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Support Diagnostics

Defined

Support Diagnostics are a set of tests that gather 

information about the technical environment, 

configuration, and application data. 

Additionally, some of these tests examine the collected 

information, provide feedback on this information and 

suggest resolution steps to solve identified issues.
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Support Diagnostics 

Reasons For Usage

• Support Diagnostics aid in

• Problem Avoidance

• resolving configuration and data issues that would 

cause processes to fail

• Self Service Resolution

• resolving problems without the need to contact Oracle 

Support

• Reduction in Resolution Time

• minimizing the time spent to resolve an issue
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Overview

How Things Were
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Overview

How Things Are With Diagnostics
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Customer Diagnostic 
Test

Runs
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Support Diagnostics

Basic Characteristics

• No updates, inserts, or deletes

• Sensitive customer information is not collected or 

displayed

• Security model restricts access to information based 

on the FND security model (Role-based) 

• All published tests have successfully passed Oracle 

security review
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Support Diagnostics

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 MetaLink

• Patches & Updates – Patch 6497339

• Knowledge Browser

• Note 421245.1

• Installation / execution instructions

• Note 167000.1

• Standalone tests have been phased out for R12
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Support Diagnostics

Test Types

• Setup

• gather information about setup relevant to a particular product / 
functionality / issue, examine that information, provide feedback, 
and suggest appropriate actions

• Activity

• gather information about data and configuration relevant to a 
particular functionality / issue, examine that information, provide 
feedback, and suggest appropriate actions

• Collection

• gather information relevant to a particular product / functionality / 
issue

• Functional 

• align with the product menu structure

• include both activity and data collection tests
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Changes for R12

• Tests are now functional in nature, not lumped 

into different groups

• Tests & test types are specific to the different 

products

• Tests are now developed by the product 

development teams, rather than Oracle Support

• New diagnostic tests are released with product 

family packs
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R12 Upgrade Impact

• Use with the Maintenance Wizard tool

• Setup tests verify successful upgrades

• Diagnostic output can speed SR resolution
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Support Diagnostics

USAGE DEMONSTRATION
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Support Diagnostics

Benefit Recap

• Information in a test output helps to

• Identify and solve potential issues before suffering their 

symptoms

• Identify and solve existing issues without external assistance

• Increase self-service efficiency by verifying / eliminating 

possible cause / solution of an existing issue

• Reduce time to resolution when a service request is required

• Execution of Support Diagnostics is easy because

• Central location of all tests

• No special technical knowledge required

• No special SQL*Plus/operating system access required
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Part of the standard E-

Business Suite software

Oracle Diagnostics (OD)

Set of Support Diagnostic 

tests

Support Diagnostics

Support Diagnostics

OD versus Support Diagnostics
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Support Diagnostics

OD versus Support Diagnostics

Developed and maintained 

by a development team

Part of the standard E-

Business Suite software

Oracle Diagnostics (OD)

Developed and maintained 

by Support Diagnostics 

team (part of Support), BDE 

and product development

Set of Support Diagnostic 

tests

Support Diagnostics
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Support Diagnostics

OD versus Support Diagnostics

Oracle Diagnostics (OD) 

framework is used for 

Support Diagnostics 

execution

Developed and maintained by 

a development team

Part of the standard E-

Business Suite software

Oracle Diagnostics (OD)

Typically executable 

through Oracle Diagnostics 

(OD) framework

Developed and maintained by 

Support Diagnostics team 

(part of Support), BDE and 

product development

Set of Support Diagnostic 

tests

Support Diagnostics
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Support Diagnostics

OD versus Support Diagnostics

Product: Oracle 

Applications Manager

Oracle Diagnostics (OD) 

framework is used for Support 

Diagnostics execution

Developed and maintained by 

a development team

Part of the standard E-

Business Suite software

Oracle Diagnostics (OD)

Product: Support 

Diagnostics Project

Typically executable through 

Oracle Diagnostics (OD) 

framework

Developed and maintained by 

Support Diagnostics team 

(part of Support), BDE and 

product development

Set of Support Diagnostic 

tests

Support Diagnostics
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Support Diagnostics

Installation

• Oracle Diagnostics framework (OD) is part of the 

standard product so it is automatically installed BUT

you need to install the latest Support Diagnostics 

patch to get all available and current Support 

Diagnostic tests

• Before first Support Diagnostics patch installation,  

patch 3636980 (AdSplice Patch) MUST be installed to 

register the new Support Diagnostics (IZU) application

• Complete details are described in note 167000.1
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Support Diagnostics - Installation

AdSplice Patch

Release 12

Diagnostics

eBusiness Suite 

Release 12

Release 2.5

Diagnostics

eBusiness Suite 

11.5.9 or above 

and patched with 

ATG_PF.H RUP 4

Release 2.4

Diagnostics

eBusiness Suite 

11.5.4 or above 

(ATG_PF.H 

RUP 4 not 

required)

All Diagnostic 

Tests (minus 

Standalone 

tests)

Additional Security 

Model

All Diagnostic 

Tests (minus 

Standalone tests)

Additional 

Security Model

R12 Specific 

Diagnostic Tests
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Support Diagnostics

Updates

• Support Diagnostics patch is released every other 
month

• Contains ALL new and previously published Support 
Diagnostic tests

• 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
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Support Diagnostics

Setup/Security

• Diagnostics now have role-based security

• 'Test group' is a group of related tests 

Test groups have a 'sensitivity' assigned as:
• Low

• Medium

• High

• ‘Roles’ should be granted to responsibilities as:
• End user

• Application super user

• Super user
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Support Diagnostics

Setup/Security

• A particular user’s access to diagnostic tests is 

determined by 

• What responsibilities are assigned to that user

• Which roles are granted to those responsibilities

• OD provides some seeded grants

• ‘Super user’ role to ‘System Administrator’ and ‘CRM HTML 

Administration’ responsibilities 

• ‘End user’ role to ‘Oracle Diagnostics Tool’ responsibility 
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Support Diagnostics

Setup/Security:Roles-Sensitivity-Access

Low sensitivity 

tests

Low sensitivity 

tests

End user

Medium,low 

sensitivity 

tests

All tests (high, 

medium,low 

sensitivity )

Application 

super user

Access to configuration 

tab to assign roles to 

responsibilities and other 

admin options

All tests (high, 

medium, low 

sensitivity)

All tests (high, 

medium, low 

sensitivity)

Super user

OthersTests In 

Other 

Applications 

Tests In The 

Application To 

Which The 

Responsibility 

Belongs 

Responsibility's 

Role
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Support Diagnostics

Setup/Security:Roles-Sensitivity-Access

• Example:

• ‘GL Manager’ responsibility is assigned to ‘User1’

• ‘Application Super User’ role is granted to ‘GL 

Manager’ responsibility

• ‘User1’ can execute below tests in diagnostics 

• High, Medium, Low sensitivity tests in 

‘General Ledger’ application

• Medium, Low sensitivity tests in other 

applications like AR, AP etc

• High sensitivity tests in other applications are 

not available for this user (they are locked)
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Support Diagnostics

Setup/Security

• Additional References on OD2.5 and 

security can be found at in:

• Note 409141.1

• overview of the changes to OD 2.5 security

• Note 405425.1

• complete details on OD2.5, including 

detailed explanation of the security changes
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Support Diagnostics

Reference Documentation

• Reference Tabs

•Available at the top of all diagnostic notes

‘How To’ 

demonstr

ations, 

presentat

ions and 

RDA 

training

List of 

pre-

defined 

groups of 

tests 

delivered 

with the 

Support 

Patch

Solutions 

to known 

issues and 

answers to 

frequently 

asked 

questions

Detailed 

instructions 

how to install 

Support 

Diagnostics 

Patch

List and 

description 

of all 

currently 

available 

Support 

Diagnostics

General 

information 

about 

Support 

Diagnostics 

including 

releases 

OD 2.4, 2.5, 

and R12

FAQ Test Sets TrainingInstallation 

Instructions

Diagnostic 

Catalog

Diagnostic 

Overview
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Support Diagnostics

METALINK

DEMONSTRATION
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Support Diagnostics

SELECTING THE RIGHT TEST 

DEMONSTRATION
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Support Diagnostics

Support Procedure

• 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

• In case of any Support Diagnostics related question, 

post your question on the Support Diagnostics Project

MetaLink forum
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For More Information

http://search.oracle.com

Support Diagnostics

or

oracle.com
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