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1 - Before We Begin

Course Overview
Introduction
This course offers a basic understanding of Access Support from a service and support perspective.

The course will concentrate on how to use the application. It does not address how to program the
application.

The “disconnected” client Access Support has been enhanced to now include a “connected” client.
This newer version allows access to the web for more feature / function. You will not be prompted
that updates are available if you are currently running the disconnected client. Go to the web site to
download the connected client. After downloading the connected client, you will be prompted that
an update is available.

NetScape and Internet Explorer display the screens differently. For this document, we are using IE.
All machine type / operating system combinations display different information. For this document
we are using Windows 2000 on a T21 ThinkPad.

Objectives

At the end of this course, you should:

® have a good understanding of how Access Support works, and how you will use it in your
day-to-day assignments.

® be able to provide level 1 up-and-running telephone support by answering questions about the
use, startup and reinstallation of the application.

® be able to provide solutions to common problems the customer may have when using IBM
Access Support.

What is IBM Access Support?

Access Support is an html-based application portal that provides tools, support, and services in a
common interface to help diagnose and resolve common user problems. It provides information and
functions that include proactive resolution, a display of key system configuration, automated self-service,
as well as links to system update tools and icons to support applications.

It is an extension to the Access ThinkPad and Access IBM applications and can be easily launched
from either application or from the start menu. Access Support is available via download from the
eSupport web site. The first time customers launch “connected” Access Support from the Start menu,
an interface is launched, via the web to initiate the download process.

Access Support provides a unique solution for customers who need fast, accurate, and easily
understandable answers to questions about their computing environment.

1-1 Version 1.0



It is recommended that Call Center personnel load the application on the PD (problem determination)
machines.

What are the benefits of using IBM Access Support?

Access Support serves as a self help tool that provides customers with the knowledge they need to
solve common problems on their own.

It promotes user productivity and significantly reduces time in solving computer problems.

It can be used as a stand-alone application, or in conjunction with many other tools that can provide
additional help and support.

Whenever hardware or software changes are made to a system that utilizes Access Support, the new
information will be folded into the support infrastructure and information will be provided that relates to the
new configuration. This dynamic content will allow IBM to deliver updated solutions to customers, as
new information is discovered from problems identified in call centers and from problems being reported
on the Web

The application and configuration protection feature allows the customer to restore the system to a

previously known working condition. This is valuable when the configuration has been erroneously
changed, or if an application becomes unstable.

What Machine Types / Operating Systems are supported?

eServer brand ThinkPad brand

Series 340 and NF 4500R (656)  [T20 (2647/2648) - 985E, 2000 Pro, NT4.0

Series 230 and xSeries 150 (8658)  [T21 (2647/2648) - 985E, 2000 Pro, NT4.0

Series 240 and NF 5600 (3664) T2 (2647/2648) - 985E, 2000 Pro, NT4.0

Series 250 and NF 7600 (3665) T23 (2647} - 98SE, 2000 Pra, NT4.0. XP Pro

Series 350 and NF G0D0R (3682) 430 (2652) - 38SE, 2000 Pro, XP Pra (Venice 1)

Series 370 and NF 8500R (8681)  [A30p (2653) - 98SE. 2000 Pra, P Pra (Vanica 1)

R30 (2656/2657/2676) - 98SE, 2000, XP Pers (Chicago 1)
22 (2660/2662) - B8SE, 2000, XP Pra (Sydney 3)

IntelliStation brand MNetYista brand

E Fra Storm (B204/6214) - 2000 tdarlin (6790/6791/6792/6793/67 94/6795/6023/6625) - 985E. 2000, XF Pra, xF Home
ahoo (2292/6343/6349/6350) - 385E, 2000, xP Home
Clestiny (2283/6274/6596) - 2000, XF Fro, XF Home
Fin (6055/6568/8564/6575/66 45/6650/6055/6579/6647/6539/6649) - 432E, he, 2000, NT 4.0
Fio 2 (22571/2271/8830/6831/6840/6841) - 985E. Me, 2000
Lnity (2254/2206/2257/6336/5337/6339/6341/6342/5346/6347/6348) - 985E, Me, 2000, XP Fro, XP Home

Supported Machine Type / Operating System Matrix (Figure 1 - 1)

Summary

In summary, when you complete this course, you should have a basic understanding of what Access
Support is, what the benefits of Access Support are and be able to provide level 1 support to customers
as they use it. In addition, you should be able to provide solutions to common problems the customer
may have when using IBM Access Support.

1-2 Version 1.0



Course Agenda

Activity Time
1 - Before We Begin 5 mins
2 - Navigation 5 mins
3 - Installing IBM Access Support 15 mins
4 - Using IBM Access Support 30 mins
5 - Currently available Automated Solutions 10 mins
6 - Course Summary 5 mins
7 - Wrap Up 5 mins

Course Agenda (Figure 1 - 2) 75 minutes
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Section 2 - IBM Access Support Installation

Introduction

A stub of the application is delivered with every new machine. When customers first click on the
hammer icon either by going to Start / Programs / Brand* / Access Support or navigating to the web
site itself, they will be prompted to download the full Access Support product regardless of initial contact
location. The brand selection will determine the look and feel of the application. It will also determine
what local content will be delivered to the client. The supported browsers are NetScape release 4 and
above and Internet Explorer 5 and above.

(*Brand - the appropriate machine type will be displayed on the menu list.)

Objectives

® In this section, you will learn how the customer will install IBM Access Support

Installing IBM Access Support

Go to the URL http://www.pc.ibm.com/qgtechinfo/MIGR-4WLSC7.html. This URL will take you to
the connected version of Access Support, when that release becomes available.

When you access the web site, the following message is displayed.

LAUNCHING ACCESS SUPPORT INSTALL

* After several seconds, the Access Support Home page is displayed.
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Home | Products & services | Support & downloads | My account

1BM Access Support - Installation and Uipdates

-+ Select a country

The following information about your computer has been gathered:
PC Support@IBM brand, machine type, operating system, Internet browser type.
To enable IBM to receive this infarmation and proceed, select
your cormputer from the list below and click Continue.
Otherwise, click Cancel to quit.

IBM Access Support
Installation

" mMotebook (ThinkPad computer)
" Desktop (Metvista)

L& Servaer (-series eSenver)

' Intelligtation®

Access Support requires approximately 10 MB of hard disk space.

NOTE: Access Support is only availahle in English and requires Administrator Access to install.

Continue Cancel

About IBM | Privacy | Legal | Contact

IBM Access Support Installation and Update (Figure 2 - 1)

Supported Machine Type / Operating System Matrix

eServer brand [ThinkPad brand
Series 340 and MF 4500F: (3656) [T20 (2647/2648) - 985E, 2000 Pro, NT4.0

Series 230 and xSeries 150 (BE5H)  [T21 (2647/2648) - 985E, 2000 Pro, NT4.0
Series 240 and NF 5600 (8664) [T22 (2647/2648) - H83E, 2000 Pro, NT4.0
Series 250 and NF 7600 (8665) IT23 (2647) - 985E. 2000 Pro, NT4.0. XF Pro

Series 350 and NF 6000R (865Z) 30 (2652) - 985E. 2000 Pra, ¥P Pro (Venice 1)
Series 370 and NF 8500F (8681) 1430p (2653) - 983E, 2000 Pro, %F Pro (Yenice 1)
30 (2656,/2657/2676) - 985E, 2000, %F Pers (Chicago 1)
22 (26B0/2662) - 985E, 2000, XF Pro (Sydney 3)
IntelliStation brand MNetVista brand
E Pro Storm (6204/6214) - 2000 Marlin (6790/6731/6792/6793/6794/6795/6823/6825) - 985E, 2000, ¥F Pro, #P Home
ahoo (2292/6343/6349/6350) - 385E, 2000, XF Horme
Destiny (2283/6274/6596) - 2000, %P Prao, XF Home
Fio (G058/6568/6569/6573/6648/6650/6059/6579/6647/6599/6649) - 983E, Me, 2000, NT 4.0
Rio 2 (2251/2271/6830/6831/5840/6841) - 985E. Me, 2000
Uinity (2254/2256/2257/6336/6337/6339/6341/6342/6346/6347/6348) - 985E, Me, 2000, P Pro, XF Home

Supported Machine Type / Operating System Matrix (Figure 2 - 2)
Go to the URL to see the latest Supported Machine Type / Operating System Matrix.

Be very careful when selecting the brand above. All Automated Solutions are based on the
information provided here. If the Access Support determines that the information provided when installing
the product was not correct, the application will not function.

The install process checks to make sure the customer has a supported machine type / operating
system and browser before it will install the application. It also verifies that the same version of the
application is not already installed on the client.

When you have selected the brand, click Continue.
2-2 Version 1.0



Salact a country

PC Support @B Flease read ha following License Agresmant for this sofbware.

IBM Access Support

Installaion [:‘3' ﬂ

Home Products & services Support & downloads My sccouwnk

Inbernational License Agresment for Moo AAananted Programs

Pail 1 - General Teims

PLEASE READ THIS AGREEMENT CAREFULLY BEFORE USING THE PROGRAM. IBM WWILL
LICENSE THE PROGRAM TO YOLL QMUY IF YOU FIRET ACCEPT THE TERME OF THIS =
i |

AP T P M S T RO R WO S RE O TR T Ram O W0 LSS AT RS mree

| accapl the terms of this agreament

€ @

International License Agreement Figure (Figure 2 -3)

Click Yes to accept the conditions.

Support & downloads My @cocount

Products & services
IBM Access Suppor - Installalion and Updates - Syslem Chee ks Completa

PC Support@iBm

G o All system checks are complate. You can now downiosd the follosang bo your comautes
Ik .-l..,[:»_as & Suppart Access Suppart Version 'enl.2.03°
Instaltation

ACCREE LSIﬂp-:I'IWll' donwmload to CAProgram FilesiSupport comibindBMACc ess5uppaort

Chick Comtimvue to install IBM Access Support

@ Cantinus

At TEM Laega Contact

Install / Updates - System Checks Complete Panel (Figure 2 - 4)

Click Continue to install IBM Access Support.
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Progress of the install will be mapped.

Installlupdate in progress: 98%
|

Install / update in progress (Figure 2 - 5)

Products & services Support & downloads My aCcocount

|IBM Access Suppor - Installalion and Uipdates - Syslem Chec ks Campleta

5 __ Al ﬁ"ﬁlﬁm checks are comglele. You can nog doventosd The folloesa ng o your comouter
IEHA’”EQSQDUWDH Access Support Version 'en1.2.03°
Instaltation

ACCRES L;EIQFI-:I'[W"' dgonetiload to CIFrogram File siSupport comibintiBMAcc 2s s Support

Chick Comtimve 1o install IBM Access Support

@ Continue

At 1EMN I*AvaCy Ll Lontact

Install / Updates - System Checks Complete Panel (Figure 2 - 6)

®* When the install is complete (progress bar will be 100%), the process complete pop up will display.
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/3 1BM Access Support In * 1ol =l

»

Process complete!

To launch Access Support,
go to the Start menu and click
the Access Support icon:

Process Complete Popup (Figure 2 - 7)

® Click OK to close the install windows. To launch Access Support, go to your Start Menu and
select the hammer icon.

IMPORTANT: If the Process Complete popup does not display, your install is not complete, or has not
been successful.

Summary

In this section, you learned how the customer will install Access Support
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Section 3 - IBM Access Support Navigation

Introduction

When navigating in IBM Access Support, you will notice that you can easily get around by using familiar

GUI techniques

Objectives

In this section you will learn how to get to IBM Access Support.

Getting to IBM Access Support

IBM Access Support can be started by clicking Start and selecting the Hammer icon.

A n) Furen.

HMstart

Start Button and Start Menu (Figure 3 - 1)

The IBM Access Support Home Page is displayed.

Version 1.0



Use Protect and
Restore

Use Automated
Solutions

Wiew System
Details

Start Help
Applications

© Get Software
Updates

® Link to IBM Support
on the YWeb

© Update Access
Support

4

Welcometo
Access Support

Access Support canhelp salve
commoncomputer problems.

» Use Automated-Solutions
to identify, diagnose, andfi compiter problems

« View System Details
displays information about your computer,

+ Update Access Support

enables youto update this application with nesw
Altomated Solutions and other enhancements

as they become available. Aninternet connection

is required to take advantage of this feature.

| of

Access Support Home Page (Figure 3 - 2)

The IBM Access Support home page provides a clear, easy-to-understand menu of available options.
Selections that require Internet access are specified with a globe icon.

IJse Protect and
Restore

Use Automated
Solutions

Yiew System
Details

Start Help
Applications

® Get Software
Updates

®© Link to IBM Supponrt
on the Web

® Update Access

Access Support Home Page Menu Options (Figure 3 - 3)

3-2
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» Use Protect & Restore -- If system problems result from a virus, an unsuccessful software image update,
or other damaging event, the user will be able to restore the system to a previous “known good”
state without affecting operational components.

» Use Automated Solutions -- Automated Solutions enable you to identify your problem from a list of
common situations. Click a button and watch as Access Support guides you through the steps to
diagnose and fix your problem.

» View System Details -- This feature displays information about your computer. You'll get a
quick snapshot of the basics (machine type, model, serial number...) plus an extensive breakdown
arranged in an easy-to-navigate tree structure that includes BIOS information, SCSI/IDE Devices,
Device Drivers, and much more.

« Start Help Applications -- Start Help Applications takes you to a list of additional help and support
software.

» Get Software Updates — When you're connected to the Internet, you can update the Access Support
application as new enhancements are added. Check this link frequently to get your free update and the

latest Automated Solutions as they become available.

e Link to IBM Support on the Web -- When you're connected to the Internet, you can link to the page on
the PC Support@IBM Web Site that describes your machine. Here you will find downloadable files (such as

device drivers), online publications, hints and tips, parts information, and more.

Note: The customer will be given the opportunity to not send information. The customer’s configuration
will be sent to the Access Support Internet server and the customer will be presented with a display of
content that is relevant to their system.

Access Support Home Page Selection Bar (Figure 3 - 4)

Note that System Details is listed as a separate item on the selection bar at the top of the screen as
well as on the menu itself, due to its importance in solving system problems.

e Home -- This returns you to the IBM Access Support Home page when you have selected an option.
» System Details -- This feature displays information about your computer. You'll get a

quick snapshot of the basics (machine type, model, serial number...) plus an extensive breakdown
arranged in an easy-to-navigate tree structure that include BIOS information, SCSI/IDE Devices,

Device Drivers, and much more.

» About Access Support -- This shows you a more detailed description of the features available as well as
copywrite information.

Summary
In this section you learned how to get to IBM Access Support.

3-3 Version 1.0



Version 1.0



Section 4 - Using IBM Access Support

Introduction

This section will discuss in more detail how to use each feature of IBM Access Support.

NOTE:

The scenarios used in this document are based on features currently available. They may change,
thereby changing the screens that appear for each feature. The scenarios also vary depending on the

brand being used. The screen prints in this section are those found using Windows 2000 on a T21
ThinkPad.

Objectives

You will learn how the customer will use each menu item of IBM Access Support.

Using IBM Access Support

® Once the software has been installed, go to Start / IBM Access Support or Start / Programs /
Brand* / IBM Access Support. The Access Support icon is a hammer.

Brand* - indicates the machine being used by the customer. ThinkPad, for example.

The following screen displays while the system is loading. It loads for a longer period of time when it is
the first time the customer has accessed IBM Access Support.

A Access Suppork - Microsoft Intermet Exploeer =10 =

Flease wait while loading Access Suppaort..

b

Access Support Loading popup (Figure 4 - 1)
® After several seconds, the IBM Access Support Home page is displayed.

At application launch, if a connection to the web is available, the client will check the server to determine if

there are updates to the application available. These updates may include new Automated Solutions or new
protection screens.
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[ Use Protect and
Restons

[ Usa Atomatad
Solutions

(2 Yiew Swstem
DOedails

(= Start Help
applications

& Gat Softvore
Updales

& Link 1o [BM Support
an tha Wah

& Updale Access
Support

Welcome to
Access Support

Access Support canhelp salve
COMMBiERMp s problefs

» Use Automated Solutions
to identify, dizgnose. andfix compliar problams

« Wiew System Details
displays informaton about your computsr

« Update Access Support
enablesyouta update this applicati on with nek
Autorneted Salutions and cther enhancements
A5 [hey becarme avallanle. An rsrmel Canmecion
i5 redquired 10 take advantage of this fealure

Access Support Home Page (Figure 4 - 2)
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A. Use Protect and Restore

Protect & Restore enables you to create backup copies of selected programs and settings at a specific
point in time and store them in a retrievable format. After your protected copy has been created, you
can use it to restore a corrupted program or setting to a previously unbroken state or condition. You
can create backup copies manually or select to create them automatically on a daily, weekly, or
monthly schedule.

NOTE: Make sure that you create the protected backup copy when you know the program or setting is
working correctly. If you create a protected backup copy when a program or setting is broken, you will
simply be duplicating a corrupted program that you would not want to use in a restore process.

List of Programs & Settings - The programs and settings that are available to protect are in the list on

the main page, but you must create a protected copy for each of the available settings before you can
use that backup copy to restore the setting.

® Select the program or setting in the list that you want to create the protected copy of.

[l 1841 Access Support I

powered by
® Use auomaree Protect & Restore SUPPORT, COM..
Solutions IBM Access Support - Protect & Restore Programs & =
2 Use Protect Settings
MilIRestore
& View Sy Automated Protect & Restore enables you to create and use
5 Wi System : ;
Details pmt(-_}cled, bat:k_up copies to repair corrupted or broken programs to a
- previously working state or condition. You can also remove the
B *5"-5“_ He!p protected copies you create if you no longer need them. To fully
Applications understand how this works, see Learn More about Protect & Restore.
© Get Software
Updates To restore a program, create a backup copy, or remove backups,
o Link 1o [EM select a program from the list below, then select an action from the

Support on the buttons on the right.

b List of Programs status Actions
® Update Access Desktop Sett B
Support esktop Settings  Not backed up | Besorefogen |

Network Settings  Not backed up —
Printer Protection Not backed up —_—
Internet Explorer

Settings Not backed up

tes local link €« Requires Internet Connaction Copyright @201 1BM Carporation

Access Support Protect and Restore Main Panel (Figure 4 - 3)

® Check the status in the list. It displays the date the last protected backup copy was created. If
you create several backup copies, the most recent date will display in the list.
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Settings include:

Desktop Settings save files and some shortcuts that are on your desktop. The protected copy of
desktop settings can be used to restore files that are inadvertently deleted from the desktop. Normal
Windows shortcuts that have a Target/Path and are .LNK files that point to actual files are protected
(e.g., desktop shortcut to your Internet Explorer browser).

Network Settings save TCP/IP settings, RAS phonebook settings and other RAS information, interface
specific information, computer name, network mappings, work group names, Microsoft network setup,

TCP/IP configuration files (e.g., hosts, Imhosts services), SLIP and PPP dialup script files.

Printer Settings save all registry settings. The protected backup copy of printer settings can be used
to restore all printer-specific page property settings.

Internet Settings save favorites and all settings including connection, security, default browser, etc.

® Click Create Protected Copy.

& Use Automated
Solutions

2 Use Protect
HiE]Restore

@ Wiew System
Details

@ Start Help
Applications

© Get Software
Updates

@ Link to [ER

Support on the
Wb

Support

powered by

Protect & Restore SUPPORT, COM .

Access Support - Protect & Restore - Create Protected
Copy

Desktop Settings- You may want to create a protected backup copy
of a program if one does not exist or if the most current protected
copy is out of date.

Creating a protected copy may take some time. The process will run
in the background,; and, when complete, the status column to the right
of the program name or setting name on the main Protect & Restore
screen will be updated.

NOTE: If you uninstall a program or install a new version of a
program, be sure to remove any protected backup copies that were
created prior to the uninstall or installation of a new version. After you
remove the old protected copies, you will want to create a protected
copy of the new program.

To create a new protected copy of this program, Click OK; otherwise
click Cancel.

€ Requires Intemet Connechion Copyright 83001 1B Comporaion

13

Access Support Protect and Restore Create Protected Copy Panel (Figure 4 - 4)

Click OK to create a new protected copy of a program or setting.
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[l 161 Access Support

& Use Automated Protect & Restore SGrroR TLECH.
Solutions previously working state or condition. You can also remove the E
© Use Protect protected copies you create if you no longer nead them. To fully
understand how this works, see Learn More about Protect & Restore.
HiflRestore
@ View System To restore a program, create a backup copy, or remove backups,
Details select a program from the list below, then select an action from the
® Start Help buttons on the right.
Applications ;
List of Pragrams Actions
® Gat Software — g_ iaius — _ B
Updates Desktop Settings  Last backup copy createdon " 0
® Link 1o IEM 11/26/2001 ) -
Support on the Network Settings  Not backed up finsilio bl ol
Weh Printer Protection ot backed up
® pdate Access Internet Explorer
Support Seftings Not backed up
Total hard-drive disk space being used for protected
COPIBS...occerieenend 9 mhx
Automatic backup of programs [Disabled . To change, select -~

¢ Reaquires Intern

~al link i Ceopymght © 2001 188 Comparation -
1] | _'I_‘

Access Support Protect and Restore Protected Copy Panel (Figure 4 - 5)

The List of Programs includes several “settings”, as well. The last protected copy date is displayed.

If you need to restore the previous version of a program or setting, click Restore Program. If any of the
programs or settings that you have created protected backup copies for become corrupted, you can use a
protected backup copy to restore the program or setting to a working state. The program or setting will be
restored to the state it was on the date of the protected backup copy.

NOTE: If you made any changes or additions after the date of the protected copy, those changes will not

be included in the backup. Remember to always create a new protected backup copy after you make
changes so that the protected copy will be up-to-date.
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fimaccomsoppo _jolxI

prwred by

@ Lse Autormated Protect & Restore SUPPORT, COM..
Solutions IBM Access Support - Protect & Restore - Remove
(0 Use Protect Protected Copies
HTlRestore .
@ View System You have alec:ced to remove the protected backup copies from
Ditsils Desktop Settings. This will delete all protected copies of the
program. You may want to remove protected copies to free up hard-
& Start Help drive disk space or because the program is no longer installed on
Applications your computer.
& Get Software
Updates Ifyu_u are sure you want to_remml.re all protected copies for Desktop
o Link to [EM Settings, click OK; otherwise, click Cancel.
Support on the ok | Cancal |
Wiab

® Update Access
Slpport

Access Support Protect and Restore Remove Protected Copy Panel (Figure 4 - 6)

If you want to remove the backup copy of the program or setting, click OK. You might want to remove a
backup when you no longer have the program installed on your computer, or if you need to free up hard drive

disk space.
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powercd oy
T — Protect & Restore SUPPORT, COM..

Solutions Access Support - Protect & Restore - Remove Protected
O Use Protect Caopies - Confirmation
HitIRestore

 View Systsm All protected copies for Desktop Settingshave been removed.

Details

@ Start Help
Applcabons

[al'4

® Get Software
Updates

® Linkto IEM
Support on the
Wiiah

® Update Access
Support

Capyright 83001 1B Compieation

s : nnectio -

Access Support Protect and Restore Remove Protected Copy Confirmation Panel (Figure 4 - 7)

¢ Click OK.

Undo Restore - Undo Restore will undo the last restoration and take you back to the state of the program
or setting prior to the restore.

4-7 Version 1.0



B. Use Automated Solutions
®* (Click Use Automated Solutions

Automated Solutions are local on the customers machine and can be run whether the customer is
connected or not. They are scripted methods of automating common support tasks. Additional
solutions will be developed and maintained by the help center. The local automated solutions were
installed at the same time Access Support was downloaded and installed from the web. Updates to the
local content will be made periodically. When an update is made available, the customer will be notified
at the time the application launches. Many automated solutions are be available via a link to the web.
When the customer clicks this link, a display of available solutions will be rendered based on their
brand, family Machine type and operating system.

The example below demonstrates options available while using Windows 2000 on a T21 ThinkPad.
Other items may be listed for other machine type / operating system combinations. Similar screens
may be presented for other brands.

= e
ias Tt Automated Solutions surrorrcon.

Restore

Choosa from the common solutions below, or use solutions that are availahle

o u !
@ ;:“?:::HMI’ wilien you have an active intermel connection by clicking £ Automated Solutions on the Wel
0 Yisw System Local Automaied Soluiions

Datails
o Start Help %31 Diivars and Saftwars - OF, Fila Sysiam

R e ) todem and Metworkdng - Connectidty, Talephorny

Bpl 3 Eorage Devices - Hard Digk Drves, CD-ROM

£ Gel Softears ﬁ

Updates Automated Solulinns on the Wb
® Link to IBM Support

on the Wah
® Update Access

Suppon

,.
al |

Automated Solutions Main Panel (Figure 4 - 8)

Local Automated Solutions.

¢ Click Driver and Software - OS, File System
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Loal Automated Soludons

) Orivers and Sofiware - O, File System
D Problam sanding email or fax
o Rapair Microsofl Y'ord dafaull femplate file after virus clean up

ZInindem and Metworking - Connectiity, Telsphony
) Storage Davices - Hard Disk Orivas, CO-ROM

Local Automated Solutions Panel (Figure 4 - 9)

Click Problem sending e-mail or fax.

Problem sending e-mail or fax

CRO0Z25, Dnvers, Modem

Do you want to cantinue ¥

=101 x]

Automated Solutions e-Mail or Fax Popup (Figure 4 - 10)

Click Yes to continue. The “In progress” message appears.

P
1 prUgress /Jﬁ?ﬁ‘#
4%
]
4

In Progress Popup (Figure 4 - 11)
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Lt Ace sy Support - Autemebed solubion: x|
Prolam serding a-mail or Fae
This adtomebad sobtion wil datermine Mapizzdl [part of the
Wessaging &pplication Frogram [nkerface that is resporsible for
e-mad s Fax messagngh sasks on pour machre, [F ik =messng,

the sukomated sobisen val attenpt ko replece £

o ol o conbinis®

Automated Solutions e-Mail or Fax Check Box (Figure 4 - 12)

* If you would like IBM Access Support to determine if software is missing, click Yes.

* When the analysis is complete, a pop up is displayed.

Tha dubomated solution s compheta,
For addinona spporE, vt nctp: flesas, o, om, comsuppo,

_ = |

Automated Solutions Complete Popup (Figure 4 -13)

® Click OK. The customer will always be given the option to go to the IBM PC web site if further
assistance is needed.
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Web Automated Solutions
Web automated solutions reside on the web and to use them, you must have an active web connection.

They are downloadable to the individual machine and are unique to the machine type and operating
system. If not connected, the customer will get the message that they are off-line.

Any solutions relevant to your system are displayed in the window.

Any selutions that are available will be displayed

Automated Solutions on the Web Popup (Figure 4 - 14)
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C. View System Details

® Click View System Details. This is a feature performed locally, on the customer’s machine. The

following panel, showing details for the customer’s machine is unique to the Windows 2000 / T21
ThinkPad combination. The system detailed information displayed is dependent on the machine type /
operating system being used by the customer.

1o

[Z Uze Pratect and srstﬁm Details

Reston
@ Uss Mdomatad Basic Systam Information
Solutions ® Machine Typa: 2547
2 Wiew System
l'!nlui:uﬂ ® haching Model: AU
& Start Halp ® Sarisl Humbar: TAFTHYR
Applications
® Cat Software ® Operaling Sy stem: Windos 2000 Professional
Updatas ® Hard Disk (C) Capaciy: 19077 ME
& Link 10 B Support
an the Web ® Hard Digk (C:) Free Space: 15094 MB
© Updala Access ® hiemory: 128 W
Support

® temory Litilization: S9%

O Detailed System Information

i | s

System Detail Main Panel (Figure 4 - 15)

Consistent information, regardless of machine type / operating system is:
® Machine type

®* Machine Model

®  Serial Number

® Operating System

® Click Detailed System Information to display each of the areas available to expand. Similar
information is displayed for each machine type / operating system combination.
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System Details

Detailed System Information
Cloge

Expand Al

E‘Sg.letem Summary
[ZLogical Drives

(= Display Settings

D ECENDE Devicas
EIBI0S Irformation

(= Motherhoard Information
[ Pracessor [l ation
= Memory Infonmation

(Z Port Gonnector Infarmation
(= Adaptar Slot Inform ation
=P Davice Information
[ Bnftwware

Detailed System Information - Collapsed (Figure 4 - 16)

Click Expand all to see further detail of the system.

A TRM Bccess Support - Detaibed System Tnformation - Miceosoll Tnteme

System Details

Detalied System Information
Close

Collspze All

'E'S]rstsm Summary
® Coraputer Name: CHRISELARND
® Cornputer Model 2E4TEAL
*® Carigl Humber: TAFTHYR
® Computer QEM: IBM
® 05 Warne: Windoves 2000 Professional
® (13 Type: Windows MNT ¢ 2000 / 5P
® (5 Vereion: £.00
® 5 Build: 2195
® 5 Service Pack:
® 15 0EM: Micrasoft Carporation

(=) Logical Drives
2 Hard Diskii:)

® Tuype: Hard Disk

® Capacity: 19077 WB

® Free Space: 15094 MB
* “soluma Label: C_DRIVE

® Filg Systam NTFS

Detailed System Information - Expanded (Figure 4 - 17)
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® Click Close to return to the IBM Access Support Home page or Collapse All to return to the previous
view. (See Appendix A - Expanded Detailed System Information for all details that can be
displayed dependent on machine type / operating system combination.)
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D. Start Help Applications

Click Start Help Applications. This is a feature performed locally, on the customer’'s machine. The
following panel, showing details for a customer’'s machine is unique to the Windows 2000. This screen
will display links to certain pre-loaded applications. If those applications are not installed, links will not

be displayed.

il 11 Access Support

3 Use Sutamated
Solution=

= Wi Syntem Detail:

1D Seant Help
Applications

B ol Sobwars Lpdates

B Link 1o |1BM Suppor on
the Y¥¥eb

& Update Access
Suppor

Help Applications

& ConligSate

ConfigSale enabiles vou 10 Back up youdr computer configueation. Lizs
CanfigSafa to 1ske a snapahat of your currend, worlcing cordguradion bafore
you insisll neve =oftears or hardwsm, such o= a network adspter or modemn
Then you can asily return (o thal corfigunation il your compUier Becomss

disablad by changes in tha configuration Also use ConfigSalfe 1o back up your

configuraiion afier you hawe =uccesefuly inetalled new hardws e or softesns

[Z] Accass Halg

1BM Accoess Halp s a help spstam Toed BM that containg infaiatlon kol
geting =tared, doing basic fasks, protecting d=ta, pefarming marienance,
expanding and upgrading, troubleshooting, and mone. This irk wil 1ake you
directhy to the Troubkshootirg section wikhn Lreess Hal

4 PC Doclar
Lkaa PC Doctor 1o st and gathar infafration @bout gour syetem in andar 1o
BMEUE yOUr =ystem is working comectly and re=obe any hamdwars iszues.

Help Application Main Panel (Figure 4 - 18)
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E. Get Software Updates

Click Get Software Updates. To perform this function, you must have an active connection to the web.
This page links to commonly used web sites for the particular brand being used by the customer.

(2 Lze Protect and
Restone

(= Use Adomated
Salutions

[ Wiew System
Diedails

[ Start Help
Laplicaions

= Get Software
Updates

® Link 10 B Support
on the Web

© Updale Access
Support

Software Update Tools

E% |8M Update Connectar

|1Bn Update Conneclor ensbles you to automatically updale your compuder
owar tha Intemet wilh 1he Islest software upgrades fom the IBMW HelpGentenH]
18n Update Connector checks your campuier and defermines what update
packages ane appropHate far your computer,

This link requires an active Intemat connection

B 60 Support on the Web

cannsct 1o BV Support on the wWeb to access the Deice Dnver File Matnx
far your computer. You wwill be abla to guickly and easily find and dosmioad 1he
specilic software package youtre looking for

This link reguires an active Intermat connaction,

W Windows Updale

Mlicrosofl ¥indows Update anables you to view the Windows updates

awailable for your compuater and instal them directly from the Microsoft Web

Site. Windows Lpdate chacks the ¥indows components installad an your

computer and deternines whal updales are approprate for your computer.

This link requires an active Intermat connection, o

Software Update Tools Main Panel (Figure 4 - 19)
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F. Link to IBM Support on the Web

® Click Link to IBM Support on the Web. To perform this function, you must have an active connection
to the web. Clicking this link will take the customer to the support site particular to their machine type
and model. The following panel shows details for the specific IBM support site of the Windows 2000 /
T21 ThinkPad combination.

ot a lavguage

P& suppait horae
Online assistarn
Discusslon forms
“arrany lnokug
Dereinioadabia Nles
Hiriis and fips
Hod newes
Online publications
Parla informalion
Froduct infarmation
03 installztion
Ralatad inks:
Sureay
0| phone st
Business Parner

HiLl P

ThinkPad T21 2647 8AU support

imgostant nforenation
li I@I Erter 1ype-rmadel @I E: Hﬁﬂ'#'&mﬂw

& This praduct © &l PC suppi Gt bl ARG YOUr MAChINe-he anc
Aduanced search fmodal

PrOCrsmr

Product descripthon
Pl BMOMHE (256KE), 120MB AR, 20068 HOD, 14.9 TFT 1024760, 8.2 3% .

Crws, bnbel Coribio, TV out, Lidon Babl, W2000
= Aldiional SenIce and
@| Seicct anpdfer produst ;@muuum specifications | Siidar Aifstinia
Hot news by date Docurments 105005
2004-14-13

001-10-24

i D gler Locator 2001-10-09
|- Tha wehat win wwhan, whare and how of device divars 2001-10-08

] 2001-07-3

d - Frequer

Additismal informartion
+ Megd 10 by ostlons ng
lonigr rarketed by

Link to IBM Support on the Web (Figure 4 - 20)
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G. Update Access Support

® Click Update Access Support. To perform this function, you must have an active connection to the
web. This link will check to see if a newer version of the application is available from the web.

Honne Producks & services S = 3 ] My saccoumk

Suluct a language s ppor! home Lagin . A5k it

e p— Access Support - Installation and updates
'n'-l‘ErlEI"t!,l |I:I|:|h'.l.I|:| Appilica bl CouviriesT o ns

Related fnhe: Wiondwide
Senace hints & tips

Suney
Wielcoma o IBM Aocess Support

Support phone list

il Farmrer Artess Guppoitenakles selFdagnosis of sysbem iaues, provides automated solulions 10 comman
ZURD problems, ang coralns links 1o othar sofware sUgpOttonls and updstas izt are Doth onvour computer and
1B P Inettule avallabia from e Yieb.

|BM Fubiications
Center

HOTE: IBh Aecess Supporl requires sdminislrabor seeess 1o run

Towenfy ihal Accass Suppor will funclion corractty onyour systam, please ensum thatyour compubar and
nperaiing =y=tem are lizled below

= Fatvista A21 B235, 6127, 5239, B34, 5342, « Microzofl Windows 98EE
6346, 6347, 6348) = Microsof Yindows Me
= Mebylsta A211 [2254, 2256, 225T) = Mlcrosof ¥indowes 2000
= Mabvisty 120 (X193, 6343, R348, G350, BAZET, w Mlcrosof Windows =F Home
B8] a Microsofl Windows HP Professional
w hlatvista M1 CRTE0, GTA1 GTH2, GFOZ, 6704,
BTGE)

» Metistaed] (2283, BITd, GEOE)
& IntelliSkation E Pro (5204, 621 4)

« ThinkPad 430
= ThinkPad R0
* ThinkPad T23
& ThinkPad ®12

HOTE: ACCess SUppo raguires approdimataly 10 ME 10 oparate, snd f 18 cumenty onke sweallatile in English.
Dacurnent id MIGR-dLSCT
Last modified: 2001-10-26
Caperiatd & 20604 FEW Corparsion

vacy | legal | Contact

Access Support - Installation and updates (Figure 4 - 21)

® Click Download Access Support Version for the appropriate brand. To perform this function, you
must have an active connection to the web
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le Doyariluad | |
U haes chasends downined & fie famthiz ineman,

sUppart w1 .24thinkpad 2o from Magcbn.com

el vt e s £0 0 itk This Tl
T Run ihe progrem from = curenl lncation
1% Sy This: progrsm i o

¥ fovmes meh bsfors orescg g dre apn= of ts

| el I Curnul_l Kiore Info I

Access Support - Installation and Updates Popup (Figure 4 -22)

® Click OK.

21x]

My Cionmputer
Pl Plekprk Placss

ik reme: [T £l sen |
Sad i 1ypac B ceiion Br Cangal
| =l —L

Access Support - Installation and Updates Location Save Panel (Figure 4 - 23)

* (Click Save.
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1% of support_v1.Z4thinkpa

Saving:
zupport_wl 24thinkpad.exe from ftp poibm.com

(3

=10l

]

Transfer rate: 128 KBiSec

¥ Cloze this dislog box when download completes

CIEEn | Cipen Folder

Estimated time left: S min 17 sec (32.7 KB of 3.74 MB copied)
Diowvenload to: CDocu. dsupport_wl 24thinkpad exe

Cancel I

Access Support - Installation and Updates Progress Panel (Figure 4 - 24)

A progress popup is displayed allowing you to cancel, if necessary.
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Summary

You learned how the customer will use each menu item of IBM Access Support and how they differ
based on machine type / operating system combinations. This includes:

® use Protect and Restore

® use Automated Solutions

® view System Detail Information
* start Help Applications

® get Software Updates

¢ link to IBM Support on the Web
® update Access Support
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Section 5 - Automated Solutions Currently Available

Introduction

This section focuses on the currently available Automated Solutions. This list will change as the
product becomes more commonly used. The currently available solutions are the result of reviewing the
calls received during a month long period and creating the solutions for the most often requested
information.

Objective

You will learn what solutions are currently available for the customer’s use, what machine type /
operating system combinations are supported and where to go for the latest Automated Solutions.

Automated Solutions

Please go to url: http://w3.pc.ibm.com/helpcenter/gtechinfo/MIGR-40328.html for the most up to minute
list of solutions.

The Automated Solutions available at the time of publication:

AS #

Automated Solution Description

Adjust power saving features to improve battery life (Battery)

Recordings made with the microphone are not loud enough (Multimedia)

Enable printer port (Printers)

Pressing the FN plus F12 keys does not make the system enter hibernation mode (Battery)

Setting the volume from the desktop (Multimedia)

Losing network connectivity when running on battery power (Battery)

Adjust settings for projector presentations (Multimedia)

Increase free disk space on the hard disk drive (Storage)

Problem sending e-mail or fax (Modem)

Repair Microsoft Word default template after virus clean up (Drivers)

Specify what the system does when the ThinkPad computer display lid is closed (Battery)

System locks or hangs (general system checkup)

Device Driver File Matrix

Drive Fitness Test

Check Network Connectivity

Internet Explorer protection (All)

Printer protection (All)

Network protection (All)

Warranty Expiration Checkpoint

111

Modem initiative

217

Capture ServeRAID controller logs (All servers)

218

Clear the ServeRAID adapter Hard, Soft, and Device logs (All servers

238

Desktop settings protection (All)

Currently Available Automated Solutions (Figure 5 - 1)
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Sample Automated Solutions Matrix

Becess Suppen et R B ditic
[ . TAD - 2647, J648 £ T2 - 2647, 2648 ¥ T22 . 647, JB4AE £ TI3 - 2647 FA30 .- [
|ASIIIIZI1 Audjust porwer ssing features |Thmkl33n 3662 ( A50p - 2653 £ R - 2666 2657, 676 (02 - 2660, 2563
Think B T2 - 2647, 2648 ¢ T21 - 2047, 2048 £ T22 - 2647, J64B ¢ T23 - 2047 / A30 -
Nk 2 ¢ A3p- 2653/ RE - 2886 2847, J67E £ D2 - D5ED, DREQ
0, 6791, 6702, 6793, B4, B7HS, BE2S, BE2G, 2190, 6343, 6349, B350,
Wb 50003 Adjust microphong Wefviata  |So0d. B274, G5, A0, AO6T, G569, G570, 640, 650, G5, 6579, 6A47,
0, 664D, 2251, 2271, GEA0, 6231, BN, 2254, 2355 257 B335, BIET,
9, 6341, 5342, G395, G247, G243
IntlliSHation 214, 6214
ThinkPad T2 - 2647, 2648 ¢ T21 - 2547, 2549 f TZ2 - J647, 2648 ¢ T23 - 2547 J A30 -
ks 2 ¢ Ap - 2RES ¢ R - 2REE DRAT JB7E ¢ RI2 - R, XRED
0, 6731, G742, 6793, 6784, 6795, BE23, 6o, 2293, R143, 5349, FGA0,
W EO004 Enabla privtar port [Prirders] Metvisla  |E2dd, G274, 6596, GLSGE, G068, 8562, G578, 6549, G50, BISY, B57Y, BG47,
9, GE19, 2291, 2271, GEA0, 5531, BEW0, 2254, 2255, 2957, 6334, B33,
O, G341, 5342, 524, G247, 5242
[Incaltisiation [E204, 6214
: 2 - T3] . :
Thinkpag |20 - 2647, J648 £ T2 - FdT, M4 £ T2 - I6A7, D6AR ¢ T - 4T, A3 -
; 2652 f A30p - 3653 f R - 2656 2657, 2676 £ A22 - 2], 2662
D0, 5791, 5792, 5793, G794, 5795, B2I2, BE0L, 100, B343, B34, B3EA,
450011 Setting the walurme i X3, G274, 6996, 6D5E, G563, BSE3, BSTS, BE49, 5550, 6153, 6579, EE4T
il o, 6G43, 2251, 2271, BEAD, BE31, BE4O, 7254, 7355, 7157, B3R, E3TF,
9, 6341, A342, A34F, R37, G345
|Int!|li5|allon FBJ-*. G214
I-ESIIHEI Losing nebwork connectiy | | [}Q
|AS|I|2'EI Adjus=t seitings far projector |T|1|n|s Fad Ez ?A;'pz_ﬁggé?&z?gégﬁgi? zzﬁ%éﬁlrdhgzz?‘géjuéézﬁd? fA30-
| 5002 Icrease fee disk space [y [fny ChEre e
| z00zs Prablem zendng e-mail [ny |any LhEraied
I&.SIII?E Fepar Microsofl Wiord |An]r Iﬂ.n]r Uhveraeq
|ASII|2EI ThirkPad lid is closed |ThmkF'ad %2 ﬁ‘;ﬁ_ﬁg&?éﬁf;&?gﬁi}é?ﬁ:z?ﬂzgézngaézx” e

Sample Automated Solutions Matrix (Figure 5 - 2)
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Sample Flow Chart of Support Action
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Sample Automated Solution Flow Chart (Figure 5 - 3)
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Summary

You learned what solutions are currently available for the customer’s use, what machine type / operating
system combinations are supported and where to go for the latest Automated Solutions.
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Section 6 - Course Summary

In summary, in this course you learned much about IBM Access Support. You are ready to provide
level 1 support to the customer who calls in with questions about the application. You also learned:

®* how to install Access Support

®* how to get to Access Support

®* how to use Access Support

¢ what machine type / operating system combinations are supported

¢ what Automated Solutions are currently available

¢ where to find a more up to the minute listing of available Automated Solutions
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Appendix A - Expanded Detailed System Information

Introduction
This section fully displays the Expanded Detailed System Information.
Objectives

The objective of this section is to display all of the fields available

® Click View System Details. The following panel, showing details for the customer’'s machine is

displayed:

ﬂ IBM Access Support =i

=101 x|

-

N
«

Use Pratect and System Details

Restare
Use Autamated Basic System Information
Solutions ® Machine Type: 2647
O View System . )
Details ® hlachine Model: SAL
Start Help ® Serial Mumber: 7BFTHYR
Applications
® Get Software ® Operating Systerm: Windows 2000 Professional
Updates ® Hard Disk (C:) Capacity: 19077 MB
®© Link to IBM Support
on the Web ® Hard Disk (C:) Free Space: 15094 MB
© Update Access ® Nemory: 128 ME
Support

® flemory Utilization: 88%

) Detailed System Information
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Expanded Detailed System Information (Con’t)

® Click Detailed System Information

System Details

Detailed System Information
Close

Expand All

Sj,rstem Summary

(=) Logical Drives

(=) Display Settings

(#) SCEIDE Devices

(5 BIOS Information

(=) Mothatboard Information
(%) Processor Information
(=) Mernory Information
Fort Connector Information
(=) Adapter Slot Information
() Pl Device Information
() Software

; IBM Access Support - Detailed System Information - Mic_ru'r._u';ﬁ'-' nter

=10 %]

Appendix A - 2
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Expanded Detailed System Information (Con’t)

® Click Expand all to see further detail of the system.

System Details

Detailed System Information
Close

Expand All

() System Summary

® Computer Name: CHRISBLAND
Computer Model: 2647841

serial Mumber: YBFTHNYR

Computer COEM: 1BM

05 Mame: Windows 2000 Professional
05 Type: Wvindows WT /2000 f %P

03 Yersion: 5.00

O3 Build: 2195

05 Senice Pack:

05 OEM: Microsoft Caorparation

() Logical Drives
(2} Hard Disk(C:)

® Type: Hard Disk

® Caopacity: 19077 MB

® Free Space: 15094 MB
® ‘Jolume Label: C_DRIVE
® File System: NTFS

(= CDROMI(D:)

® Type: COROM
® Copacity: 0 MBE
® Free Space: O MB
® ‘/olume Label: Audio CD
® File System: COFS
() Display Settings
® Harizantal Resolution: 1024
® ‘Jertical Resolution: 768
® Bits per pixel: 16
® Frequency: B
® Adapter: 53 Savage/Is
® Chip Type: 53 SDAC
® BIOS: 4025039
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Expanded Detailed System Information (Con't)

(=) SCSIIDE Devices
() Bus OPort O(DiskPeripheral)

® Device MName: HITACH DK23BA-20B
® Target 1d0
® | qgical Unit 1d 0

() Bus OPort 1{CdRomPeripheral)

® Device Name: HITACH DWD-ROM GD-S200
® Target 1d0
® | qgical Unit 1d 0

{2 BIOS Information

® ondar IEM
® ‘sorsion: KZET22WMAN (1.04a)
® Polegse Date; 01192001

{3 Matherboard Infarmation
® Sorial Murnber: J1GP21233%M
() Processor Information

® tdanufacturer: Genuinelntel
® “sorsion: Pentium(R) I
® Current Speed: 800

() Mermory Information

® temary Utilization: 88%

® Total Physical Memory: 128 MB

® Lfyailable Physical Memaory: 15 MB
() DIMM Slat 1

® Socket: DIMM Slot 1

® Type: DiMM, SDRAM
® |nstalled Size: 128 MBE
® Fnabled Size: 128 MBE

() DIMM Slot 2
® Socket: DIMM Slot 2
® Type: DiMM, SDRAM

® |nstalled Size: Mot Installed
® Frahled Size: Mot Installed
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Expanded Detailed System Information (Con't)

(3 Part Connector Information
() Serial Port 165504, Compatible(Seral;)
® Port Type: Serial Port 165804 Compatible

® |nternal Designator: Mot Ayvailable
® Euternal Desighator Serial

() Cther(Infrared:)

® Port Type: Other
® |nternal Designator: Mot Available
® Euiernal DesignatorInfrared

() Parallel Port ECR/EPP(Parallel:)

® Port Type: Parallel Port ECP/EPP

® |nternal Designator: Mot Available

® Euiernal Designator Parallel
()%ideo PortiExternal Monitar:)

® Port Type: Video Port

® |nternal Designator: Mot Available

® Euternal Desighator External Maonitor
() Mouse Port(PS/2 Mouse:)

® Port Type: Mouse Port

® |nternal Designator: Mot Available

® Euternal Designator P52 Mouse
(=) Audio PortiLine-ln Jack:)

® Port Type: Audio Port
® |nternal Designator: Mot Available
® Euiernal Designator Line-In Jack

() Audio PortiMicrophone Jack:)

® Port Type: Audio Port
® |nternal Designator: Mot Available
® Euternal Designator Microphone Jack

() Audio PortiHeadphone Jack:)

® Port Type: Audio Port
® |nternal Designator: Mot Available
® Euternal DesighatorHeadphone Jack
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Expanded Detailed System Information (Con't)

(3)video Port(External Maonitor:)

® Dort Type: Videa Paort
® |niernal Designator: Mot Available
® F:ternal Designator External Monitor

(3 Mouse Port(PS/2 Mouse:)

® DPort Type: Mouse Part
® |niernal Designator: Mot Available
® E:ternal Designator P52 Mouse

() Audio PortiLine-ln Jack:)

® Dort Type: Audia Paort
® |niernal Designator: Mot Available
® E:ternal Designator:Line-In Jack

() Audio PortiMicrophone Jack:)
® Dort Type: Audia Paort

® |niernal Designator: Mot Available
® E:ternal Designator Microphone Jack

() Audio Port{Headphone Jack:)
® Dort Type: Audia Paort

® |niernal Designator: Mot Available
® F:ternal DesignatorHeadphone Jack

() video Port(S-video-Out:)

® Dort Type: Videa Paort
® |niernal Designator: Mot Available
® F:ternal Designator S-Video-Out

() Modem Port(Modern:)

® Dort Type: Madem Port
® |niernal Designator: Mot Available
® F:ternal DesignatorModem

Metwork Fort(Ethernet:)
USB(USE 1:)
USE{UltraPort(Th):)
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Expanded Detailed System Information (Con't)

L]

() Adapter Slot Information
) CardBus Slot 1

® Type: PC Card
® | Lse: Avail

() CardBus Slot 2

® Type: PC Card
® | Lse: Avail

(=) Mini-PCI Slat 1

® Type: PCI
® | Use: Avail

(=) PC| Device Information

(= PCHo-HOST
® 00
® Device: 0
® Fynction: 0
® ‘Jendor 0xB086
® Device ID: 0x7190
® (Class: Bridge

(=) PClto-PCI
® 00
® Device: 1
® Fynction: 0
® ‘Jendor 0xB086
® Device ID: 0x7191
® (Class: Bridge

(=) PCl-to-Cardbus
® 00
® Device: 2
® Fynction: 0
® ‘Jendor Ox1040C
® Device ID: 0xACIEB
® Class: Bridge
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Expanded Detailed System Information (Con't)

L L e

() Ethernet

® gus 0

® Deyice: 3

® Function: O

® ‘Jendor OxB08E

® [eyice D 0x1229

® Class: Metwark
() Sarial

® gus 0

® Deyice: 3

® Function: 1

® ‘Jendor Ox1150

® [eyice |D:; 0x000C

® Class: Communication
() Audio

® gus 0

® Deyice: 5

® Function: O

® ‘Jendor 0x1013

® [cyice D 0xB003

® Class: Multimedia
() PCI-to-Other

® gus 0

® Deyice: 7

® Function: O

® ‘Jendor OxB08E

® [eyice D 0x7110

® (Class Bridge

S ]=

(1 USE
® Bus 0
® Doyice: 7
® Function: 2
® ‘Jondor 0xB08E
® Doyice |D: 0x7112
® 355 Serial
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Expanded Detailed System Information (Con't)

{2} PClto-Other

® s ()

Device: 7
Function: 3
“andor 0xB036
Device ID: 0x7113
Class: Bridge

() VGA
Bus: 1
Device: O

Function: O
Yendor: 0x5333

Class: Display

(3 Software

() Device Drivers

() ACPLEYS

(3 ACPIEC.SYS

(I AFD.SYS

() AGP440.SYS

() AICTEUZ 5YS

() AICTEXY SYS

(3 ANYDLC.SYS

(3 ANYSOS. 5YS
(3 ANYSOSDD.SYS
() APPN. S5YS

() APPNAPI SYS
() APPNBASE.SYS
(3 ASYNCMAC. SYS
() ATAPISYS

() ATCMD.DDF

() ATMARPC.S5YS
() ATMLANE SYS
(3 ATMUNLSYS

(3 AUDSTUB.SYS
BATTC SYS
BEEFP.SYS
COAUDID. SYS
COFS.5YS
COROM.SYS
CINEMST2.3YS

Device |D: Ox8C12
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Expanded Detailed System Information (Con’t)

LT R e P Ty
CWIDEQPRT.SYS
CEANARP SYS
CEAWDMALD SYS
CEWMILIB. SY S
CEWSIIFSL SYS

(=1 |BM Software
(1 nstalled Software
{2 Microsoft Software

Summary

This section displayed all of the fields available in the Expanded View of System Detail.
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Appendix B - Access Support Training Manual Figures

Figure Name Figure Number Page Number
Supported Machine Type / Operating System Matrix Figure 1 -1 1-2
Course Agenda Figure 1 -2 1-3
IBM Access Support Installation and Update Figure 2 -1 2-2
Supported Machine Type / Operating System Matrix Figure 2 - 2 2-2
International License Agreement Figure Figure 2 - 3 2-3
Install / Updates - System Checks Complete Panel Figure 2 - 4 2-3
Install / Update in Progress Figure 2 -5 2-4
Install / Updates - System Checks Complete Panel Figure 2 - 6 2-4
Progress Complete Popup Figure 2 - 7 2-5
Start Button and Start Menu Figure 3-1 3-1
Access Support Home Page Figure 3 - 2 3-2
Access Support Home Page Menu Options Figure 3-3 3-2
Access Support Home Page Selection Bar Figure 3-4 3-3
Access Support Loading Popup Figure 4 - 1 4-1
Access Support Home Page Figure 4 - 2 4-2
AS Protect and Restore Main Panel Figure 4 - 3 4-3
AS Protect and Restore Create Protected Copy Panel Figure 4 - 4 4-4
AS Protect and Restore Protected Copy Panel Figure 4 -5 4-5
AS Protect and Restore Remove Protected Copy Panel Figure 4 - 6 4-6
AS Protect and Restore Remove Protected Copy Figure 4 - 7 4-7
Confirmation Panel
Automated Solutions Main Panel Figure 4 - 8 4-8
Local Automated Solutions Figure 4 - 9 4-9
Automated Solutions e-Mail or Fax Popup Figure 4 - 10 4-9
In progress Popup Figure 4 - 11 4-9
Automated Solutions e-Mail or Fax Check Box Figure 4 - 12 4-10
Automated Solutions Complete Popup Figure 4 - 13 4-10
Automated Solutions on the Web Popup Figure 4 - 14 4-11
System Detail Main Panel Figure 4 - 15 4-12
Detailed System Information - Collapsed Figure 4 - 16 4-13
Detailed System Information - Expanded Figure 4 - 17 4-13
Help Application Main Panel Figure 4 - 18 4-15
Software Update Tools Main Panel Figure 4 - 19 4-16
Link to IBM Support on the Web Figure 4 - 20 4-17
Access Support - Installation and Updates Panel Figure 4 - 21 4-18
Access Support - Installation and Updates Popup Panel Figure 4 - 22 4-19
Access Support - Installation and Updates Location Save Figure 4 - 23 4-19
Panel
Access Support - Installation and Updates Progress Panel Figure 4 - 24 4-20
Currently Available Automated Solutions Figure 5-1 5-1
Sample Automated Solutions Matrix Figure 5-2 5-2
Sample Automated Solutions Flow Chart Figure 5 - 3 5-3
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