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Agenda 

 Section 1: Self-help resources: 

 My notifications subscription service 

 dwAnswers, blogs, videos 

 PureSystems Centre 

• Access to system fix packs 

• Details about patterns 

 Cloud marketplace 

 Social Media  

 Education Assistant  

 Section 2: Prep work and using SR tool  

 Engaging with PureApplication Support 

 MustGather blog article and Read first content 

 Java™ utility for uploading files/logs 

 Call home content  

 Service request tool 

 Summary 
 Backup  
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Section 1: Self-help resources 

 My notifications subscription service 

 dwAnswers, blogs, videos 

 PureSystems Centre 

• Access to system fix packs 

• Details about patterns 

 Cloud marketplace 

 Social Media  

 Education Assistant  
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My notifications subscription . . . 
keeps you proactively informed 
 

 Consolidated – complimentary subscription 

includes software and hardware products. 

 Proactive – Subscribe and information is 

sent to you to stay informed about the 

products you use. 

 Customize – choose a product family,  then 

select: 

 Products   

 Daily or weekly updates 

 Delivery method: email, RSS 

 Document types: i.e., fixes, 

technotes 

 Create multiple subscriptions. 

 Sample email to the right. 

 More information here.  

4 

http://www.ibm.com/software/support/einfo.html
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dwAnswers 

 Forum on IBM developerWorks.  

 Ask questions, get assistance and engage 

with the community. 

 Follow the “pureapp” tag. 

 Please “like” a question if it was useful. 

 Use this link to access the forum. You’ll 

need to sign-in to the developerWorks site 

to post questions and participate. 
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https://developer.ibm.com/answers/topics/pureapp/
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Support blog 

 Application Integration Middleware 

Support Blog. 

 Technical support knowledge for a range 

of IBM products including PureApplication. 

 Please “like” an article if it was helpful. 

 Use this link to access the blog.   
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https://www.ibm.com/developerworks/community/blogs/aimsupport/search?lang=en_us&t=entry&f=all&q=pureapplication%20system
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 Learn more about features and functions 

in PureApplication System. 

 Use this link to access the videos. 

 Additional support-focused videos coming 

later this year. See this video , for 

example, on collecting trace logs and files.  
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Videos on YouTube  

https://www.youtube.com/playlist?list=PLqZTdGs5ywRWa2Efo6CqCNd-dkXHc24tJ
https://www.youtube.com/watch?v=hU4PrsW4AEA
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Support Portal  
 
 PMR avoidance content is available on the 

PureApplication Support Portal.  

 Instances available for each offering 

(System, Service, Software).  

 Provides access to 

 “Welcome to PureApplication 

System Support” technote 

  Knowledge Center 

  Social Media material  

  Release notes for fix packs 

  Recommended fixes 

 Go to ibm.com/support and key in 

“pureapplication system”  
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Enter 
“pureapplication 
system” here. 

http://www.ibm.com/support/docview.wss?uid=swg21599652
http://www.ibm.com/support/docview.wss?uid=swg21599652
http://pic.dhe.ibm.com/infocenter/psappsys/v1r0m0/index.jsp
http://www.ibm.com/support/docview.wss?uid=swg21410956
http://www.ibm.com/support/docview.wss?uid=swg27036448
http://www.ibm.com/support/docview.wss?uid=swg27039159
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PureSystems Centre  
 
 Consolidated location for finding 

information about the family of 

products (PureApplication, PureFlex, 

PureData). 

 From this site, access details about: 

 Patterns – IBM and Business 

Partner solutions. 

 System updates – fix packs on 

Fix Central.  

 Ask an Expert – link to 

dwAnswers 

 Library – access to product docs 

and more. 

 Transition underway to move to the 

Cloud marketplace. 
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https://www.ibm.com/software/brandcatalog/puresystems/centre/
https://www.ibm.com/software/brandcatalog/puresystems/centre/browse
https://www.ibm.com/software/brandcatalog/puresystems/centre/update?uid=S_PUREAPP
https://developer.ibm.com/answers/topics/pureapp/
https://www-ibm.com/software/brandcatalog/puresystems/centre/discover?page=a
http://www.ibm.com/marketplace/cloud/us/en-us
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Cloud marketplace 
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Social Media 

 Follow us on Twitter 

 Stay informed about the latest support news related to: 

 Fix packs and new releases 

 New Q&A content on dwAnswers 

 Regular tweets also include links to  

 New support blog articles 

 Videos 

  IBM Education Assistant training modules 

  Knowledge Center 

  And more 

 Handle = PureApplication 

 See http://twitter.com/PureApplication 
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https://twitter.com/PureApplication
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Social Media 
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IBM Education Assistant 

 A collection of multimedia educational modules designed to 

help you gain a better understanding of IBM products.  

 Modules are available for PureApplication System. 

 Topics include: 

Image creation and customization  

Management and monitoring 

Included workload patterns 

Failover and recovery 

Problem determination  

Security 
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http://publib.boulder.ibm.com/infocenter/ieduasst/stgv1r0/index.jsp?topic=/com.ibm.iea.ipas/plugin_coverpage.html


IBM Software Group 

IBM Education Assistant 
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Section 2 : Prep work and using SR tool 

 Engaging with PureApplication System Support 

 MustGather blog article 

 Read first technote 

 Java utility 

 Call home blog article 

 Service request tool 
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Engaging with PureApplication Support 

 
 Support for your IBM PureApplication System, both software and 

hardware, is delivered through a single point of entry to our world-class 

technical support organization.  

 PureApplication System provides support for the patterns provided within 

the PureApplication System product. For products/patterns purchased 

separately and not provided within PureApplication System, work directly 

with that product support team. 

 Your product/pattern is entitled through Passport Advantage so use the 

appropriate IBM customer number under which it was purchased when 

opening a service request.  

 If you need help determining the point of failure, contact PureApplication 

System product support.  

 See this Customer Support Plan.  
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http://www.ibm.com/support/techdocs/atsmastr.nsf/WebIndex/PRS4980
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MustGather blog article  

 Technical support knowledge for a range 

of IBM products including PureApplication. 

 Use this content when preparing to 

engage with PureApplication Support. 

 Please “like” an article if it was helpful. 

 Use this link to access the article. 
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https://www.ibm.com/developerworks/community/blogs/aimsupport/entry/save_time_reporting_problems_to_ibm_using_our_mustgather_documents?lang=en_us
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Read first technote  
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Java utility  
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Call home blog article  
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Open a Service Request using Service Request tool 

 Online problem management tool to 

open, edit and monitor Service 

Requests or PMRs  

 Once registered, users are entitled 

 Governed by Site Technical Contact, 

up to 9 Administrators, unlimited 

number of users 

 Attach troubleshooting files to service 

requests 

 Monitor SR activity with 

downloadable customized reports 

 Need assistance when using SR? 

More information here.  
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Register as ‘Basic’ user and request promotion to ‘Full’ user 

Click Open a 
new service 
request to 

access the SR 
tool. 

  

https://www.ibm.com/sr/help/sr_helpdesk.html
http://ibm.com/software/support/servicerequest/quick_start.html
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SR Tool – sign in with ID/pw created 
during registration 
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SR Tool welcome page  
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SR Tool  
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SR Tool – Select product and component 

25 

Enter 
“pureapplication” 
in this keyword 

field 
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SR Tool – Select product and component 
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SR Tool – Select Machine Type and 
Serial Number  
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 Enter relevant 
machine type. 
For example 

“8283” for 
W1500. 
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SR Tool – Select Machine Type and 
Serial Number 
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Select 
appropriate 

serial number. 
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SR Tool 
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When the Machine 
type / Serial 

number values are 
correct, click 

Continue 
.  
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SR Tool – problem description form  
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SR Tool- problem description form 
(continued)  
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Select the 
appropriate 

severity level. 
See Severity 

levels help text if 
needed. 

  

Provide 
information 

about business 
impact. 
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SR tool 
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Verify contact 
information on this 

Summary page 
and then click 

Create request at 
bottom of page 

.  
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Summary 

 

 My notifications subscription service to stay informed and be proactive. 

 dwAnswers provides forum to engage with like-minded clients and 

subject matter experts. 

 Blogs and videos for building skills. 

 PureSystems Center for accessing patterns and fix packs. 

 Social media to stay informed about system news and support content. 

 Education Assistant training modules about PureApplication System. 

 SR tool to create and monitor service requests.  
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Things to do – be proactive and use IBM 
client self-assist resources 

 Register on ibm.com  

 Use My Notifications subscription service 

 Follow pureapp tag on dwAnswers 

 Follow IBM PureApp Support on Twitter  

 Use Service Request tool to create and monitor PMRs 
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https://www.ibm.com/account/profile/us?page=regfaqhelp
http://www.ibm.com/software/support/einfo.html
https://developer.ibm.com/answers/topics/pureapp/
https://twitter.com/PureApplication
https://twitter.com/PureApplication
https://www.youtube.com/watch?v=mKXxPNFrczk&list=PLMp5LlSAupxJrPe-E55gxeGJGtrfKanhb
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Reference material 

 MustGather: Read first 

 Welcome to PureApplication System Support  

 Java utility for uploading large files 

 Release notes 

 Knowledge Center (and see the “PureSystems” section.) 

 Call home blog article  
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http://www.ibm.com/support/docview.wss?uid=swg21610259
http://www.ibm.com/support/docview.wss?uid=swg21599652
http://www.ibm.com/de/support/ecurep/send.html
http://www.ibm.com/support/docview.wss?uid=swg27036448
http://www.ibm.com/support/knowledgecenter/
https://www.ibm.com/developerworks/community/blogs/aimsupport/entry/the_new_call_home_feature_in_ibm_pureapplication_system?lang=en_us
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WebSphere® Support Technical Exchange 36 

Connect with us! 

 
1. Get notified on upcoming webcasts 

Send an e-mail to wsehelp@us.ibm.com with subject line 

“wste subscribe” to get a list of mailing lists and to 

subscribe 

2. Tell us what you want to learn 

Send us suggestions for future topics or improvements 

about our webcasts to wsehelp@us.ibm.com 
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mailto:wsehelp@us.ibm.com?subject=wste%20subscribe
mailto:wsehelp@us.ibm.com
mailto:wsehelp@us.ibm.com
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Questions and Answers 
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WebSphere® Support Technical Exchange 

Additional WebSphere Product Resources 

 Learn about upcoming WebSphere Support Technical Exchange webcasts, and access 
previously recorded presentations at: 
http://www.ibm.com/software/websphere/support/supp_tech.html 
 

 Discover the latest trends in WebSphere Technology and implementation, participate in 
technically-focused briefings, webcasts and podcasts at: 
http://www.ibm.com/developerworks/websphere/community/ 
 

 Join the Global WebSphere Community:  
http://www.websphereusergroup.org  
 

 Access key product show-me demos and tutorials by visiting IBM Education Assistant: 
http://www.ibm.com/software/info/education/assistant 
 

 View a webcast replay with step-by-step instructions for using the Service Request (SR) 
tool for submitting problems electronically: 
http://www.ibm.com/software/websphere/support/d2w.html 
 

 Sign up to receive weekly technical My Notifications emails: 
http://www.ibm.com/software/support/einfo.html 
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http://www.ibm.com/software/websphere/support/supp_tech.html
http://www.ibm.com/developerworks/websphere/community/
http://www.websphereusergroup.org/
http://www.ibm.com/software/info/education/assistant
http://www.ibm.com/software/websphere/support/d2w.html
http://www.ibm.com/software/support/einfo.html
http://www.ibm.com/software/support/einfo.html

