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Setting up Premium Support Routing with a DAC in SR

*IBM Service Request (SR) provides a method for IBM Premium clients to utilize a Direct Access Code
(DAC) for routing of service requests submitted through the IBM SR tool.

=|f a valid DAC code is associated with a user’s SR profile, the user will be routed directly to the

appropriate Premium support team based on the service type selection made in SR. Please ensure you
select Linux Custom Technical Support from the pull down.

=This presentation provides instructions for setting up a user profile to enable DAC routing and how to
route PMRs to the correct premium support team.
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Signing In to IBM Service Request

=Sign in to IBM Service Request (SR) with your IBM ID:

http://www.ibm.com/support/servicerequest

Signin to IBM
Enter your IBMid Forgot IBEMid?
Password Forgot password?
Mew? Create an IEMid. Help and FAQ
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Modifying SR Preferences

=Click “Preferences” to edit your SR user profile. This will pop-up a new window.

Marketplace

Service requests

Search O‘ E

IE1 Software

registration

Search: by software request number -

=1 IE] Preferences

Select country Search

Quick search: Click here to choose a quick search

New service request

My software requests

o Open a new service request
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Setting up a Direct Access Code (DAC) in SR

=In the pop-up window, click on the DAC tab (1) and enter your DAC code (2).
=Next click Submit (3) and finally click the X to close the pop-up window (4). @
Preferences 1

Contact MNotification Display Preferred products Saved aearche&achine locations

My DAC code

The Direct Access Code (DAC) is used to expedite service request routing for clients having an enhanced support
senvice of either Account Advocate, Enhanced Technical Support or Custom Technical Support. If you have
purchased one of these enhanced support services, entering a valid DAC code in your user profile will ensure your
senvice request is given priority access and handling and routed quickly to your assigned Priority Support Team .

If vou are not familiar with these enhanced support sernvices and would like to learn more, please visit our Software

Support Semvices site and explore the Software Support Services for Account Advocate, Enhanced Technical
Support, and Custom Technical Support.

States.

DAC code (5 digits)

2 Please note: This feature is only applicable to certain agreements in the United

3
oo >
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Routing a PMR to the appropriate Premium support group.

=Once a valid DAC code is
associated with your profile,
a service type selection box
will appear when opening a
service request in SR.

=Select the appropriate
Premium service type and
your service request will be
routed to the appropriate
Premium support group.

=For Linux premium
support, for example, select
“Linux Custom Technical
Support / Advance
Support”.
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Service request qualifiers

Severity* ()1 (H2 ()3 ()4 B Hep
|| systemis down

Request type* | Help

@ Software Defect Support

() Software Usage S

Service ty Linux Custom Technical Support / Advanced Support

N

Please select your operating system W

Operating system* | Linux v

e proper routing of your s
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