of your business with expedited access to our support professionals, and proactive engagement from assigned experts
· Business care: gain time to concentrate on your business goals with continual proactive and adaptive planning
IBM's Preferred Support can help you maximize IT resiliency, reduce costs, and improve productivity. With our comprehensive services, including Hardware, Software and Networking support, a dedicated support specialist whenever you need assistance, and an advanced analytics tool suite, you will have the knowledge and insight to keep your IT Environment current and resilient. You can view the Premier Support video on YouTube (https://www.youtube.com/watch?v=vNZ_qlR0BWw&feature=youtu.be)
To learn about the support offerings, access  IBM Support Offerings  (https://www-01.ibm.com/support/docview.wss?uid=ibm10795690)
To read about additional services offered, visit IBM Hardware and Software Technology Services, with details for Systems Storage, Power Systems and IBM z Systems (https://www.ibm.com/services/technology-support/hardware-software as well at https://www.ibm.com/services/technology-support )

IBM Support Portal: Your first stop for support
The IBM Support Portal (http://support.ibm.com) is a unified, customizable view of all technical support tools and information for   IBM systems, software, and services.  There are a variety of helpful resources available such as documentation, Support ticket management, fix & driver downloads, among many others.  

IBM Support My Notifications for Technical Updates 
My Notifications (http://ibm.com/support/mynotifications ) provides subscription capability for hardware and software technical updates. Subscribe to stay informed about the products you use.  Learn about new or updated support content for your products with this subscription service and avoid encountering known problems. Receive proactive notification of known critical fixes and updates, as well as new or changed content, to help identify critical issues before they become a problem. You can choose how and when to receive notifications.  

Opening a Problem or Case with IBM   
You can open a case from the web, chat (for some products), or phone (preferred for Severity 1 issues) by going to our Support Page (https://www-01.ibm.com/support/docview.wss?uid=ibm10733923) and following the instructions under “Open a case”. 
Our support professionals provide assistance in local language for most major countries, however support for Severity 1 cases will be provided in English with the local language accommodated when possible - see the IBM Product Support Details page for product-specific language variances (if any). Review the Severity Descriptions to determine which severity to assign to your case.
IBM Support standard business hours reflect normal country business hours in your time zone. For example, 8:00am to 5:00pm in North America or 9:00am to 6:00pm in some parts of Asia and Europe, Monday through Friday, excluding national or statutory holidays. Off shift hours (for eligible offerings with 24x7 response) are defined as all other hours outside of normal country business hours. See the IBM Product Support Details page for product-specific business hour variances (if any).
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How to Escalate a Problem or Case
If at any point in our service process you feel we are not meeting your needs, you may escalate your problem or case. 
· Be certain to explain the business impact of your problem to the support professional working your case.
· Ask the support professional to speak to his or her manager or contact a duty manager from the IBM Directory of worldwide contacts. An IBM Support manager will work with our technical staff to ensure your request is handled appropriately.
· Raise the Severity Level of the case, if applicable. 
· Review the Severity Descriptions 
· See if your product is listed in the IBM Product Support Details with any special Severity Descriptions. 
If you’d like to contact IBM support and work with a Duty Manager:
1. Dial 1-800-IBM-SERV (1-800-426-7378)
2. Select Option 2 for IBM products.
3. If you have IBM Preferred support, you then enter your 5-digit number (starts with 9####)
4. You then select Option 1 for Hardware (such as Power or Z), Option 2 for Software (such as AIX, WebSphere), or Option 3 for Storage.
IBM Duty Managers are available 24 hours a day for escalation to provide prompt attention and management focus on the situation.  The IBM Duty Manager will work with you and our technical staff, remote and local, to ensure your expectations are met and that your request is being handled appropriately. 

The different types of IBM Duty Managers you may work with include:
· National Duty Managers – hardware focused, can escalate issue without an open problem or case, and help resolve on-site support resource issues
· Support Center Duty Manager – can help with issues related to remote technical resources and problem resolution
If further escalation is required, then nominate the case as a Complaint or Critical Situation ("CritSit") by asking a member of your IBM Client team or IBM Sales team to do so on your behalf.

IBM Customer Support
IBM Customer Support can help you with:
· Contracts - accept and sign you IBM contracts electronically
· Orders and delivery – access real time order and delivery information
· Invoices – retrieve, download and print your IBM invoices and credit notes
· Inventory – view and update your inventory online
The IBM North American customer support links are:
US:           https://www.ibm.com/support/customer/us/en/overview.html
Canada:   https://www.ibm.com/support/customer/ca/en/overview.html
Canada (French):   https://www.ibm.com/support/customer/ca/fr/overview.html

You may contact a customer support representative directly by clicking on ‘Contact Us’ at any of the above sites.  If you are calling, depending on the type of inquiry, please have the following available: Customer number, Order confirmation number, Contract number, Invoice number.  

Additional Support Guides
In addition to the IBM Support Guide, these guides provide additional information on Support for Appliances and the IBM Cloud.
IBM Appliance Support Guide
An online source for information on IBM's Appliance support is found in the Appliance Support Guide at 
https://www14.software.ibm.com/support/customercare/sas/f/applhandbook/home.html
IBM Cloud Service Support
An online source for information on IBM's Cloud Service support is found in the IBM Cloud Service Overview at https://www.ibm.com/support/pages/ibm-cloud-service-overview 
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Call IBM for support at 1-800-IBM-SERV (1-800-426-7378) and follow the voice prompts for your product and a representative will create a hardware or software service request. 

Hardware Support 
 
Software Support

Your call will be answered by a call receive representative who will gather data and route your request to the appropriate technical resource.  Please have the following information available:
· IBM Customer Number OR machine type and serial number
· Contact name, phone number and email address
· Related operating system and product version and release
· Brief description of the issue 
· Severity of the issue in relationship to the impact of it affecting your business needs


At the end of the call creation process, a problem management number (PMR or Case) will be provided. Please record this number for future reference. 

Software Severity Codes
Severity 1   Critical Impact / System Down: Business critical software component is inoperable or critical interface has failed.  This indicates you are unable to use the program, resulting in a critical impact on operations. This condition requires an immediate solution.  
Severity 2    Significant business impact; this indicates the program is usable but is severely limited.
Severity 3    Some business impact; this indicates the program is usable with less significant features 
(not critical to operations) unavailable.
Severity 4   Minimal business impact; this indicates the problem causes little impact on operations or that a reasonable circumvention to the problem has been implemented.

NOTE: Additional information can be found in the 
IBM Support Guide 




You will be prompted to enter the 4-digit IBM machine type via the telephone keypad. Your call will then be answered by a call receive representative who will gather data and route your request to the appropriate technical resource. Please have the following information available:  
· Telephone number of the site where the machine is located. 
· Company name and address     
· Machine type/serial number
· Host System, if applicable
· Problem description 
· Contact name & phone number 
· Machine location (Building, Floor, Suite) 

At the end of the call creation process, a service call number will be provided. Please record this number for future reference. 
NOTE: The Call Receive Representative creating the call record can only see what the currently active terms of service are for the specific machine serial and has no visibility to contracts being processed or starting at a later date.  If during the call placement process a problem is found with the current service terms, disagree when asked and your call will be sent to a Customer Assistance Team (CAT) coordinator who will work with you to resolve the problem  
Hardware Severity Codes
Severity 1 - Critical business impact. You are unable to use the product resulting in a critical impact to your operations. This condition requires immediate solution.
Severity 2 - Significant business impact. You are able to use the product, but your operations are severely limited by the problem.
Severity 3 - Some business impact. You are able to use the product with minor features unavailable. These restrictions, however, do not have a critical impact on operations.
Severity 4 - Minimal business impact. The problem causes little or no impact to your operations, or you have implemented a reasonable circumvention.

























If at any point in the IBM hardware or software support process your expectations are not met, you may contact IBM SERV at 1-800-426-7378 and request to speak with an IBM Duty Manager in reference to your problem.  
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	Corporate Home Page
	https://ibm.com/ 

	Knowledge Center
	https://www.ibm.com/support/knowledgecenter/ 

	Products and Services/Shop IBM
	https://www.ibm.com/products?lnk=hpmpr&lnk2=learn 

	Redbooks
	https://www.redbooks.ibm.com 

	Systems Education
	https://www.ibm.com/services/learning/ 

	Techdocs, the Technical Sales Library
	https://www.ibm.com/support/techdocs/atsmastr.nsf/Web/TechDocs 

	Technical Support Directory (Global)
	https://www.ibm.com/planetwide 

	Technical Support Directory (Canada)
	https://www.ibm.com/planetwide/ca/

	Technical Support Directory (U.S.) 
	https://www.ibm.com/planetwide/us/
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	Storage
	https://www.ibm.com/it-infrastructure/storage 

	Flash
	https://www.ibm.com/it-infrastructure/storage/flash 

	Storage Insights
	https://www.ibm.com/us-en/marketplace/analytics-driven-data-management 

	Software Defined Storage
	https://www.ibm.com/it-infrastructure/storage/software-defined-storage 

	Hybrid Storage
	https://www.ibm.com/it-infrastructure/storage/hybrid-storage 

	Tape Storage
	https://www.ibm.com/it-infrastructure/storage/tape 

	Storage Area Network
	https://www.ibm.com/it-infrastructure/storage/san 

	Converged Infrastructure
	https://www.ibm.com/it-infrastructure/storage/converged-infrastructure 
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	Power Systems Home
	https://www.ibm.com/it-infrastructure/power 

	Power Systems Support and Services
	https://www.ibm.com/us-en/marketplace/support-for-ibm-power-systems 

	Power Systems Operating Systems
	https://www.ibm.com/it-infrastructure/power/os 

	Power Systems Software
	https://www.ibm.com/it-infrastructure/power/software 

	Fix Level Recommendation Tool (FLRT)
	https://www14.software.ibm.com/support/customercare/flrt/ 
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	System z Home
	https://www.ibm.com/it-infrastructure/z 

	Resource Link
	https://www-01.ibm.com/servers/resourcelink/svc03100.nsf?OpenDatabase 

	System z Software
	https://www.ibm.com/it-infrastructure/z/software 

	System z Operating Systems
	https://www.ibm.com/it-infrastructure/z/os 

	System z I/O Network Connectivity
	https://www.ibm.com/it-infrastructure/z/capabilities/networking 

	System z Support, Services, Resources
	https://www.ibm.com/it-infrastructure/z/resources 

	ShopZ
	https://www-03.ibm.com/software/shopzseries/ShopzSeries_public.wss 
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	Passport Advantage®
	https://www.ibm.com/software/passportadvantage 

	Software License Agreements
	https://www.ibm.com/software/sla/sladb.nsf 
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Customer Service Center	1-800-IBM-4YOU (426-4968)
A single point of contact if you do not know who to call at IBM 
Assists with information on IBM products and services, seminars and classes, marketing assistance, and more
Customer Support Operations (CSO) Numbers
US Commercial plus State and Local Government Customers	1-877-426-6006
US Federal Government Customers	1-800-333-6705
US Business Partners	1-800-426-9990
CSO provides the following types of non-technical support:
Order entry and order management for hardware, software, and publications
Scheduling and delivery coordination
Contract management for IBM maintenance, services, purchases, and software licensing
Inventory record keeping
Billing and invoicing reconciliation and customization
Collection and reconciliation of accounts receivable
Customer Support Online
Customer Support Online Team………………………………………………………… US: 1-877-504-8930
	………..  CANADA: 1-866-880-CSOL (2765)
CSOL can help you understand and clarify many non-technical queries you may have regarding:
Order entry and order management for hardware, software, and publications
Invoices and payments -- including billing options, payment methods, and terms, plus dispute resolution
Tracking of hardware and software type/model/serial numbers
Administrative support for maintenance and service contracts, including billing
Order information status, and SW order management, contract management/renewal, inventory management, billing, and disputes
Global Technology Services Sales	US: 1-888-426-4343
	 Canada: 1-800-426-2255
Can help you create systems, networks, and application infrastructures that support e-business on demand • networked functionality.
 Includes IT planning, implementation, support, and management services to help you maximize performance/availability, improve productivity, reduce costs, and increase your IT investments value 
Hardware Technical Support Center	1-800-IBM-SERV (426-7378)
Serves as the primary contact for hardware problem reporting 
Accepts repair calls for hardware covered by an IBM Maintenance Agreement or Support Contract
Notifies local IBM management if customer requests to contact them
ibm.com Sales Center	US:  1-888-426-4343
	 Canada: 1-800-426-2255
Customers or IBMers can call this line to obtain information and order IBM products.
Parts Order Center (Boulder)	1-800-388-7080
To place a parts order for PCs, call between 8 AM - 7 PM, EST Monday - Friday. 
NOTE: Please be prepared to provide the IBM part number.
Passport Advantage® Customer Care	1-800-978-2246
Software Technical Support Center (Support Line; fee-based, US & Canada)	1-800-IBM-SERV (426-7378)
Accepts calls for software tech support covered by IBM Licensing Agreement and Support Contract
Notifies local IBM assistance if customer requests to contact them
Remote customer technical support offering for all IBM operating systems & select non-IBM operating systems
Available for software that is not available through the Software Maintenance offering
Warranty Service	-800-IBM-SERV (426-7378)
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