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Business Partner / Customer
Solution training & deeper skill enablement
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http://www.redbooks.ibm.com/
http://www.ibm.com/partnerworld/techline
http://www-03.ibm.com/systems/education/topgun/classes.html#ssiitg
https://www.ibm.com/it-infrastructure/services/client-centers
http://www.ibm.com/systems/clientcenterdemonstrations
https://apps.na.collabserv.com/wikis/home?lang=en-us#!/wiki/Wad0f8a6c12d9_4a85_9a51_c99f6ce9b9c6
https://apps.na.collabserv.com/wikis/home?lang=en-us#!/wiki/Wad0f8a6c12d9_4a85_9a51_c99f6ce9b9c6
http://www-03.ibm.com/systems/services/labservices/contact.html
https://www-03.ibm.com/services/learning/ites.wss/zz-en?pageType=page&c=a0002173
https://www-03.ibm.com/services/learning/ites.wss/zz-en?pageType=page&c=a0011023
https://apps.na.collabserv.com/wikis/home?lang=en-us#!/wiki/W6a0a4609f5be_4e4c_8031_f8a79feb922a/page/ESCC%20Info%20Talks%20-%20ATS%20Education%20Series
https://www.ibm.com/developerworks/community/blogs/storageneers/?lang=en
https://www-356.ibm.com/partnerworld/wps/servlet/mem/ContentHandler/learning
https://www-03.ibm.com/services/learning/ites.wss/zz-en?pageType=page&c=M444522M82024L65
https://www.ibm.com/support/knowledgecenter/en/STXKQY/ibmspectrumscale_welcome.html

Pre-Sales — Werkzeuge

Design, Architecture & Sizing assistance

Pre-sale
For Pre-sale, please use the FOSDE (File & Object Solutions Design Engine) Tool -->

https://fileobjectsolutiondesignstudio.ibm.com/

Training class: File Object Solution Design Engine V1.3 (January 2019)
https://yourlearning.ibm.com/#activity/SMT-2707

Pre-install
For Pre-install, please use the following link to complete the checklist and request an expert
level TDA per the Solution Assurance process for your geo/business -->

https://www.ibm.com/tools/impact/

Note: Requires a valid IBMid.
For Business Partners, you need to be listed as an active employee of your company, as listed in the PartnerWorld Profiling System.

ESCC Expert Team via IBM Tech. Sales ( in ausnahme Féalle: ESCCCOMM@de.ibm.com )
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Support Lokationen 11 ‘ﬂ C

9 = Kelsterbach
+

9 - Poughkeepsie =Europa Q@ _ - Beiing
Q - Raleigh 0 .
(NC) Q@ -Shanghai
- Spectrum Scale / ESS Support ist ein kombiniertes Team in Europa Q -Pune
- Spectrum Scale / ESS Support Teams getrennt in US / AP Q
= Bangalore

- Severity 1 Félle werden im Follow-The-Sun Modus bearbeitet

=NEU:
- L1 Gber 10 Jahre Erfahrung in GPFS Support

- L2 Gber 10 Jahre Erfahrung in HW Support / Protokoll Support
(Sonas/V7kUnified)

»-> Zusammenlegung der L1/L2 Teams
=- Verkirzte Wege zur Entwicklung

- Engere Zusammenarbeit zwischen den Teams
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Spectrum Scale / ESS B \k W
Support Reference Guide & Kontakt ‘ |

Als Referenz empfehlen wir den Elastic Storage Server Support Guide bzw. Spectrum Scale Support Reference Guide

_S pectru m Scale S u ppo rt M Odel Spectrum Scale Key Contacts IBM Spectrum Scale Useful Links
-Spectrum Scale Support Service Request and Status Updates . Europo Midde East Support Manager: Do Kunkel o -y, © S0 Ssle PR

ort * Asia Pacific Support Manager: Jun Hui Bu nhui@cn.ibm.com * Spectrum Scale Knowledge Center
* Worldwide Program Director: Wenwei Liu (w!iu )
+  Worldwide Director: Andrew Giblon (zaiblon(

= Blogs (with Spectrum Scale tag)

-IBM Standard Support Severity Level and Response Goals

= Spectrum Scale Public Wiki (Best Practices Guide)

IBM Support Escalations = Spectrum Scale Forum

-IBM Support Escalations

If at any point, a client's expectations of Spectrum Scale Support are not met, e.g. = Spectrum Scale Announcement Forum
+ Support response time did not meet IBM objectives (see slide 8). = Evaluate Spectrum Scale
'S peCt rum Scale Key CO ntaCtS + Support action plan or resolution time does not meet expectations or needs. = Spectrum Scale User Group
1. Please contact IBM Spectrum Scale Support ( NWW X ane ) to get status update on a e et i ol | e £ et i e T
service request, ask to sp . . =
-uvm number. 18M Duy Manag - |BM Standard Support Service Request Severity Level and Response Goal H
. management focus on the
2. After allowing the Duty M« Clients define severity, and clearly document the reason in the Service Request.
Complain o neminale 3 Note: If a client designates a problem as Severity 1, IBM will work on it 7 days a week, 24 hours a day,
Reference Guide (21 Seiten')' 3. Spectrum Scale participat  PrOVided that the client is also available to work on it during those hours.
7 IBM ERMs (Emergency R
business impacting outag | Severity 1 Severity 2 Severity 3 Severity 4
communication. Critical Impact/System Down Significant Business Impact Some Business Impact Minimal Business Impact
ESS Reference Guide: https://www-03.ibm.com/support/techdocs/atsmastr.nsf/WebIndex/F A producon System Down orseverely A hardware or sofware companontis A non crcal hardware or sotware O
degraded causing access loss severely restricted in its use component failed component is malfunctioning, causing
. . . . A production event causing Data Loss, Client in jeopardy of missing business Not critical to operations minimal impact
Spectrum Scale Reference Guide: https://ibm.ent.box.com/s/qt20yl2i2yi5aobal6v947z4sx8 Businese cca rdvaro orsoftware  deadines dus 0 new hardvare Anor-technialrequest s made
Ciitical interface has failed :plgrade'u;;ulk:‘ul A request for new featureffunction
Usually applies to production 058 of recun amiy
T EaT Root Cause Analysis (RCA)
Examples: £ Examples: Examples:
IBM Hardware und Software Support: e Fxamples amees e
Cempany Website is down and all All users of an application receive an = A client cannot connect fo a server + Document is incorrect
users cannot access it elm{when attempting to access a « Additional document requested
https://www.ibm.com/planetwide/de/ <<< Deutschland o afscing atusers
Toll free: 0800 5 253553 Response Goal Response Goal Response Goa Response Gou

Within two hours Within two business hours = Within two business hours -+ Within two business hours

- Kann auch im Falle einer Eskalation genutzt warden. Fragen Sie nach dem Manager on Duty

https://www.ibm.com/planetwide/ <<< weitere Lander
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https://www-03.ibm.com/support/techdocs/atsmastr.nsf/WebIndex/PRS5387
https://www-03.ibm.com/support/techdocs/atsmastr.nsf/WebIndex/PRS5387
https://ibm.ent.box.com/s/qt20yl2i2yi5aoba16v947z4sx880ptg
https://www.ibm.com/planetwide/de/
https://www.ibm.com/planetwide/
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EMEA Storage Competence Center

https://escc.w3ibm.mybluemix.net/#


https://escc.w3ibm.mybluemix.net/

