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welcome!

 class purpose:

— help you discover the range of e-support tools HP
offers and how they can help you manage your
environment

* agenda:

— eSupport overview (5 minutes)

— eSupport Services demonstration (35 minutes)

— customer feedback/ q&a (10 minutes)
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overview

* why hp support?
* why hp eSupport?
* the future of eSupport
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online support resources

customer capabilities/tasks hp
hp.com support
web-based support (BSD)

instant support

remote & hp-assisted support professional

Y

) ) IT resource
online and hp-assisted support center
(ITRC)

instant

monitor & remote repair support
enterprise

data center by hp support engineers edition (ISEE)
IT environment

access, revise, or renew contracts support contract
online assistant (SCA)

RWORLD 2002 g

administration




desktop/printer support:
instant support professional

=+ tape storage = printer problems s drivers/bios s software problems = protect settings =+ get assistance
ﬂﬂ] welcome to hp instant support
invent wWith HP Instant Support you can:

hp instant support
+ active chat

2 solve computer problems
2 solve printer problems

< download driver & bios

2 solve software problems
2 protect software settings
= tape storage diagnostics
= buy hp products

=+ search

= contact hp

= hp instant support home
=+ computer problems

=+ preferences

+fags

+ DpeN Service requests
=+ computer information

= buy hp products

advanced search

describe your problem

| click here t ’
talk to a I

| support : [ use my system information = search tip
. specialist :

G0

Awacy statement use of this site means you agree to the terms of use 1994-2002 Hewlett-Packard Company
waA N NT
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desktop/printer support:
instant support professional

features: benefits:

« diagnostics * Improved productivity

o know|edge base (Save time and money)

. : nooo — faster, more accurate
active (?hat with an diagnosis of HW & SW
HP Engineer oroblems

* remote | » around the clock
troubleshooting convenience (24x7

support)

did you know? - j
HP WORLD 2002 il

‘ Conference & Expo




datacenter support:
instant support enterprise edition

Welcome to HP Instant Support
Enterprise Edition
O

Host Operating System: HPUX Release: 11.00
Mame: example hp.com
HP Instant Support Yersion: 11.00 Machine: example Architecture: PA-RISC 2.0
Enterprise Edition Instruction Set: PCX-W  Platform: 9000/200/0320  Hardware
— Provider: Hewlett Packard
- ERET MHEES serial Total Memory {(MB): 256 lan0: 10.6.532.246 Subnet
> closed incidents Number: 2138790313 Mask: 255,255, 255.0
ecunfl.guratmn CpHenE loD: 127 .1.0.0 Subnet Running Processes: 71 Root Processes: 71
= detailed system Mashk:#55.0.0.0
inforrnation

<+ HP Instant Support

Incident Description Create Date WFM ID Attention
Meeded

disl. em event 103 L
detected from ;ﬂl:?ngul 22 14:10:26

excmple . hp.com Mo

inven: 1|

Enterprise Edition home
= online help . 2
open incidents

1. Displays your monitored system’s information.

2. Displays open incidents generated by your monitored system or

closed incidents resolved by HP Y j
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datacenter support:
instant support enterprise edition

features: benefits:
* remote event management * real-time monitoring to reduce
— real-tir_ne event deteg:tion for HP-UX, system downtime
MS Windows, and Linux servers, — minimizes disruptions to your
connected perlpherals and mid-range revenue generating activities and
storage devices business processes
— real-time event notification to HP .
(incidents can be logged and tracked at HP * faSter tlme tO prOblem
response centers) resolution
— view of open incidents and history

o — improves your system availability
* remote connectivity and business productivity
— remote troubleshooting/ diagnostic robust remote support Security
and repair (scripts) _ — enhances data integrity and
. — secure remote access to monitored transaction security
systems/devices™™ .
| * reduced complexity and costs

— eliminates the need to manage
multiple support tools and
connectivity methods

did you know? N
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data center support:
I'T resource center

AMERICAS /
IR ... [T N ()

) nvant training and education
“ﬂ] technical knowledge base - ¢
invent =I5 I'Ch reSUItS WELCOME | hp training & education < new users, click here to register]

s gaarch username:
seleCt |an ua . + contact hp The ha taining hod&lcaﬁon )\}E N
- T A S B L
‘e center English s s e e S—
=+ search s within our eatslog and the ability to
5 anline help attend anlifee training right from the site, cartitems: 0 tatal: j0.00
e Docurnents found: 15 lhr:l Ihnhtr‘ﬂlﬂnu 2 Wb ek ik LA B \.{J
Daocuments retrieved: 15 :e and support g Offaring ingtructor lad onling tesining, gl
tools » software development self-paced online training, and physical
5 IT resource center Microsoft elngtranen training, youl dicavar &
Lot Home Servers pp7400 or N-Class software, hardware, and network i Gy of high-quality courses o choose  gigplay:

=y profile
= logout

=+ maintenance and

Search by Keyword [+ |insta||

search criteria

document types

> SEARCH el

@ Al words Any word  Exact phrase  Boolean

ion and tools to help you manage your
iputing enviranment. Americas/Asia-
ustomers should use our Americas/Asia-

“+translation toolg

highlights

* Latus Notes
» network and telecoms
* AP B3

frarm when you tart shopping by
Interest in our extensive anline catalog,

Tast search: o

he stte in edit profile

o ¥ Hardware Ik ledas b MFE.{;H . ttand & cource. .
SUppo al knowledge base > 2  Neve
; ou can still cor
technical knowledge ¥ i
ol a ledge trees and response center FAQS i e oo IS names for detsils

tinformation by product

® lick an eslurn haadare b 2ort

~ suppart infa by results for "install” hes <+ hp world specig j::‘r’_f:;';dwmq # gnline el eontains & glossary
praduct — for ITRC memb| NI
score ¥ type  date description te manager {SUM) : - {
+ knowledgs trees < new functionalitf - seeds propans featured products | for today, 23 3 02
+individual patches 65 Huf 2002 Apr 07 Installation / Upgrade for [HP HP Serwers HP 2000 Janager software updats k
S Servers rp7400 (M-Class)] (PDF) manager rnanager P IT resouren contor CHPH S iooh gind: vivhing 13 of ¥ [
Ml : links back to top
= training and education 56 Huy 2001 Dec 06 Sof‘twar: for Zn rp7400 uD:r’ade. (2360() ) ~ EE e i b gm %.-n mm“
= forums 54 Hw' 2001 Apr 23 PCI Tachyon drivers, patches & media (4324 % Inruttes wrh buwed dorsem
. new enhancerm et
54 H 2001 Jun 26  dm core hw sending restart event messages ever < brand-rex: alw
L 15 minutes (4319) running with hp e type title/I0 date. time price  langquage  neststeps
53 Huf 2001 Feb 26 A51494 cards and terminatars (5154) > 8
bR LS SAR E MRS - - : supply chain sa
53 Hu 2001 Feb 03 New M4000 or L2000 with Attentian light is flashing T professionals on a wide variety of fram hp £ 3000 2 Langusge bascs
TOpIcs. 45k a question or earn points helplng Your peers = openview aperd HE4SBAAE  available anstifme $12500  Enghih add to cart
. solve their technical problems in this unigue discussion P pElE taday's feature
= site map ares 7.0 course upd £ 1 Cable nd wirsiass tac
' > web collaboratiq gl e s N ) B
fo Ieoductioh . U154 ARE available anytime $125.00 Enghsh add o cart
“training and education This self-aocad Lotus Dioming 85 - Implementng 3 Gamine Infrastructure

Wwelcome, Jeff Siegle!

Web Support Sites

Information, services, and training courses to help you
manage your systems cornpetitively and plan for future
changes,

releases online

< floppy disk contraoller

patch

give the studnrt an

Satting up Clisnts

. . . . . Useful Iinks 4 g U14194AE avail 00 Englsh
(CA4E3082) Qur extensive library of high-quality online courses mmv‘f'a“r:;mgw
makes it easy to continuously learn new skills and stay = introducing the m;’:m‘l'wimin s Windoms 2000« Il 3 BB
¥ SUPRG, up to date on ever-evalving technalogy. Select from % customer succe| | SEesmd WOGOIAR  uaiabla amgtime {12500 fngih o sddwean
R £y more than 2000 self-paced web-based trainings and live staries froten)
§ 19% instructor-led online serminars to e_ff_lcwently train  review, rensw, — ﬁ,,,.‘wc,“m Manager { Sractics Test
g = employees and reduce overall training costs, support contrac anytime avallable anyime O  Engish
Z o < hp openview col $125.00
'f;. 0l . desi di | . certification
% planning, design, and implementation = free IT e-newsletter
= software update
The Year's Ten Best b
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datacenter support:
IT resource center

benefits:

features:

* problem-solving tools:
— HP technical knowledge

— patch download &
software updates/

licenses

— online case submittal &

tracking

« proactive notifications:
— technical bulletins

— e-newsletters

forums

— community digests
technical training

did you know?

quick access to solutions at
your own convenience
(24X7)

real-time assistance from HP
technical experts solves
problems faster

proactive advice from HP
and your peers keeps you
one-step ahead of potential
pitfalls

enhanced job skills for your
current job and your next

HP WORLD'2002 ]

Q Conference & Expo




contract administration:
support contract assistan

i home | products & sonicos | —suppor | soutions | _hov o buy

support contract assistant - Demo Company
[ﬁﬂ] personal home page for Demo
E— Company Admin User

support contract alerts
assistant =
® 1 Transaction(s) are currently open.
s search 5 Sk i

+ assistance
what's new

support contract never miss your contract renewal
assistant horme dates again
-+ wigw contracts Wou can now set preferences in your SCA
< wiew guotes profile to receive e-mail alerts on upcorming expiore fhe worid o{ hp
i : contract renewals.,
“+ wiew equipmment "
# purchase quotes find what you are looking for prOdUC!'S Gnd services
< create quick guotes wiith the additional sorting and filtering

capabhilities finding specific agreements,
quotes or transactions will now be a breeze,

+ wiew transactions
=+ adrministration
= wigw my profile

Other Important Websites

IT Resource Center -- expert resources
for fast, smart IT decisions

+ website feedback
=+ logoff
= help

useful
HP Links HP Services
nead help? - HP Downloads & Drivers -+ HP Services Home
c||d( here for “*HF Products - HP Services Success Stories
live h,e]p -+ HF Business Store -+ HF Services Events
= HP Software Depot
- Enterprise Business Center SCA Learning Tools

< Quick Reference Guide

P
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contract administration:
support contract assistant

SCA is a breakthrough in
personalized tools that allows HP

support customers to review,

revise and renew their HP
support contracts online.

With SCA, customers will
experience their contract
management tasks to be more
« proactive & efficient
« simple & convenient
» personalized to their individual
and company needs

Y
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contract administration:
support contract assistant

features: benefits:

* review contracts, quotes and . convenience

proposals | « increased productivity

. Submlt changg requests online  , time savings

* receive proactlve.alerts « staying on top of details

* request and receive proposals , multiple beneficiaries

» authorize payments - a personalized experience

electronically

» sort contracts and export data
* receive personalized
information

check status, coverage and
arranty information
did you know? - j
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summary

* hp’s comprehensive suite of support tools:
— desktop to datacenter
— remote support to online support
— compagq integration

* hp is always just 1 click away!

 to learn more, visit the HP booth (#1120) on
the expo floor for live demos & additional

feedback
Y
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questions??

thank you!
Jeff _siegle@hp.com

/
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contract administration:
customer quotes on SCA

“It is a very useful system that lets me see the current state of
our contracts at any given time.”
Sharon Bartlett, Oxoid Limited

"The benefit is that there is a lot less paper flying around. It
used to be that every time there was a change we had to wait
for the contract to be printed at HP's offices and then sent to
us. Now it is available online and if we want a hard copy we
can print it. Normally though we rely on the electronic one.”
Jim Crawford, Royal & SunAlliance

“Another major benefit of SCA is that HP monitors our
contracts and lets us we are running a 24x7 service and cannot
afford know if renewals are imminent so we no longer need to
worry that our contract hasn’t been updated or that a critical
piece of equipment is not adequately covered.”

Ho Choo Kian, Comfort Transportation Pte Ltd- W
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remote datacenter support:
customer quotes on
iInstant support enterprise edition

“HP ISEE has been very successful at Brand-Rex, and we
have been able to achieve everything we hoped for in terms of
making support more proactive. It goes without saying that
HP’s support people have been consistently efficient and
helpful throughout.”

Fergus Hayne, System Administrator, Brand-Rex Ltd., UK

* “The product is excellent and we plan to install it on all of our
HP-UX servers.”

Leif Johans, System Manager, Orebro Lans Landsting
ié P
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