ORACLE



ORACLE

MetalLink
Advanced Features and Resources

Jack Malloch
Customer Support Manager
Jack.malloch@oracle.com



. Oracle Support Services Evolution

Call Center Internet Content Center Customer Centric Svcs
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. Oracle Support is Outstanding

Oracle Support

Awarded Outstanding
Customer Service

! ORACLE SUPPORT—
J.0.POWER AMD ASSOCIATES CERTIFIED
GLOBAL TECHMOLOGY SERVICE AND SUPPORT

“An Qutstanding Customer Sarvice Expearience”™

COracle Lifetime Support—
The world's first and only lifetime support for database,
middleware and application software.

ORACLE

oracle.com/support
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Global Support Infrastructure

24x7 Mission-Critical Support

7000+ Support Professionals

18 Global Centers, 27 Local Languages
Knowledge Base with 400,000+ solutions
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. Resources, Tools,
& Best Practices

 Personalize MetaLink
 Search Techniques

 The Knowledge Browser

« Diagnostics

« Oracle Collaborative Support

« Escalation Process

e Configuration Support Manager

e The Maintenance Wizard
(for Upgrade Assistance to 11.5.10)

ORACLE
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. Upcoming Internet Seminars

http://www.oracle.com/support/seminars.htmi

O working Effectively with Support
Learn how to save time and wark effectively with COracle Support. Obtain details on leveraging your suppart investment and customer best
practices. Understand support terminology, tools, and the escalation process.

O Introduction to Metalink
Attend a live demo showing the various features availahle in MetalLink. Learn how to log a Service Reguest (SR and how to have an SR, a
patch or other important news sent to you automatically by ermail.

O Advanced Metal ink
Attend our Advanced Metailing Serminar and learn from the experts how to exploitthe Search and Advanced Search functions, how to use
the Knowledge Brovwser, how to setup My Configurations and Projects, how the User Administrator functions waork, and much mare.

O Metalink: Configuration Support Manager
This seminar helps you learn how to use the Configuration Swopor Wanager effectively to create and manage configurations, manage
projects around those configurations, run HealthChecks, and save time logging and resolving Service Requests.

O Support Diagnostic for E-Business Suite 11/
This seminar will give yau an opportunity to learn all the details about Support Diagnaostics for E-Business Suite 11) including a live
demonstration using real examples. This 90-minute seminar is directed towards E-Business Suite 11/ users who log Senvice Requests
with Support and DBA's whao will he installing and maintaining Support Diagnostics.

O Maintenance Wizard
The Maintenance Wizard guides wau through the maintenance and upgrade processes. The toal presents maintenance and upgrades as
step-hy-step processes; enahles validation of each step, tracks the completion of the step, and maintains a log and status; is a multi-user
tool that enahles the system administrator to give different users assignments based on any combination of category, product family, or
task level automatically installs many required patches foryvou; and provides project management utilities to record the time taken for
each task, completion status and project reporting.

O Advanced Support Tools—DB Specific and DB/Apps Specific
Learn to leverage your investment in Qracle Custormer Suppart by fully utilizing Metalink's advanced proactive tools and resources. This
seminar highlights the many features available in MetaLlink, including how to personalize MetaLlink through My Headlines, Metalink search
tins and technigues, insight into the Knowledge Browser, and the power of the Configuration Support Manager. Awide range of proactive
tools will he coverad, including the Remaote Diagnostic Agent (RDA), the Qra-600 Laakup Wility, Install Healthchecks, and a menu of aver
300 SaL Scripts. The seminar also demonstrates how to avoid problems, through the Support Diagnostics—application tools to
proactively minimize downtime, by catching potential problems early, such as setup, performance, closing, and other activity issues, with
recommended corrective actions. The sessions will conclude with a section devoted to best practices when working with Cracle Suppaort,
and using the Escalation process for management attention. (Mote: DB specific sessions focus only on the relevant proactive DB tools,
while the Apps/DB sessions cover all available tools related to both the DB and the e-Business Applications Suite.)
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.Personalize MetalLink

Personalize - SR Settings

Owerall f’Knuwhdga | Forum
Settings Settings \ Settings ./ Settings

Adding Headlines Sections

From the lst below, select the sections you wish to add to your Headlines page, and click on the Add New button. The sechions
appear it the order selected. The MNews & MNotes section iz displayed by default and cannet be deleted. If you have already
added all sections avalable to you, only the Delete option appears.

# Section Delete Configure
1; MNews & Motes

2. Enowledge Base [Delete ]

3, Forums [Delete ]

4, =R [Delete ]

|BUG | Add New | N

General Settings

After logmng on to the service, start with: My Headlines ;]
Dhzplay the screen in the followang language: English j
Default Language I use to log SEs 15 Enghsh: [Yes, Mo Yes "I

Headlines Settings

HMumber of entries displayed in each My Headlines section: 10 Lines vI

In each My Headlines section, show entnies for the last: E day(s)
Automaif:ic.a]ly emal My Headlines to me: . F Ves

(The email is sent after the number of days specified abowve)

Format thiz email m HTIL: V¥ Yes

ORACLE

9



.Quick References for MetalLink Basics

ORACLE In MetaLink’ ﬁrst CIiCk “He|p” Bookmarks Admin Profile Feedhack Sig&om Help

METALINK

Headlines knowledge ;| Serdce Reguest | Caonfiguration Suppart Manager | Patches & Updates ;| Forums  Cedify

Headlines Qracle b

[Z Quick Find | Knowledge Base ] { Go ) Securs Enterprise Search  Adwanced Sawed Searches

> —

= Help Page - Microsoft Internet Explorer

Help Page

Online Help Table of Contents

General Information Help on Help
o About MWetalanlk e About Help
o "Welcome Tsers o “What Do the Help Pages Prowide?
o What's Iew in This Eelease o Table of Contents
o IMavigating Through the Site o Context-Sensitive Help
o Ilain Mawvigation Bar o Frequently Aslked Questions
o Zearch Title Bar o ZBite hiap
o Feedback o Error Messages
o Site Mlap o MNawngating Through Hel; -
o File Formats for Downloading Diocuwments
Search My Headlines
s Basic Zearch s iy Headhnes

ORACLE
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MetaLink
Search
Techniques
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.Quick Search Capability

Value to you:
* Get the exact answers you need
« Save time

Search in all categories

Or search in specific categories
 Knowledge Base
 Bug Database
e Technical Forums

Or by a specific ID #
 Knowledge Base Document ID #
* Service Request #
* Error Code
 Patch #

ORACLE
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.New Quick Search Capability

Bookmarks Admin Frofile Feedback Sign Qut Help

ORACLE
METALINK
Headlines kKnowledge | Service Reguest | Configuration Support Manager ;| Patches & Updates ;| Forums | Cedify
Headlines Oracle Mews & Events  E-Busin
[& Quick Find | Knowledne Base { Go ) Secure Enterprise Search  Advanced Saved Searches
All Sources

) Technical | Knowledge Base

Headline: howledge Base (Including Archived Articles)
| Bug Database _
Technical Forums
Document ID (Knowledge Base, Forum, or gug)
News & Ngonice Feguest Number k

Error Code

Fatch Murmber

Article Last Updated Status
Cracle Critical Patch Update October 2006 17-0CT-2006 Lpdated
Attend the Advanced MetaLlink Seminar. QOctober 18, 2006 17-QCT-2006 Updated
Mew Administrator .. (Marc-Daniel Krimmeli@thyssenkrupp.cam 16-0CT-2006 ] ey
Comficeatioes Sumnort bdonaoor o blowe Seajlablo Wioeleseicdo A6 O T IO0E ILlncatand

ORACLE
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. Improved Search Filters

. Bookmarks Admin Profile Feedback Sign Out Hel
ORACLE : SR

METALINK

Headlines MGG Sewice Reguest . Configuration Suppaort Manager

Patches & Updates | Certify |

knowledge Brovwser Advanced Search Bug Search  Secure Enterprise Search

[3) Quick Find knowledge Base D systemn crash { Go ) Secure Enterprise Search  Advanced Saved Searches

strict your 5
Folders ST,
Products

h to one of the following falders or products
jddleware. COREid | ST.Sarver. DEA.Releaselnfo | ST.Platform. OpenS. Alpha | ST.EM. GridCaontral | ST. Middleware. AppServer. Installer.w10g
le Server - Enterprise Edition | Dracle Application Server 10g Enterprise Edition | Enterprize Manager Grid Control | Linux 05 | COREd Identity

Subject Doc ID W Product Platform Type
1. OracleAS 109 Patchset 3 9.0.4.3) List of Bugs Fixed 3709321 24-MAY-2006 Oracle M5 BULLETIM
10g (8.0.4) for Solaris Operating System (SPARC) and Microsoft Windows Application  Windows
Oracle Application Senver 10g Patch Set Mates 10g (3.0.4) Patch Set 3 (9.0.4.3.0) far [% Saner 0o 000
Salaris Operating System (SPARC) and Microsoft Windows (this document). It provides the iy ; ;
following information: Additional fllte”ng
whenever Search results are
2. Testing - please ighore: OracledS 100 Patchset 1 (9.0.4.1) List of Bugs Fixed 3626511 28-MAR-Z20
fintemal Only) greater than 25
sans-senf'> Oracle® Application Server 10g List of Bugs Fixed (8.0.4) Patch Set 1
(9.0.4.1.0) for Solaris Operating System [SPARC)
9.0.4) Patch Set 1 (8.0.4.1.0) for Salaris Operating System (SPARC) <fant face="arial
All system requirements and instructions needed to install or de-install the patch set itself.
<font face="arial
3. Login farm hangs 3209951 17-0CT-2005 Generic Generic  REQUIREMENT

ORACLE

14



.Advanced Search

kKnowledge Browser Advanced Search Bug Search  Secure Enterprise Search

i knowledge Base
Quick d D { Go ) Secure Enterprise Search  Advanced

Find  system crash

[ Yiew Saved Searches

1. Specify your query terms (at least one term is required): Sources

usihg all of the words systermn crash [V Encwledge Base

using any of the words [l Archived Articles
A with th " [JBug Database

atucl v g exact phrase Technical Forum

but without the words

Document D
(Enowledge Base, Forum, or Bug ID)

2. Weight your results using these categories (optional):
Selecting any of the following categories, will place a greater emphasis on those articles

Froduct ALL PRODUCTS [+

Flatform ALL PLATFORMS ]

Articles Created Sice Ay Date [ %
3. Maximum Number of Hits: | 100 [ [ Submit |

ORACLE
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. New Secure Enterprise Search

* Now in MetaLink - Opens in a Separate Window

» Allows you to search content from the following repositories:
* The MetaLink Technical Knowledge Base
* The Bug database
» Server Product Documentation
» Selected parts of the Oracle Technology Network (OTN)
» Selected parts of Oracle.Com

ORACLE Secure Enterprise Search Help Submit URL

All Knowledige Documentation ©TH Bug

Advanced Search
Fhlan Browse Source Groups

Fesults 1 - 10 of about 7168 matches for RMan.

Performing Restore and Recovery Operations
okip Headers Oracle® Database 2 Day DBA 10g Release 2 (10.2) Part Mumber B14196-02 Home Book List Contents

Index Master Index Contact Us Previous Mext “iew POF

mource Group: DT download-west. oracle comddocs/cd/b 159506 01
download-west. oracle. comfdocs/cd/B159306_01/semver. 102/b14196/backrest004. htrm - 34 Kb - Oct 13, 2006 -

ORACLE
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The
Knowledge
Browser

ORACLE
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.The Knowledge Browser

« Improved Navigation, Organization, and Structure
for the Knowledge Base

ORACLE Bookmarks Admin Profile Feedback Sign Qut Help

METALINK

Knowledge Browser

Quick Krnowledge Base

Find

Advanced Search

Headlines | MLl T [T Semice Reguest

Bug Search  Secure Enterprise Search

Canfiguration Support Manager ;  Fatches & Updates |

Forums | Certifiy

{ Go ) Secure Enterprise Search  Advanced Saved Searches

Knowledge

Support Categories

Application Server

E-Business Suite
Collaboration Suite
Database

Developer Suite
Enterprise Manager

Metworking

System Administration
and Platforms

Alphabetical List of Categories: | — Select Category —

Welcome to the Knowledge Browser

knowledige Browser Feedback

=

This application is best viewed with fiermet Syolorar 5.5, Metscape 7.0, or higher.

FTIP  JsvaSorjpt must be enabled to use the Knowledge Browssr,

The Knowledge Browser gives yvou the ability to drill down to Product Pages
through a product hierarchy. To learn mare aboot this functionality, wou can
weatch the weh based tutorial Knowledoe Browser 1.2 (16 minutes), oryou
can view the viewlet presentation {5.9mb), aor the PowerPoint presentation.

Mew in the Knowledge Base

Troubleshooting Problems with Purchasing Email Notifications -

o R | e s Y e Yo

You can contribute to the
knowledge base e welcome
customer submitted aricles! Find

out more by reading the -.'
Submittal Guidelines.
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.The Knowledge Browser

Your Starting Place
 Value to you:
 The most relevant information in the fastest possible time
* Product Pages organized by popular categories
e Continuously updated

* Rich resource for research and problem solving,
including:

 Electronic documentation
« eTRM -Electronic Technical Reference Manual

« “Support Tools” — proactive diagnostics, business
flows, etc.

« “Search” and filter options within product areas to further
refine your results list

ORACLE
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.The Knowledge Browser

Knowledge

S ——— Alphabetical List of Categories: |~ Select Category = ﬂl
Support Categories Welcome to the Knowledge Browser

= Application Server This application is best viewed with Internet Sxplorer 5.5, Metscape 7.0, or higher,

s E-Business Suite @1IP  JevaSorjst must be enabled to use the Knowledge Browser,

m  Collaboration Suite

m [Databaze

The kKnowledge Browser gives you the ability to drill down to Product Pages through a product

= Developer Suite hierarchy. To learn mare abaut this functionality, you can watch the web based tutarial

= Enterprise Manager ri;e tanager Knowledoe Browser 1.2 (16 minutes), oryou can view the viewlet presentation (5 5mbd, or :DU clarlicnnhtributﬁwtn thel
Metworking the PowerPaoint presentation. NOMIEOQE DASE.VHE WEILOMmE

customer submitted articles! Find
out more by reading the

P Submittal Guidelines,

System Administration
and Platforms

New in the Knowledge Base

New White Paper from Systems Technology Group - September 7, 2006
Support Tools

The Systems Technology Group has released a new White Paper that focuses on creating a

= [Diagnostic Tools logical standhy database far a RAC primary 10gr2.

» PMaintenance YWizard A space totally dedicated to the

» Support Case Studies Fead the white paper by clicking here. exchange of information and
learnings hetween customers.

SO nay Reat che You can view archived NMew in the Knowledge Base announcements here, You can visitit here.

Online Documentation Hps anct Technigues

= Application Server B¢ Search Tip: Use Keywords/KeyFacts to Find Similar Articles

n Applications S+ Your feedback is important to us.

: : _ Many articles in our knowledge base contain special links atthe end of the article. These links Dayau have a camiment ar
= Collaboration Suite B+ are called Keywords or KeyFacts. These links can be especially helpful when you have found request? Send an email to the
= [atahase B+ an article that meets your search criteria, but want more information or similar articles to read.
s Dovelsnel e B o knowledge tanagement
s Enterprise Manager B¢ When you find an article with Keywords/KeyFacts atthe end, click on the link, and a search will Team.

he performed against the knowledge base to find adicles that contain that KeywoardikeyF act,
Hint: au will find most KeywordsfkeyFacts in articles that are a type of Prahlem or HowToa.

ORACLE
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.The Knowledge Browser

B
Alphabetical List of Categories: | PL/SGL j o [D
Knowledge Browser Q gades:|
Support Categories Home > Support Categories: Database
n  Application Server
m FE-Husiness Suite Database
B dmilabeiatioy o Uite » Critical Patch Updates
) n Oracle Datahaze 10g Online Training
= ite s ORAGOD Error Lookup by Argument

m  Enterprise Manager

m  Pletworking
m  oystem Administration

Application Development

and Platforms s OC| s SQALPLUS
n iU
Support Tools Backup and Recovery
 Diagnostic Tools » Genetic Backup and Recovery lssues w Recovery Manager (RMARN)

= Maintenance Wizard
Support Case Studies
Support Mewsletters

Content Management

m Oracle Context (Text for Oracle 7%

m ntertedia n Dracle Text
R T and 5.07 T e
T 7 m Secure Enterprise Search m Lltra Search n =ML Database
Online Documentation E—— —
n  Application Server Er - .
L e ey Database Administration
s Collahoration Suite B s Automatic Storage Management . Basi . . .
asic Administration n Database Architecture
w [Database B¢ (ASh)
= Developer Suite =+ m Database Corruption = Database _Creatinn and n Database konitoring
» Enterprize Manager BE* _ Configuration
= On-Demand . ﬁfﬂﬁ;ii‘f'ea“ Netes and Featue.  § oyopaiation Tachrologe (NES)  w Javs Virtiial Wl it (V)

ORACLE
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.The Knowledge Browser

Browse Product Home = Support Categories = FLISQL = PL/SAL

¢ [ocumentation

. EAQs PL/SQL %
s Hot Tapics Last Updated September 10, 2006 Frnowledge Browser Help Knowledge Browser Feedback
+ Troubleshooting
LS L AR Troubleshooting
+ All Documnents T _
s Archived Imdicates nessw article.
Documents
¢ Search YWithin
Category | Hide Falder / Topic ||| Filter|| Clear Filter | spowing 87/57) Documerts
Doc Id Subject (Folder/Topic) Last Revision Date Type Min. Versionlsage
B1737.1 How to Manipulate Large Objects 04-mAY-2006 SCRIPT 2.0, 10.4
Related Using DBMS LOBE Package
Folder: 5T Languages PLSCL Topic:
Resources | Using Supplied F‘gLJ‘SgQL Packages = [
» Diagnostics d30145.1 Hiow to W'rite BLOBs Stored 29-JUN-2006 SAMPLE 10103 s
Inside the Database Out to Files CODE

Folder: =T Languages PLSGL Topic:
| Howe To Aicles [ ) ]
J57385.1 How To Send Attachments Of 07-AUG-2006 |SAMPLE 102010 | 5.3
Size Greater Than 32 KB Using CODE
UTL SMTF Fackage
Folder: 5T Languages PLESCL Topic:
Uzing Supplied PLSGL Packages [
182383581 Using DBMS METADATA To Get 25-JUL-2005 SCRIPT 901, 5
The DOL Faor Ohjects
Folder: =T Languagez PLSGL Topic:
| Using Supplied PLISGL Packages [ [ | |
1953061 DBEMS_S0L and Mative SCL with 05-5EF-2006  SAMPLE g5.1.5, 4.3
Samples CODE
Folder: =T Languages PLSGL Topic:
Uszing Supplied PLAEGL Packages

o | s T | Fan e | W i A — L o I B o T T Y 1 e L el

ORACLE
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.The Knowledge Browser

Secure Enterprize Search

Advanced Search

niledge Browser Bug Search

Frnowledge Base

{ Go ) Secure Enterprise Search  Advanced  Saved Searches

—

@ TIP: Click help for a detailed explanation of this page.

Search within Product
Categories refines results
VS. using the’general search

Brows=se Product Horme = Support Categories = General Ledger = General Le

Documentation
FACs

=il

General Ledger
Last Updated October 16, 2006

Knowledge Br

ser Help Khnowledge Browser Feedbach

Hot Topics
Troubleshooting

White Papers
All Documents

o T

*WE + + + + &+ &

Search Within

Category are searched by default.

Document [v] ANMNOUNCEMENT (1
Types documents)

MFAG (41 docurments)
VP
0

e words to search the product area. The sear i
berords. For Broweser Product Pages that consist of mulpfile folders, a folder selection is mandatory, If you
wish to restrict the search further, select one or more docu

MLIBRARY (1
docurgknts)

W[
[FISCRIPT (3 documents) d um“jﬂ':;E (1 [ REFERENCE (12 dacuments)
[¥]WWHITE PAPER (15 ] ALERT (16 [ TROUBLESHOOTING (39
documents) documents) documents)

BULLETIM {120

docurments)

Engine will look for articles that include all the

t types. If no document types are selected, all

PATCH (2 documents)

M HOWTO (B85 docurnents)

ORACLE
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MetaLink
Support
Diagnostic Tools

ORACLE
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. Diagnostic Tests

Gather Detailed Information About Oracle Environments

Server

 Remote Diagnostic Agent (RDA)

e Ora-600 Lookup Utility

e 300+ DBA Scripts

« Health Check / Validation Engine Rule Sets

Applications
e Diagnostics Support Pack
« 175+ Diagnostic Tests for the E-Business Suite

ORACLE
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. . . ORACLE Metalink
Support Diagnostics
* Value to you: fnd |
* Check and document setups
« Avoid problems proactively Knowledge
« Compare environments Browser
- Decrease setup, install, and e e
upgrade times D -
- |dentify multiple issues in one ! Dot + Baiching
test I -
 Increase self-service efficiency e —
* Reduce time-to-resolution ST ==
« MetaLink -> Knowledge / ™ Dispneete Toa e
Knowledge Browser ogads -
ORACLE
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. Support Diaghostics

1

Horme = Support Toaols: Diagnostic Tools

Support Categories

i kKnowledge Base
@Eill'_:;k d D { Go ) Secure Enterprise Search  Advanced Saved Searches
Knowledge Browser Feedback
Alphabetical List of Categories:
gnuwledge —oelect Category — ]
rowser

All released diagnostics,

5 cielcationkasiey . . both DB & Apps, Note 178043.1
® E-Business Suite Diagnostic Tools
B Collaboration Suite
- Lohren General Diagnostic Tools
m [Developer Suite
m Enterprise Manager ® [iagnostic Tools Catalog 3
B Metworking
m Systern Administration E-Business Suite Diagnostic Tools

and Platforms - . i

=_s - = m Diagnostic Tools Catalog B Oracle Diggnostics Support m FAL

Fack General
Support Tools n 'I:I;ec.:gnn:al FALQ & Troubleshooting
uide
m Diagnostic Tools -
m Maintenance YWizard ) ) ..
m Support Case Studies Diagnostic Tools Training
B Support Mewsletters ® Yeh Seminars N
ORACLE
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. DB/Server Diagnostics

Oracle Support Services Diagnostic Tools

Diagnostic tools gather and validate information from your system. These tools will assist you in verfying your setup and
data or when you are experiencing a technical 1ssue. Tool results identify patential errors and suggest appropriate actions

to take. If a Service Request is necessary to resalve an issue, Oracle Support Services will reguire the infarmation
contained in the tool output.

Mote: The tools provided do not alter any data or aystem setup settings.
E-Business Suite

e Felease 11.5 e Felease 11.0 e Felease 107
Application Server L Remote Diagnostic

¢ Health Check/alidation Engine Rule Sets Agent
Dataifase Technologies

o Remote Diagnostic Agent (EDA) for « [atabase Scripts: All Beleases ¢ Health CheckMalidation

Unix, Windows NT20005%P
s RFemaote Diagnostic Agent (EDA) for

CpentyidS
s Femote Diagnostic Agent (EDA) for

Edb on Opentls

Engine Rule Sets

Additional In

ORACLE
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. DB/Server Diagnostics

Remote Diagnostic Agent - Note: 314422.1

« RDA Is a set of scripts used to gather detailed
Information from an Oracle environment.

 The scripts are focused to collect information, that will
aid in problem diagnosis.

« RDA is essential for the following types of tars:
 Database performance issues
* Installation/configuration issues
e ORA-600, ORA-7445, and ORA-3113 errors
« Upgrade, migration, and linking issues
« Corrective issues

ORACLE
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. Remote Diagnostic Agent
RD&_OLAS.Fil

RD_0550.fi
|| ROvs__blank.htm
& RO indes. htm

7] oop e it

EnvName_start.htm

P E=pR=—etfdatka, dat

€| RD&A_BR_ctlFil_data.htm

|&| RO _BR_ctlfil_trace. htm
RDA_BR_cHFil_trace. bt

|&| RO _BR_data_File.htm

RO _BR_data_File byt
|&|RDaA_BR_db.htm

RO _BR_db.bxt

|| ROvs_BR_dump_file. htm
RO BR_durmp_File bxt

E] RDW_BR_dump_request.hkm
RDA_BR._dump_request,kxk
@ RO _BR_user_dump.hkm

ORACLE
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. Remote Diagnostic Agent

&
RDA 4.5 Main Index Oracle Remote Diagnostic Agent (RDA)
* Che e Wiritten by Cracle Global Product Support
* Operating Svstem Setup YVersian: 4.5
L e i Feport created on: 13-Sep-2006 01:30:10 Ak UTC
< * Poormance Systern Setlings
Dracle Praduct Seftings
* Cracle Installation Data Collection Overview
* RDBEMS SEL Reguest Overew
* RDBMS LogiTrace Files Cperating System Command Execution Owerview
* Backup and Recovery i
* Oracle AS 10g (10.1.2) System Settings
< DCM
o OMS achine and version Linux glohal-ops.oraclecorp.com 2.4.21-2T7 EL-grash-custorm #4 SMP Mon Apr 11
< HTTF Senver ) DT 2005 686
z EDD-T;PD . l:l F Select an IndeX Item _Draﬂecurp_cum
L — | [Pratform 32-bit Red Hat Linux
Qrs Wersi 2.4
Performance erelon
Logoed in as port10g
¢ Lveriew Lastrun as Uid=a06{por1 0g) gid=100{users) groups=100{users),502{dba) A07 (dhag)
» TDE SQL - p g g - g p - 1 1
¢ ADDM Repor Executed a5 Qracle home |Yes
* AWR Report e ?
Quitput file prefix RDA
Qutput file directony autput
RDA install directory fappsiport? 0ofrda
Fetform netwark pings?  |Yes

ORACLE
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. Remote Diagnhostic Agent

* Cheriewy
* Operating Bystem Setup

L ]
<* Performance )

* Oracle Installation

* RDBEMS

* REDBEMSE Log/Trace Files
* Hackup and Recovery
* Jracle AS 100 (10.1.2)

RDA 4.5 Main Index &

Performance Overview

Liptirme
Frocess Cwvernview

Funning Databases
Whois Logoed On?
Current CPU Hogs T Top 15 by CPU Time

Foot CPLU Hogs S Top & by CPLU Time
File Svsterm Free Space in kB

Disks Throughpot

Yirtual Memary Statistics

Faging Activities

o DG Swap Activities

< DS CPLU per-Processor Statistics

o HTTF Server CPL Statistics

ot MAF Top Report Usane

Choose a Subtopic DDL Diagnostics Mermary Statistics
CIP hd V] )

SIS —| Uptime
P'E'rfﬂrma"'l:ﬂ' £l:Z6:15 up 29 days, 11:13, 11 users, load L\,gerage: 1.53
» Ovenien Backtotop
« ADDM Report Process Overview
¢ AWR Report Cracle Processes 182

Listeners Processes 11
Bacbornnmgd Drnroccoc [l

Opens a menu of
detailed reports

ORACLE
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. Remote Diagnostic Agent

A
RDA 4.5 Main Index |‘]|

Node name:
Feleaze:

LIS

global-ops.oraclecorp. com
2.4.21-27.EL-gcazh-custon

e i
Dperating System Setup

Py,

LR Adpr 11 07:34:08 EDT Z005
DBMS Log/Trace Files |

Lser Profile
Performance
Metwark

Cracle Installation

ROBMS Lo/ Trace Files

* e * P

Cracle AS 100 (10.1.29
DCM

DMS

HTTF Semer

LOAP

LI S o

RDBMS Log/Trace Files

&+ Alertlog
* | ast Errors

® dermooid_ora 177283 trc

Fedo thread mounted by this instance: 1
Oracle process number: 12

Unix process pid: 17728, image: oraclefdglobal-ops.oracle
*##% SERVICE NAME: () 2006-09-01 11:08:51.9Z5
w##% FESSI0ON ID: (323.1) 2005-09-01 11:08:51.925
Prior to BEJETLOGYS processing...

ALTER. 3YATEM ARCHIVE LOG ALL URING BACEUP CO

Paste an Oracle
trace file portion
containing error
codes and search
the database for
possible matches

Database iz not in archivelog mode
ALTER SYSTEM ARCHIVE LOG ALL USING BAC
®*% Z006-09-01 11:08:51.927
OR4-00313:
OR4-00312: online log 1 thread l: 'fapps/portlOgforadata/d
OF&A-27037: unable to obtain file status

Limy Error: Z: No such file or directory
Additional information: 3

OFA-00313: open failed for members of log group Z of
ORA-00312: online log 2 thread 1:
OF&A-27037: unable to obtain file status
Limy Error: Z: No such file or directory
Additional information: 3

OR4-00313:

o T e e I Y

Ca B

Last Error Trace File

log 3 thread 1:
to obtain file status
o such file or directory

open failed for mewmbers of log group 1 of thread

'appssportligsoragata/dencooid/redolZ. Log!

open failed for mewmbers of log group 3 of thread 1
'appssportligsoradata/dencooid/redol3. log!
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. DB/Server Diagnostics
Ora-600 Error Lookup by Argument

« ORA-600 errors are raised from the kernel code of the
Oracle RDBMS software when an internal inconsistency
IS detected or an unexpected condition is met.

« The ora-600 tool was developed to help users address
these errors

e Look up the definition based on the first argument of the
ORA-600 error and have the option to search the
database for possible matches.

 Upload an Oracle trace file containing an ORA-600 or
an ORA-7445 error and have the option to look up the
definition or search the database for possible matches

ORACLE
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. Ora-600 Error Lookup by Argument

1 Knowledge Browser Bug Search  Secure Enterprize Search
i Knowledge Base
El?ill?:i:k J - { Go ) Secure Enterprise §
o niowd
Alphabe
Knowledge P
—Select Category —
Browser
Support Categories Harme > Support Categories: Database
B Application Server
m E-Business Suite Database
= Collaboration Suite m Critical Patch Updates
2 = Database m Oracle Database 10g Online Training
m Developer suite m ORAB00 Error Lookup by Argument
® Enterprize Manager \ 3
B [etworking Apbli :
ication Development
® Systemn Administration PP P
and Platforms m OC] m PL/SOL
m L
Support Tools Backup and Recovery
® Diagnostic Tools

_ B Seneric Eial::kuE and  ® Oracle Secure m
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. Ora-600 Error Lookup by Argument

Bookmarks Admin Profile Feedhack Sign Cut Help

ORACLE
METALINK
Headlines M0 ELE Service Request | Configuration Support Manager | Patches & Updates | Forums | Cedify
knowledge Browser Advanced Search Bug Search  Secure Enterprise Search
Quick Knowledge Base [+ _
EFind W { Go ) Secure Enterprise Search  Advanced Saved Searches
\/

Recommended links
Waould you like to use the DEA-BDD Argurment LDDHUF]@

Restrict your search to one of the following folders or products
Falders =T Serer Internals. ORARDD
Products  Oracle Server - Enterprize Edition

sawe Search %
Subject Doc ID W Product Platform Type
1. DRABDD 5121 992981 27-3EP-2006 Cracle Server - Enterprise Generic REFEREMCH
Mote: For additional ORA-600 related infarmation please read Mote Edition
1465801
2. DRABDD [kchbiop not write] 290562 1 08-JUN-2006  Cracle Server - Enterprise Generic REFEREMNCH
(Internal Onlyy Edition

ORACLE
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. Ora-600 Error Lookup by Argument

ORA-B00/ORA-7445 Troubleshooter

Help and Documentation

Error Code ORAEDD = . Nlnte:J:_iEfr_EBD.1_| Additional ORA-BDOD
1 tion.
ORA 600 First Argument [KSSRMP ® L
Database “ersion (nptinnaleChuuse... 'I Enter ORA-600 |
Loakup Error Feset Form
: | | argument using this

roublesnoater.

Search Call Stack o Howtousethe "Search Call Stack”
- feature?

\ o Which call stacks are supparted?
_»I_I

> Insert Call Stack Trace
/ info pulled from RDA

4]
™ Show Search Criteria
Search Call Stack | Feset Form |

ORACLE
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. DB/Server Diagnostics

Oracle Support Services Diagnostic Tools

Diagnostic tools gather and validate information from your system. These tools will assist you in verifying your setup and
data or when you are experiencing a technical 1ssue. Tool results identify patential errors and suggest appropriate actions
to take. If a Service Request is necessary to resalve an issue, Oracle Support Services will reguire the infarmation
contained in the tool output.

Mote: The tools provided do not alter any data or system setup settings.
E-Business Suite

s Release 11.5 e Release 11.0 e Release 10.7

Application Server :
e Health Checkvalidation Engine Rule Sets DB Scripts

Database Technologies /

o FHemote Diagnostic Agent (EDA) for Qatahase Scripts: All HEIEEISED e Health Check™alidation
Uiz, Windows NT20005P Engine Rule Sets

e Femote Diagnostic Agent (EDA) for

Dpentyids
s Femote Digagnostic Agent (EDA) for

Fdb on Cpenthls

Additional Information

ORACLE
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. DB/Server Diagnostics

Database Scripts

Database Scrip
Advancedlueueing i_ontenttgmt Spatial _ontenthgmt Texd Contenthgmt.interhedia

DEA Admin DEA Architecture reate Config DEA Monitoring

DEASQL DEA Security DEA Upgradeandiligration
Distributed MaterialView Distributed Replication . Globalization

HA Datauard HA OFPS HA REAC Install Installer

Install UnixGeneric Internals. Corruption Internals. ORAGOO Ferformance Database
Performance | ocking Ferformance ParallelExecution Performance Fartitioning Ferformance. SqlTuning
Eecoveny Recovery EMWAMN Utilities Exportimport Litilities Sgll oader
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. Database Scripts

DBA.Storage - Space Management and Object Storage

Database Beport - Space Usade (Note:121632.1)

Script to Calculate Blocks MNeeded by a Table (Mote: 1013535 8)

Script to Detect Tablespace Fragmentation (MNote: 1020182 6)

Script to Determineg Objects Per Tablespace (Mote: 1047352.6)

Script to Generate CREATE TABELESPACE (Note:1020180.6)

Script to List Percentage Utilization of Index Tablespace (Naote:1039284.6)
Script to List the Details of Database Growth per Month (Mote:135294.1)
Script to Print Block Map of Entire Database (Mote:1019710.6)

Script to Report Extents and Contiguous Free Space (Note: 162994.1)
script to Report Segment Storage Parameters (Mote:1019913.6)

Script to Report Segments in a Given Datafile (Note: 1019720.6)

- ol script to Report Space Distribution and utilization (Mote:135677.1)
Script to Report Space Used in a Tablespace (Note: 1019524 6)

Script to Report Table Extents & Storage Parameters (Note: 1019505 6)
script to Keport Table Fragmentation (Note: 1019716 8]

Scriptto Report Tables Approaching MAXEXTEMNTS (Mote: 1019721 .6)
Script to Report Tablespace Free and Fragmentation (Mote:1019709.6)
script to Report Tablespace Use by Seqment Type and Lser (Note:1019711.6)
Script to Report on Sedment Extents (Mote:1019915.6)

Script to Report on Space in Tablespaces (Note: 1020090 6)

Script to Report on Tablespace Storage Farameters (Mote: 1019506.6)
Script to Show Which Tables Cannot Extend (Nate: 1019553 B

Scriptto Sort the Physical Rows of 4 Table (Note: 1019924 5)

Script to capture NDEX, STAT Information (Note:35452.1)

ORACLE
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. DB/Server Diagnostics

Oracle Support Services Diagnostic Tools
Diagnostic tools gather and validate information from your system. These tools will assist you in verifying your setup and
data or when you are experiencing a technical 1ssue. Tool results identify patential errors and suggest appropriate actions

to take. If a Service Request is necessary to resalve an issue, Oracle Support Services will reguire the infarmation
contained in the tool output.

Mote: The tools provided do not alter any data or system setup settings.
E-Business Suite

s Release 11.5 e Release 11.0 e Release 10.7
Application Seryer —| DB / Server Health Checks
"B Health CheckMalidation Engine Bule Sets N : -
> Now included in RDA
Database Technologies |

o FHemote Diagnostic Agent (EDA) for e [atabase Scripts: All Feleases e Health CheckNaIidm
Uiz, Windows NT20005P Engine Rule Sets

e Femote Diagnostic Agent (EDA) for |

Dpentyids
s Femote Digagnostic Agent (EDA) for

Fdb on Cpenthls

Additional Information

ORACLE
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. DB/Server Diagnostics

. . e Oracle 9iA5 Portal

Appllcatlon o Pre-Installation Checks

o Post-Installation Checks
Server e Pre Install checks for the Oracle Application Server 10g (9.0.4)
& o Al Platforms

o HPLUX Platforms
DB o Linux Platforms

o =olaris Platforms

s Pre Install checks far the Oracle Application Server 10g (10.1.2)

Health o HPUX Platforms

o Linux Platforms
CheCkS o oolaris Platforms

e Pre-Install checks for 10g RDBEMS (10.1.x%)
o Al Platforms
Apple MAC O3 X Platforms
HPLE ltaniuom Platforms
HP L Platfarms
Linux Platforms
Linux ltanium B4 Platforms
Linux AMDBA/EMBAT Platforms
slUM Salaris Platforms
o Trubd Platforms
s Pre-Install checks for 10g RDEMS (10.2. %)
o Al Platforms
o HPLUX Platforms
o Solans Platforms

LS o T T B T B
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. Application Server

Healthchecks
. Processor type . glibc version . semmns
. Processor speed . gce . semopm
. Network . pdksh . semmni
. Memory . openmotif . shmall
. Memory for MDR + IM . sysstat . shmmax
. Memory for IM only . compat-glibc . shmmni
. Memory for MDR only . libstdc++ . msgmax
. Memory for J2EE . setarch . msgmnb
. Memory for Portal . gnome-libs . msgmni
. Memory for BI&Forms . compat-gcc . file-max
. Disk Space . compat-libstdc++ . ip_local_port_range
. Space for Infra . compat-libstdc++-devel . limit processes
. Space for J2EE . compat-gcc-c++ . limit descriptors
. Space for Portal . gcc_old . Port 1521
. Space for BI&Forms . gcc and gcc++ links . Environment Variables
. Space for Dev Kit . hugemem kernel . Domain name
. Spacein tmp . Patch 3006854 . IP address
. Swap space . perl link . DNS Lookup
. Monitor colors . fuser link . /etc/hosts format
. Operating system . orarun package . Oracle Home length
. Errata for RH 2.1 . Patch 3167528
. Kernel version . semmsl|

ORACLE
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. Support Diagnhostics for Applications

e Support Diagnostics aid in
* Problem Avoidance
» Self Service Resolution
e Reduction in Resolution Time
e 3 Test Types
° Setup
 Activity
* Collection
* No updates, inserts, or deletes
* Sensitive customer information is not collected or displayed

« Security model restricts access to information based on
responsibility (like Oracle Applications)

 All published tests have successfully passed Oracle security
review

ORACLE
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. Support Diagnhostics for Applications
Delivery Methods

* Primary Delivery Method is through java tests included in the
Support Diagnostics patch that runs in the Oracle Diagnostics (OD)
framework

« Downloadable from MetalLink, Patches & Updates
» |nstallation / execution instructions - Note 167000.1

* By exception, some standalone tests still run in SQL*Plus or UNIX
shell environment

e Support Diagnostics patch is released every other month

« Contains ALL new and previously published Support Diagnostic
tests

e Current patch number available in the note 167000.1
* The Support Diagnostics patch always contains OD

« |If previously installed, OD installation steps will be
automatically skipped

ORACLE
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. Support Diagnhostics for Applications

For More Info
* Find installation instructions, test catalog, FAQ’s, and more in
MetaLink

« Knowledge > Knowledge Browser > Support Tools >
Diagnostic Tools

« Review MetaLink Note 167000.1

* Post Support Diagnostics related questions on the “Support
Diagnostics Project” MetaLink forum

« Attend a Support Diagnostics Global Web Seminar
» http://www.oracle.com/support/seminars.htmi

 Schedule also found on MetaLink, under Headlines, in News &
Notes section

« Support Diagnostics are supported the same way as any other
Oracle product

* In case of any installation / execution issue, log a Service
Request: Product = Support Diagnostics Project

ORACLE
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Sample Applications Diagnostics Report

Open Calendar Periods - AR =l

® et of books Vision Operations (T54) for application Cracle Becervables has 93 penods
defined, and 37 perods opern
Potential Issues \l * [ atest open penod 15 Sep-02 with a start date of 01-3ep-2002 and an end date of 30-5ep.

WARNING - Crarrent date 02-Oict-2002 15 not m an open perod L
ACTION - Flease consider operung the current penod

Open Calendar Periods - GL \ How to fix it

* et of books Vision Operations (U5 &) for application Oracle General Ledget has 95 pen
defined, and 61 penods opern
* [ atest open penod 15 Sep-02 with a start date of 01-3ep-2002

at end date of 30-5ep.

WARNING - Current date 02-Cict-2002 15 not m an open perl
ACTION - Flease consider operung the current penod

Accounting Flexfield

* Crgarnzation 'Vision Operations' 15 using Lccounting flexfield 'Operations &ccounting F.

ORACLE
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. Sample Applications Diagnostics Report

WARNING - 35 security rule(s) are not assigned to this responsibility
ACTION - If security rules need to be implemented for this responsibility, assign security rules to this responsibility in the Assign Security

Summary Templates

s Mumber of summary templates setup and enabled = 8
Units of Measure

e Mumber of statistical units of measure defined = 2

Accounting Calendar [Top

Narme = Weeldy Period Close Problem
ype = 21

Murber of periods defined = 197
Mumber of periods open = 44
Latest open period = DEC-06
Current date D2-May-2005 |
Murber of defined future

tart date = 01-Dec-2006, End date = 31-Dec-2005 ) J
in the open period MAY-05 (Start date = 01-May-2005 and End date = 31-May-2005 )
tiods = 4

ERROR - Overlapping periods or gaps between periods have been detected HOW to fIX It

ACTION - Flease fix the problems identified in the table
Accounting Calendar Name Period Type Period Hame End Date Next Period Name Start Date Proh
YWeekly Week BAAY-VYT-99  1593-05-05 00:00:00.0 MAY-WW2-99 1999-05-10 00:00:00.0 GAR

1 rivwy retrieved
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Oracle
Web Conferencing
For
Collaborative Support
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.Oracle Collaborative Support

= Bookmarks Admin Profile Feedback Sign Qut Hel
oRrRACLE 4 HER

e Accessible METALINK

through Oracle f
MetaLInk @Eilllli{?k Knowledge Base D @ Secure Enterprise Search  Advancedg

Knowledge Service Request Configuration 5o Fatches & Liphedg

SR Search SR Create = SR Profiles SR Management Reports Collaborative Support

Collaborative Support
¢ CO”aborate Cracle Collaborative Support (OC5) is a Web-based

. . application that enhances Oracle's ability to support our
d | rECtly Wlth an customers. Collaborative Support enables our Support

Engineers to collaborate with our customers in real-time. By

OraCIe Su pport securely connacting over the Internet, Oracle Support

Engineers have the ability to chat, whiteboard and share

En |neer deskiop and applications to worl: collaboratively with the
g customer in resolving their problem. Oracle Collaborative

Support sessions are arranged through the Oracle Support

° A Secure Engineer working your SR

To go to Collaborative Support Click Here

encrypted Bookmarks Admin Profile Feedback Sign Out Help
connection between Oracle Support and your system

* Available from MetaLink for resolving open SR’s
« Coordinate use with the Support Rep working your SR

Chat / Desktop Sharing / File Transfer

50



.Oracle Collaborative Support

ORACLE' Collaboration Suite Lomin Contact Us  Help
i.t Web Conferencing- Oracle Collaborative Support

Welcome Archive

Public Conferences Mew Llsg;

Woelcome to Oracle Web Conferencing

Oracle Web Conferencing provides a real-time collaboration envitonment far your conferences.

Join Confarence

[ Mew User ) Click the Mew User button to check your system compatibility, download the Oracle Web Conferencing client, * Indicates reguired field
and confirm that CracleVWeb Conferencing is ready to use. = Canference (D

| Login ) Conference Key: |
= Your MName: |

Upcoming Public Conferences (Joi Contersies)
Conferences published and available to all users, including nonregistered users. (Full List )
Conference Date and Conference Join or Enroll for w, o
Titte Host Name Time Time Zone Status Conference @) Quicklinks
4141245994  LE HERWE 02-Mar-2005  (-08:00) Us In progress i?‘ ¥ Cluick Tutorial
_RICHARD,LAURENCE SO0 Ak _F'au:iﬁu: Tirne _ _ v Contact Us
150492026 Munsey Christopher 02-Mar-2005  (-08:00) US In progress i ¥ Troubleshooting Guide
9:07 Ah Pacific Time _ vEAQ :
4324957999 Memavarkar,Sarang 02-Mar-2005  (-08:00) US Mot Started e, v Security Overview
2:058 Ak Pacific Time _
476245904 Jones karen 02-b4ar-2005  (-08:00) LS Mot Started Feh
9:10 Al Pacific Time
4326475995 Lee Walter 02-Mar-2005  (08:00) US Mot Started ¥
210 Al Pacific Time

ORACLE
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.Oracle Collaborative Support

ORACLE Collaboration Suite
it Web Conferencing- Oracle Collaborative Support

* For your security:

your Support Conf Details: 3694302.994
“pn . onterence petalls. .
Identlfler (CSI) IS Enter the conference key and click %iew Conference Details.

used as the mee“ng * Indicates required field

Public Conferences Mew User

Password or — *Cﬂﬂfif%m;“ev
Irst Mame
Conference Key — o

Email Address

*Once your name,

LI

Company Mame

email address & Conference ID 10138241

Company are O e Time 27 Apr2004
provided, you may "Daton 60 Mintes
JOIn the Conference Conference ?ynpag EEEI?EENTIE

 Jain Cnnference)
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Escalations

Bringing Management
Attention
to
Your Service Requests

ORACLE
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. Raising Severity vs. Escalations

o Customers believe that Severity 1 issues or Increases Iin

Severity are Escalations — this Is not true.

« Escalating an issue means bringing management attention
to your Service Request, and when appropriate, more
resources.

* This direct, 2-way dialogue with a Manager in Support is
where the next action plan will come from.

e Severity increases will be discussed during this dialogue.

ORACLE
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. Escalation Process

 When to escalate?
 Encounter critical roadblocks

« Communicate business issues to managers within
Oracle Support

 Dissatisfied with resolution or response
« Escalate issues in a timely manner
« Quality of escalation criteria is key:

* Project deadlines?

* Lost Revenue?

e Government reporting?

« Users at your door

ORACLE
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. Escalation Process

Call US: 800 223 1711

Other Global Support Hot Lines: v p
http://www.oracle.com/support/contact.html . or

Executive

HH

Senior Manager
or Director

Customer

56


http://www.oracle.com/support/contact.html

. Escalation Process

ORACLE Bookmarks Adm

METALINK
Headlines |

AEGEERY Senvice Request Configuration Support Manager | Patchy

SR Search SR Create SR Profiles SR Management Reports Collaborative Support

: Knowledoe Base
Egil:gk J D { Go ) Secure Enterprise

SR Search - You may either view SREs by Support ID or by SE number.
(" denotes required fields for each type of SK search.

Note 199389.1

melect a bupport [dentifier. To choose more options, Select Search with Options.

STATES) [#
*Support Identifier (C35T etc): | 14574167 (UNITED STATES) [
2683926 (UMITED STATES) [

L
 Howto Request an SR Escalati?
\

[ ] uTmiT || Ewrert |

ORACLE
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. Escalation Process

Excerpt from Note 199389.1

If you do choose to request escalation via MetaLink please complete and
iInsert the template below — including all ” **-lines** . This will ensure
correct visibility and content.

kkkkkkkkkkkkkkkkkkk ES Cal atl on R e q ue St kkkkkkkkkkkkkkkkkkk

Reason for escalation, including business impact of the problem that
requires escalation

Business or implementation milestone, critical date(s) (milestone date or
resolve by date), along with the type of business or implementation
milestone

Name of the person requesting the escalation, contact information: phone
number, pager, email address

Customer manager escalation contact and contact information: phone
number, pager, email address

kkkkkkkkkkkkkkkkkkk ES Cal atl on R e q ue St kkkkkkkkkkkkkkkkkkk

ORACLE
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New MetalLink
Functionality

Configuration Support
Manager

ORACLE
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. Configuration Support Manager

ORACLE’

METALINK

SR Search SR Create

Headlines

SR Profiles

Bookmarks Admin Profile Feedhack Sign Qut Help

e EREERY Service Request

Configuration Support Manager ) Patches & Updates

Forums

SR Management Reports Collahorative Support

Eilllli;k Knawledge Base D @ Secure Enterprise Search  Advanced  Saved Searches
Features:
= A powerful tool that automates the information exchange
between Oracle and your enterprise.
|

Provides a dramatically simpler way to manage your
Oracle environment.

ORACLE
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. Configuration Support Manager

Bookmarks Admin Profile Feedback Sign Out Help

ORACLE
METALINK

Headlines ;  Enowledge Service Requegt Sl g 0 R ol gl TG Watches & Updates

My Favorites All Configurations  All Projects All Computers Downloan o 2!loetar

Quick Knowledge Basze D
Find

{ G0 ) Secure Enterprise Search  Advanced Saved Searches

-:_Ef:' My Favorite Configurations

Configuration Support Manager

@ TIP Caonfiguration Support Manager allows you to define computer configurations that describe your Oracle environment, and milestones for projects

invalving Oracle products. Praviding this infarmation will allow il less data entry, track issues maore effectively, and will allow
Cracle to proactively suggest solutions and resolve issuesdaster. Learn more.

Value:

= Higher system availability

= Simplified configuration management

*» Proactive issue notification

= Optimized system performance

 30% reduction Service Request log time

« 20% faster response time to Service Requests

* 40% faster Issue Resolution

« 25% problem avoidance with Alerts and HealthChecks

ORACLE
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. Configuration Support Manager

“Configs”
« Ability to catalog all your configurations

« Detailed description of business-critical
environments

« Configurations are named collections of
hardware, operating systems, and software
running on a machine

« Both manual and automated configuration
description creation and maintenance

* Projects can also be associated to configurations
* Third-party software impact

ORACLE
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. Configuration Support Manager

v' QOracle

Configuration
Mgr Installed
on each server

v"Uploads every
24hrs: low
system impact

v'View detail of _|
configuration
Information

v’ Secure
Encrypted
Upload

v'Stored in
MetaLink
Configuration
Repository

ORACLE Metalink

Return to Configuration Support MJ

Configuration Support Manager > WISLADT apps db celalnxd.us.oraclecom ebs Al Targets =
E-Business Suite : VISLAO1_apps_db

Beturn to All Targets

| Details [ Health Chacks  Alerts

General

Application System MName  visla01 Oracle Home  famerforacledvislal] Avisla0lora.2.0
Multi-Currency Y Collection Agent  Oracle Configuration Manager
Multi-Lingual E-Business Suite Yersion 11.5.9
Multi-Org Y Collection Timestamp  Sun, 15 Oct 2006 23:00:04 GMT0T:00
Metrics
Jump to [-Select Metre- +

Shirw All l::u:'.n'n Foms
= |Compsnen Wersmns
pPafiliala Groups
Localizatinn Modules
PCulHLE Lemguagss
AppAcaban Patck Lavels
B-CollPrafle Oplioea

Raogariarad Drachs Lk
= Component Versions

FHIE

¥ Data Groups
Creation Date  Data Group Name Enabled
Movember 8, 1997 Multiple Reporting Currencies N

Aprl 28,1992 |Standard ¥
¥ NLS Languages

NLS Language Language Code Installed Flag
AMERICAN  US B

= Application Patch Levels
p=-Profile Options

ERegistered Oracle Users

| Details [ Health Checks

Beturn to All Targets

Return to Configuration Support Manager | Feedback | Bookmarks

ORACLE
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. Configuration Support Manager
Health Check Reports for Critical Areas

v'Checks against
current knowledge
base

v'Presents Findings,
Risks &
Recommendations:
Warnings and
Cautions!

v'Key Issues:
Avallablility, Integrity,
& Performance

v Summary Reports
give a comprehensive
view of systems

v'Fix problem areas
before problems occur!

Return to Configuration Support Manager Feedback Bookmarks

before they can be backed up to tape or shipped to a rernote site, destination to avaid hangs. Then supply a third destination that

I the database application is write intensive, then set

laystern.

Recommendation

Apply the latest patchset available for the installed Oracle
versions.

There should be multiple members to each redo log group.
Mernbers of a group should be on separate disks.

'Cunﬁgure Cracle to have a primary and alternate local

is either a rernote standby database or local mandatory
location g0 that logs of one destination does nat result in lost
archive logs that may eventually be needed for media recovery

Wyhere asynchonous |0 is not available, it may be beneficial to
use Database writer 10 slaves if the application is write
intensive. First ensure that the 10 subsystem is tuned.

db_wiiter_processes equal to the number of LRU latches
(b i tatches). Do not exceed the number of CPUs on the

ORACLE Metalink
Configquration Support Manader = Al Targets =
Health Checks: VISLAO1
Beturn to All Targets
Details Health Checks [
Automatic Health Checks
Health
Check Finding Risk
Cedification | 1 Installed Oracle version The database may be effected by known issues which could be
Check R R e prevented by the application of the latest patchset.
recent patchset applied.
Instance w NoIssues
Logging and | s There is only a single  To prevent a single point of failure, there should be multiple
Archiving member 1o each group for mernbers to each log group. Each member should be on
s in e separate disks.
Logging and | s Archive log start is not The database will eventually hang if the database is in archiveloy |Set archive_log start to TRUE
Archiving enabled. rmode, and no redo logs have been manually archived. Loss of
| unarchided anline logs will also limit recavery options.
Logaing and | » The Archive logs are  |If primary destination gets damaged, archive logs could be lost
Archiing wulnerable 2. ! ) noLe
thus limiting media recovery options. If no alternate location is
provided, the database may hang if the primary archive log
destination becormes full ar goes offline. This risk is mitigated if
disk mirroring and system monitoring is used.
Logging and | » The database is netin Loss of a single database object will require restoration from a full Put the database in Archivelog mode
Archiving archivelog mode. offline backL_lp. You will not be able to rgcovertransactiuns
performed since your last complete offline backup
Buffer Cache | 1 Database writer 10 If the database application is write intensive 10 throughput may
oo are not enabled on be affected, since there is alsa only a single DEWR process
e enabled.
. ous 10 is not
" nted.
Buffer Cach /e is one database Performance may be affected for write intensive applications.
%’ bled on this
Storg ‘
Ma S Z
é v
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. Configuration Support Manager

“Projects”

« Ability to manage your configurations by project

* View your system configurations the way
yOou manage your business

 |dentify Project Contacts & Project Roles
 ldentify milestones and critical dates
* Project Dependencies

ORACLE
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Maintenance Wizard
For
Upgrade Assistance

ORACLE
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. The Maintenance Wizard

Oracle Support provides a self-service tool that
guides customers in a methodical and repeatable
way through the upgrade process.

It is provided FREE for Oracle Applications
customers who have a standard Product Services
contract with Oracle.

ORACLE
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. The Maintenance Wizard

Benefits:

Guides you through the maintenance and upgrade processes
* ldentifies prerequisite tasks, preventing any “out of order”
possibilities

«  Critical patch identification to prevent accidental omission

« Automatically installs many required patches

 Presents maintenance and upgrades as step by step processes
e Steps can be automated
« Steps are customizable based on Customer Instance or criteria
e Steps can be copied from one project to another
« Validates and tracks completion of each step
e Maintains a log and status

* Provides a user responsibility model with assignment of tasks

* Confirmation and documentation of your successful upgrade
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. The Maintenance Wizard

Features:

* Oracle Application Upgrade
e 11ito 11.5.10
« 10.7,11.0.3t0 11.5.10
e  Multi-Tier-Platform capability
e Sun Solaris, HP, AlX, Linux, TRU-64

 Secured Remote Access - Remote Shell (RSH), Secured Shell
(SSH)

 Define roles, assign tasks — Sysadmin, Project Admin, Engineer,
etc.

 Live Progress Reports, Historical Data, Timing Reports, Downtime
requirement Reports

« Patch analysis; live updates from MetaLink; refresh an instance from
another instance
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. The Maintenance Wizard

Apps MaintPK Demo User
Modify Project

Define Nodes

Reports

Configuration Lsar Admin

Product
Family
Fre-Update
Tasks

I Wonitor Upgrace

Tracks roles assigned,
actions completed,
time taken, etc. for

Task
d : : each step
1 - Determine Required
Steps
] ‘ ’Step Setup Execute Validate
This report tracks every Status Status Status
step of the upgrade from |-
P pg . Apply TUMS patch for
start to finish Maintenance Pack Incomplete |Incomplete |Incomplete
| | |Run the TUMS scripts Incomplete Incomplete | | |
| | |Tuta|
_| |Task
| 2 - Apply AD Minipack
Setup |Setup
Ste Setup Execute Validate |Pre- |Pre- |Setup
P Status Status Status Think |Think |Hr.
Hr. Min.
| | |‘v’erif3r version of perl Incomplete | | |
| | |Verify FrDLOAD exists Incomplete |Incump|ete |Incump|ete | | |
| | |App|y Windows prereguisites for ) | | |n
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. The Maintenance Wizard

. Bookmarks Admin Profile Feedback Sign Out Hel
ORACLE 4 :

METALINK
Headlines knowledde |

Senvice Regquest | Caonfiguration Support Manager | Fatches & Updates | Farums ; Certify
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Knowledge Base

0] Quick

Find { Go ) Secure Enterprise Search  Advanced Saved Searches

#& TIP: Click help for a detailed explanation of this page. Bookmark Soto End

Oracle E-Business Suite Release 11i Info Center

Diocumentation More info and links to

Latest Release Information Securng Oracle E-Business Felegse MNote download the
Suite Maintenance Wizard

Electronic Technical Reference Manuals Documentation Alerts Tool

(eTRM)

Felease Content Documents, 'About'/@racle Support: Updgrade K.nowledae BErowser Main Index

Documents, and Features Matrix Assistance

Documents

slobalizations & Consulting Localizations
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. The Maintenance Wizard

Reference:

e To download the latest version of the Maintenance
Wizard from MetalLink, see Master Reference List

e MetaLink Note 215527.1

* Frequently Asked Questions: Note 251253.1
e |nstallation: Note 292981.1
o Users Guide: Note 293004.1
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. Summary

* Personalize MetaLink, use My Headlines to keep up to date
* Quick Search & Advanced Search, both with additional filters

* New Secure Enterprise Search, for Oracle content not
available in MetaLink

» Use the Knowledge Browser, and Search within product

* Run Diagnostic Tests for DB, Server, and Applications both
proactively & reactively

» Use Oracle Web Conferencing
* Implement the Escalation Process when necessary

* Begin utilizing the new features in Configuration Support
Manager

» Take advantage of the Maintenance Wizard tool for
Applications upgrades

- * Provide feedback to help us keep improving MetaLink
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. CSM Outbound Team

Delivery Options
* One-on-One Customer meetings and Webcasts
e Support Webcasts — targeting a core Customer audience
* Regularly scheduled free Internet Seminars
« Regional Support Education Workshops
 User Groups, SIGs, RUGSs, etc.

Value to you

Following attendance at one of our presentations, Customers have
experienced, on average:

 Up to a 40% reduction in volume of new Service Requests

 As much as a 70% reduction in issues requiring further
escalation

* A 10% increase in overall Customer Satisfaction
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. CSM Outbound Team

Contact us via the email addresses below, or contact a member of
the CSM Outbound Team directly

* External email:
* North America:
e support-training_us@oracle.com
e Latin America
e support-training_br@oracle.com
e [nternal email:
e gps_west csm_ ww@oracle.com
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. Oracle Advisor Webcasts
Now Available Through MetaLink

* A new way to receive information about your Oracle E-
Business Suite solutions

e This program began with PeopleSoft and has now
been expanded to include Oracle EBS and ST
customers

e Go to MetaLink Note 398877.1 - Welcome to the
Oracle Advisor Webcast Program!

 Includes links to the Advisor Webcast page

 Instructions for registering and viewing both live and archived
webcasts

 The current menu of scheduled webcasts to choose from
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. Partner SMART

Partner-specific training path
« Many recorded training sessions already available
A new topic covered each month

« Example sessions include:

 Apps Diagnostics, Maintenance Wizard, RDA,
Change Assistant, Performance Monitor, etc.

For more information:

 Log into OPN
(http://loraclepartnernetwork.oracle.com)

 Click on SUPPORT (Left hand column)
« Look under Get Trained
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. Quick Reference

e MetaLink: http://metalink.oracle.com/

« WEWS User Guide — Doc ID: 166650.1
e RDA Info — Doc ID: 314422.1

e Diagnostic Tests Catalog - 232116.1

e Escalation Process — Doc ID: 199389.1

« Severity Definitions and Support Policies:
http://www.oracle.com/support/policies.html

e« OWC Website: conference.oracle.com
* Quick Tutorial — located in the Quicklinks box on the right
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. Oracle Support Services

oracle.com/support

ORACLE

zearch site

PRODUCTS
SOLUTIONS
CUSTOMER SUCCESSES
SERVICES
EYALUATE
Support Home 4
& Premier Support

Awvards
Resource Library

IMPLEMENT

Achvanced Cust.u:.umer. -Sér';f.iu.:es

Cracle ©n Demand
Purchasze or Renew

HEE ;
Oracle Support Resources

Peoplesoft Support
Resources

Acguired Product Support
Contact Support
Support Policies

]
ORACLE.COR TECHNOLOGY HETWORK PARTNERS STORE SUPPORT

[iorichvicie x|

Oracle Premier Support - The Next Generation of Oracle Support

As an infarmation-driven enterprise, your applications and technolagy drive
vour business success. They must always he available, up to date and
driving competitive advantage. There is simphy no other way. Enter Qracle's
new Premier Support—the nex generation of Oracle Support and a
harmonization of best practices from PeopleSoft and Oracle.

Oracle Premier Suppar, the foundation of Oracle's Support Services,
allows you to drive more value from your Cracle technology and
applications. Leverage our expertise with access to our technical support
experts, future upgrades to major releases for all product lines for the
duration ofthe product license, and our Lifetime Suppart Policy. These are
all reasons why Oracle's award-winning support has been recodgnized by industry experts as offering a
premier level of suppart.

Unlocking more value from your Oracle solutions %
Oracle Premier Support lets you take full advantage ofyour Oracle solutions by helping you optimize your
systerm availability and performance. We'll help you run at peak performance with the latest product
enhancements and system uparades.

Proactively lowering your total cost of ownership

Reduce the time, effort and cost assaociated with operating vour Oracle systems—aongoing enhancements
to our support serwvices letyou do justthat. Our real-time capahilities in suppod, diagnaosis and monitaring
identify system problems and performance issues hefore they become critical.

Providing you with a superior ownership experience

Ciemelote eoemeeitea ot do meeeliet e onestioem s cpmeort cemenieee wee tee e b frobiee b eecasicdiees smi

Quick Links

+ Metalink Login

+ PeopleSoft Customer
Connection Login

* Acguired Products
Support

* MEWY Lifetime Support
Policy

* Critical Patch Updates
and Security Alerts

* Contact Support

* Resource Library

* Internet Seminars

Buy

* Purchase or Renew
Premier Support

* Technical Risks of Third-
Party Support

* Oracle Pricing and
Licensing
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