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Chapter 1. Welcome

We appreciate your business and are committed to your success. When you adopt a software solution from CA
Technologies, A Broadcom Company you gain access to an award-winning team of professionals whose mission is to
help eliminate barriers between your ideas and your business outcomes. We deliver this mission by putting your
organization at the center of all we do and earning your trust as a strategic partner.
m Focusing on the experience that you want to have; and delivering it.
We know you'll go through an entire lifecycle of learning, adopting, and expanding your use of our technology, and
we'll be there throughout the journey. Customer Success teams are available to assist with personalized onboarding,
driving your return on investment, and initiating upgrade planning and execution. In addition, Customer Care is
accessible 24 hours a day, seven days a week, at 1-800-225-5224.
m Responding quickly when you ask us questions.
We are proud of the top marks our technical support teams earn in customer satisfaction surveys. We look forward to
sharing our expertise and handling your requests with speed and reliability.

= Providing you with the right resources.
Our technical, education, and account team professionals, along with an array of self-service options (including online
Communities), offer great ways to connect, learn, and share.

m  Soliciting your feedback, and responding to it.
We want to hear about your ongoing experiences with us and how your needs evolve. We invite you to respond to our
surveys and use your feedback to continuously improve the support that we provide.

Thank you again for choosing CA. We look forward to serving you.

1.1 Your Success is Our Responsibility

Across CA, multiple teams are committed to your success. You can count on us as a strategic partner and to consistently
deliver a superior experience. Your organization is at the center of all we do, and we orchestrate each customer
interaction to help ensure positive business outcomes. Ultimately, when you succeed, we succeed. The following table
lists the tasks that Customer Care performs and the tasks that Support performs.

Table 1: Customer Care and Support Overview

Customer Care: Support:
Provides license keys. m  Provides technical support for product usage, downloads,
Provides casupport.broadcom.com assistance (including installation, upgrades and migrations.
registration, password and product download support). | ®m  Answers your technical questions and helps you resolve your
Provides partner support for portal access. CA software problems.
Provides account services (such as billing and address | ® Participates in communities to help answer product related
changes). questions.

m  Offers non-technical assistance in Customer Care m  Writes publicly accessible knowledge articles based on past
Community. issues to help facilitate self-service support.

m  Submits product change requests to product engineering
teams.



https://communities.ca.com/community/customer-care
https://communities.ca.com/community/customer-care
https://community.broadcom.com/mainframesoftware/communities/communityhomeblogs?CommunityKey=c475a143-13f8-4809-b469-d8541b80ea91
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1.2 Why Register?

Visit myBroadcom to gain access to product downloads and case management. The following resources are available:

= CA Education — Online courses and instructor-led training.
m  CA Support — Case management

m  CA Partner Portal

m  Broadcom Community

= Product documentation

= Product downloads

= Solution downloads

m Certification exams



http://ca.com/register
http://ca.com/register

CA Support Portal New User Guide

Chapter 2: New to CA?

2.1 Registering a myBroadcom Profile

Each team member should register at myBroadcom with your company email address and Enterprise Site ID. The
following example shows how to complete the registration page.

@ BROADCOM'

Home > myBroadcom

myBroadcom Registration

myBroadeom is available worldwide to Broadcom's Customers, Authorized Distributors. It provides access to a variety of Information and services such as Design Registration, Special Pricing Request Requests, Distributor-specific training, Price Lists and
Litarature.

Onee you submit your registration we will send you an email notification with a URL link. You must ciick the URL link within the email message o activate the aceount. If you have any questions about the registratien pracess, please centact us.

Registration Type

Select “Enterprise” to get access to Support

O sasic @® enerprise Portal, Education and Partner Portal

Access fo www.broadcom.com and Communities Access to all other related Support platform example Customer Support Portal,
Gase management Tools, Education Platform and Partner Portal

“*Specilic access will be subjected to further approval™

Select "CA Technologies Software Solutions'
Product Preference for the Product Preference.

() Brocade Storage Netwarking and All Other Products CA Technalogies Software Solutions

Support Access Information To get access to CA Case Managemenet and

O chstandara O caParner @® ca suppon downloads, choose "CA Support" in the
site 14 § Support Access Information section.

Login Information

Email Address* A valid ID is required for access to
downloads and case management on
Confitm Email Address* the Customer Support portal.

User Profile Information

First Name*

Last Name®

Iidela Nama

Company/Qrganization Name™ Please select a value v

Job Titla™

ZipiPostal Code”

Phone*

Broadcom Contact

Broadcom Contact Email

Fill all the required fields and submit the
request.

(D1 accept terms and conditicns. Your privacy is important Lo us. Please see the link below o our privacy policy

Just 1o prove you are a human, please answer the follewing math challenge:

K2 KN

NOTE: Providing a non-corporate email domain will cause delays and possibly result in the denial of your registration.



http://www.ca.com/register
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If you need any help finding your Enterprise Site ID, contact CA Customer Care Team by submitting a question using
Customer Care Web Form or by calling at 1800-225-5224. Go to ca.com/phone for numbers outside North America.

New registrations can take up to 48 hours to approve. A prompt registration will help ensure that new users can access
product downloads and case management.

2.2 Already Registered and Need Enterprise Access?

If you are already registered for Basic access and want to obtain access to other functions, such as the Learning Portal,
Software Support Portal, and Case Management, upgrade to Enterprise account access (Access to
casupport.broadcom.com).

Follow these steps:

1. Go to https://www.broadcom.com .

2. Click the arrow to the right of your name and select Edit My Profile from the drop-down menu.

<« C )} @& https//www.broadcom.com X o %« O O P ®
e BROADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY (‘:"ﬁ Q
\_—__14
myBroadcom Logout Page ©

3. Verify that information such as name and email address are correct.

4. Choose Enterprise as the Registration Type.

Registration Type
f’:) Basic [é] Enterprise

Access to www.broadcom.com and Communities Access to all other related Support platform example Customer Support Portal, Case management Tools,
Education Platform and Partner Portal.

**Specific access will be subjected to further approval*

5. Select CA Technologies Software Solutions for the Product Preference.

Product Preference

I:IBrocade Storage Networking and All Other Products IEI CA Technologies Software Solutions

6. Choose CA Support in the Support Access Information section and provide a valid CA Support
ID. A valid ID is required for access to downloads and case management on the Customer Support
portal.



https://ca-broadcom.wolkenservicedesk.com/web-form?_ga=2.114168071.1010550276.1563787628-419331865.1562663255
http://www.ca.com/phone
http://www.ca.com/phone
https://www.broadcom.com/
https://www.broadcom.com/
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Support Access Information

(O ca standard () CA Partner (® ca support

Siteld¢ 123456

7. Fill all the required fields and Submit your request.

After we validate your registration, you will receive an email that contains information about how to complete the
registration process. If you need any assistance, contact CA Customer Care Team by submitting a question using the
Customer Care Web Form or by calling 1800-225-5224. Go to ca.com/phone for numbers outside North America.

2.2.1 Site ID Access or Additional Site Access

In addition to registering for a new account and supplying your site ID, you also need to complete a Site
Access Request. This information helps us verify that you have permission to access downloads and case
management. Follow these steps:

1. Log into https://casupport.broadcom.com.

2. Click on My Account, Site Access Request.

QBRQADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O\ge,,ch =gign Out

= MENU ~ Welcome back... Ktest Inssss & MYACCOUNT . TJ CART !EJ MY CASES
MY PROFILE
Welcome to Broadcol 3 SITE ACCESS REQUEST
% ADMINISTRATION

The CA Support Portal is now part ol

Product Information regarding @ 4 SUBSCRIPTIONS

Search our extensive knowledge base

&0 638 >

PRODUCT INFORMATION > COMMUNITIES > DOWNLOAD MANAGEMENT > CASE MANAGEMENT >

Access product specific knowledge ond Learn more about CA prodh m o community Download full praducts or solutions (patches) View and manage your support coses

documentation of your p

3. Complete the form and submit your request.



https://ca-broadcom.wolkenservicedesk.com/web-form?_ga=2.114168071.1010550276.1563787628-419331865.1562663255
http://www.ca.com/phone
http://www.ca.com/phone
https://casupport.broadcom.com/
https://casupport.broadcom.com/
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QBROADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O\sem-ch =Sign0ut

@ HOME = MENU ¥ Welcome back... Kest Inssss & MYACCOUNT ¥ T CART (O mrcases

Dx load M it
lownload Management Download by Selution ID

Site Access

Site Access Request

Please fill in all required fields. If you are not a direct employee with carporate email access for the requested site, please provide supporting
information for the site administrator or CA to use for validation and approval of your request.

CONTACT NAME: EMAIL ADDRESS :

" REQUIRED

Company

r Please Note

Additienal supperting information required if you are not an employee of the requested company site 1D.

New Customers CA Support Offerings Contact & Resources

After you submit the form, the site request routes to the site’s user administrator or the Customer Care team
for review and processing. Please allow up to 24 hours for processing. For a faster turnaround, please verify
that the Site ID is valid.

If you need any assistance, contact the CA Customer Care Team by submitting a question on the Customer
Care Web Form or by calling at 1800-225-5224. Go to ca.com/phone for numbers outside North America.

2.3 User Administrators / Delegated Admin Responsibilities and
Functions

Responsibilities and functions

User Administration (also known as Delegated Admin) is an optional functionality that is available to CA enterprise
customers. It provides the ability for customer User Administrators to manage user access to their site IDs via CA Support
Online. A User Administrator takes on the responsibility of approving, updating and revoking access for users at a
specified site ID. When a request is generated from an end user, the User Administrator will be notified via email of the
pending request.

Existing CA Support Online user who wish to manage their own company's users' access must agree to the Terms of
Use upon registering for this additional role. CA Technologies will process the first User Administrator based on current



https://ca-broadcom.wolkenservicedesk.com/web-form?_ga=2.114168071.1010550276.1563787628-419331865.1562663255
https://ca-broadcom.wolkenservicedesk.com/web-form?_ga=2.114168071.1010550276.1563787628-419331865.1562663255
http://www.ca.com/phone
http://www.ca.com/phone
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business rules. After the first User Administrator has been enrolled to the site ID, CA systems will automatically route all
subsequent access requests, including additional User Administrator, for that site ID to the User Administrator.

The User Administrator/Delegated Admin will have 3 business days to accept or reject the request. If the request is not
processed by the User Administrator in 3 business days, CA Technologies Customer Care will process the request
according to current business rules.

Please note that in the event CA Technologies receives inquiry from an enrollee about the status of pending enroliment
and there is a User Administrator at site, we will inform the caller that the site has a UA and provide name of UA.

Revoking another User Administrator's access

1. User Administrators can revoke the access of another User Administrator at their site. User Administrators cannot
remove their own access.

2. Click the View/Edit icon next to the user whose UA access will be removed. This will bring up a detail page with two
tabs, Update Site Access and Revoke Site Access.

3. On the Update Site Access tab, uncheck the User Administrator checkbox and click the Update button. You will see
a message that the update was successful

Removing your own User Administrator Access

To remove your own User Administrator access, if there is another UA at your site, request that they remove your access
using the function described above. If you are the only User Administrator at your site and there will be a replacement, it is
recommended that you first approve the replacement User Administrator, then request that person to revoke your access.
If there will not be a replacement User Administrator and you are the only UA at the site, please open a support issue
either online by selecting "Support Online" as the product or by contacting CA Customer Care.

2.3.1 Requesting User Administration Access

The following document outlines the steps required to become a user administrator. If your site already has a user
administrator your request will be pending current user administrator approval. If you encounter any issues, please reach
out to customer assistance. For more information on user administration responsibilities and functions please click on the
link below.

1. To become User Administrator, you should have an Enterprise Access. If you are already an Enterprise user on CA
Support Online, click on "My Account" and select "Site Access Request" to request this role.

10
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L\BRQADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY QSeur:h =Sign Out

Welcome back... Ktast Inssss MYACCOUNT o TJ CART nj} MY CASES

(8] ™y PROFILE

Welcome to Broadcol & s accessreauest

) & ADMINISTRATION
The CA Support Portal is now part ol

Product Information regarding @ 45 SUBSCRIPTIONS

Search our extens

& 3

PRODUCT INFORMATION > COMMUNITIES > DOWNLOAD MANAGEMENT > CASE MANAGEMENT >

roduct specific knowledge and Learn more about CA prod om @ community Download full products or solutions (patches) View and manage
documentation of your

2. You will then see two tabs. Select “Admin Access” tab.

QBROADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O, search =Sign0ut

o} HOME = MENU ¥ Welcome back... Ktest Inssss MY ACCOUNT ¥  TJ CART MY CASES

Download M; it
'ownload Managemen Download by Solution ID Help «

User Administration Access Request
This screen is for requesting access to be a User Administrator for one or more sites where you are a member. A user administrator takes on the
responsibilities of approving, updating and revoking access for the user at specific site id. Request for access to a site will be routed to the User

Administrater instead of to CA. Additional infermation is provided in the help link accessible from most user administration pages.

Note: The User Administrator/Delegated Admin will have 3 business days to accept or reject the request. If the request is not processed by the User
Administrator in 3 business days, CA Support Customer Care will process the request according to current business rules.

COMPUTER ASSOCIATES

*REQUIRED

Please Note:

3. Select the site ID(s) for which you want to become the site User Administrator by clicking the gray buttons.

Note: All sites that you can currently access; will be listed along with an indicator to show whether you already have
active or pending User Administrator access.

11
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Welcome back... €SO & MYACCOUNT Y T CART () MYCASES

ABC COPORATION (XXXXXX)

DEF COMPANY (XXXXXX)

GHI PTY LTD (XXXXXX)

JKL GmbH (XXXXXX)

MNO CO LTD (XXXXXX) v

4. After selecting site(s) for which you want to become the User Administrator, enter supporting information in the text

box. Supporting information example would be something like:

“I need to be able to limit certain users access to product downloads at this site.”

@BROADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O\Secr:h :SignOul

o] HOME = MENU ¥ Welcome back... Ktest Inssss & Myaccount ¥ l@ MY CASES

COMPUTER ASSOCIATES

“REQUIRED

Please Note:
Please provide supporting information that will help us process your request

New Customers CA Support Offerings Contact & Resources

5. For sites that do not have a User Administrator, CA Support enrollments are managed by CA Customer Care. Please
be mindful of the following before you take on this responsibility:

Once you are approved to become the User Administrator, you will be responsible for processing all enroliments
for the site

If you do not process enroliment within 3 business days (Accept or Reject), CA can process enroliment per our
standard business rules and will contact you before processing

If the enrollee does contact CA inquiring about status of a pending enroliment, we will provide enrollee the User
Administrator(s) and contact information and inform enrollee the processing is pending approval from Site User
Administrator

12
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If you need any assistance, please contact a CA Customer Care Representative by opening a ticket online, or by calling
your local contact number.

Call a Customer Care Representative: CA Contact
Open a Customer Care ticket: Customer Care Request Form

2.4 Product and Solution Download

To download the product, you must be registered as an enterprise user with CA support portal.

If you have trouble registering, please contact CA Customer Care Team and a Customer Care Representative will be
happy to assist you.

1. Go to CA support portal: casupport.broadcom.com, click on the sign in button; Sign in with your log in credentials as
shown below,

QBROADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O\Seur:h

To access additional functions, please Sign In or Register

Welcome to Broadcom Support

The CA Support Portal is now pdrt of Broadcom >

Product Information regarding Oracle JDK >

Search our ex

PRODUCT INFORMATION > COMMUNITIES >

Access product nowledge and Learn more about CA products from a community
doc on of your peers

2. After logged in, it will enable the download management feature for enterprise users. Click on the download
management to access the download center.

13
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eBROADCOM’ PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O\Search :SignOut

Welcome back... Heena Tabassum & MYACCOUNT ¥  TJ CART

Welcome to Broadcom Support

The CA Support Portal is now part of Broadcom >

Product Information regarding Oracle JDK >

Search oure ekt

) 328

PRODUCT INFORMATION > COMMUNITIES > DOWNLOAD MANAGEMENT > CASE MANAGEMENT >

uct specific knowledge and Learn more about CA preducts from a community Download full products or solutions (patcl View and manage youl

documenteation of your peers

3. Inthe download center, it will populate the products that associate to your account has valid maintenance. Or you can

search the product by name.

QBROADCOM’ PRODUCTS APFLICATIONS SUPPORT COMPANY HOW TO BUY QSeurch =Sign0ut

Welcome back... Heena Tabassum {l_f MY ACCOUNT ¥ TJ CART MY CASES

Download by Solution ID Help v

Download Management

Product Downloads Avuilqb\e@ Product Downloads AvuiIQb\eo Product Downloads Avqilcﬂ:\e@ Product Downloads Avuilqb\eo
Solution Downloads Solution Downloads Solution Downloads Solution Downloads
Available Available Available Available

ACCUCHECK ACM/MLINK

Product Downloads Avnilub\e@ Product Downloads Avnilub\eo Product Downloads Availub\a@ Product Downloads Availub\eo
Solution Downloads 0 Solution Downloads o Solution Downloads o Solution Downloads o
Availeble Available Available Available

4. After choosing a CA Product Card, a list with two tabs is displayed “Product Download” and “Solution Downloads”

14
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QBROADCOM" PRODUCTS APPLICATIONS SUPPOR

= MENU ¥ Welcome back.

Product Downloads
Available

Product Downloads. Avuuubleo

Solution Downloads Solution Downloads

Available

o
©

Avallable

ACCUCHECK

FILTER SEARCH RESULTS

T COMPANY HOW TO BUY

Heena Tabassum &

Product Downloads Avui\uble@

Solution Downloads
Available

MY ACCOUNT ¥ T CART

O, search & sign Out

MY CASES

Product Downloods Awallub\eo

Solution Downloads
Available

ACM/MLINK

PRODUCTS
Click the product name for product details for the Release

RELEASE

& Service Pack selected

CA 2E 400 Toolkit OS/400 RISC

SERVICE PACK DOCKER

ADD TO CART DOWNLOAD

5. To download the product or solution (Fix), select the component(s) from product or solution tab and add it to the

shopping cart, click on “CART” from the top of the screen when finished.

PRODUCTS APPLICATIONS SUPPOR

© BROADCOM'

Welcome back...

Product Dewnloads

FILTER SEARCH RESULTS

T COMPANY HOW TO BUY

Heena Tabessum

& wmyaccount v | B carr

Q, search & sign Out

MY CASES

PRODUCTS

Click the product name for product details for the Release

RELEASE

& Service Pack selected

CA 2E 400 Toolkit OS/400 RISC

CA 2E for iSeries

0 08400 RISC

CA 2E for iSeries 400 OS/400 RISC

G 2E Option for EJB 0S/400 RISC

CA 2E Web Option Bundle for EIB 0S/400 RISC

Ch 2E National Language Libraries Option 051400 RISC

CA 2E Runtime Obiects Optien OS/400 RISC

SERVICE PACK DOCKER

ADD TO CART DOWNLOAD

& 000 D

¥

0

6. Verify the component(s) in the CART and checkout to complete the download process.

15
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QBROADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O\Seurch =5ig" Out

{o HOME = MENU ~ Welcome back... Heena Tabassum E,.- MY ACCOUNT ¥ a,ﬂ CART (D My cases

Download Management
Download by Solution D Help

Cart Download

PRODUCT/COMPONENT DOWNLCADS

CA 2E 400 Toolkit OS/400 RISC All files +
Release:8.7

New Customers CA Support Offerings Contact & Resources

7. Download the software using FTP and HTTP Browsers listed in the cart.

9 BROADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O\Seurch = Sign Out

(0} HOME = MENU ¥ Welcome back... Heena Tabassum & MYACCOUNT ¥ TJ CART (D) MycAsEs

Download Management 5
Download by Solution 1D Help w

Cart Download

Cart History

TODAY'S DOWNLOADS

Order Status Description Download Options

16082084 READY Zip Download Request
16082079 READY Zip Download Request HTTP VIA BROWSER ¥

PAST 6 DAY'S DOWNLOADS

e Note: FTP can be used for individual downloads as well as orders and zipped files.
e HTTP Browser can be used only for individual item downloads.
e The HTTP Browser option will not be available for downloading orders and zipped files.

If you need help with any of these steps, please contact a CA Customer Care Representative by opening a ticket online,
or by calling your local contact number.

Call a Customer Care Representative: CA Contact
Open a Customer Care ticket: Customer Care Request Form

16
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2.5 CA Case Management within the Support Portal

Before you can open or view a support case using CA Support Online, you will need to register using your
Enterprise Site ID. Processing may take up to 48 hours if access requires approvals to the company's Site for
which you are requesting access. To avoid delays and expedite processing it strongly recommended to register
using your corporate email domain. If registering to a company site that is not your own, please provide name
and contact person at company that can provide approval for your access. Once registered you can begin using
your CA Support Online account.

Go to CA Support Portal. You will see the following page, click on Sign In and log into support portal.

&~ C @ @ © @ httpsy/casupport broadcom com volwm e @ Yy N @ ®
‘JBROADCOM' PRODUCTS ~ APPLICATIONS SUPPORT COMPANY HOW TO BUY O\Seq,ch

{0 HOME = MENU ¥ To access additional functions, please Sign Inor Register

Welcome to Broadcom Support

The CA Support Portal is now part of Broadcom >

Product Information regarding Oracle JDK >

Search our extensive knowledge base

PRODUCT INFORMATION > COMMUNITIES >

Access product specific knowledge and Learn more about CA products fram a community
documentation of your peers

1. Click on "Case Management"

QBRQADCOM' PRODUCTS APPLICATIONS SUPPORT COMPANY HOW TO BUY O\Smmh =Sign0ut

@ HOME = MENU ¥ Welcome back... Ktest Inssss & MYACCOUNT ¥ TJ CART qﬁ] MY CASES

Welcome to Broadcom Support

The CA Support Portal is now part of Broadcom >

Product Information regarding Oracle JDK >

ve knowledge base

&0 85 <>

PRODUCT INFORMATION > COMMUNITIES > DOWNLOAD MANAGEMENT > CASE MANAGEMENT >

Access product specific knowledge and Learn more about CA products from a community Download full products or solutions (patches) View and manage your support cases
documentation of your peers

17
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2. Once you click on Case management, it will route you to the instance called Wolken. You will see the following
options available on the Home page of Wolken Case Management System.

< [CEA] ® O & httpsi//ica-broa gm/esd/mycases D& =
All Cases: To view My Cases: To view
D BROADCOM Q Sllcas s> opsned cases opened by L KiestInssss ~
@BRrO co by any other user other user N !
Unresolved [ ] Resolved [ ] Pending [] Gritical | Clear Filters C search B Ll Felted Content
e — . a
Case ld Severity Status Subject Created On Case Contact Product name Last modified da Case o sl
20002619 Open
Click here to
High - P2 Open TEST 05-June-2019 21:06:47  Kiest Inssss Licensing 14-August-204019:47:46  C1 Last Upda Click here to add create a new case
14-August-2019 19:47:46 L ERE TS
nﬁ"‘:‘:";’;‘o‘::e”:;e Export case data to Contact Narme:: Contzet Phene
details of the case HEOED B UL excel based on filters Ktest Inssss 8132946776
based upon the status of selected
the case Contact Email =1
ksprodtest51-casupp3@yaho...
Seuerily : £ Assigned TAG Agent
a . R Kevin S|
Case Status Filters: High - P2 vin Spayde
Praduct
Unresolved - All cases in Open status Licensing
- g A N " Jmpany act: #
Resolved - Al cases in Pending Customer Verification or Overview of case details (ex: ompany Impact
Closed status Description,Severity,Status, COMPUTER ASSOCIATES(264..
etc.)
Qperating Syster Service Pack
Pending - All cases Pending Customer, Pending Customer
Verification, and Pending Broadcom Solution Delivery
. . Description
Critical - All cases currently at a Critical - P1 Severity Level e
>
Items per page: 10 A 1-1of1 v
— Alonrmntn Santant Ratnile
: “ »
3. To create a new case, click on “Create Case
€« > C @ @ © @ https;//ca broadcom wolkenservicedesk com/esd/mycases n o @ EI
0 BROADCOM Q Ktest Inssss !
All Cases My Cases
Unresolved [ ] Resolved [] Pending [ ] Critical | Clear Filters | C' search (L] Commerts Related Content
Case ID “
Case Id Severity Status Subject Created On Case Contact Product name Last modified date g v
20002619
High-P2 Open TEST 05-June-201921:06:47  KtestInssss Licensing 14August 2019 19:47.46 Gt Last Updated
14-August-2019 19:47:46
C ot Name: Contact Phane
Ktest Inssss 8132946776
Contact Frmail
ksprodtests1-casupp3@yaho...
Severity: Assigned TA
High - P2 Kevin Spayde
Product : Rel
Licensing -
Company Business Impact: ¢
COMPUTER ASSOCIATES(264...
Description
TEST
< >
items per page: 10 - 1-10f1
R ABarmata Mantant Netaile ‘ -

4. Select the product (It will show the list of products associated to your account), fill all the required fields and click on

submit.
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© BROADCO e
Select the preduct from the Al Casos My Cases
drop-down. It will show you i e

the list of all the products you

Case Creation % are entitled to.
Product:* o Severity:* e o,

Company:*

Subject:* e

0/80
e
Description: “ B ' A

U]
n
Il
n
-
i

Adding a clearly defined "Business Impact"
to the case is important, and helps us to
clearly identify how the issue is affecting

your business, as well as to prioritize cases

Business Impact 6

Operating System o

Service Pack e
Release: e

First Name: Demo Last Name: LnDemo
Mobile No: - Phone: IR

EMail: So—t dm—t———
Contact Information:

5. When entering the subject while creating a case, you will notice the right-side panel will provide recommended
Knowledge Base documents that may match the problem you are reporting.

7 ko ick
o Enfied [ G

Tigkes Moy SP0-0CC10241: Launch Er

SPC-DCC-10261: Launch Eor SPC-00C-10252 ot leunchiog

Message in Vhi OUT ace Nome fsp Eroe lgn
0.0 (Kpomiecdos Baae Acticies

Customer can see i
ROR: Aribuse 0510024

Tomeat log muliple et of he folowing message ER

“SPCOCO11656: Ungble T

i Bemose dctmin Er
i Manage (1

‘SPC-0CE11654: inable to suthersicate with SPECTRUM Remote Admin. error

6. Once you have created the case you want to view or update, click on the case number to open it:
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« > C @ @ © @ hips//ca-broadcom.wolkenservicedesk.com/ 4 noe® =
2
£ BROADCOM Q L% Kiestinssss ! -
My Cases
Unresolved [_] Resolved [ ] Pending [] Critical | ClearFilters c & BED cemments Knowledge Related Content
Case Id Severity Status Subject Created On Case Contact Product name Last modified date s ' s
20002619 Open
High - P2 Open TEST D5-June-2019 21:06:47  Ktest Inssss Licensing 14-August-2019 19:47:46 Gl Last Up

14-August-2019 19:47:46

Contzct Narre Cantact Phone

Ktest Inssss 8132946776
Click on the case
number to view or Contact Email
update on the case ksprodtest51-casupp3@yaha...

Assigned

Kevin Spayde
Licensing
Company Business Impact . #
COMPUTER ASSOCIATES(264.

Description
TEST

liems per page: 10 = 1-10f1
— Altnrnntn Pantant Natailn

7. After clicking on case number, you will now see the following screen with various options. You can click on it, to
attach a file, raise a concern, send a comment or close the case.

L BRG] @ © @ https/ea-broadcom wolkenservicedesk.com/esd/mycases - & D@ =
© BROADCOM Q Creat L ktestinssss l ~
All Cases My Cases

~
A
You 5 7 Case lb Status ~
20002619 Open

Click here for
FTPISFTP Access

lecl a file for your review: hitps: fewpportitp broadoom, cem/0284274/2 2002619/ les_from_customen/ssss.mpd

Updated

rom the link or 3y clicking the "=le Information 14-August-2019 19:47:46

om - (081470

butlon wilain the case an (e Customer Forlal

Conlast Name Conlacl Phane
Ktest Inssss 8132946776

Contact Emai

ksprodtest51-casupp3@yaho...
2dl a file for your ‘supportftp. broadcorm, com/ 02647 74/2 0002619/ fles_frum_customer/notification error 1 PNG N
. Severfty e Assigned TAC Agent
rom the ik g e "Flke Allachrrents bullon w Lin e case on Uie Customer Porlal, 3
e {OEAAIANAA TSR SO L High - P2 Kevin Spayde

ftems perpage: 10 v 1-Eef roduct Click here to change [HE-
Licensing the severity of the
B I A = = = = 1, = case
: Company Business Impact : #

COMPUTER ASSOCIATES(264..

Operating System

Description
TEST

Fietactmenis L3 [ciosecoe | e ARSI L

If you need help with any assistance, please contact a CA Customer Care Representative by opening a ticket online, or by
calling your local contact number.

Call a Customer Care Representative: CA Contact
Open a Customer Care ticket: Customer Care Request Form
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2.6 Learning with CA Education

Join one of our many courses taught each year by award-winning instructors who average more than 20 years of
experience and boast a 94 percent satisfaction rating.

CA also delivers a rich array of training resources that help you make the most of your investment. Web-based training is
provided at no cost to customers on active maintenance. Access our web-based product training courses by logging in
to myBroadcom at Broadcom.com and click on Learning Portal under CA Technologies Software.

2.7 Joining a CA Product Community on the Broadcom Community

The Broadcom Community is the place where customers have 24/7 access to collaborate on Broadcom products. The
platform goes far beyond social networking. Customers, Partners and Broadcom Employees come to these communities
to get answers, submit ideas, share best practices, view product tips, attend webcasts, and more. The Communities are
open to the public for browsing and searching. If you are a registered user, you have access to post questions, help
others with answers, comment, create/vote on product ideation, and more.

2.7.1 Network with Your Peers

One benefit of joining these communities is to connect with peers and experts who use the same products you do.
Special programs such as Technical Exchange Events, technical webcasts and product roadmap webcasts are available
to our customer members.

2.7.2 Find Answers

Communities are segmented into the two CA Divisions — Enterprise Software and Mainframe Software — and then again
by individual products. Every community has a different customer base with different levels of interaction. On average,
more than 50 percent of the questions posted in the community are answered within one or two days. Over 75 percent of
guestions get a first day response.

2.7.3 Submit Ideas

Product Managers review and monitor product ideation submissions for product ideas and enhancements. In short,
customers help shape future versions by submitting ideas and gathering votes from their peers.

To date, customers and partners have contributed to more than 2,000 product features and enhancements.

2.7.4  Get Product Tips

The Broadcom Community goes beyond tackling issues. Its product communities foster innovative conversations with
tips on how to take product usage to the next level. Technical tips are one of the most viewed content types within
communities.

2.7.4.1 Ready to Get Started?

Start with The Water Cooler Community, your go-to spot to ask questions, submit ideas, or find tips, tricks, watch
webcasts and connect with your Community Manager on the Broadcom Community. Targeted CA product communities.
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2.7.4.2 Community Advocates

The Community Advocates program brings collaboration between customers, partners, and Broadcom employees to a
higher level. As a way to say thank you for their prior year online contributions, Community Advocates gain exclusive
access into private Broadcom discussion forums, receive special privileges, and are recognized internally and externally

as influencers in the communities. Our goal is to have our Broadcom Advocates regarded as thought leaders across the
industry within their areas of expertise.
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Chapter 3: Working with CA Support

We offer a separate document dedicated to guiding system administrators and users through Broadcom Support. Review
Working with CA Support: Guide for Enterprise Customers and Partners to learn more about CA Support services,
resources, and processes. The guide provides detailed information on many topics, for example:

Support objectives, roles, and responsibilities
Support case management

Customizing your online experience with Support
Managing your implementation and upgrade projects

Accessing and using product documentation

3.1  Support Availability

Customers who have a current Software and Maintenance Agreement in place have access to Broadcom Support. To
confirm the maintenance and support purchased by your company (per Site ID), contact Customer Care at 800-225-
5224. Go to ca.com/ phone for numbers outside North America. Once your registration is connected to the proper Site ID,
you'll be able to access the support that your company site is entitled to, including:

Support case management

Support escalation access

Downloads for products, solutions and patches
Extended knowledge base articles

Advanced search capabilities
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Appendix A: Helpful Online Resources

The following table of online resources can help you with support related issues.

Link

What's here?

m  CATechnologies Software m  Learning Portal
https://www.broadcom.com/mybroadcom = Software Support Portal m  Partner Portal .
m  Case Management m  Access Communities
m  Data sheets for products and m  Training paths
ca.com services m  Analyst information Third-party
‘ m  E-books reviews
m  Infographics
m  Video overviews
m  Customer case studies
Learning Portal m  Training schedule m  Learner full guide
m  Training transcript m  Learner quick reference guide
m  Training analysis
m  Peer-to-peer discussions m  Product help
community.broadcom.com = Networking m  Product tips
’ ’ m  Education Communities m  Ideation
m  Webcasts
m  Product announcements = Administration procedures
docops.ca.com m  Getting-started information m  Examples
i m  [nstallation procedures m  Reference information
m  Detailed product usage m  Downloadable documentation
information
m  Support case management m  SaaS performance sites
m  Knowledge-base articles m  Support policies
casupport.broadcom.com m  Product notifications m  Support search
: : m  Download products and solutions m  Product lifecycle dates
m  Product compatibility listings m  Product Maintenance
m  Compatibility and lifecycle
information
m  Product information
trials.ca.com m  Download trial software = View demos
m GetAPIs

enable.ca.com/partner

The Partner Portal is only available to registered CA Partners. If you have questions
about your partner status, contact the CA Partner Help Desk at (866) 374-0946

or partnersupport@capartnerhelpdesk.com

24


https://www.broadcom.com/mybroadcom
http://www.ca.com/
https://avagoext.okta.com/home/broadcomincexternal_cornerstoneexternal_1/0oa1f0f95k3lMgUQT1d8/aln1f0fje1hOsKTGM1d8
file:///C:/Users/spake03/Downloads/community.broadcom.com
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