
ITRC–Expert Resources for Faster, Smarter IT Decisions
Page 1August 1, 2002

HP World 2002

Session Number 201 
Jason Luginbuhl –Hewlett-Packard

Jason_Luginbuhl@hp.com

Maintaining your 
systems with the IT 
Resource Center 
(www.itrc.hp.com)



ITRC–Expert Resources for Faster, Smarter IT Decisions
Page 2August 1, 2002

What is the IT Resource Center ? 

Single source

Personalized

Multi-layered

Growing to span the life-cycle of 
assets
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Maintenance / Support

The tools required to keep your environment 
operating smoothly and effectively. 

Forums

Share your experiences, learn from others. 
Ask a question, help provide an answer. 
Earn recognition from your peers.

Training and education

Seminars, self-paced training and virtual 
classrooms on multi-vendor, multi-
platform topics. 

What’s in the ITRC?  
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W hy Use the IT resource center?
It’s more than just a site for troubleshooting!

Key Tasks

• Manage changes in your 
environment (e.g. OS 
migration or disaster 
recovery) 

• Learn about technologies 
and how to use them 

• Proactively manage the 
components of your 
environment 

• Find answers to questions 
and solutions to  problems

Key Benefits

• Optimize speed: make 
better, faster IT decisions

• Maximize control: gain 
control across your IT 
lifecycle

• Minimize risk: make 
informed decisions
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What’s New Since HP World ’01…

• Continued focus on improving ITRC 
performance & availability, specifically in the 
Technical Knowledge Base and Patch Database
• Introduction of online web collaboration 
through the Technical Knowledge Base

• Introduction of Software Update Manager and 
Patch Database usability improvements

• Ability to access Software Update Manager, 
Software Call Manager and Hardware Call 
Manager from the ITRC home page

• New Forums categories and features added
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Targeted for September 2002 and 
beyond…

• Continued focus on improving ITRC 
performance & availability, specifically ITRC 
home page, Knowledge Trees/FAQs

• New Support Call Manager for submittal and 
viewing of hardware and software calls

• System Handle linking improvements

• Integration with appropriate IT professional 
Compaq support content and tools (*)

• Navigation improvements (*)

(*) Targeted for ITRC after September 2002 or in 2003
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General Information

Left Bar Primary 
navigation

Right Bar Contextual 
navigation

My Profile : User information 
(including support/warranty)  & where 
you enable access to services

Provides information about the 
service

Indicates an entitlement/contract 
is required

Indicates user can pay per use

Legend: 
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General Information

Online Help includes the 
following: 

-Description of service

-FAQ

-Tools to help you find content

Contact HP includes the 
following: 

-Provides email for usage support  
(questions and issues on how to use 
the site)

- Provides email for feedback 
(opportunity to deliver your input on 
issues, opportunities for 
improvements, etc.)

Online Help

Contact HP
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How does the ITRC work?   

Level Of Service

Entitlement

Purchase as 
you go

Free

Access to Support/Content

Depends on level of 
support contract

Purchase support and 
content needed (still 
limited access)

Limited content and 
services

Minimum Requirements

Must register AND link 
your contract (link a 
system handle)

Register and pay with 
credit card

Only need to register
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www.itrc.hp.com Click Register Now Fill in registration information

How to Register/Link a System 
Handle  



ITRC–Expert Resources for Faster, Smarter IT Decisions
Page 11August 1, 2002

Click My Profile Select Enable Access to Additional Services 

Provide System Handle AND Support 
Agreement Number (OR Serial Number)

How to Register/Link a System 
Handle  
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• Ability to link a System Handle and then see and link related System Handles at the same time

• Ability for users (with valid System Handle information) to see who owns the System Handle if it is 
already linked by another user

System Handle linking improvements 
targeted for September 2002
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Other Profile features – Share or 
Re-assign a System Handle  

Share specific services with 
other users

OR

Re-assign ownership of the 
system handle
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objective location/tool focusing/limiting results

Search ITRC content On all ITRC pages; top left Specify Search Type, Search Category, 
Keywords/Phrases, and Search Criteria (if 
any)

Search for relevant 
Documents

Technical Knowledge Base Enter Keywords/Phrases; sort results by 
date, score, and Doc Type

Scan the most 
frequently accessed 
topics. 

Technical Knowledge Base
"Hot Topics" hyperlinks are displayed 
automatically on right side of screen when 
available

Access a Document by 
Doc Id. 

Technical Knowledge Base Specify Doc Id. 

Search for relevant 
patch information and 
patches

Individual Patches Specify platform; browse patches or enter a 
Keyword Search

Access a Patch by Patch 
ID 

Individual Patches Specify Patch ID 

Search for solutions or 
relevant FAQs

Knowledge Trees 
Natural language and Boolean searches; 
directed, increasingly refined specification of 
problem leading to a solution 

Search for a solution to 
a hardware question or 
problem 

Browse Support Information by 
Product 

Follow the product family tree to find one or 
more topics about your hardware model

Search relevant Forums 
postings 

Forums; within any of the 
software or hardware forums 

Specify OS; enter Keywords
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General Information

Search the ITRC -

- Select the domain(s)

- Select how you’ll search (all words, 
any word, exact phrase or boolean)

- Select how to view results
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Maintenance & Support

Training/Education IT Forums/Community

ITRC
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Maintenance & Support

Training/Education IT Forums/Community

ITRC
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Access to Knowledge

• Technical Knowledge Database
• Knowledge Trees & FAQs
• Browse Information by Products
• Proactive Notifications
• HPLive/Web Collaboration

Call/Case Submittal

• Software Call submittal
• Hardware Call submittal
• Per-Incident Cases
• HPLive/Web Collaboration

Software Management

• Software Updates
• Software License Management

Patch Management

• Patch Database
• Customized Patch Management
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Access to Knowledge

Technical Knowledge Database

Allows you to search for technical support documents

Navigate Knowledge Trees & FAQs

Move from general issues to specific answers

Browse Information by Products

Move from high-level product categories to specific 
documents

Proactive Notifications

Sign-up for (or remove your name from) software updates, 
patch notifications, and a variety of support information 
digests

Maintenance & Support
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Maintenance & SupportHPLive / Web Collaboration

”HPLive button for problem 
areas, routing to the most skilled 
engineer available..
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Maintenance & SupportHPLive / Web Collaboration
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Hardware

Maintenance & Support

Call/Case Submittal

Software Call submittal 
Hardware Call submittal

View your Calls

Call Submission
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Maintenance & Support

Software Management

Software Updates
Updates delivered via Physical Media (CDs) or via 
electronic download

Software License Management
Retrieve License, Codewords, Passwords
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Patch Database allows 
you to enter in a 
specific patch name

OR

You can narrow your 
domain and then 
search through a list of 
patches

Maintenance & SupportPatch Management
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New Search/Results Page 
(top)

All contexts 
have  the 
same menu

look.

Search options
and results 

are on the same
page.

Results show 
the latest
patch along
with the 

recommended.

Notes (reboot, critical,
unavailable) 

are included here. 
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Download patches page 

The FFS 
server for 
the 
download 
can be 
selected

Patches can 
be bulk 
downloaded 
as well as via 
ftp/http
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BenefitFunctionFeature

Reduces time and errors with patching 
MPE systems.

Automatically identifies dependent patches, HP 
Patch ratings for MPE patches, and multi-
column display of search and browse results 

Consistent handling of 
MPE patches

Paging of Search and Browse resultsPaging of Search and Browse resultsPaging of Search and 
Browse results

Provides information needed to make 
risk/benefit tradeoffs.

Multi-column presentation of Search and Browse 
results

Multi-column 
presentation of 
Search and 
Browse results

Provides information needed to make 
risk/benefit tradeoffs

Graphic indicating 1-2-or 3-stars in Search and 
Browse results and the Download list

Display of HP Patch 
Rating

Eliminates clumsiness in identifying all 
needed patches

Allows iterative building of the patch download listNavigational 
improvements

Higher confidence that the patches 
delivered by PatchDB will not have 
unwanted side-effects.

Unlike current PatchDB, dependent patches are now 
the highest rated patches regardless of how the 
patches were initially identified.

Consistent 
identification of 
dependent 
patches

Saves time and reduces frustration by no 
longer having to remember which 
patch type a particular patch is 
(e.g.,phkl_ orphne_ … )

No longer have to enter “PHKL_18543”, just 
“18543”

Identify patches by  
number

Saves time and reduces errors by 
eliminating multiple download 
operations

Allows downloading of all of the patches in the 
download list in a single operation

Download “all”

summary of features
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Maintenance & Support

Training/Education IT Forums/Community

ITRC
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Value

• Provides a free source of peer based 
advice & expertise

• Users participation is rewarded
• Research posted solutions to 
common issues

• HP Experts participate!

Discussion Areas

• Software forum categories
• Hardware forum categories
•IT Manager forum categories
• Business related forum categories

Awards

• Participants earn points from peers
• Status levels awarded based on 
points earned

• Highlights are published on key 
users

Features

• Daily forums notification provides 
updates on new discussions in 
key areas of interest

• Peer-peer point rating system
• User created public profiles
• Message activity tracking per user
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Forums AccessForums Access

•direct access at the default 
forums URL: 
http://forums.itrc.hp.com 

•at the ITRC home page, 
enter the Forums via the bold 
highlighted link or from the 
“Forums” navigational button 
on the left side panel
http://itrc.hp.com
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Submit a new question

IT Forums/Com munity

Browse information/posts by major 
category/subcategory

Search Forums by 
keywords 
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Maintenance & Support

Training/Education IT Forums/Community

ITRC
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value

hp’s vast selection of 
more than 2000 online 

courses makes it easy to 
continuously learn new 
skills and stay up to date 

on ever evolving 
technology

topic areas

• hp proprietary topics 
e.g. HP-UX, OpenView, Itanium,
Superdome, Printing & Imaging,… 

• non-hp technical topics
e.g.Cisco, Microsoft, Linux, SAP,
Web development,…

•business- and soft sills 
e.g. project management, business
& administration, interpersonal 

skills,… 

access options

•credit card payment for 
individual course registrations

•volume purchase plans
•free demo courses

features
•improved GUI with new look & feel
•new and improved catalog structure
•improved navigation and search
capabilities

•personalization features
•shopping cart functionality
• Tailored catalog views through e-coupons
•Improved performance
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Visit the ITRC Booth

• View the current site
• Ask detailed 
questions
• Provide your 
feedback on the site

Contact Information:
Jason_luginbuhl@ hp.com

NOTE: 
Provide your feedback on the 
site… via forms today, or use 

the ITRC feedback form.


