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Changes for MICROS Support Users

ORACLE



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”

ORACLE

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



Support Identifiers (Sl)

1.

Your Support Identifier is provided in the welcome letter entitled “Welcome to Oracle Support: Action Required
MICROS Customers”

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 Sl to access My Oracle Support, either the Sl or site
phone number can be used to access Support by phone

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)

The first person at your company who logs into My Oracle Support and adds your Sl 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

ORACLE

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

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

Where can | find the MICROS product documentation?

— MICROS product documentation is available by accessing the Oracle Help Center and clicking on
Industries icon.

Oracle Hospitality

Oracle's MICROS Hospitality portfolio offers a wide range of software, hardware, and related services along with cloud-based,
mobile, and on-premise solutions to streamline operations and successfully engage with guests.

Oracle Hospitality Legacy Online Documentation Libraries Industries
Provides enterprises with
purpose-built applications

Member Login on MICROS site

Oracle Retail Oracle Retail Documentation

Get Started  Release 14.x Release 12.x Release 11.x - 1.x

MICROS Retail
Release 13.x

Delivers mission-critical solutions to our customers with industry-leading innovation and additional functionality. Oracle provides

retailers with a complete, open and integrated suite of business applications, server and storage solutions that are engineered to
work together to optimize every aspect of their business. MICROS Retail legacy product documentation is now available through the link above.
Together, Oracle and MICROS will help hotels, food and beverage facilities, and retailers to accelerate
innovation, transform their businesses, and delight customers with complete, open and integrated solutions.

Oracle Retail documentation

ORACLE
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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)

Support Identifier (SI)
Main Location Phone Number
(MLPN)

Service Request (SR)

Knowledge Document

Bug

Enhancement Request (ER)

Patch

Various MICROS customer facing support portals

Site ID, Store ID, Client Code, Company Name

Site id, site phone number

Case, Ticket, Incident

Solution, Helper, Knowledge Article

Bug, Defect, Software Change Request

Enhancement Request, Code Redesign

Patch, Hot Fix

The customer accessible web support portal

A unique identifier used to access Support and correlates
to the support contract and supported products

Phone number of the customer’s site where the MICROS
products are installed

A specific customer reported request for assistance

Helpful information about common issues, frequently asked
guestions and product information

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

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

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.

ORACLE
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MICROS Product Mapping

* SR Creation process will display list of product names related to Sls in your MOS account
Sl 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:
MICROS Product Name Product to Select in MOS SR Creation Process
RES or 3700 Oracle Hospitality RES 3700
e’/ Oracle Hospitality e7
SiIMPHONY 2 Oracle Hospitality Simphony
XBRi (Cloud) Oracle XBRi Cloud Service
Xstore Oracle Retail Xstore Office
Xstore (POS) Oracle Retail Xstore Point of Service

ORACLE
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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 Knowledge Documents

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
MQOS

Note: If migrated, SRs are assigned a unique SR number in MOS for

use in all interaction with Oracle MICROS Support

Select knowledge documents will be migrated to MOS

ORACLE
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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.

ORACLE
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Registering for My Oracle Support
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Registering for My Oracle Support

Navigate to: hitp://support.oracle.com to register.

ORACLE my oracLe supporT
| Oracle Accreditation Program
Increase your productivity by using Orade’s Accreditation Pregram - our new framework to accelerate your
knowiledge of cur Cracle preducts and Support framework. Read more about Oracle’s Accreditation Program in
. Oracle Support Accreditation - Series Index {Document 1553838.1)
New to My Oracle Support
Sign In
1 New user? Register here 2 Watch 3 Explore Lanquage. | English |'
L Create your account Learn the basics in minutes Sign iin for more quick training videos
Sign In, ..

Forgot User ID | Password?

Welcome to My Oracle Support

ORACLE

The cne-stop support sclution for Oracle Premier Support I New user? Register here I

MY ORACLE SUPPORT Customers,

LU T D ise— » Search for solutions Use of My Oracle Support is subject

. - + Download patches and updates ko the My Oradle Support Tesms of
» Access proactive support tools Usze and the Oracle Privacy Policy

# Collsborate in the My Oracle Support Community
= Creste 2 Service Reguest
Register, sign in, and visit the User Rescurce Center to learn more.
FAQ & Suppori

My Oracle Support Registration Guide
My Oracle Support FAQ

Contact Support

Accessibility Features

Welcome To My Oracle Support

Q Jan the Oradle Customes Advizory Pand

Copyright () 2015, Oracle. All rights reserved, Legal Motices and Terms of Use  Privacy Statemsent

This site is intended solehy for use by authorized Orade customers, partners, and employess, Uss of this site is subject to the Legal Notices and Terms for Use and Privacy Statement bocsted on this site, Use of this site by Oracle employees i zlso subject to company polices, including the
Employee Code of Canduct, the Internal Privacy Policy, the Acceptable Use Policy 2nd the Information Protaction Palicy, Unauthorized access or breach of the Legal Notices and Terms for Use, andlor the Privacy Statement will result in termination of your suthorization to use this site
andior civil and criminzl penalties,

ORACLE
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Registering for My Oracle Support

Create your Oracle Account

ORACLE

RACLE’

Create Your Oracle Account

Your Oracle Account gives you access to avariety of online services, applications, and communities. You may choose to receive Oracle
communications and sign up for subscriptions when you create your account

Already have an Oracle Account? Sign In

* Required information

Email Address * Your email address is your usemams.

lower case characters, at least 1
< long

Password™

b= 3t least § char:

Retype Password™

Country™ | United Kingdom |ZI
Mame™
Job Title ™

Work Phone ™

Company Name™®

Address ™

City™
ZIPIPostal Code ™

[Fves, send me emails on Oracle Products, Services and Events.

You may opt-out of all marksting communications: Do Not Email.

“ou understand and agree that use of Oracle’s web site is subject to the Oracle.com Terms of Use and Oracle’s Privacy
Poli

Create Account

Hard and Soft Engi d to Work Together noogsoe

‘Apoount Help | Do Not Emall | Legal Notioes | Terms of Use | Praacy | Cookie Preferences

2016, Oracle and/or its affiliates. All rights reserved. |
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Registering for My Oracle Support

Confirmation of Account Creation

ORACLE

" Your Account Has Been Created

Ermnail validation is required to access some Oracle applications. Oracle has sent an email to you with instructions on how to validate your email
address, The link is valid for 5 days.

IB Add Subscriptions

<08 Join Communities

Add subscriptions and communities later if you wish to:

Continue

Hardware and Software, Engineered to Work Together £ Rinfw ¢ B

Account Help | Do Hot Emall | Legal Hotices | Terms of Use | Privacy | Cookie Freferences

ORACLE
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Registering for My Oracle Support

Email Confirmation

ORACLE

Dear Adrian Test, Keep your account up to date:

o » Subscribe to communications in
Welcome to your Oracle Account. Sign in for access to Oracle topic areas that interest you.
online applications, services, support, events, communities,
R R » loin Oracle Communities.
and more. Your username is your email address. -

» Change your email address,
Click the link below to verify your email address. Email password, or other account

validation is required to access some Oracle applications such as Lo o ShccounillinEat
the top of Oracle.com pages.

the Oracle Store and My Oracle Support, and keeps your

account secure. Get Help

» Questions: Account Help

» Verify Email Address

* signin

The link will expire in 5 days. If the link has expired, you can + Submit a help request
request that a new verification email be sent to you.

+ profilehelp ww@oracle.com

This email was sent to you because an account was created
using your email address. If you did not create this account,
submit a help reguest or email

profilehelp ww@®&aoracle.com.

Thank you,
The Oracle Account Team

Hardware and Software -
[~ oracie | s Rin R RSN RS
Engineered to Work Together

Copyright @ 2014, Cracke and/or its affiliates.

Al ights ressrved. Account Help | Do Mot Email | Legal Notices | Terms of Use | Privacy

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




Registering for My Oracle Support

ORACLE" Y ORACLE SUPPORT

MNew to My Oracle Support? Sign In

Language |English b

1 Mew user? Register here 2 watch 3 Explore
Learn the basics in minutes Sign in for more quick training videos

Create your account
| S | | S
Sigq In...

ot User ID § Password?

whuser? Register here

Welcome to the New My Oracle Support User Interface

ORACLE

Built on Orade's own Application Development Framework {Cracle ADF), se of My Oracle Support is subject
to the My Orade Support Terms of

adwvantages of the redesigned UI include:
= = Use and the Orade Privacy Policy

Streamlined, three-step process for initiating new Service Reguests
Single, consistent workflow for both hardware and software incidents
Enhanced personalization and filtering within the user interface

Mew accessibility features {enabling screen readers, large fonts, etc.)

.
-
- FAQ & Support

-

Registration FAQ

My Oracle Support FAQ
Contact Support
Accessibility Features

After signing in, please refer to document 1385682, 1 for more informaton.

Tell us about wour sxperisnce
with My Cracle Support

COLLECT ANALYZE ACT

Le=gal Motices and Terms of Use | Privacy Statement | Third Party Licensss
Copreright () 2012, Oracle. All riahts reserved.
This site is intended solehy for use by suthorized Oracle customers, partners, and employess. Usse of this site is subject to the Legsl Motices and Terms for Uss and Privacy Stastement locsted on this site. Uss of this site by
Oracle employess is also subject to company policies, including the Employes Code of Conduct, the Internal Privacy Policy, the Acceptable Use Policy and the Information Protection Policy. Unsuthorized access or breach
of the Legal Notices and Terms for Us=s, andfor the Privacy Statement will result in termination of your authorization to use this site andfor civil and criminal penalties.

Navigate to: http://support.oracle.com to get started.

ORACI_E Copyright © 2016, Oracle and/or its affiliates. All rights reserved. | 18
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egistering for My Oracle Support

OoORACLE

Sign In

Username

|new_mosuser@email_com |

Lost Username?
Fassword

Don't have an Oracle account?
Sign Up for a free Oracle Web account

Lost Password?

Heed Help?

v for use by Oracle
slso subject to the

HardwarB a“d suftwarﬂ About Oracle | Contact Us | Legal Motices and Terms of Use | Privacy Policy
Engineered to Work Together

ORACLE
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Registering for My Oracle Support

ORACLE

Request Access  Provide Conback Information  Accept Terms OF Uss and Submit

Connect your User Account Nesit

We neesd to connect your wser account ko a Support Identifier. Access and privieges are approved by an
Adrministratar in your organization. You need bo add at least one Support Identifier to proceed,

Dar't knows vour Support Idertifler? (9 Visit the Registration Help

Mote to Approver  Please approve me as I need to get access For prof

{*Suppnr‘tldentiﬁer 20005555 ]

Access Requests

Support Identifier Mote to Approver | Role Remave |
A& walid Support IdentFier must be added to go ko the next step.

Copyright © 2016, Oracle and/or its affiliates. All rights reserved. |
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Registering for My Oracle Support

Reguest Access  Provide Contack Information  Accept Terms OF Uss and Submit

Connect your User Account Nt |

We need to connect your wser account to a Support Identifier. Access and privileges are approved by an
Adrrinistrator in wour organization. You need to add at least one Support Identifier to proceed,

Don't knoss vour Support Identifiers (2 Yisit the Registration Help

Mote bo Approver  Please approve me as I need bo get access For project ¥

* Support Identifier

Request Access, .

Access Raquests

Support Identifier Mote to Aporover | Role Remave |

20006985 Please approve me & Admin 2

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




Registering for My Oracle Support
What if | am the first to connect to the Support Identifier?

Request Access  Provide Contact Information  Accepk Terms OF Use and Submit
Connect your User Account et

We need o connect vour user account bo a Support Identifier. Access and privileges are approved by an
Adrninistrator in your organizetion. You need to add at least one Support Identifier to proceed,

Don't know wour Suppart Identifier? (9" Visit the Registration Help

Mote to Approver  Please approve me as I need to get access For project %

* Support Identifier  2gpogess

witelcome, you are the first ko connect to this Support Identifier. To proceed wou have to agree to become
the Admiristrator, (9 Learn more about being an Administrator

For walidation please enter your organization name, the first 5 characters are reguired or the complete name
IF sharter,

* Organization Mame

Cancel [ Accept Responsibility l

fccess Requests

Suppart [dentifier | Mote to Approver Rale Famo
[Tt The Customer User Administrator has Approved the request of Test1330 Test in My Oracle Support.

A walid Support Identfier must be added to go o the next step.

Customer: Oracle Support Services - Test
Contact: Test1330 Test, fest.1320@amail.com
Support Identifier Requested: 99930625250511

| CUA's message to the Requestor: Approved as CUA |

ORACI_E Copyright © 2016, Oracle and/or its affiliates. All rights reserved. | 22




Registering for My Oracle Support

ORACLE

Request &ccess  Provide Contact Information  Accept Terms OF Use and Submit

Provide Contact Information Back

Fill out your contact information accurately, This could impact the delivery of software or hardware (parts)
address, or how and when we need ko contact youw For more information when fling & service reguest,

* First Mame  a_test

* Lask Mame  last_kesk

® Srreek Address 1 main street
Sktreet Address 2
* Ciky  reading
* Country | United Kingdaom El

Stake/Province -

Zip Code or Postal Code rgléra

* Time Zone El
e

* Phone in International format 4411223344566

Fax

* Required Field

hext]

o your

Copyright © 2016, Oracle and/or its affiliates. All rights reserved. |
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Registering for My Oracle Support

Request Access  Provide Contact Information Accept Terms OF Use and Submit

Accept Terms Of Use and Submit Back || Subrmit

My Oracle Support TERMS OF USE

1. Introduckion

By using the Oracle My Oracle Support web-based technical support service ("Support Portal”), Cuskomer
(hereinafter “you") agrees ko the Following terms and conditions (“Support Portal Terms of Use™), and to
the Oracle.com Terms of Use, incuding without limitation Oracle's policies regarding use of Orade's
trademarks and logos; use of forums and public communications; and third party web sibes, content and
services, These terms supplament the tarms of your agreement with Oracle or a vendor acquired by
Cracle, Inthe event of a conflick between ether yvour agreement or the Oracle, com Terms of Use and the
Following terms, the terms belowe will control your use of and access ko the Support Porkal,

Through the Support Portal, wou may have access bo various programs, software and web-based koaols,
and other matesials made availzble by Orads now and in the Future, including but not limed to bulletins,
white papers, and other technical publications; information on product certification, product avalabiley,
and product desupport; any bug database; service requasts that you have submitted; software patchas;
bubztin board and forum messages; and hyperlinks ko web sites not controlled by Oracle (the "Materials™),

Wou agres that access bo the Support Portal, including access ko the service request function, will be <

I Accept the My Oracle Support Terms of Use il

ORACLE
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Registering for My Oracle Support

ORACL_E my ORACLE SUPPORT

ORACLE

Registration Complete

Your registration is pending approwval. ¥You will get an e-mail when your registration is approved. While you wait, consider learning more about My Orade Support:

My Qracle Support and Premier Support Benefits

Quick Training Videos

Visit Orade Technology Metwark

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

ORACLE cloud Support

My Account

Main Location Phone Numbers
VIEW -

+ Phone Number Organization

1-555-000-111 Organization A1
1-555-000-222 Organization A2
1-555-000-333 Organization A3

Support Identifiers

Address Line 2

View - Request Access... Remove Selected

* Support Identifier £ Organization
55555555 Organization A1
66666666 Organization A2
77777777 Organization A3
Personal Information
| Support Identifier License Information
Support Identifier 55555555
Organization ~ Organization AL
Number of Users 13
View o Show expired | | Search Supported Products
* Product 47 Contract Expiration (PST) Status Support Level

Micros MM ANNUAL SAAS 2 FOUNDATION- 1May 29, 2016 Technical SR Enabled

Subscription Service

*City  New York

ORACLE’

Switch to My Oracle Support

]y Dashboard

City

Service Requests

State .~ Postal Code

CHICAGO  Jllinois

OCEAMCI...

YINELAND

Request Statu
Approved
Approved
Approved

Maryland

TestUser@email

60642

21842

New Jersey 08360

ﬂ-& Knowledge

e‘Community
Support
Country | gentifiers
United Sta. | View ™
United Sta_ | View
United Sta. | View -

Support ID Number or Description

Administrators
View
View

View

Role

Administrator

Administrator

Refresh Your Profile

You can use this button to refresh this information without

logging out and backin.
Please keep in mind that it could take some time

depending on how many Support Identifiers you have in
your profile.

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

Service Requests

Create and Update

Create and Update

Refresh

Q

Support Identifiers d to Phone Numb 1-555-000-111

Approved Support Identifiers associated with your user account that match Main Location Phone Mumber 1-555-000-111
View 5

* Support |dentifier
55555555

AW Name Description

Organization A1

T

Administrators for Support Identifier 55555555

List of Administrators

CUA_USER1@email.com
CUA_USER2@email.com
CUA_USER3@email.com

Contact the Administrators

If you want to contact the Administrators of this Support
Igientiﬁer, please enter a message and click Send Notification
utton.

Enter a natification for the Administrators

Send Notification

26



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
The first person who uses the Sl to register on
MOS will be prompted to accept the Customer Auditing user access
User Administrator (CUA) role

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

Training: — CUA Task Tab

ORACLE
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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

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

= Access: Knowledge
Base, My Oracle

= Profile: Product development;

Support Community = Profile: Techn!cal want to learn more about the = Access: Create Service
contact for this team
Oracle products Requests, Knowledge
= Access: Create Service Base, My Oracle Support

= Access: Knowledge Base, My

Requests, Knowledge Oracle Support Community

Base, My Oracle Support
Community

Community

ORACLE
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Customer User Administrator S| View (Cloud Ul)

Switch to My Oracle Support CUA.ADM|N@ACCOUNT.COV\E| (1) Help»
Personalization

ORACLE ‘cloud support 1y Dashboard My Account av) Knowiedge @™ Community

Administration 3| Mznage Users

Logout Pending Users Requests

Dashboard

Support Identifiers

My Service Requests Audit

Switch to My Oracle Support - E= (1) Help -
ORACLE cioud Support Il§ Dashboara Service Requests :% Knowledge 3% Community
Pending Users Requests Records
Views | Approve Request..| Deny... All [+] | = Search
: o * Support oo Other Support
Mame * User Name [ E-mail Motes Telephone Organization identifier Identifiers
Requester NEW.REQUESTER@ACCOUNT.COM Organization Name 55559955 Wiew I
%® Approve Reguests %
Name Support ldentifier Notes lSenrice Requests Service Request Rights

Requester 55555555 = Create and f| I

Administrator Mane
Fead Only
Create and Update

Cancel

ORACLE
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Customer User Administrator — Manage Users (Cloud Ul)

Switch to My Oracle Support CUA.ADMIN@ACCOUNT.COV\/El B (1} Helpv

DRACLE "Cloud Support

Dashboard

Personalization

Dashboard v Knowledge 'Eommuninr
“I My Account H& ﬁ
Administration Manage Users 'I
Logout Pending Users Requests
Support Identifiers
My Service Reauests Audit
Manage Users
Users and Support Identifiers &
View - 55555555 - OrganizatioE| Approved [=] NEW.REQUESTER@ACCOUNT.COM Search
. - * Support
Issues Mame &7« Username Organization Last Sign In Role Request Statusld entifier

Requester

NEW.REQUESTER@ACCOUNT.COM Organization Name

Oct29, 2015 ... User

Approved 55555555

Support ldentifiers

View - Grant ACCess..

* Support ldentifier

66666666

55555555

Remove Selected

£ Organization

Other Organization Name

Organization-.Name

Request Status

Pending

Approved

Support ID Number or Description Q

Administratorg Role

View

View

n'a

ser

Service Requests

n'a

Fead Only r

For more information on CUA features and capabilities refer to the Customer User Administrator training available in MOS (Doc ID 2072499.1)

ORACLE
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Customer User Administrator Sl View (Alternative)

Ewitch to My Oracle Support CUA Approver =

IRACLE cloud Support = service Requests ﬂ Knowledge @ Communities

ORACLE’ my ORACLE SUPPORT e 5””““’“. HES AT -
Pending User Reguests

'I Systemsl Cﬁllectorla' Advanced Customer Senriceslﬂ' Proactive Hardware Services:f Settings \\ QVI
Pending Users Requests

Getting Started

Troubleshooti
Pending Users Requests reubleshesting

Personal Contact Oracle Global Customer Support

" Table of Contents
MName | * User Name [ E-mail M Telephone | Organization | L T O T A macasmas T
My Account Test User TestUser@emai (5] 555-555-5555  Oracle Support Services-Ce 55555555 55555555 Oracle Support Se...  View

Hot Topics E-Mail

View + Approve... | Deny... |

Personalization

Knowledge Preferences

Service Request Profiles

Administrative

A Ll
Terofripl- s

Pending User Requests

Support Identifiers .
. X/
Audit
Associate Collectors
. . Support Identifier Role Termination Date (P
Deactivated Collections - Service Requests | Patches Assets :ggzg:ts (
Custom System Properti
HSTOM SYSEEm Froperties Requester | 55555555 v| & [user ¥ | |creasteand ¥ | | view v | |view v | wa | &

4 »

Cancel

ORACLE’
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Customer User Administrator — Manage Users (Alternative)

Manage Users

Personal
Personalization
My Account
Hot Topics E-Mail
Knowledge Preferences

Service Request Profiles

Administrative

Manage Users

Pending User Requests
Support Identifiers
Audit

Associate Collectors

Deactivated Collections

Custom System Properties

Users and Support Identifiers

|
User Details for Test User
Support Identifiers
View - Grant Access... I I Remove Selected I [# Show Hidden | | Supporf ID Number or Description e
— N . Access o
ikl MName Description Organization Request 5f Administra Role - Termination Date (P
Service Requesl Patches | Assets
12121212 Organiza_tion M1 Maintenance |... Test Organization _.!I._p.p.rm.led View User Create and ... Download View
55555555 Organization Al Test Support Ide.. Test Organization Approved  View | User ¥ ||[createa ] [Dow v ] [view ¥ || Laf(hl
Approved  View User Create and ... Download View

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)

ORACLE
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Acquisition Support Assistance Matrix

Request Type

Contact

Questions regarding use of or access to My Oracle Support (MOS)
Technical product issues

Product defects

Questions regarding the use of the product

Product enhancement requests

Patches

Oracle MICROS Support via MOS or the MICROS Support phone
numbers

Oracle MICROS Support via MOS or the MICROS Support phone
numbers

Oracle MICROS Support via MOS or the MICROS Support phone
numbers

Oracle MICROS Support via MOS or the MICROS Support phone
numbers

Oracle MICROS Support via MOS or the MICROS Support phone
numbers

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

Product,

Version

Problem
Summary

Support
|dentifier

)

Problem
Description

Files to
attach

Business
impact

g
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My Oracle Support

ORACLE" uy orRACLE SUPPORT

Oracle Accreditation Program

Increase your productivity by using Oracle’s Acoreditation Program - our new framework to accelerate your
knowledge of our Oracle products and Support framework, Read more about Oracle's Acoreditation Program in
Oracle Support Accreditation - Series Index (Document 1583858.1)

New to My Oracle Support? Sign In
eyt Englch |
1 New user? Register here 2 Watch 3 Explore L:l
Create your account Learn the basics in minutes Sign in for more quick training videos

Sign In...
OR AC LE' Welcome to My Oracle Support!
The one-stop support solution for Oracle Premier Support Forgot User ID / Password?
MY ORACLE SUPPORT Customers, ¢
o m— - o Search for solutions New user? Register here
— --- * Downlozad patches and updates z
sy  Access proactive support tools S\U:ofMyﬂzradeSupponts
—— _— ¢ Collaborate in the My Oracle Support Community ject to the My Oracle Support
: Cres 2 Terms of Use and the Orace
L; . t= 3 Service Reguest Priv :
= Register, sign in, and visit the User Resource Center to learn more, 3
- FAQ & Support

* My Oracle Support Registration Guide
* My Oracle Support FAQ

* Contact Support

* Accessibility Features

Welcome To My Oracle Support

C) Join e Orace Cusiomer AcWsory Panel

Copyright (c) 2015, Oracle. Al rights reserved. Legal Notices and Terms of Use  Privacy Ststament

https://support.oracle.com/
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Customers : My Oracle Support Vs. Cloud Support Portal

ORACLE uy oracLE supporT

Oracle Accreditation Program
Increase your productivity by using Oracle’s 0g You
our Oracle products and Support framework. Read more about Oracle's Accreditation Program in Oracle Support

Acereditation - Series Index (Document 1583898.1)

new frameuiork lerate your knowledg

New to My Oracle Support?

New user? Register here 2 Watch
Create your account Learn the basics in minutes

ORACLE
MY ORACLE SUPPORT

Welcome To My Oracle Support

Copyright (<} 2016, Oracle, All rights reserver

This ste is intended solel for use by authorized Oracle customers, partners, and employees. Use of
st by Oracle employess s alsa subjact to company policies, including the Emplayes Code of Cand
access or breach of the Legal Notices and Terms for Use, and/or the Privacy Stetemer

Welcome to My Oracle Suppo
The one-stop support solution for Oraclpffremier Support Customers.
 Search for solutions
+ Download patches and ites
« access proactive suppyff tools
« Collaborate in the J#f Oracle Support Community
« Create 2 Senvicgfeauest
Register, signin, a

Sign In
Language

Portal (- Cloud Support
& My Oracle Support

Explore
Sign in for more quick traingf videos

Sign

Forgot User ID / Password?

New user? Register here

Use of My Oracle Support is subject
‘to the My Oracle Support Terms of
Use and the Oracle Privacy Policy
isit the User Resource Center to learn more.

FAQ & Support

One Location
and one or more
Sls

Use

Cloud Support Portal
to Create and
manage SRs

Sign In
Language | English ¥

Portal | D) Cloud Support
(@) My Oracle Support

Forgot User ID [ Password?
Mew user? Register here

Use of My Oracle Support is subject
to the My Oracle Support Terms of
Use and the Oracle Privacy Policy

Multiple Locations

and multiple Sls
Use
My Oracle Support to

Create and manage SRs

ORACLE ‘cioud support

Dashboard

My Service Requests

&8 oo 0

Gracia Working 0

Neecs Adention 0

My Company’s Service Requests

ot Woning

Needs Azention £

Create Service Roguest

Copyright (2) 2016 Crace andior #s

Swich 1oy Oracke Suppent  MIRIAMBRACE@ORACLECOM» (D) Halpv

DT e ot o

Service Name

servica Type Jarvics Mams OpenReqossts  Create Service Request
No Information Retumea
Service Type Tvicatame: Open Requests Create Service Request
Oracle Database Cioud Service - 85 Intamal_sub_APEX MOS »
Oracie Documents Cloug Service Intermal_sub_Document 1 'y
o Database Backm Sarvke Inlemas_sub_LAASME 'y
va Cloud Service nfemal_sub_IAVAME M IS
ston Contaner Cioud INBISL_SUb_IAVAME M 1 'y
1o Resoonsys Marketing Platiom . Infemat_sub_Rssporsys 3 'Y
Oracte Storage Clod Senvice Infemal_sub_Storage M. 'Y

About | Contact | Legal | Terms of Use | Privacy | About Support
oThates & rigtes reseve

ORACLE ur oracis supront

Dashboard
Mews

] Weskome PECROS Custemers and Dealers
s the Diacte Customar Aduisary Panel

5 Powssrin s O | w

Dashboard ' Koniesge | Serdcs Requests |

= Getting Started &

] Mo Lvarc: o2 @ AllLars= Discres the Gt
oet Started with MOS. Proactive Portfolo

Rl Eetegers ) AllUsers: Test your by Oracie

Whats e Suppoet Frovdeige - Gt

1) [ Feliow s
&) 3y Informed: My Oracle
supgot o

Quick iden Training
Leam Hy Oracie

= Suppoit: How-To
oy

| 3 Knowledge artices
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Patches & Updates | (o Community ', [More.

| v | & L (e =

gre G 2

Give Pechack.., Customize Fage.

7 Keowdedge Bace. Gl
| Search & Brawse ' Recerely viewed | Racest searches | Favorie Artickes 'y |
‘Select a product or product line

["Orade E-tumness sute E-l

Enter search teems

£

Gao directly 1o the best match
5 E-usiness Suite Product information Center Index [+44.]

[ search |

7 Survice Requests S|
O Askin Comaumity. | or _Creste st Support idetifer 18353550 - Toleo Inbemal %]
reblem sumeary ¥ B soancad |
SMarber | CustomerRef. bo. | Problem Smmany severny soms |

i Information, Raturrad

Switch o Cloud Support @ Miriam (tvaable) »  EIY)  Cotactls Mg 2
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ORACLE

DI_\)ACLE'CMLM Support

Switch to My Oracle Support TestUser@email lw

Il pashboard [ service Requests &6 Knowledge #Cmnmunities

My Service Requests

Service Name [/

c ﬂ Open 1 Service Type Environment COpen Requests Create Service Request
Cracle Worki 1
sme Homng MICROS Retsil Merchandise Flanning 1 B
Meeds Attention 0
My Company's Service Requests
. Service Name / .
' Open 245 Service Type Environment Orpen Requests Create Service Request
Cracle Working 3% MICROS Retsil Merchandise Flanning 7 'y -
Wesds Attention ? Oracle Retail Xstore Point of Service , Y N
MICROS [}AEI (Datavantage Authorization Server) N &
MICROS PIM  (Product Information Manager) 10 'y
1 ]
z [ &7

Create Service Request

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

DRACLE 'Cloud Support

My Service Requests

& Open 1

Oracle Working 1

Needs Attention 0

My Company's Service Requests

Gﬁ% Cpen 245

Cracle Working 236

Meeds Attention =]

Create Service Request

S5ervice Hame /

Service Type Environment

MICROS Retail Merchandise Planning

Service Name /

Service Type Environment

MICROS Retail Merchandise Planning
Oracle Retail Xstore Point of Service
MICROS DAS

MICROS FIM

I}y Dashboard

Switch to My Oracle Support

Service Requests

COpen Requests

1

Open Requests

TestUser@email

[

..f& Knowledge v Communities

Create Service Request

i)

Create Service Request

voovPooeE

el »

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

40



Create Cloud Service Request IBARENE

Create Service Request X

. Next ) Submit ¢

Problem Description Additional Details  Confirmation

* Service Type  Oracle Retail Xstore Point of Service E| Primary Contact TestUser

zRhoaeblumbers  555-555-5555

* Problem Type  Select a Problem Type |-

E-mail Addreze  TestUser@email.com

Customer Account Issues
¥store Hardware Issues * Contact Mdthod  Web El

¥store Sales issugs y Sale Discount Issues  peyerity i

Problem Summary

71 1 - Complete loss of service
Sale Tax Issues () 2 - Severe loss of service
Sale Tender Issues @ 3 - Minor loes of service
Sale Warranty Issues () 4 - No Ioss of service

Sales Receipt Issues

* Description

Note: Do not submit any health or other sensitive data that requires greater protectio~ than those specified in the Oracle GCS
Security Practices. L)

ORACLE
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Create Software or Hardware Service Request

Create Service Request X

‘ | . Next ) Submit /

Problem Description Additional Details Confirmation

|- Product Oracle Hospitality RES 3700 E3 Primary Contact BusCutover Test
* Phone Numbers +1415-999-0000
* Problem Type  Issues with MICROS 3700 RES GS... | ¥
E-mail Address TestUser@email.com
Probl Test
“Fropiem Semeey * Contact Method Phone |Z|

* Severity (7)1 - Complete loss of senvice

‘-'.",__,?' 2 - Severe loss of senvice
(@) 3 - Minor loss of senvice

(") 4 -No loss of senice

* Description Test

Note: Do not submit any health or other sensitive data that requires greater protection than those specified in the Oracle GCS
Security Practices.

() Optional questions exist for the selected Problem Type. Completing the optional questions in the next step of this wizard will help Oracle
Support more quickly identify and resolve your issue.

ORACLE
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Create Service Request

Create Service Request X

€ Back ¢ Next % Submit o/

Problem Description  Additional Details Confirmation

Service Type Oracle Retail Xstore Point of Service Primary Contact TestUser
Problem Type Sale Discount lssues Phone Numbers 555-555-5555
Problem Summary test E-mail Address TestUser@email.com
Contact Meth
Sevel

Description test

Note: Do not submit any health or other zensitive data that reguires greater protection than those specified in the Oracle GCS
Security Practices.

1} Pleaze document client information: Client, Location #, Register #, Caller, Contact #, Time

2} What type of dizcount was applied?
— Not Selected — [=]

3} Pleaze document sale information: Date, Transaction #, Register #, Amount of Dizcount, Amount that applied Discount ID (If available}

Attachments

File Hame Size Date Uploaded
Mo Information Returned

Add Attachment

ORACLE
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Create Service Request

Create Service Request

£ Back ®

Submit o/
Problem Description  Additional Detaile  Confirmation

Service Type Oracle Retail Xstore Point of Service
Problem Type Zale Dizcount lssues
Problem Summary test

Primary Contact TestUser
Phone Mumbers 555-555-5555
E-mail Address  TestUser@email.com
Contact Method Web
Sewverity 3-Standard
Description test

Note: Do not submit any health or other sensitive data that requires greater protection than t 1e Oracle GCS
Security Practices.

1} Please document client information: Client, Location #, Register #, Caller, Contact #, Time
2} What type of discount was applied?

3} Please document =ale information: Date, Transaction #, Register #, Amount of Discount, Amount that applied,Discount ID (If available)

ORACLE
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Create Service Request in My Oracle Support Ul

Swich to My Oracle Suppont TestUser@email v

:)RAC LE 'Cloud Support MRS ] service Requests ﬂq, Knowhedige f-:um.mm

[ Dashbnard\‘{ Knnwledge\‘[ Service Requesis“& 3atche&&Updates\‘{ a Cummunity\‘{ Certificatiuns\‘{ Managed Cluud\‘\ ||"-"|'3'fE---"'| W @' ﬁ

Service Requests Home Give Feedback... [ SR 3-11226433081 has been created successfully,  Edit 3-11225433081  Hide ] Customize Page...
= askin Community... I or] Create 5R ] support Identifier | Tipe name, number, descr =l
Wiew = | 7 a E} | |AII | Problem Summary ¥ A2 | sdvanced
i ] Last . ) .
Level | SR Mumber w7 | Product/Service Type Severity Contact Status Updated service/Environment suppol
My problem summary 3-11226433081 77 3-Standard Mew < 1 min ago Suppol -
Cancel-15.4-1 3-11224016461 77 /™y 2-Signific... Review Update 31 mins ago 5uppu-||:|
On Request displays instead of Price 3-11224016141 77 3-Standard A Customer Workin 49 mins age Suppol
t 3-11225333621 77 3-Standard /& Customer Workin 1+ hour ago Suppol
test config_prop 10 nov 1 3-11226433031 77 3-5tandard Review Update 1+ hour ago 055 B
4|
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Create Service Request in My Oracle Support Ul

ORACLE my oRACLE SUPPORT Switch to Cloud Support @ v (2)  ContactUs Help =
| Dashboard | Knowledge | Service Requests '\ Patches & Updates | = Community | Certifications "-._MBFB---"' 1 @I' pe)
senvice Requests > Give Feedback...

| Create Service Request: Problem

* ™ { | Save as Draft = Back Mext Cancel

Problem Solutions Maore Details Severity/Contact

What is the Problem? Service Request language is set to English-Amefican Edit & Tip

* Problem Summary | Test
A good Problem Description would include
the following information:

# Describe the loss of functionality

e Describe the sequence of events that
occurred

& What is the expected or acceptable
result?

e Is there a workaround?

IEerrCDdES—l + Provide business impact inforrmation,

estimated number of users affected, the
significance of loss, assocated milestones

Where is the Problem? Authfil this section using: SR Profile or Existing SR | Mote: You may be asked for additional
inforrmation in Step 2.

* Problem Description | Tegt

* Service Type| Oracle Hospitality Simphony % 9
Note: Do not submit any health or other
sensitive data that requires greater protection
* Problem Type _Issues with Simphony Currencyw| 2 than those specified in the Oracle GCS Security

Practices.

* Support Identifier | 19967807 (Red Wind Casino)

ORACLE
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Create Service Request in My Oracle Support Ul

ORACLE uy OrRACLE SUPPORT Switch to Cloud Support @ - (0} ContactUs Help =
E T o . s T o =
| Dashboard 1 Knowledge ‘| service Requests “\ Fatches & Updates ‘| ﬂ' Community 1 Certifications ‘| Managed Cloud '\ |MDI’E---V| W @' 10

service Requests » Give Feedback...

. |
| |

[, {t fil | Save as Draft  Back Submit Cancel I
Problem Solutions Muore Details| Severity/Contact

*How critical is your problem? (Select severity level)
() 1-Problem or product defect causes complete loss of service in the production environment or work cannot reasenably continue.
() 2 - Severe loss of service. Mo acceptable workaround. However, operations can continue in a restricted fashion.
(@ 3 - Minor loss of service. The impact is an inconvenience that may require a workaround to restore functionality.
(14 - Mo loss of service. Minor error that does not impede operations.

*Who should we contact for more information?

* Primary Contact f e

* Phone Mumbers

E-mail Address

* Contact Method

Add Alternate Contact

Customer Reference Number

{You can use this to reference an internal tracking number.)
| CUSTOMER: REF MUMBER] |

j Service Requesi_t‘\(\ Patches & Updates\"[ = Cummunity'\"[ Certificatiuns\"[ Managed Cloud . | More...w | ﬂ&'v] Gl
ne Give Feedback.). [ 5R 3-11226251581 has been created successfully, Edit 3-11226251581  Hide ]

ORACLE

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

47



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

ORACLE
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What happens when | select Severity 17?

Severity 1 Agreement x

According to COracle’s technical suppeort pelicy, a Severity 1 SR should meet all the following criteria:

= Your use of the supported programs is stopped or 2o severely impacted that you cannot reasonably continue work.
= YouU are experiencing a complete loss of service.

= Ongoing operation of the supported program is mission critical to the business and the situation iz an emergency.

A Severity 1 SR has one or more of the following characteristics: data corruption, lack of critical functionality, system hang or system crashes (even after
restart attempts
Please confirm that vou agree that your SR meets these criteria.

NOTE: Severity 1 reguests in English will be worked 24x7, unless mutually agreed otherwize. If vou do not need this issue worked 24x7 then please
indicate this in the Service He-:%uest once you submit the SR. If vou want to pruqress the issue on a 24x7 basig, Oracle Support requires a 24x7 contact be
provided so additional information can be requested as needed 24x7. Severity 1 reguests logged for a language other than English will be processed

ident country of the language:

Severity 1 - 24x7 Manager Severity 1 - Secondary 24x7 Contact
* Name Q *MName | Find Contact
* 24&%7 Telephone Number * 24xT Telephone Number
* E-mail Address E-mail Address

* Alternate 24x7 Telephone
Mumber

| Agree | Cancel

Copyright © 2016, Oracle and/or its affiliates. All rights reserved. |
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Requesting Manager Attention

* Request Management Attention when :  Call Support
- The SR is not progressing in a manner that will meet - Call your local Oracle MICROS support phone number
our project milestones, implementation or upgrade _ ]
Lansp J g - * To invoke this process, choose from one of the

. . following options:
- You urgently need to communicate important

business issues to a manager — Select “Talk to Manager” and follow the prompts or
- You are dissatisfied with the resolution or response — Speak with an analyst regarding your specific,
to a Service Request immediate need and any applicable business impact

- Need a call back: Request that a manager call you back

* Engaging the Manager’s Attention will facilitate and provide your contact information

th_e creation Of, an Action Plan to resolve the issue - Do not need a call back: Provide detailed information you
with your Service Request. 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

ORACLE
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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

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