Oracle Support Services Reference Sheet


Important Phone Numbers
OraclePRODUCT Support 
800-223-1711
Oracle Support Sales & Renewals
800-833-3536

Oracle Contracts
888-755-6051

Oracle Documentation
800-252-0303

Oracle Magazine Subscriptions
650-506-9182

Oracle Consulting
800-578-4672

Oracle University
800-633-0575

International Oracle Users Group (IOUG)
312-245-1579

Oracle Application Users Group (OAUG)
404-240-0897

IBSC - Install Base Sales Consultant
Carole Kilpatrick
(Office) 248-614-5117
Install Base Sales Consultant
(Fax) 248-816-8270

email:  Carole.Kilpatrick@oracle.com
(Cell) 248-760-4401

Useful Web Sites
Oracle Corporation Home Page
http://www.oracle.com

Oracle Annual Reports
http://www.oracle.com/corporate/annual_report

Oracle Global Sites
http://www.oracle.com/global

Oracle Customers
http://www.oracle.com/customers

Oracle eBusiness Outsourcing
http://www.oracle.com/outsourcing

Oracle Products
http://www.oracle.com/products

Oracle Internet Seminars
http://ebusinessnetwork.oracle.com/iseminars

Oracle Applications Home Page
http://www.oracle.com/applications

Oracle Technology Home Page
http://www.oracle.com/ip

Oracle Support
http://www.oracle.com/support

MetaLink
http://metalink.oracle.com

Oracle Applications Network
http://appsnet.oracle.com

Oracle Technology Network
http://technet.oracle.com

Oracle University
http://education.oracle.com

Oracle Partner Network
http://oraclepartnernetwork.oracle.com

Oracle Consulting
http://www.oracle.com/consulting

Oracle Store
http://oraclestore.oracle.com

Oracle Magazine
http://www.oracle.com/oramag

Oracle AppsWorld
http://www.oracle.com/appsworld

Oracle OpenWorld
http://www.oracle.com/oracleworld

International Oracle Users Group
http://www.ioug.org

Oracle Applications Users Group
http://www.oaug.org

Oracle Support Services Terms & Procedures
CSI Number (CPU Support Identification Number) - This number references your support maintenance level and its duration, CPU (platform) and all other information relevant to the Technical Contact such as installed-at location, billing address and licenses.  If there is not a valid and active CSI number for the product, Oracle cannot provide support.

TAR (Technical Assistant Request) - A telephone request by a supported client for help with a technical, or non-technical, problem, assigned with a unique number and viewable, reportable and modifiable via MetaLink.  (Note:  A TAR that is created by an Oracle Support Analyst via the telephone is typically assigned a unique number in the format nnnnnnn.600).

iTAR (Internet Technical Assistant Request) - A TAR created online via MetaLink with minimal, to no, phone contact with an Oracle Support Analyst. (Note:  An iTAR is typically assigned a unique number in the format nnnnnnn.995,  nnnnnnn.996 or nnnnnnn.999).

Severity Levels - Mutually agreed upon between the Oracle Support Analyst and the customer, it describes the level of impact of a particular TAR to the customer’s business and defines the rules of engagement and the Oracle resources to be expended in finding a resolution.

(Note: For all issues, other than Severity 1, Oracle Support recommends using MetaLink to create an iTAR.  When logging an issue by telephone, you should confirm the severity with the Oracle Support Analyst prior to ending the call.  When using MetaLink to create an iTAR, the severity will be determined by the system and is based on the answers to a series of questions).

Sev 1:
A procedural issue, or product defect, causes a complete loss of service in a production, or test, environment and work cannot reasonably continue.  This represents a SIGNIFICANT business impact and management is usually involved.

Sev 2:
Severe loss of service.  While no acceptable workaround is available, a production environment can continue in a restricted fashion.

Sev 3:
Minor loss of service and a workaround is available.

Sev 4:
No loss of service and does not impede operation of system and is, also, used for enhancement requests.

When Should a Customer Use the TAR Escalation Process?

The TAR Escalation Process is in place to assist our customers who are not satisfied with the resolution, or response, to a TAR.  Customers can work with the Oracle Support Analyst to initiate the TAR Escalation Process below.

What is the TAR Escalation Process?

· Customer, first, updates the iTAR with a request for a TAR Escalation Manager and, secondly, calls Product Support advising that it wishes to escalate a TAR to a TAR Escalation Manager.

· The Oracle Support Analyst will page the appropriate TAR Escalation Manager.

· A Manager will call the customer within thirty (30) minutes of the escalation request.  The Manager will listen to the customer’s issue until it is understood and then create a mutually agreeable resolution plan.

· The Manager documents both the conversation and the resulting resolution plan in the TAR and it is available for online viewing.

· The Manager will follow up to ensure the plan is executed properly  and/or reset the customer’s expectations.

· The escalation is owned by the Manager who contacted the customer until it is resolved or escalated to a higher level of management.
· When issues are escalated to upper management within Oracle, we ask that equivalent management levels be engaged at the customer site.
How to Use the TAR Escalation Process Effectively?

· Escalate in a timely manner

· Provide reason for escalation in business terms

· Agree on acceptable plan to resolve issue

What is the Difference Between Raising the Severity and Escalating?

Escalating an issue brings Oracle Support management attention to it and, when appropriate, additional resources.  This does not automatically mean that the severity of the TAR will be changed.

If the severity level of the TAR becomes inappropriate over time, it may be adjusted in the same manner it was originally established (i.e., by mutual agreement between the Oracle Support Analyst and the customer).

Oracle MetaLink - General Information
Oracle MetaLink, via the web and with a standard internet browser, provides those Oracle customers with active CSI number(s) access to Oracle Support Services and technical information.  MetaLink is provided free of charge to all OracleProduct  customers. 

Functionality includes automatically distributed product-specific alerts, Oracle Product Desupport Notices, step-by-step installation instructions, technical white papers, detailed product documentation, search engines, TAR and BUG query  and much more.  Additionally, there is User Administration, User Profiles, My Headlines, Product Lifecycle Information, TAR Management Reports and full iTAR capabilities.  iTAR capabilities include the ability to create, update, monitor and close TARs in real-time, globally.  Oracle Support strongly suggests to use iTAR whenever possible.

MetaLink Information Site:    http://metalink.oracle.com

Using Oracle Support Services 
If you want to log a telephone TAR, what information is necessary?
1. The relevant customer CSI number
2. Contact name and contact phone number

3. Software release levels of operating system and all Oracle components

4. A description of the business impact to help determine the severity

5. A detailed description of the problem including copies of session logs, trace files or other diagnostic information

How do you report bugs in the software to Oracle Development?
The Oracle Support Center is your link to Oracle Development.  If the bug is causing a loss of functionality, the Oracle Support Analyst will attempt to offer a suggestion, or workaround, to circumvent the issue and will convey the details of the bug to the appropriate Oracle Product Development team.  All technical correspondence and/or documentation regarding the TAR/Bug should be coordinated by the Oracle Support Analyst.
What should a customer do to prepare for reporting a bug?
Some questions to ask yourself before calling OSS to file a bug are:

1. Is the problem reproducible?

2. Has the errant behavior occurred consistently in your application?

3. If not, what has changed since the last time that it worked?

4. Does the situation change if you remove the new functionality?

5. Do you have a copy of the previously working version to compare?

6. Did this functionality work in a previous version of the product?
Recommended Reading List from Oracle Press
Oracle Press Title
OSBORNE/McGraw-Hill ISBN #

Oracle9i DBA Handbook
0072193743

Oracle9i Web Development
0072193883

Oracle9i:  A Beginner’s Guide
0072192798

Oracle9i Instant PL/SQL Scripts
0072132183

Oracle9i PL/SQL Programming
0072191473

For additional titles, please access the web site:

www.osborne.com/oracle/index.htm

Oracle Support Services Offering Summary
Oracle Support Services offers a comprehensive portfolio of focused services that support the IT infrastructure your organization needs to meet the demands of eBusiness.  The following is a summary of the specific services provided, however, for more detailed information on these services, please refer to the web site:  www.oracle.com/support.

Updates Subscription Service
· Annual subscription service with rights to Oracle product upgrades, maintenance releases and patches during the subscription period.

· MetaLink’s rich, web-based technical resources (note:  the ability to log, and track, TARs is NOT included in this service).

· Prerequisite for all other Oracle Support Services.

Product Support
· 24x7 problem diagnosis and resolution through web and telephone access to Oracle technical information and Oracle analysts.

· Rich, web-based technical resources and the ability to log and track TARs using MetaLink

Advanced Product Services

APS delivers expert services to help you manage and maintain your Oracle environments, allowing for more proactive service and problem avoidance.  APS lets you plan for system maintenance and enhancements, helping your organization to not only prevent problems but, also, to minimize risk.  APS will not only improve the performance of your system but, also, help you serve your customers more effectively.  Oracle offers the following Advanced Product Services:

· Assisted Services - customized assistance for support, enhancements and improving processes

· Technical Assessments - configuration and performance analysis with focused service delivery reviews

· Business Critical Assistance - additional services for personalized support and proactive recommendations

· Solution Support Center - a combination of reactive and proactive support services

Outsourcing

Let Oracle manage and maintain your Oracle software so you can focus on strategic business priorities!  When we manage your Oracle software, you can save up to fifty (50%) percent on IT management costs, more accurately forecast spending and focus your IT professionals on helping improve the bottom line.  Since we develop and support the software, we are able to help you achieve fifty (50%) percent faster problem resolution compared to customers who manage Oracle software themselves.

Tips for Efficient Use of Oracle Support Services
Nine Tips to Our Customers for Getting Better Support from OSS:

1. Be prepared to have access to ALL information that a Technical Support Analyst might need to help in resolving your issue, including  the appropriate CSI number, phone numbers of affected and/or interested individuals within your organization, as well as any pertinent contractual information.

2. Identify the problem area precisely and attempt to isolate the issue to a specific group of Oracle Products and operating system configurations (e.g., RDBMS, Tools, Applications, UNIX, Desktop, Midrange, Mainframe, etc.).

3. Decide upon a Severity Level (1 - 4) to be assigned to the issue based on a reasonable analysis of the business impact.

4. Keep your implementation configuration information easily accessible to the Support Analyst at all times. 

5. Ensure that all relevant individuals within your organization are available for immediate consultation when you call the Support Analyst.  Conference call whenever possible to avoid delays in issue resolution.  Please be proactive.

6. Provide accurate error messages and symptoms.  The Support Analyst can usually solve issues quicker with accurate information.

7. Provide test cases, if at all possible, so Oracle can recreate the problem, if required.

8. Always refer to your issue by referencing the TAR number assigned on the initial call and keep an active list of all your TARs that are currently open.

9. Keep track of your technical issues in MetaLink.  Whenever possible, use MetaLink to log, track and update your issues.  This allows for more effective information transfer and more efficient TAR resolution.
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