
Beyond the ITRC:  
Discovering HP’s eSupport 

Services

Jeff Siegle
Hewlett-Packard Company

contact: jeff_siegle@hp.com



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)



overview

• why hp support?
• why hp eSupport?
• the future of eSupport
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desktop/printer support: 
instant support professional



desktop/printer support: 
instant support professional
features:
• diagnostics
• knowledge base
• “active chat” with an 

HP Engineer
• remote 

troubleshooting

benefits:
• improved productivity 

(save time and money)
– faster, more accurate 

diagnosis of HW & SW 
problems

• around the clock 
convenience (24x7 
support)

did you know? 



1. Displays your monitored system’s information.
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2. Displays open incidents generated by your monitored system or 
closed incidents resolved by HP
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datacenter support: 
instant support enterprise edition



features:
• remote event management

– real-time event detection for HP-UX, 
MS Windows, and Linux servers, 
connected peripherals and mid-range 
storage devices

– real-time event notification to HP  
(incidents can be logged and tracked at HP 
response centers)

– view of open incidents and history
• remote connectivity

– remote troubleshooting/ diagnostic 
and repair (scripts)

– secure remote access to monitored 
systems/devices** 

benefits:
• real-time monitoring to reduce 

system downtime
– minimizes disruptions to your 

revenue generating activities and 
business processes

• faster time to problem 
resolution

– improves your system availability 
and business productivity

• robust remote support security
– enhances data integrity and 

transaction security
• reduced complexity and costs

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

did you know? 

datacenter support: 
instant support enterprise edition



data center support: 
IT resource center



did you know? 

datacenter support: 
IT resource center

features:
• problem-solving tools:

– HP technical knowledge
– patch download & 

software updates/ 
licenses

– online case submittal & 
tracking

• proactive notifications:
– technical bulletins
– e-newsletters
– community digests

• technical training 
• forums

benefits:
• 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



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

contract administration:
support contract assistant



features:
• review contracts, quotes and 
proposals
• submit change requests online
• receive proactive alerts 
• request and receive proposals 
• authorize payments 
electronically
• sort contracts and export data
• receive personalized 
information
• check status, coverage and
warranty information 

benefits:
• convenience
• increased productivity
• time savings
• staying on top of details
• multiple beneficiaries
• a personalized experience

did you know? 

contract administration:
support contract assistant



summary

• hp’s comprehensive suite of support tools:
– desktop to datacenter
– remote support to online support
– compaq 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



questions??

thank you!
jeff_siegle@hp.com



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



remote datacenter support: 
customer quotes on 

instant 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


