
1 



Copyright © 2016 Oracle and/or its affiliates. All rights reserved.  | 

MICROS:   
Customer Introduction To Oracle Support and 
My Oracle Support (MOS) 
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Changes for MICROS Customers 

New Terminology, Product Mapping, Data Migrations 

Software Downloads 

Getting started with My Oracle Support 

Creating and Managing Service Requests 

Additional Resources 
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Changes for MICROS Support Users 
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What’s Changing for Customers 
• Scope:   All MICROS customers supported by the MICROS Support teams in Japan and Asia Pacific (JAPAC) with the 

exception of customers in Indonesia 

• Effective April 25, 2016, support for Oracle’s MICROS products in Japan and Asia Pacific (JAPAC) will begin transitioning to My Oracle Support (MOS).  

 · April 25, 2016: Retail customers move to MOS for Service Request (SR) ticketing  

 · May 23, 2016: Retail customers move to Oracle’s Support telephone menu  

 · May 23, 2016: Hospitality customers move to MOS for SR ticketing and Oracle’s Support telephone menu  

 Note: This change does not apply to the MICROS Fidelio Cruise 

• MICROS Support phone numbers will not change 

• Customers will have access to My Oracle Support (MOS) instead of MICROS Self Service portals 

• Email as a support channel will be discontinued 

• Service Requests can be opened via My Oracle Support or by calling the existing MICROS Support phone number 

• A Support Identifier (SI) will be needed to access My Oracle Support  

• Either a Support Identifier or site phone number will be needed to access Oracle MICROS Support by phone 

• Support Identifier are being sent to customers contacts via email 

• Email subject: “Welcome to Oracle Support: Action Required MICROS Customers”  
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Support Identifiers (SI)  
1. Your Support Identifier is provided in the welcome letter entitled “Welcome to Oracle Support: Action Required 

MICROS Customers” 

2. Your Support Identifier is the key to Oracle support:   
 Tells Oracle who you are  

 Identifies products you have  

 Verifies support entitlement because they are tied to your support contract or cloud subscription 

 Important reminder:  As noted previously, while all customers need  an SI to access My Oracle Support, either the SI or site 

phone number can be used to access Support by phone    

3. Access to your Support Identifier and its associated privileges in My Oracle Support is managed by you, the 

customer, through a Customer User Administrator (CUA) 

4. The first person at your company who logs into My Oracle Support  and adds your SI to their account will be asked 

to become the CUA 

NOTE:  Customers  may  authorize their systems integrator, managed services provider, or other service providers to 

access My Oracle Support on their behalf.  All access to My Oracle Support is governed by the Terms of Use.   
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Product Documentation 

Where can I find the MICROS product documentation?  
 

– MICROS product documentation is available by accessing the Oracle Help Center  and clicking on 
Industries icon.  
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New Terminology, Product Mapping, and 
Data Migration 
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 Terminology 
Oracle Terminology MICROS Terminology Description 

My Oracle Support (MOS)   Various MICROS customer facing support portals The customer accessible web support portal 

Support Identifier (SI) 
 

Site ID, Store ID, Client Code, Company Name A unique identifier used to access Support  and  correlates 
to the support contract and supported products 

Main Location Phone Number 
(MLPN) 

Site id, site phone number Phone number of the customer’s site where the MICROS 
products are installed 

Service Request (SR) Case, Ticket, Incident A specific customer reported request for assistance 

Knowledge Document Solution, Helper, Knowledge Article Helpful information about common issues, frequently asked 
questions and product information 

Bug 
 

Bug, Defect, Software Change Request 
 

Possible defect in the existing code or functionality not 
performing as documented 

Enhancement Request (ER) Enhancement Request, Code Redesign 
 

An enhancement is a request to add functionality or to 
change the behavior of existing functionality. Enhancements 
are delivered via scheduled releases. 

Patch Patch, Hot Fix A code change or set of code changes which are not part of 
a scheduled release. Patches are usually provided against 
the latest code set. 
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MICROS Product Mapping 

MICROS Product Name Product to Select in MOS SR Creation Process 

RES  or 3700 Oracle Hospitality RES 3700 

e7 Oracle Hospitality e7 

SiMPHONY 2 Oracle Hospitality Simphony 

XBRi (Cloud) Oracle XBRi Cloud Service 

Xstore Oracle Retail Xstore Office 

Xstore (POS) Oracle Retail Xstore Point of Service 

• SR Creation process will display list of product names related to SIs in your MOS account 

• SI relates to a specific support contract or cloud subscription and the covered products 

• Select the appropriate product name based on the issue you are reporting 

• A product name cross reference list mapping MICROS product names to the product names displayed in MOS is 
available in the MICROS Welcome Center 

Examples:   
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Data Migration 

Migration to MOS 

• New MICROS Cases, Tickets, and 

Incidents will be created in My Oracle 

Support Portal as of April 25, 2016 

• MICROS SRs will remain in the MICROS support portals for SRs 
logged before the migration date 

• Oracle MICROS Support will continue to work on the open SRs in 
the MICROS Support portals and close them once resolved 

• Oracle MICROS Support may migrate long-standing open SRs to 
MOS  

• Note:  If migrated, SRs are assigned a unique SR number in MOS  for 
use in all interaction with Oracle MICROS Support 

• MICROS Knowledge Documents • Select knowledge documents will be migrated to MOS 
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Software Downloads 

• The current release of the Oracle branded MICROS products are available through 
Oracle Software Delivery Cloud  
 

– In order to access Oracle Software Delivery Cloud, you will need an Oracle 
Single Signon  account.  Registration instructions for setting up an account are 
provided in this presentation 
 

– After logging into the site, you can download all current releases of Oracle 
MICROS products by selecting the Oracle MICROS product pack and the 
relevant platform.   For questions and assistance contact:  Oracle eDelivery.   
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Registering for My Oracle Support 
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Registering for My Oracle Support 

 

 

                     Navigate to: http://support.oracle.com to register. 
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Registering for My Oracle Support 
Create your Oracle Account 
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Registering for My Oracle Support 
Confirmation of Account Creation 
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Registering for My Oracle Support 
Email Confirmation 
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Registering for My Oracle Support 

 

 

Navigate to: http://support.oracle.com to get started. 
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Registering for My Oracle Support 
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Registering for My Oracle Support 
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Registering for My Oracle Support 
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Registering for My Oracle Support 
What if I am the first to connect to the Support Identifier? 
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Registering for My Oracle Support 
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Registering for My Oracle Support 
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Registering for My Oracle Support 
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TestUser@email 

1-555-000-111 

1-555-000-222 

1-555-000-333 

55555555 

66666666 

77777777 

TestUser@email 

Test 

User 

1500 Test Way 

New York 

Organization A1 

Organization A2 

Organization A3 

Organization A1 

Organization A2 

Organization A3 

My Account 
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55555555 
Organization A1 

1-555-000-111 

1-555-000-111 

55555555 Organization A1 

55555555 

CUA_USER1@email.com 

CUA_USER2@email.com 

CUA_USER3@email.com 
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Customer User Administrator (CUA) 
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Who will hold the CUA role? 

• The Customer User Administrators (CUAs) are 
responsible for: 

– Understanding roles within their organization and 
associated required My Oracle Support privileges 

– Assigning privileges to team members 

– Maintaining  users by Support identifier  

– Ensure CUA best practices are followed, such as: 

• Maintaining multiple CUAs for each Support Identifier 

• Auditing user access 

• Ensuring a transition plan is in place to guarantee a warm handoff  
when a CUA moves out of the role and new CUA is assigned 

 

 

The first person who uses the SI to register on 
MOS will be prompted to accept the Customer 

User Administrator (CUA) role 

Training:  Customer User Administrator – CUA Task Tab  
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Which type of user are you? 
CUA will determine access to My Oracle Support (MOS) 
 

 Profile: Functional user; 
daily use of Oracle 
installed products 

 Access: Knowledge 
Base, My Oracle 
Support Community 

 

 Profile: upgrade team; 
actively developing 
upgrade plan using 
proactive tools in My 
Oracle Support 

 Access: Create Service 
Requests, Knowledge 
Base, My Oracle Support 
Community 

 

 Profile: Technical 
contact for this team 

 Access: Create Service 
Requests, Knowledge 
Base, My Oracle Support 
Community 

 

 Profile: Product development; 
want to learn more about the 
Oracle products 

 Access: Knowledge Base, My 
Oracle Support Community 

 

CUA 
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Customer User Administrator SI View (Cloud UI) 
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CUA.ADMIN@ACCOUNT.COM 

Requester 55555555 NEW.REQUESTER@ACCOUNT.COM Organization Name 

Requester 55555555 
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Customer User Administrator – Manage Users (Cloud UI) 
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For more information on CUA features and capabilities refer to the Customer User Administrator training available in MOS (Doc ID 2072499.1) 

 

CUA.ADMIN@ACCOUNT.COM 

Requester 55555555 NEW.REQUESTER@ACCOUNT.COM Organization Name 

55555555 Organization Name 

66666666 Other Organization Name  

55555555 - Organizatio NEW.REQUESTER@ACCOUNT.COM 

https://support.oracle.com/rs?type=doc&id=2072499.1
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Customer User Administrator SI View (Alternative) 
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CUA Approver 

Test User TestUser@email 555-555-5555 

CUA Approver 

55555555 55555555 

55555555 

CUA Approver 

55555555 Requester 
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Customer User Administrator – Manage Users (Alternative) 
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For more information on advanced CUA features and capabilities including creating Support Identifier 
Groups to help manage your users access refer to the Customer User Administrator training available in 
MOS (Doc ID 1540337.1) 
 

Test User 

55555555 

12121212 

Organization A1 Test Support Ide.. Test Organization 

Organization M1 Maintenance I... Test Organization 

https://support.oracle.com/rs?type=doc&id=1540337.1
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Service Request Flow for Customers and 
Best Practices with Support 
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Acquisition Support Assistance Matrix 
      

Request Type Contact 

Questions regarding use of or access to My Oracle Support (MOS) 
Oracle MICROS Support via MOS or the MICROS Support phone 
numbers 

Technical product issues  
Oracle MICROS Support via MOS or the MICROS Support phone 
numbers 

Product defects  
Oracle MICROS Support via MOS or the MICROS Support phone 
numbers 

Questions regarding the use of the product 
Oracle MICROS Support via MOS or the MICROS Support phone 
numbers 

Product enhancement requests 
Oracle MICROS Support via MOS or the MICROS Support phone 
numbers 

Patches 
Oracle MICROS Support via MOS or the MICROS Support phone 
numbers 
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Proactive Opportunity 
Have your information ready before you create a new SR 
 
 
 
 
 

Problem 
Summary 

Problem 
Description 

Error 
Codes 

Product, 
Version 

Support 
Identifier  

Files to 
attach 

Business 
impact 
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My Oracle Support 

https://support.oracle.com/ 
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Customers : My Oracle Support Vs. Cloud Support Portal 
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Multiple Locations 
and multiple SIs 

Use 
My Oracle  Support to 

Create and manage SRs 

One Location 
and one or more 

SIs  
Use  

Cloud Support Portal 
to Create and 
manage SRs 
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TestUser@email 

(Product Information Manager) 

(Datavantage Authorization Server) 
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TestUser 

555-555-5555 

TestUser@email.com 

Create Cloud Service Request 3 easy steps 
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TestUser@email.com 

Create Software or Hardware Service Request 
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TestUser 

555-555-5555 

TestUser@email.com 

Create Service Request 
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TestUser 

555-555-5555 

TestUser@email.com 

Create Service Request 
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Create Service Request in My Oracle Support UI 
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Create Service Request in My Oracle Support UI 
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Create Service Request in My Oracle Support UI 
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Severity Levels and Requesting Manager 
Attention  
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Oracle Severity Definitions 

 

 

• Oracle will continue to fulfill the terms of current MICROS agreements until expired or terminated 
 

• Once expired and renewed, terms will be migrated to standard Oracle terms and conditions for Premier 
Support or Cloud Support 
 

• Prior to expiration of the MICROS contract and once Support is moved to MOS, Oracle will deliver the higher 
level of service whether that is the current MICROS terms or Premier Support/Cloud Support terms 
 

• For additional detail, review the following support policies: 
 
Oracle Software Technical Support Policies 
Oracle Hardware Technical Support Policies 
Oracle Cloud Services - Hosting and Delivery Policies 
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What happens when I select Severity 1? 
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Requesting Manager Attention 
• Request  Management Attention when : 

- The SR is not progressing in a manner that will meet 
your project milestones, implementation or upgrade 
plans 

-  You urgently need to communicate important 
business issues to a manager 

-  You are dissatisfied with the resolution or response 
to a Service Request 

• Engaging the Manager’s Attention will facilitate 
the creation of an Action Plan to resolve the issue 
with your Service Request. 

 

• Call Support  

- Call your local Oracle MICROS support phone number 

• To invoke this process, choose from one of the 
following options:   

–  Select “Talk to Manager”  and follow  the prompts or 

– Speak with an analyst regarding your specific, 
immediate need and any applicable business impact 

₋ Need a call back:  Request that a manager call you back 
and provide your contact information 

₋ Do not need a call back: Provide detailed information you 
would like conveyed to the manager 

• More information is available in Document 
199389.1 – How to Request Management 
Attention to a Service Request (SR) with Oracle 
Support Services 
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Additional Resources 
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Transition Resources 

MICROS Support site 
• Includes link to customer communications and Customer FAQs 

 
MICROS Welcome Center on My Oracle Support 
• Customer Training slides and Training recording 
• Customer FAQ 
• Product Cross Reference 
• Customer communications 
• Link to Product Documentation 

 
Reference modules for all functionality covered in this presentation 

• Working Effectively with Support for MICROS Corporate Customers 
• My Oracle Support Training Modules 
• My Oracle Support Essentials Webcast Series 
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