Introduction to z Systems
Report a Problem (RaP)
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Document purpose:

To guide you through the steps to open a problem
with just a few mouse clicks on the HMC work place.

Report a Problem is used to report problems
electronically to IBM Technical Support that
are not automatically detected and reported.

To also test that the HMC or SE can open a
Hardware Problem Management Record.
End to End test from the client, through the
Remote Support Center and to the IBM SSR.

HMC = Hardware Management Console
SE = Support Element Console

CPC = Central Processor Complex
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RaP Usage requirements:

Remote Support Facility (RSF) enabled.
User familiar with HMC logon and panels.
Operator/System Programmer HMC access.

RSF Enabled - See your IBM Service provider to ensure
the HMC and SE, Customize Remote Service panels are
setup correctly as shown below.

ﬁ Customize Remote Service 1]

Remote Service Requests
|-* Enable remote service requests

A Ll = P L . a Pl = e
Authorize Automatic Service Call Reporting

Y System z
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Why use Report a Problem (RaP)?

1) Used to report problems that were not automatically reported.

2) Fast path to report a problem to IBM Remote Technical Support.

3) Phone call not necessary to open and entitle a service call.

4) 1 hour response callback from IBM Remote Technical Support.

5) The HMC or SE data is sent to IBM support when the RaP is done.
6) RaP can be done locally or remotely, with proper access to the HMC.
7) User appends brief description electronically to the service call.

8) Future direction for problem reporting and error data capture.

9) Time savings, no waiting for IBM SSR to come onsite for initial call.
10) IBM Remote Technical Support will work with you over the phone.
11) Complete problem tracking, RaP’s are logged in the HMC & SE.
12) It is the best way to open a problem with IBM z Systems support.
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HMC Report a Problem panels.
2 types of User Interface (Ul) views can be configured.

Tree View
or
Classic View

The following pages show examples for both of these
Ul views for the HMC and SE, Report a Problem panels.

Use HMC RaP if the undetected problem is on the HMC.
Use SE RaP if the undetected problem is on the CPC.
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Tree Style View for HMC Report a Problem

Hardware Management Console

kabo | Help | Logoff

Service Management ( HMC Version ) View ¥
E1 Welcome
|H Systems Management DII = @ B
M Hardware Messages View Console Service Fibre Channel Analyzer Manage Remote Manage Remote Format Media
S Ensemble Management History Connections Support Requests

E HMC Management

-
@Nice Manag@\

(T}

(=] Tasks Index _ 22

‘ Transmit Vital Product
- Data

= g LK

View PMV Records Transmit Console Offload Virtual RETAIN
Service Data Data to Removable
Media

Report a Pr%blem

Console Logs

¥ — —
¥ — —

View Console Events View Security Logs

'ij @ @ Console Internal Code

Select Service Management.
In Service Management work area select Report a Problem.

Use this combination to report an HMC type problem.
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Classic Style View for HMC Report a Problem

A

Console
Actions

]

Console Actions Work Area

= = () = F- £ &l &
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View WView Customize Change Single Step Backup View User Customize Transmit Authonze Inte
Console Console Console Console Console Critical Console Settings  Scheduled Console Code Changes
Events  Service History Date/Time Intemal Code Intermnal Code ConsoleData Information Operations  Service Data
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Archive View Format Offload Transmit Manage Manage AunditandLog  Certificate Change Password  Configure 3270
Secunity  Securty DMedia Virtual RETAIN Wital Eemote Eemote Management Management Emulators
Logs Logs Data to Femovable Media ProductData  Suppert  Connections
Requests
| &= = e =}
= | o ='e B 2B = & s
Console Messenger Create Ensemble Enable FTP Enzemble Management Guide Fibre Hardware Logoff or Manage Manage Alternate HMC
Access to Channel Management Disconnect Prnt Screen
Mass Storage Media Analyzer Console Files
Settings

= g2 b © i = = W

Manage Web Services  Monitor System Events  Remote Hardware Shutdown or Restart Tip of the Day  Users and Tasks  View Licenses  View PMV Records  What's New
APILogs Management
Console

Hardware
Messages

Operating

System
Messzages

Activate

=3] Reset Normal

gg Il Deactivate

El Grouping

Daily

In the Views area select Console Actions.
In Console Actions Work Area select Report a Problem.
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HMC Report a Console Problem panel

‘?ff? Report a Console Problem

report a problem, select a

(yHealth Check

Request Service| Cancel| Help

Feport a Console F

_r_u

problem repor :
- used to report any other HMC type problems.
used to request a HMC Health Check.

Enter your full name, call back phone number & a brief problem description.

X

the problem description.

roblem type then enter

ting - used to verify end to end call home (SSR).

In the first panel above, select 1 of the 3 possible selections.
Enter your full name, call back phone number & brief problem description.
Then select the Request Service button.

On the 2nd panel below, again change it, to your name and call back phone #.

This will ensure that Support calls you back on the correct phone number.

Then select Request Service. Now check H/'W messages & verify problem was sent.

Problem Analysis

A service request will be sent for the error.

Customer name: |l5hift Supervisor

Customer phnne:|545_433_155[]
Request Senrme| Cancel | Help |
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Tree Style View for SE Report a Problem

Hardware Management Console

kabo | Help | Logoff

& A Systems Management > Systems > SCZP101
Images Topology
B w
Al systems Management P = IO D B2 @ @ & (v Filter Tasksv || Viewsw |
@ sy wat
= E S__}_,Stems Select ~ |Name ~ | Status o ‘;m?‘? fion % Eas;tu sed -~ | 0S Name ~ .?S ~ 105 Level »
H __ rofile rofile ype
[2 T i Fr ot A01 & Operating AD1 WTSCVMXA WTSCVMXA zZVM 54.0-1102
Custom Groups 5 A02 &l operating A2 WTSCNET WTSCNET /0S8 V1R13 1
['EJ Encemble Management Fl et A4 & operating AD4 WTSCMXA WTSCMXA 7/0S V1R13
15_ HMC Management Max Page Size;| 500 Total: 6 Filtered:6 Selected: 0
&Y service Management =
= Tasks: SCZP101 \
=l Tasks Index -
?F’CI thall{s B Service Object Definition
oggle Lacl
’ Archive Secunty Logs Configuration
Daily Backup Critical Data g
Recovery D i g \NalySis Energy Management
Rer‘teasi’g?ublem Monitor
Transmit Service Data
View PMV Records
View Service History

Change Management

Remote Customization

Operational Customization

Expand Systems Management and then Select a Specific System.
In System Tasks work area expand Service and select Report a Problem.
Use this combination to report an SE (CPC) type problem.
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Classic Style View for SE Report a Problem

Hardware f | —.| Report
EA Messagsa a Problem
3
Operating Transmit
EA System EE Service
Messages Data
Defined CPCs Work Area ] Archive
Service Security
- - Status =
E 5 Logs
SCZP101 SCZP201 Perform ... Initiate
Problem = Hypervisor
Analysis —— Dump
et
View % Initiate Virtual
=| Service =| Server Dum
History — P
Backup ., Initiate ZVIM
Critical =| Management
Data ' Guest Dump

In the Views area select Groups, in the Groups Work Area, select Defined CPCs.
In Defined CPCs Work Area select a specific CPC.

In the Service Task view, select Report a Problem.

Use this combination to report an SE (CPC) type problem.
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SE Report a Problem panel

Report a Problem

E*-:-we r - To report a suspected Power problem. ie: Service Required state

(JCTEC  -Toreporta CPC issue. ie: LPAR

(OLARN  -Toreporta CPC LAN communications issue. ie: API's
() Software - To report a CPC H/W to S/W issue.

()I/0 -ToreportalOCDS, Device or CU issue.

() Health Check - To request a SE/CPC Health Check.
() other - To report any other item not covered by the above categories.
(O Test automatic problem reporting - To test End to End call home process (SSR).

Enter your full name, call back phone number & a brief problem description.

Reguest Service| Cancel| |Help

To report a problem, select a problem type then enter the problem description.

In the first panel above, select 1 of the 8 possible selections.

Enter your full name, call back phone nhumber & brief problem description.

Then select the Request Service button.
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SE Report a Problem panel

On the 2nd panel below, again change it, to your name and call back phone #.
This will ensure that Support calls you back on the correct phone number.

Then select the Request Service button.

Now check H/'W messages & verify the problem was correctly sent.

Problem Analysis

A service request will be sent for the error,

Problem Analysis

Customer name: 5hift Supervisor nter your Name
Customer phone:[g45.-433-1680 Customer phon&\[Enter your phone Numb
Request Service... | Cancel | Help | Request SEW'DE'['Q

A service request wilLbe
Customer name;

Additional References:
SE Operations Guide on the SE or Resource Link.
HMC Operations Guide on the HMC or Resource Link.
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