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Installation Call Handling Mali_:t\clailaLce

NHdopmaums oT 3akas4mka - Cuctema o6paboTkmn 3asiBOK O6opynoBaHue
- Pasmellenne - [Npunem 3aaBok ot Hi-Track - O6HoBneHus firmware
- OnektponuTtaHue aBTOMaTU4ECKM - [lpeBeHTUBHOE OBCNYyXMBaHME
- Hoctyn - 3BOHOK, email u nip. - BHennaHoBoe obcnyxnBaHmne
- KoHdurypauums - KoHcynbrayum

OcmoTp Ha npegMeT

noBpexaeHnn

DU3NYECKNN MOHTaXK
YcTaHoBKa NUUEeH3umn
YctaHoBka O ynpaBneHus
KoHcynbsTnpoBaHue no
KOHourypaumm

basoBasi HacTpourka 1 npoBepka
Hi-Track

KoHTakTbl AN OTKPbITUS 3a9BOK
O6yyeHune
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PAGOTA C 3ASIBKAMY HITACHI

Inspire the Next

Hi-Track 3asiBKa OT 3akas4uuka

3 Maintenance
\ETRIVE]

Nonb3oBa-
—>> TenbcKagd
AOKyMeHTauunsa

Mpobnema

pelleHa
?

Cucrtema

yyeTa 3as1BOK

B basza 3HaHuK

[narHocTtuka
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5 B




KAK OTKPbITb 3AABKY HITACHI
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= [lopTan
— http://portal.hds.com
— PQM for Services User Guide ]

PQM for Services
User Guide

= 3BOHOK B KOJIIILIEHTP
— 8800 555 2679

— 8495 787 2760

* [Tucbmo Ha HDSservicerequests@hds.com

— Konusg - ru.notice@hds.com




KAK OTKPbITb 3AABKY HITACHI
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= [1pn OTKPbLITUN Yepe3 KOMNMLUEHTP

— Please open service request and escalate it to Global
Support Center

— Serial
— Site ID

— Contact details

— Name: Ivan Ivanov
— Mobile phone: +7 916 123 4567
— Email; ivan@company name.ru

— Severity

— Detalled issue description



YPOBHU SEVERITY

HITACHI
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Severity Definition GSC Response Time | |Initial action plan
(to ASP)
1 Business Critical system < 1 hour 4 hours
or application is
down
2 Business Critical system < 2 hours 8 hours
is useable but with
severe restrictions
3 Minor Restriction - Next Business Day 3 Business Days
Problems or errors
but with no severe
restriction
4 Circumvention is in place | Next Business Day 3 Business Days
5 Information only 3 Business Days 5 Business Days
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3AABKU SEVERITY 1 HITACHI
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[ToaTBEPAUTH 3BOHKOM B KOSSILIEHTP

Coobwntb pykoBogutento HDS CS&S
[TogopobHoe onmncaHue npobrnembl U NPeabLICTOPUN
[narHocTuka — MakcmmMarbHO onepaTuBHO
HaxogunTtbcs Ha nnowagke Ao peLeHuns

BbITb AOCTYMHbLIM NO TENEMOHY

OnepaTtmnBHO B3anmopaenctesosaTtb ¢ GSC

PaboThbl B pexxume 24x7 co ctopoHbl ASP n GSC
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PABOTA C 3AABKAMU HITACHI
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= [locne oTKpbITUA, onMcaHnsa Npobnemsl 1 3arpy3ku
ANArHoCTUKN — He 3a0bITb 3CKanupoBaTh

= [1pn 3aKkpbITMK coobLwaTb MHPOPMaLMIO O TOM, YTO
caernado, ctaTtyc npobnemsbl

= [1na yckopeHusa paboTbl MOXHO AOJ19 CNOXHbIX paboT
3apaHee OTKPbIBaTb 3aABKN U BbIrpyXXaTb ANAarHOCTUKY
be3 ackanauuu

— [lpn BO3HMKHOBEHUM NPobnembl — 406aBUTb NHPOPMaLUIO U
ackanmpoBaTtb B GSC
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PABOTA C NMOPTAJIOM HITACHI
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= http://portal.hds.com

= TONbKO Ana cepTUPULNPOBAHHbLIX UHXEHEPOB
— [Hoctyn 3anpawwuBaetcsa y pykosogutensa HDS CS&S

= PaboTta 4epes Internet Explorer

= TexHnyeckne npobnembl — helpdesk@hds.com
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PABOTA C NMOPTAJIOM HITACHI
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= QyHKUMOHAN noprana

O6HoBneHne mukpokogos u NO

[JokymeHTauua — nosib3oBartesribckad U UHXeHepHasa
Hi-Fire — nHgbopmaumsa 0 COBMECTUMOCTH

PQM — cuctema BegeHusa 3agBOK

Hi-Track — cnuctema MoHUTOpUHra

basa 3HaHuun
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= He 3anTK Ha nopTan
— Connection timeout — nonpoboBaTh eLle pa3

— Account blocked — HanucaTtb B helpdesk@hds.com
— Heckonbko nNonbITOK ¢ HENPaBUIIbHBLIM Naporiem
— [lapornb He MeHsANca B TedeHne 6 MecsleB

— Session initiated while another session is active
— OTKpbITb HOBYIO ceccuto Yepes pyHKuuto Internet Explorer
File -> New session
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PABOTA C NMOPTAJIOM HITACHI
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= HeT Hy>XHOU OOKYMeHTauun, MUKPOKO40B

[omkHa ObITb cepTudukauma Ha MIMHENKY NMPOaYKTOB
[TpoayKTbl N3 IMHEWKM OOSMKHbI ObITb HA canuTe 3aKas4vunka
[Tonck B CTpoOKe noucka

QckanupoaTtb npobnemy Ha helpdesk@hds.com

[1pn CPOYHOCTK TakXKe 3anpocuTb Yy ru.partners@hds.com
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PABOTA C NMOPTAJIOM HITACHI

Inspire the Next
I

= He BnOeH caunTt 3akasvunka Unm npoaykT

ybeanTbCs, YTO NPOAYKT NoadepKMBaAETCS BalLEN
opraHusauuemn

[IpoBEPUTL CEPUNHBIN HOMEP

Hanuncatb o npobneme no aapecy helpdesk@hds.com

OTKpPbITb CEPBUCHYIO 3asiBKY Yepes KOMSLUEHTP noka
portal.support pewatot npobremy
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AHIMMUNNUCKNN A3bIK

— [MpencraBbrech, OyabTe BEXMBHI

— Hello, | am lvan from Authorised Service Provider
«Company_name», could you please...

Please open service request to get technical support
Please be aware of severity one case HDS00123456

Please ask service request owner to provide response to
my request as soon as possible as this is urgent for the
customer

Please let me talk to John from GSC (Supervisor)
regarding the service request HDS00123456
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PABOTA C KOJUILUEHTPOM

BecnnaTtHbI HOMep Tene@oHa
— 8800 555 2679

[pyrue Homepa
— 8495 787 2760
— +44 175 361 8977

Email — HeT rapaHTum onepaTtuBHOCTH

— HDSservicerequests@hds.com

— Konug - ru.notice@hds.com

Email + 3BOHOK

HITACHI

Inspire the Next
I
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3AMEHA 3AM4YACTH

Hi-Track 3asBKa oT 3akas4umka

PeweHo
3aMeHUTb
3an4yacTb

Cuctema
y4yeTa 3asiBOK

OTKkpbITHE
3asBKN
B HDS,
paboTta c GSC

22
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OTKprTMe 3adABKU

. sHDS

A4 3aKasa
3anyacTtu
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3AKA3 3AINM4YACTHU, CMNMOCOB 1 HITACHI

Inspire the Next
I

: L—Iepe3 [lopTan (cw. pasnen 1.7 PQM for Services User Guide)

OcHoBHOW cnocob

OTKpbITb 3as8BKY
— Twn Administration
— lNoatun Spares Order

Lobasuntb B Attachments 3asiBku 3anonHeHHyo popmy
3aKasa 3anyacTtu

JcKanmpoBaTb 3asBKy B konnueHTtp (GCC)

B 3asi86ke bydem yKkasaH HOMep 3aKasa 3arndacmul.

ETA 6ydem omnipaerieH rio riodme uHuyuamopy 3asieku.
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3AKA3 3AIMNYACTHU, CINMOCOB 2 HITACHI
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= C nomMoLbo email — HET rapaHTum onepaTMBHOCTU

TonbKo ecnm HET BO3MOXXHOCTW UCMONb30BaTb nopTarl

[Mony4yatens: HDSEMEA.Parts.request@hds.com

Konuga: edcspares@hds.com: ru.logistics@hds.com

3arornoBokK: Spare Part Order for Customer_name

TekcT:

“Could you open a spare part SR for S/N XYZ against Customer Name with Site
ID ABC and enter the attached order against that SR please?

Please use these contact details: First Last Name, mobile phone#, email
Please e-mail back the Case number, the Order Reference number and the
ETA.”

[TpynoXxxmnTb 3anonHeHHy popMy 3akasa 3an4yacTteu

Homep SR, 3aka3za u ETA 6yOym omnpaerieHbl 0meemom Ha
nucbMo
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®OPMA 3AKA3A 3AM4YACTHU

HDS Spare Part Request form:

HITACHI
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|After completition, Parther must upload this HDS Spare Part Request Form in the SR on the portal|

HDS SR Number :|

Details of where part will be shipped & to whom

End Customer name / SitelD

Delivery-to Company name (if different from abowe):
Contact Name (person receiving part at site):
Contact Name's Telephone Number:

Street Address:

City Name:

Post/Zip Code (see guidelines TAB):

Country:

Customer Reference Number (Optional):

Delivery option, default is Next Business Day <18.00 *
* Rush Order phonenumber for emergency orders only:‘
Additional Comments :

Special Delivery Instructions :

Retum of Defective pau’c:1

Next Business Day
+3165316 9497

Part number required :
Qty of this part number required :

Machine Model :

Machine Serial Number :

HiTrack Ermor Code / Description :
Replacement reason :

Is the machine under warmranty? :

choose..
Yes / No

Requestor Name or Weblogin ID :
Requestor's Telephone Number:
Requestor's Company Name:
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= YpoBeHb cepBuca — Next Business Day
— Best efforts
— Cut off time — 16:30
— [lpwn 3akase nocne 16:00 — nogTBEepaANTL 3BOHKOM B
EDC/CallCenter

= CpOoYHble JOCTaBKM NPy HEOO6XOAMMOCTM B ropodax C
nokKanbHbIMW CKINagamun — 3a AONONMHUTENbHYIO NnaTy

— [NogTBepxaeHune 3soHkom B EDC:
— OcHoBHoOM HoMep: +31 6 5316 9497
— Pe3epBHbI HOMep: +31 6 5128 0315

= CKknagbl pacrosioXeHbl B

— MockBa, CaHkT-lleTepOypr, EkaTepuHbypr, AnmaTtbl, Kues

26
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3AKA3 3AINMYACTH

= Bo3Bpart HencnpasHbIX 3an4yacTteun

ObsaszareneH — witpad 3a HeBo3BpaT

HITACHI
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BOSBpaLLI,aTb be3 MmexaHn4eckoro unu ANEKTPOMArHMTHOIO

BO3AEUNCTBUS

— [Ownckn moxHO He Bo3Bpalwiatb npu onuum Disk Retention Option

BoBpewms

— B Tteuenmne 60 gHen gomkHa ObITb 3aBepLUEHA Npoueaypa
BO3BpaTta (CO AHA pa3MeLLeHNs 3aKkasa Ha OOCTaBKy 3an4acTiu)

— Ecnu He nony4aeTtca — HanucaTtb Ha ru.logistics@hds.com

B To KOpobKe, B KOTOPOM npuLLIia HoBasl 3an4acTb

VIHcmpykyus rno eosspamy:

-

Spare Parts Return
Process
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3AKA3 3AMNYACTY HITACHI
nspire the Next

= 3aKpbITME 3as1BKA
— ABTOMAaTUYECKU npn NonyvYeHnmn HeI/ICI'IpaBHOI7I 3an4yacTtiu

= [1pn 3agepkkax, HegocTaTke MHAopMaLuum n ap.
3aTpygHeHUax
— Hanwucartb 3anpoc Ha ru.logistics@hds.com

— Wnn no3BOHUTb OeXYPHOMY UHXeHepy +7 495 787 9938
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3AKA3 3AM4YACTHU HITACHI
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= icnonb3oBaThb ru.logistics@hds.com B cny4yasax

YBEe4OMUTb O 3aepXXKe C BO3BPaTOM
Punsnyeckne noBpexgeHns sandacten n NpoayKToB
HewncnpaBHOCTbL NONYYEeHHbLIX 3an4yacteun

[Tpn Nnpoumnx npobnemax ¢ NOrMCTUKON U 3anacHbIMU
YyacTaMuU
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CTPYKTYPA GLOBAL SUPPORT CENTER

GSC
24x7

e [

HITACHI
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GCC
Global Call Center

Amepuika AHrnua ABcTpanusi
JkcnepTusa
Technical Support Enterprise Software Support Compute Solutions Supervisors
Midrange Solution Support File & Content CritSit
y Escalation
Performance Connectivity
Support
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PABOTA C GSC HITACHI
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» 3apnaya GSC

— [lomoratb napTHepaMm pelaTb TEXHUYECKU CITOXKHbIE
npobnemsl

= Obpawartbess B GSC ncyepnaB cobOCTBEHHbIE
BO3MOXXHOCTU pELNTb Npobnemy

= C GSC gomxHbl padboTtaTb TONbKO CeEpPTUAUNLIMPOBAHHbIE
No JaHHOW NMIMHEWKE NPOAYKTOB NHXXEHEPHI

= 3ad9BKka nonagaet B TS 3aTemM npm HEOOXOOANUMOCTU U
NOCTATOMHOCTU AaHHbIX — B ES

= BaxxHO geTanbHO OOBACHATL CYyTb NPOOEMBI
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PABOTA C GSC HITACHI
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= YPOBHM NOOAOEPKKU
— L1 — cepBuCHbIN napTHep ASP
— L2-GSC TS, ES

— L3
— Pas3paboTtumku
— IHpyron BeHaop (Brocade, Cisco, Novell...)

= |2 — 3a9BKy BeleT KOHKPETHbIN UHXeHep

— [Npu HeobxoanMOoCTK 3asiBKa NepeaaeTcs apyromy
NHXeHepy

— [1pn HEOBXOAMMOCTU NPUBIEKAETCA TakXkKe OPYron UHXEHep

= L3 — B3anmogeunucrteme 4yepes L2

— uncknodeHne — CommvVault, FalconStor
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PABOTA C GSC HITACHI
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» 24x7, Follow the Sun

3asaBku Severity 2 n 3 nepepatotcs nHxeHepam GSC
OPYyroro pervMoHa rno 3anpocy napTHepa

B aTOM crny4ae Hy>KHO BbITb rOTOBbIM OTBEYaTb Ha
OOMNOSTHUTENBbHbBIE BOMPOCH!

CMeHa KOHTaKTOB MHXeHepa napTHepa B 3asiBKE — MO
3anpocy B Call Center

Severity 1 — nH>xeHep napTHepa Ha nfoLagke, Co CTOPOHbI
GSC BepeTtca paboTa - 40 NOHWXKEHUA Severity
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PABOTA C GSC HITACHI

e
= 3aKpbITYIO0 3asi1BKY MOXHO CHOBa OTKPbITb OS5
NpoAoMKEHNS paboThl

= [1pnumHa npobnembl Ha rpaHuLEe ¢ ApyrMmMm BEHOOPOM
— AKTUBHO paboTaem C 3asABKOW NokKa He pelunTcs npobnema

— Ecnn obopyaooBaHue gpyroro BeHOopa Ha Hallemn
nogaepxke (Hanpumep Brocade), To nogkntovaroTcs

OONOJTHUTESbHbIE BHYTPEHHUE PEeCypChbl
— Ecnn Heobxogumo — noaknoyaemcs K B3anMoLeNCTBUIO C

OPYrMuM BEHOOPOM

— Yepes ceTb MmexBeHaopHoro B3ammoaenctamsa TSANet

— HenocpencTBeHHO Yepes 3asBKy Y ApYroro BeHaopa — napTHep
B KayecTBe LUN3a
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PABOTA C GSC HITACHI
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= Bzanmogencrtaue

— ObBbmeH coolbLeHnaMN B Tene 3asaBKU
— [llpuxopar ysegomneHua Ha email

— 3BOHOK MHXEHepPY, BeayLleMy 3asiBKY, YCKOPSAET peLleHmne
CITOXHbIX Npobnem

— Emall nn4yHo nHxeHepy, Beayliemy 3asaBky

— OcTaBuTb 3arofioBoOK OT yBeOAOMJIEHUA

— B konuun gepxatb agpec oT KOTOPOro NPUXoaaT yBEAOMIEHUS —
servicerequest@hds.com — 3agBka OOHOBUTCHA aBTOMaTUYECKU

— B aToM cnyyae no BO3MOXHOCTU yAansTb UCTOPUIO
Nnepenmnckn
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PABOTA C GSC HITACHI
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= Ocoboe BHMMaHUe K npegocTtasnaemon B GSC
NHOpMaL MK
— [logpobHoe onucaHmne npobnemsbl
— BpemeHHble meTkuM
— [JleTanbHoe onucaHune

— [lonHaga anarHocTtuka cornacHo tuf.hds.com
— 3arpyxaetcs Ha tuf.hds.com
— KommeHTapum B none description
— J[obaBnaTb MHPoOpMaTUBHBLIN CydPUKC K nMeHaM dbannos

= PasHulia BO BpEMEHU MeXay cepBepamMu, cucteMamu
XpaHeHusi, SAN
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PABOTA C GSC HITACHI
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= OTKpbITME 3a8BKU

Dear team, please assist me to solve customer’s issue.

At 12:00 (local time GMT+4) on 4" December customer lost
access to LUs 4, 5 on server “reporting” from storage “hds”

At 11:50 customer started report generation on the same
server

| have uploaded to tuf:

— simpletrace from storage “hds”

— Getconfig from server “reporting”

— SAN scheme

— Supportsave from two switches: “edge1”, “core2”

There is no time difference between server — storage —
switches

At the moment all LUs are available on the server
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PABOTA C GSC HITACHI
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= DcKkanauusi B crniydae npobnem

ERA OO

3BOHOK B KOMMUEHTP
3BOHOK MHXEHepPY, BeayLleMY KENC
3BOHOK/MUCbMO NOKaribHOM KOMaHae NoAaePXKKK

3BOHOK CS&S MeHemxepy, oTBevatoLemMy 3a permoH

= [1pn ocobown cpoyHoCTM cpasy

— 3BOHOK nokansbHou komaHae nogaepxkn RCIS CS&S
+7 495 787 9938, ru.partners@hds.com

— 3BOHOK CS&S MeHemkepy, oTBeyaoLemMy 3a permoH
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TUF.HDS.COM HITACHI
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RAID Open Systems Performance Data Collection

9900V/USP/NSC55/USP-V/USP-VM/VSP/HUS-VM

@ H|ta l Please collect the following information for performance analysis by the HDS Global Support Centre (G T%‘C]t-l’l&
Engineer (CE) and HDS Systems Engineer (SE). Collect all the information in the order shown. Ideall LE: SIC NG
Performance Export Data while the problem is occurring, if not, within 23 hours of the problem.

Quick Links
4 Home Brief Description and Timeline of the Performance Problem
@ Upload Fil Data Collection from Performance Monitor |||ty

Time Difference Between Storage and Server(s)

@ Hardware Detail Dump from Storage Array

©00 N B N

» i GetConfig from Affected Servers L
Q Switches e . mentation and uf
@ Servers DLMgetras (if HDLM is used)
@ UCP External Storage Information (if applicable)
Remote Copy Information (if applicable)

@ Software OS Performance Information (useful)
@ HiComma 10. SAN Config Information (useful)

11. Hitachi Dynamic Tiering (if applicable
e HDL“_" ] y 9 (irapp ) ort Center aftel
W Replicatio Once collected, upload the data collection to TUF.
@ Performa
@ GetConfig] 1. Brief Description and Timeline of the Performance Problem

d fix your proble
@ Forums
Description. This is very important. Please remember, we do not know your server naming conventions

Q. Search Please answer all these questions:

1. What are the customer's concerns?
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PABOTA C JIOKAJIbHOU KOMAHOOWU HITACHI

Inspire the Next

= Mbl nogaepxmBaem NapTHEPOB Koraa

— [Opyrne nogpasgeneHua He moryT nomoub (GSC, Portal Support
team, Call Center, EDC...)

— B HecTtaHaapTHbIX cuTyaumax

- B KPUTUHECKUX N CPOYHbIX CUTYaUUAX

= Mbl nomoraem Bam, HO He 3aMEeHSeM Bac Unn HaLwu
noapasaeneHus

= Bo3MOXXHO npuBneveHne nHxeHepos HDS Ha nnaTHOW
OCHOBE
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PABOTA C JIOKAJIbHOU KOMAHLOOM HITACHI
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= Aapec ru.logistics@hds.com

— Bonpockhl, kacawumecd 3anyacrteu

= Agpec ru.renewals@hds.com

— Bonpocsbl, kacatoLmecs CpoKoB Noaaep>Kku, CTOMMOCTH
npoaneHns cepsuca

= Agpec ru.partners@hds.com — UHXeHepb

— TexHun4yeckue BOMpocChI

— [lpo4mne Bonpochl
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B3AUMOLENCTBUE C 3AKA34YNKOM HITACHI

Inspire the Next
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= lHdpopmumpoBaHme o xoge padboTbl Hag, 3asABKOW

3akas4dunk Bcerga OoSmKeH ObITb B Kypce cTaTyca ero 3asiBku
CooblwaTtb Bce MHopMauuo OT UHXeHepa
K pycckon Bepcum npuknagbiBatb OpuUrMHasn oteeTa

duneTpoBaTb MHPOPMaL IO
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OBPALLAEM BHUMAHUE

HITACHI
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I

= [1pucnatb 3anonHeHHyo gopmy IDDF Ha ru.iddf@hds.com

[Tocne nHctannauum NpoayKToB
[locne npoBeaeHua mogepHU3aUnm
[locne nepemelleHns

[locrie cHATUA C NoAOEPKKU

= PaboTbl N0 MHCTANNALUNKN, PEMOHTY, MOAEPHU3ALUN U T.4.

— JlormkeH npoBoanTb CEPTUDULMPOBAHHLIN MO AaHHOW NUHEWKE

NHXeHep napTHepa
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OBPALLAEM BHUMAHUE HITACHI

Inspire the Next
I

= [1aTbl okoH4YaHua nogaepxkm End Of Service Life

— Ha cante www.hds.com :

Support ->
End Of Life Policy ->
HDS End Of Service Life Matrix

= [lones3HbIn pecypc community.hds.com
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PEKOMEHAOYEM

= EXXeagHeBHO
— Cbpoc ctatnctukn SAN

— Cbop anarHoCcTuKkm

= EXxemecsayHo/exekBapTanbHO
— AHanms NnpPon3BOAUTEIIbBHOCTH
— AHanu3 cBo60OAHOro AMCKOBOIO NPOCTPAaHCTBA

— [louck owmndok B SAN Ha cepBepax

HITACHI

Inspire the Next
I
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KOHTAKTbI

TexHuyeckas
nogaepxka

Global Call Center

KoHTaKTbl
JlokanbHas komaHaa
3anyacTu
B PO
Jlornctuka Jlornctnka B PO VHxeHepbl

HITACHI

Inspire the Next

Cepsuc

MpooneHus

To:

HDSservicerequests@hds.

com
CC: ru.notice@hds.com

8 800 555 2679
8 495 787 2760

GSC

Yepes nopTan mnm
To: email uHxxeHepa
CC: servicerequest@hds.com

To: edcspares@hds.com

To: ru.logistics@hds.com  To: ru.partners@hds.com To: ru.renewals@hds.com

CC: ru.logistics@hds.com]

+7 495 787 9938

A 4

+31 6 5316 9497 <
+31 6 5128 0315

\J

3akas 3an4acTtu IDDF

Yepes nopran unum

To:
HDSEMEA.Parts.request@hds.
com

CC: edcspares@hds.com

CC: ru.logistics@hds.com

To: ru.iddf@hds.com

MopTan

To: portal.support@hds.com




®Hitachi Data Systems HITACHI
Inspire the Next

BOMNPOCDHI A
OBCYXOEHUA
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®Hitachi Data Systems

CNACUBO

HITACHI

Inspire the Next
I

AnekcaHap WBaHoB
PykoBoguTenb otaena
TEXHUYECKON NoaaEPKKN
pernoHa Poccusi n CHIC
alexander.ivanov@hds.com
+7 916 920 0848




