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Chapter 1: About This User’s Guide

Chapter 1. About ThisUser’s Guide

Introduction

This guide provides overview information, prerequisite information, installation instructions, and
configuration instructions for the IBM® Electronic Service Agent™ for IBM eServer ™ xSeries® and
Netfinity®, Verson 3.0, hereafter referred to as“ Electronic Service Agent.”

Who Should Read This Guide

This document isintended for use by the Information Technology or network administrators who are
responsible for Windows™ systems. Readers should have extensive knowledge of their LAN
environment and a general knowledge of operating systems.

Conventions Used in This Manual
This guide uses several typeface conventions for special terms and actions, as follows:

Bold
Commands and other controls, keywords, and other information you should use
literally appear in bold.
Italics
Variables that you must provide appear initalics.
Monospace
Examples of code or text you should type appear innonospace.

Electronic Service Agent 3.0 User's Guide
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Chapter 2: Understanding Electronic Service Agent

Chapter 2. Understanding Electronic Service Agent

What is Electronic Service Agent?

Electronic Service Agent is a secure, remote, information-gathering program designed to help you
minimize the resources required to run and maintain your networked computers, increase your systems
availability, and aid IBM in servicing and maintaining your systems.

Electronic Service Agent monitors your system hardware for errors and automatically sends service
information to a secure central IBM server. This information includes:

@ |nventory data, such as hardware and software configuration error conditions

o System state information

o Servicerequeststo IBM Support Center when a hardware error is detected
Thisinformation is used by IBM to reduce server downtime and to provide enhanced problem
determination and resolution. When Electronic Service Agent automatically detects and transmits a
hardware error to IBM, you will be contacted by the IBM xSeries Support Center.

How Electronic Service Agent Works

Data Collector

Data Collector

Internet
or Dialup

Gateway

LAN

p—

ta Collector

| 3
A ¥ = Data Collector

K,

Electronic Service Agent isinstalled on every system you want monitored. Each system being
monitored is designated as a Data Collector, and one system within your network is designated as a
Gateway, which is aso considered a managed system. The Data Collector gathers information about
your system and forwards it to the Gateway. The Gateway machine formats al the information and
sends the collected datato IBM, either by dial-up or viathe Internet.
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What Electronic Service Agent Will Do For You
Electronic Service Agent will:
o Collect information about your hardware configuration and the software installed
@ Monitor your hardware
o |ssue a Service Request in the event of afailure
@ Report the failing Field Replaceable Unit (FRU) , if available
= Prompt acallback from the IBM xSeries Support Center*
@ Communicate periodically with IBM to report the operational status of each of the managed
systems

Security Controls

Communications

Electronic Service Agent accesses only machine inventory and error data. No unique customer data is
ever accessed. Managed systems communicate with the Gateway by using Secure Socket Layer (SSL)
to encrypt the data stream.

Electronic Service Agent only allows for outbound calls to be created from your location. No inbound
calls are allowed. Electronic Service Agent communicates with IBM using an IBM Certified Secure
Network structure. Thisis to protect both IBM and you from malicious attacks attempted by other
users of the shared public infrastructure.

Administrative User

Access to programs providing control over Electronic Service Agent is restricted to users with
Windows Administrative rights. Accessto Electronic Service Agent control files and collected datais
similarly restricted.

! The machine must be under warranty or have an IBM Service Agreement.

Electronic Service Agent 3.0 User's Guide
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Chapter 3 Before You Install

Chapter 3. Before You I nstall

Before gtarting to ingtall, you should verify that al of the systems meet the requirements and that the
prerequisites have been met.

System Requirements
The following table shows the software and hardware requirements for installing and running
Electronic Service Agent.

Operating System = Windows 2000 (Service Pack 3 required)
= Windows 2000 Server (Service Pack 3 required)
= Windows 2000 Advanced Server (Service Pack 3 required)

Microprocessor x86 (Pentium or higher)
Hard disk space 110 mb available

The Gateway requires 100 mb, plus 10 mb per Data Collector
Modem or Internet access Reguired for Gateway machine

Network Requirements

Domain Name Server

The Data Collector systems and Gateway communicate with each other using a Local Area Network
(LAN). Normally the host names of the systems will be obtained using a Domain Name Server (DNS).
It isarequirement that all systems running Electronic Service Agent and communicating with each
other be able to resolve the system hostnames. It is expected that in most cases al Electronic Service
Agent machines will be on the same subnet, but thisis not a strict requirement for operation. Electronic
Service Agent isintended for a production environment where the network configuration is not
undergoing major changes such as systems moving to new subnets.

Thisis easy to verify using the following procedure:

1. From the Windows screen, enter Start->Run. Y ou see an entry box.

2. Entercnd. exe. A command window opens.

3. Enter pi ng machine, where “maching’ is the name of the machine to be contacted.

As an example, consider two machines named quar t z and sl at e, each operating in the role of
Data Collectors and a machine named r uby acting as a Gateway.

The two machines executing as Data Collectors would execute the command:
pi ng ruby

The Gateway machine, r uby, would execute the commands:

pi ng quartz

ping slate
In al cases, the ping command should show that the destination machine name is resolved. The name
resolution isthe indication of success, not necessarily the data transmission. This is because some
systems ignore ping requests.

An example of successful name resolution in which data is transmitted:

Electronic Service Agent 3.0 User's Guide
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Chapter 3 Before You Install

C:\>pi ng www. i bm com
Pi ngi ng ww. i bm com [ 129. 42. 16.99] with 32 bytes of data:

Reply from 129.42. 16.99: bytes=32 time=130nms TTL=231
Reply from 129.42. 16.99: bytes=32 tinme=121nms TTL=231
Reply from 129.42. 16.99: bytes=32 ti me=150nms TTL=231
Reply from 129.42. 16.99: bytes=32 time=130nms TTL=231

Ping statistics for 129.42.16.99:
Packets: Sent = 4, Received = 4, Lost = 0 (0% oss),
Approximate round trip tinmes inmlli-seconds:

M ni mum = 121ms, Maxi nrum = 150nms, Average = 132ns

An example of successful name resolution in which no data is transmitted:
C:\>pi ng w. i bm com
Pi ngi ng ww. i bm com [ 129. 42. 16.99] with 32 bytes of data:

Request tinmed out.
Request tinmed out.
Request tinmed out.
Request tinmed out.

Ping statistics for 129.42.16.99:
Packets: Sent = 4, Received = 0, Lost = 4 (100% | oss),
Approximate round trip times inmlli-seconds:

M ni mum = Ons, Maxi mum = Oms, Average = Ons
An example of unsuccessful name resolution:

C:\>pi ng ww. i bm com
Unknown host www. i bm com

Should name resolution not be enabled, it is hecessary to tell machines how to resolve a host name. If
any machine is unable to ping a machine by the host hame, as shown in the example above, you will
need to enter the | P address and host namein the‘ host s’ file on the machine.

For example, if machiner uby was not able to ping machine sl at e, you would edit thehost s file
on machine r uby and create an entry containing the 1P address of machine ruby.

The host s file will typically be found as:
C.\ W NNT\ systenB2\ dri vers\ et c\ hosts
If the IP address of ruby is 12.20.137.15, the host s entry would appear as.
12.20.137. 15 r uby

Y ou can obtain the IP address of a machine by executing thei pconf i g command in a DOS window.

Firewalls

The normal operation of Electronic Service Agent is* Auto Discovery,” in which the Data Collector
systems are able to locate a Gateway system. This is accomplished by the Data Collector executing a
multicast operation to network address 239.1.2.3 and port 5557.

Electronic Service Agent 3.0 User's Guide
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It would be unusual to have a hardware firewall between a Data Collector and a Gateway. If thereisa
hardware firewall, you will need to alow ports 5557 (UDP) and 19955 (TCP) to be open. The
mechanics of this are dependent on the hardware in use.

If asystem isrunning a software firewall, it must be configured to alow the Java program to
communicate through the firewall. The exact procedure will depend on the firewall used. The typical
method will be to alow the following program to communicate TCP/UDP protocol:
“C:\Program Fi | es\| BM Servi ceAgent\ _jvm jre\bin\javaw. exé

Thisis the default instalation location. If an alternate installation location is chosen, the path will have
to be modified accordingly.

The normal data communications port is 19955. If this port is blocked by afirewall, it will be
necessary to enable communications on this port. If a different port is selected for communications, as
discussed in “Configuring Data Collector Manually” on page 20, and afirewall isin use, it will be
necessary to enable use of the selected port.

Prerequisites

To prepare your environment for installing and configuring Electronic Service Agent, please complete

the following steps:

1. Identify which machine will be used as the Gateway machine.

2. Ensure that the Gateway machine has access to a 56 Kbs modem capable of dialing the IBM
Electronic Service Site, or has access to the Internet. If amodem if used, be sure that the modem is
connected and operational.

3. Ensurethat the Gateway machine and al of the Data Collector machines meet the system

requirements.

Ensure the person installing Electronic Service Agent has Administrator authority.

Ensure that the monitored machine is under warranty or has an IBM Service agreement.

Fill out the required information forms. To expedite configuration, forms are provided in

“ Appendix D. Forms” on page 55.

o U A
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Chapter 4. Installation

Obtaining Electronic Service Agent Code
Electronic Service Agent is available by download from an IBM web site using your browser. To
obtain the code:
1. Accessthe following web site:
Http://www.pc.ibm.com/qtechinfo/M | GR-40870.html
2. Download a package consisting of:
o Thefile 5639-n89-30.exe. Save thisto atemporary directory.
o Thisuser's guide. Save to a directory where you can print it.
o A Readmefile. Save to adirectory where you can print it or read it online.
@ An installation optionsfile. Thisfile can be used for the remote installation of one or more
Data Collectors. Please see "Appendix B. Remote Installation” on page 50 for instructions on
using thisfile.

Installing Gateway

Notes:

1. You mus ingall and configure Gateway before installing data collectors.

2. Theinstallation involves restarting Windows. Do not begin installation if Windows can't be
restarted at thistime.

3. If you see a pop-up window containing an alert, click OK and continue the installation process.
More information about this pop-up may be included in the Readme file.

To install the Gateway code:
1. Accessthe 5639-n89-30.exe file in the temporary directory where you saved it.

Electronic Service Agent 3.0 User's Guide
11



Chapter 4 Installation

2. Executethefile to invoke the install wizard. Y ou see a screen asking you to select an installation
type.

¥ IBM Electronic Service Agent (tm) ¥ersion 3.0 = IEIIil

Electroric Service Agent gathers inﬁseninryeﬁd arrf infarmation about your
systern. The information is sent to an IBM se.nr_mE center and stored thers where
itis available to you and the |BM support staff

Electronic Service Agent supports teo types of systermn installations: 193 system
w{’llch simply collects data 2) a gateway systern which collects data and
tnmrrrumcatea swith (B, Genemlly there | i5 anly ane syster wmcn
tnmmunlc*ates withi (B pElr site and it shauld be installed: first. Fthl"lISt‘yg'pE: of
system selact Gateway. Farall nmersystamg selactData Collection:

Select Installation Type:
" Data inlactmn

[metallShizid

= Bark Pext= Zancel

3. Select Gateway and click Next. You see a screen asking you to select alanguage for displaying
the license Agreement.

¥ IBM Electronic Service Agent (tm) ¥ersion 3.0 = IEIIEI

Select the language for display ofthe license agreement.

[English -]

InetallEhiaid

<Back | Med= | caricel

Electronic Service Agent 3.0 User's Guide
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4. Select the language and click Next. Y ou see a screen asking you to read the license agreement.

¢ 1BM Electronic Service Agent (tm) Yersion 3.0 = ||:||_=<_|

Please read the following license agreament carefully.

LI

International License Agreement for
Services Programs

Table of Contents

Part 1- General Terms

4

O | acceptthe terms ofthe license agreement
& | do not acceptthe terms ofthe license agreement.

[netallSeln

=Hack A [eat= Cancel

5. Sdlect the option to accept the terms of the agreement and click Next. Y ou see a screen asking
where (in which directory) you want Electronic Service Agent installed.

¥ IBM Electronic Service Agent (tm) ¥ersion 3.0 = IEIIEI

Click Mextto install "IBM Electronic Senice Agent’ io this directory, or click Browse to
install to & different directon: b

Directory Mame:
|C:1F'r|:|gram FilesuBMServiceAgeant

Browise I

InetallShlzid

<Back | Med= | caricel
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6. Takethe default or select browse for a new location. Click Next. Y ou see a confirmation screen.

¥ IBM Electronic Service Agent (tm) ¥Yersion 3.0 ___I_gl_x_l
Please read the information bielow,
IEN Electronic Bemice Agentwill he Installed I the following location:
CiPfagram FilesBMSericeAgent
for a total size:
82.7 MB
Inetallizhiald
T i | S
7. Verify your selections, and then click Next. A progress indicator will show how long the install
process is taking.
8. You see amessage telling you that the IBM Director Agent is being installed.
I 1BM Electronic Service Agent (tm) Yersion 3.0 = ;[Qj_&l

Installing 1BM Directar Agentan your system. This i€ used tocallect

Pleazewait..

imventory and error Infortriation. This process may take a few morents:

[rrstallSiield -

= Hatk [hEdl=

LA E]

Electronic Service Agent 3.0 User's Guide
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9. After IBM Director Agent has been installed, you see a message that the system must be restarted.
Click Next to start the Process.

2 IBM Electronic Service Agent {tm) Yersion 3.0 o |Eli£|

The system must be testarted so that Service Agent can obtaln information
riecessary for configuration:

[rrstal = et

EE Eack l__; ...... NE.;{{:? ..... | Gance|

10. After the machine is restarted, you see the System Status screen, which lets you start configuring
the Gateway. Y ou must configure the Gateway before installing the Data Collectors.
Please see “Chapter 5. Configuration.”

Installing Data Collectors

Notes:

1. You mug ingall and configure Gateway before installing data collectors.

2. Theinstalation involves restarting Windows. Do not begin installation if Windows can't be
restarted at thistime.

To instal the Data Collection code:
1. Accessthe 5639-n89-30.exe file in the temporary directory where you saved it.

Electronic Service Agent 3.0 User's Guide
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2. Executethefile to invoke the install wizard. Y ou see a screen asking you to select an installation
type.

¥ 1BM Electronic Service Agent-{tm) ¥Yersion 3.!] o IEll_Jﬂ

Electronic Service Agent gathers inventary and error information ahout your
system, The infarmation is sent toar [BM garvice center and stored there where
itis available to you and the IBM support staff

Electranic Service Agant supports twn types of system installations: 1) 2 systerm
whlch simply collects data 2) 2 gateway system which collects data and
cornmunicates with IEM. Gerrerallﬁ,f there is dnly one systerrwhich
cormrmuticates with IBM per site and it should be installed first. For this type of
S'y'StEfT'I HelectGateway For all othrer systems, ﬁalect‘Data Callectian,

Select nstallation Type:
" Diata Callection
" Gataway:

Insiallshisin -

: EI':II I" _, ....... Ne}nb ........ |i Cancﬁl

3. Select Data Collection and click Next. Y ou see a screen asking you to select a language for
displaying the license Agreement. (Please see the screens in the previous section for the remainder
of this process. The screens for Gateway and Data Collection are identical.)

4. Select the language and click Next. Y ou see a screen asking you to read the license agreement.

5. Sdlect the option to accept the terms of the agreement and click Next. Y ou see a screen asking
where (in which directory) you want Electronic Service Agent installed.

6. Takethe default or select browse for anew location. Click Next. Y ou see a confirmation screen.

7. Verify your selections, and then click Next. A progressindicator will show how long the install
processis taking. You see a message telling you that the IBM Director Agent is being installed.

8. After IBM Director Agent has been installed, you see a message that the system must be restarted.

Electronic Service Agent 3.0 User's Guide
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9. Click Next to restart the machine. When Windows is restarted, you see a screen containing
configuration choices.

if* IBM Electronic Service Agent (tm) Yersion 3.0 -10j x|

The recommended procedurs is to allow a Data Collection systerr to
autormatically detect a Gateway system, [Fnecessary vou can manually enter port
and address information. '

o+ Autorratically detect Gateway systern:

" Manuallyenter port and network infarmation:

InetallEhiaid

= Ea Ck g ...... . Ne}ﬂ.b ..... : | Cathl

10. Do one of these:

o Sdlect “ Automeatically detect Gateway System” to have the Data Collector configure itself.
This option is not available if you install a Data Collector on a separate subnet. See the next
section of this document for directions for dealing with this situation.

o Sdect “ Manualy enter port and network information” to configure the data collector yourself.

Configuring Data Collector Manually

If you install a Data Collector system on a separate subnet from the location of your Gateway, you
cannot use the standard auto configuration. This is because the multicast used for auto discovery
typically will not be passed across your router. In this situation:

1. Onthe screen shown above, select Manually enter port and network information.

Electronic Service Agent 3.0 User's Guide
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2. You see adata entry screen.

¥ IBM Electronic Service Agent (tm) ¥ersion 3.0 = |EII5I

Enterthe Hostname or IP address for the Gateway system. Leave blankto
automaticaly discover the system

hange the default port number used by this System:

|19955

Change the default port used by the Gateway systerm, If changed a hostname
mgathe-s’upnlled.

|19955

InetallShlzid

.................................

<Back |i Med= = Cancal

3. Enter dataasfollows:
o Inthefird field, enter one of these:
A fully qualified hostname, for example, “abcgat e. sonepl ace. coni rather than
just “abcgat e.”
An IP address such as“12.120.37.15"
In either case, make sure that your Data Collection machine can resolve the name given.
Y ou can check this by using the “ping” command on your Data Collector.
@ Inthe second field, if you have other software that is using the port value 19955, and if you
need to change the value only on a Data Collection system, enter a new port.
o Inthethird field, if you need to alter the port used by both Data Collection and Gateway
systems, enter the new port for the Gateway system. In many cases, it will be the same as the
port for the Data Collection system. Click Next.

Installing Electronic Service Agent if IBM Director is Already
Installed

If IBM Director 4.1 is already installed, you must install Electronic Service Agent Version 3.0
on the Director Server or the Director console. Electronic Service Agent Version 3.0 cannot
be installed on a Director managed server.

If IBM Director 3.1.1 is aready installed, you must either upgrade to IBM Director 4.1, or
install Electronic Service Agent Version 2.1.

Please refer to IBM Electronic Service Agent for IBM eServer xSeries and Netfinity Version
3.0 - Director Extension User’s Guide for instructions,

Electronic Service Agent 3.0 User's Guide
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Uninstalling Electronic Service Agent
Before uninstalling Electronic Service Agent, check to be sure that your machine is not a Gateway

being used by one or more Data Collectors. Uninstalling the program would disable Electronic Service
Agent on those machines.

To uninstall Electronic Service Agent, use the Windows Add/Remove programs function:

Chapter 4

Installation

1. Sdect Start -> Settings -> Control Pand -> Add/Remove Programs. Y ou see the Add/Remove
Programs screen.

S
e
Chiangear
Programs:

o'
A New:
Programs

i
Set Program

Arcess and
Befaults

Currently installed programs:

[} Adobe Acrobat 5,0

| ] AFP Workbench For Windows

2 ATET Metwork Client

[ configsafe

< 1BM Director Agent
Click here for - support information:
To change this prograr of remove ik From your
computer, dlick Change or Remove,

IE_IE!M Electronic Service fgent

“#, 1BM Global Metwork Dialer

i IEM Migration Restore Assiskant For 15C]
EE,! IBM Personal Communications

i IBM Swskern Migration Assiskant 3.1

IEM ThinkPad Configuration

ﬁ IBM TrackPaint Accessibility Features
@ 1EM TrackPoint Suppork

Bfl Infoprint Select

M e

B Add/Remove Programs

- x
Sartk by:'Name ;[
Size 15.9M6 *
Size 5.53MB
Size 11.3MB
Size 70.7MB
Size  53.5MB
Used tarely —
Change | Rermove |
Size 40.1MB
Size 1.87ME
Size: 72.0KB
Size 111MB
Size 72,0KB
Size 2,15MB
Size: 1.25MB
Size 4.96MB &

wnN

Highlight IBM Director and click Remove. Y ou must remove this program first.

Highlight IBM Electronic Service Agent and click Remove.

Electronic Service Agent 3.0 User's Guide
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Chapter 5. Configuration

The Electronic Service Agent Manager program collects information about your company and your
systems.

The Electronic Service Agent Manager must be executed for Gateways. It automatically starts right
after installation.

Configuration is usually not required for Data Collectors. The Data Collectors employ a method of
Auto-Discovery to download configuration information from the Gateway to the Data Collectors.
If you do have to make a change in configuration, you may override the default information by
running the Electronic Service Agent Manager on the Data Collector. This might be done if the
Data Collector has a different location or contact name than the Gateway server.

To invoke the Electronic Service Agent Manager, for the purpose of configuring a Gateway or a
Data Collector, execute the following program:

c:\ProgramFil es\i bm Servi ceAgent\ esa\ bi n\ esananager . exe

(where c: \ Program Fi | es\i bm Ser vi ceAgent isthe directory where you have stored

your files).

There are six areas, each represented by atab, that can be configured.

System Status: this tab reports the current status of Electronic Service Agent and allows you to
gtart and stop it.

Company: contains information about your company.

Contact: contains information about whoever is responsible for this system.

L ocation: describes where this system is located

Communications: contains information about the network setup.

Advanced: lets you define who can view the data.

For each tab:

1.
2.
3.

o o

Fill in data as requested. Mandatory fields are signified by an asterisk.

At the bottom of each page, you see three tabs: OK, Cancel, and Apply.

Do one of these:

o Click Apply to save your changes and remain on the page

@ Click Cance to cancel changes and exit the application

@ Click OK to save changes and exit the application

Click another tab to configure another page. Y ou can select tabsin any order you wish.

Fill in data and click Apply.

When you have completed configuring al required fields, click OK to save all your changes and
exit the Configuration process.

Electronic Service Agent 3.0 User's Guide
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Configuring a Gateway

System Status

When you ingtall Electronic Service Agent on a Gateway, you see the System Status screen for Data
Collection & Gateway.

mElectrnnit Service Agent{tm) Yersion 3.0 - | |5I

’] Cumpamrl Camactl LDcatinnl Cummunicatluns| Advancedi

-System
Wame WW-DEBEJZ
Machine Type 2645 ~Status
hncel 44l Bervice Agentis nottonfigured.
Satial Nurnbier TEEKZAZ
Fole [rata Eollaction & Gateway

) L4 Cancel | Ay I

This screen reports on the current status of Electronic Service Agent and provides a method to start or
stop the program. The Name, Machine Type, Model, and Serial are shown as they will be sent to IBM.

The Status field displays one of the following messages:

Electronic Service Agent 3.0 User's Guide
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Service Agent is not configured. Thisisthe initial status before you have completed configuration.

Electronic Service Agent 3.0 User’'s Guide
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Service Agent is stopped until manually restarted.

:Eletlr-:-nii: Service Agent{tm) Yersion 3.0

You can elect to start Electronic Service Agent by clicking the Start button, or you can wait until
the next reboot.

Electronic Service Agent 3.0 User’'s Guide
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Service Agent is stopped until the next reboot.

:Eletlr-:-nii: Service Agent{tm) Yersion 3.0

You can click Start or wait until the next reboot.
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Service Agent is running but not reporting datato IBM.

! mElectrunic Service Agent{tm) Yersion 3.0, o ]

Systerm STETU.EEI Cnmpanyl Cnntacdl Lcu;at'mn! @ummunicatinnsl Advanced'|

-Ewstem

- Status -

Mafme
Maching Type
Morel

Serial Murnber

Fole

V-DEBB.Z
2645

4AL
T8EKZAZ

Data Collection & Gateway

Sandce Agentis tunning bt MOT reporting datato IBM

(0 Start reporing data to 1BM
" Stop Service Agent until nest reboot

" Stop Service Agent until manually restarted

Zhangestatis

cancel | ooy |

If you make changes, click Apply to save them.

Y ou can select one of the following options:

o

o

o

Start reporting datato IBM.
Stop Electronic Service Agent until next reboot.
Stop Electronic Service Agent until manually restarted.

The following sections describe the pages you have the option of changing for the purpose of
configuring the Gateway.
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Chapter 5: Configuration

Company
This screen requests information about your company.

Bt Electronic Service Agent(tm) Yersion 3.0 oy ]S

Bystem-Status Cnmpanyi Cuntactl anaﬁunl Comrmunications| Advanced:

Campany™ !IE!M Corporation

Country or Region® |UNITED STATES |
: Telephone® |5036784826
[

Extension {123

email iinfn@i_hm.cnm

IFyour company has an IBM Enterprise Mumber' ar ECH D't Helps [BM ensure that you recelve any special services
{thatyour company has arranged with IBM. Please see the User's Guide for more information.

Enterfirise or ECI |D {123

ik Cancel | Apply I

Fill in data as follows and click Apply:

Company: free-form text field

Country or Region: select from pull-down menu

Telephone: telephone number (10 digitsin the U.S., beginning with area code) , no parentheses,

hyphens, or spaces

Extension: free-formfield

email: your company’s Internet address, such as abc@albc.com.

Enterprise or ECI ID: enter one of these:

o Your IBM-assigned Enterprise number. An Enterprise is a grouping of customer numbers.

o Your Electrontic Customer Interface (ECI) ID. These numbers are used to identify customers
and their associated service agreement terms. Y our purchasing team may be able to provide an
ECI ID.

Note: AnECI ID isalso known as ESC+ ID or ECCOID.

Contact
This screen contains information about the person who supports this machine. Thisis the person IBM
would be contacting in the event of a problem.
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l EElectrunic Service Agent{tm) Yersion 3.0 = IEllﬁl

Bystem Btat_ugi Gompary Sentact | anatienl @Ummunlcatiuns’:l Ad\?ahced'l

' Contact name? [John Smith

! n
Country or Region™ |UNITED STATES j
Telephone* |5035784526
Extension {123

" email |ishng@ibm.com

ok | cancel | mppy |

Fill in data as follows, and and click Apply:
Contact name: free-form text field
Country or Region: select from pull-down menu
Telephone: telephone number (10 digitsin the U.S., beginning with area code) , no parentheses,
hyphens, or spaces
Extension: free-form field
email: your Internet address, such as janedoe@abc.com
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This screen requests information about the location of the machine. Thisis NOT the mailing address: it
is the physical location used by IBM to dispatch afield service representative.

mﬂectrunit Service Agent{tm) ¥ersion 3.0

Systemn Status | Company| Contact Location | communications | Advanced]

==l

E:F-yp_e in details of the location of your managed systems. This Infarmation is used by the [BM service rep_resentatwa'mm
findthe systemifa Service Requestis sentta [BA,

Building, Floar, Office*
Cauntry or Region*
Addresst

Gty

State / Province™

PostfZip Code™

|Rhein Second floor

|UNITED STATES =
|15300 8w Kall Parkway

|Eleaver1|:|n

|Oregnn LI
{97008

ok Cancel | Apply |

Fill in data as follows and click Apply:
Building, Floor, Office: free-form text field
Country or Region: select from pull-down menu
Address: street address, free-form text

City: free-form text

State/Province: select from pull-down menu if one exists for your country/region
Post /Zip Code: free-form text

Communications

The Gateway can communicate with IBM in one of two ways:

Viaadial-up modem.
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Viathe Internet.

The Communications screen asks you to select a connection method: Dial-Up or Internet.

! mElectrunic Service Agent{tm) Yersion 3.0 = IEII;C_!

| 8ystem &tatus | Company| Contact] Location  Communisations | Acvanced]

-Connection to IBM ~Connection to this system
& DiakUp
it Port Nurnber* {15855
|| Dial-Up Connection Details
Modern* {ThinkPad Modem =l
Courte® |UNITED STATES =]
Ragion® {oreon =]
City* {503-268-0305 Beaverton =]
hurnber to dial* {3503-268-0305
Test Cannection

is]t4 Cancel | Apnky |

The* Connection to this system” port number is the port the Data Collectors will use to send data to
this Gateway. Y ou can accept the default or override it.
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Communicationg/Dial-up
1. Seect “ Did-up.” You see ascreen asking for dia-up connection details.

ﬁﬂectrnnil: Service Agent{tm) Yérsion 3.0 ] 1

Systern Status | Company| Gontact| Location  Communications | Advariced]

~Connection to IBM . -Connection to this system
* [Dial-Lp
: i i 1954545
i Internat Rk ETRR

~Dial-Up Connection Details:

Moder™ LI
country™ UKITED STATES

Region®

ity | =

Mumber to gialt |

Tesl i arreaion

il Cancel Ay |

2. Fill inthese fields;

o

o

o

o

Modem: if there is more than one modem on your system, you can select which modem to use.
Country: select from pull-down menu

Region: select from pull-down menu

City: select from list that includes phone numbers followed by city names. Choose the
combination that has the least calling charge associated with it.

Number to dial: thisis afree-formfield that lets you insert a“9” or other number if necessary
to access adia tone.

3. Click Test Connection to test your changes.

o

Testing the dialer communication may take a moment. A progress indicator will indicate
approximately how long.

This action tests the settings you entered: it detects the modem, verifies the phone lineis
connected and active, and verifies the connection to IBM.

If you are changing settings that are working and the test fails, click Cancel. The existing
setting remain unchanged. (Be sure that you have clicked Apply to save changes to other
screens. |f you haven't, your changes will be lost.)
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Communicationg/Internet
1. Seect “Internet.” You see ascreen asking for Internet connection details.

i mElectrunic Service Agent(tm) Yersion 3.0, oy ]S
System Status | Company| Contact| Location  Communications I Advanced |
-Connection to IBM - ~Conhection to this system
" Dial-Lin
o ort Mumber® 19955
& |nterfiet i EH
~Internet Connection Details-
[ Use proxy
e Addresss I
o MUrrRers |
I
Test Connection
ik Cancel | Apply I
|
|
2. Fill infields

o For adirect connection, leave the “ Use proxy” box unchecked.
@ For aproxy connection, check the “ Use proxy” box. You must then:
Fill in the proxy address. This can be either the dotted decimal or fully qualified domain
name format.
Fill in a corresponding port.
3. Click Test Connection to test your changes. This will resolve the proxy address, contact the proxy
server, resolve the IBM address, and establish a secure connection to IBM.
4. If thetest fails, click Cancel. (Be sure that you have clicked Apply to save changes to other
screens. I you haven't, your changes will be lost.)

Advanced
IBM provides aweb site where you can view the data for the systems you have enabled. This web site
contains all the inventory data for the machines serviced by Electronic Service Agent.
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The Advanced panel alows you to authorize up to two usersto view this data.

ﬂﬂectrunil: Service Agent{tm) Yersion 3.0 = Im] 5

Systern Status Camparw! Cantau:t] Location | Communications  Advanced
~Authorize Weh Users

IBM providas a web site where you can view detalls ofths systerns you have enabled for Electronic Services Ta
authorize users toaccess this information; enterone orfwo IBM Comimon Registration userlDs. Please sag the
Lser's Guide for-more Infarmyation.

Uzar D= IhserOne !userTwcu

Towiew details of the systems and o perform futher user ID maintenance, please visit

it s b camdsuppotialectranic

|[BhE Elestronic Senice Agenttm) for IBM eSerrentm) for xSeries® and Netfinitd

|Java and- all Java-bazed trademanks are tradem ans of Sun Microsystems, Ine. in the Unitad States, other countries, ar bath;
EMicrosoﬁ:. Wi dovs indomws WT Mindons X -and the Windemes logo are trademats of Micmseft: Corporation inthe United Statez
|other cauntries, orboth,

{Other vompany, product orsenvice names may be trademanks orsefvice mans of othars,

Ok Cance | Anply ]

For example, you might want to authorize a customer’s contact and the contact’s manager. These rules
apply:
The users you authorize must have an IBM Common Registration ID. To obtain this registration,
have the users sign on to IBM Registration at http://www.ibm.com/registration/selfreg.
Y ou may add more than two users by visiting http://www.ibm.convsupport/electronic. This web
site provides more details about the Advanced function.

Configuration End
When all of the panels are complete, click OK.

Configuring a Data Collector

The Data Collector will configure itself by means of “ Auto Discovery” at installation time, so it will
probably not be necessary for you to do any further configuration. However, if you need to make
changes, you can change any of the configuration items by running the Electronic Service Agent
Manager on the Data Collector. This might be done if the Data Collector has a different location or
contact name than the Gateway server.

To invoke the Electronic Service Agent Manager, for the purpose of configuring a Data Collector,
execute the following program:
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c:\ProgramFil es\i bm Servi ceAgent\ esa\ bi n\ esananager . exe
(where c:\Program Files\ibm\ServiceAgent is the directory where you have stored your files).

When you ingtall Electronic Service Agent on a Data Collector, you see the System Status screen for
Data Collection & Transmission.

mElectrunic Service Agent(tm) Yersion 3.0

hame
Machine Type
Madel
Serial Munmher

Role

VW-DEBEJ2
2645

441
78BKZA2

[Crata Eollactioh

- Status

Servce Agentis stopped until manually restarted.

=10l %]

Start |

Cancel |

This screen reports on the current status of Electronic Service Agent and provides a method to start or
stop the program. The Name, Machine Type, Model, and Serial are shown as they will be sent to IBM.

The Status field displays one of the following messages:
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Service Agent is not configured. Thisisthe initial status before you have completed configuration.

LI Flec c Service Agent(tm) ¥ersion 3.0 I |m]

Electronic Service Agent 3.0 User’'s Guide
34



Chapter 5: Configuration

Service Agent is stopped until manually restarted.

ZEI-‘:{Er-:-nia: Service Agent{tm) Yersion 3.0

You can elect to start Electronic Service Agent by clicking the Start button, or you can wait until
the next reboot.
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Service Agent is stopped until the next reboot.

ZEI-‘:{Er-:-nia: Service Agent{tm) Yersion 3.0

You can click Start or wait until the next reboot.
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Service Agent is running but not reporting datato IBM.

stethatul Cnmpanyl E:cuntac-tl anaﬁuﬁl @ummunications| Advanced'|

Status

Mame:
Maching Type
Madel

Sgﬁ,e_il Murmher

Role

\W-DEBEJ2
2645

441
78BKZA2

Data Sollaction

1o x|

Sepice Agent s running BUENOT reporing data to IBM,

" Start reportifiy data to 1B

(" Btop Senice Ageht until nest raboot

" Stop Service Agent until manually restarted

Chanue sEils

Cancel | eyl ll |

Y ou can select one of the following options:
Start reporting datato IBM.
Stop Electronic Service Agent until next reboot.

Stop Electronic Service Agent until manually restarted.

o

o

o
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mElectrunic Service Agent(tm) Yersion 3.0

hame
Machine Type
Madel
Serial Munmher

Role

VW-DEBEJ2
2645

441
78BKZA2

[Crata Eollactioh

5| Cnmpany] Cuntactl Lu:u:atitunl @ammunic-ationsl Advamed"

-Status

=10l %]

Senvice Agen‘[ Is currently rinning,

" Stop Sewice Agentfrom re‘purti'rqg datato IBM
' Stofi Service Agenturtil fiext reloat

" Stop Service Agent until manually restared

ChanueSmle

Cancel | eyl ll |

Y ou can select one of the following options:
Stop reporting datato IBM.
Stop Electronic Service Agent until next reboot.

Stop Electronic Service Agent until manually restarted.

o

o

o

If you make changes, click Apply to save them.

The following sections describe the pages you have the option of changing for the purpose of
configuring the Data Collector. Please note that many of the screens are the same as those used for

configuring the Gateway, but they are repeated here for the convenience of users who may only wish to
configure the Data Collector.
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Company
This screen requests information about your company.

£ mElectrunic Service Agent(tm) Yersion 3.0, = iEIIi!

Bystem-Status Cnr’npany-i Cuntactl Lu:u:atitml @ﬂmmunic-ationsl Aduanced'l

Compan\,l”-' !IE!M Corporation

Country or Region® |UNITED STATES |
: Telephone® |5036784826
[

Extension {123

email iinfﬂ@i_hm.cnm

IFyour company has an IBM Enterprise Mumber' ar ECH D't Helps [BM ensure that you recelve any special services
{thatyour company has arranged with IEM. Flease see the User's Guide for more information.

Enterfirise or ECI |D {123

ok | cancel | apply |

Fill in data as follows and click Apply:

Company: free-form text field

Country or Region: select from pull-down menu

Telephone: telephone number (10 digitsin the U.S., beginning with area code), no parentheses,

hyphens, or spaces

Extension: free-formfield

email: your company’s Internet address, such as abc@abc.com

Enterprise or ECI ID: enter one of these:

o Your IBM-assigned Enterprise number. An Enterprise is a grouping of customer numbers.

o Your Electrontic Customer Interface (ECI) ID. These numbers are used to identify customers
and their associated service agreement terms. Y our purchasing team may be able to provide an
ECI ID.
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Contact
This isinformation about the person who supports this machine. Thisis the person IBM would be
contacting in the event of a problem on this machine.

mﬂectrnnit Service Agent{tm) Yersion 3.0 = ’Ell_)ﬂ

System Status | Company Gontact I Location | Communications | Advanced |

Contactname® {Johin Smith

Country or Region®  |UNITED STATES ~|
Telephone™ |s035784828

Extensian [123

‘Bmail* lishngibrm com

oK | cancel | Apply |

Fill in data as follows, and and click Apply:
Contact name: free-form text field
Country or Region: select from pull-down menu
Telephone: telephone number (10 digitsin the U.S., beginning with area code), no parentheses,
hyphens, or spaces
Extension: free-form field
email: your Internet address, such as janedoe@abc.com
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Location
This screen requests information about the location of the machine. Thisis NOT the mailing address: it
is the physical location used by IBM to dispatch afield service representative.

mﬂectrunit Service Agent{tm) ¥ersion 3.0

Systemn Status | Company| Contact Location | communications | Advanced]

E:I'-yp_e in details of the location of your managed systems. This Infarmation is used by the [BM service rep_resentatwa'tum

find the systern if a Service Requestis sentto 1BM.

Building, Floor, Office*
Coufitr or Region®
Address®

Cibe

State S Province®

PostfZip Code™

Chapter 5: Configuration

=3f

|Rhein Second floor

|UNITED STATES =
|15300 8w Kall Parkway

|Eleaver1|:|n

|Oregnn LI
{97008

{alis

cancel | appiy |

Fill in data as follows and click Apply:

Building, Floor, Office: free-form text field
Country or Region: select from pull-down menu
Address: street address, free-form text

City: free-form text

State/Province; select from pull-down menu

Post /Zip Code: free-form text

Communications
Y ou cannot use the Auto Discovery feature if:
@ You haveingaled a Data Collector on a separate subnet from the location of your Gateway
@ You have other software that uses port 19955
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In both cases, you will want to override the default setting for how this machine will communicate to
the Gateway (Data Transmission System). The Communications tab lets you do this by filling in the
‘Port Number’ and ‘| P address or host name’ fields.

I Electronic Service Agent(tny) Version 3.0 =10 =]

Systern Status | Company] Contact| Location  Communications | Advanced |

~Connection to Gateway System

Fort [urmibers 119355

IP address ar host Rame* ;esaGateway.ibm.cnm

~Connection to this system-

Pott Murnber™ [19955

(73 Cance| | Anphy

Port number:

o |dentifies which port the Data Collector will use to attempt to connect to the Gateway.

o Must be changed if another application in the network uses the default port.

o Note: All Electronic Service Agent systems in the network must have the same port configured.

The IP address or host name is the address or host name of the Gateway.

o Thisis normally blank and should be completed only if you do not want to use broadcast to
contact the Gateway system, or the Gateway is unreachable by broadcast. This would be the
case where the Data Collector and the Gateway are on separate subnets.

@ The host name should be entered as a fully qualified name or the IP address of the Gateway.

The system port is the port number this machine will use to receive messages. Again, if you have

software using port 19955, you will want to change thisto an unused port. All port numbers are a

decimal humber up to 65535.

Advanced
IBM provides aweb site where you can view the data for the systems you have enabled. This web site
contains al the error data for the machines serviced by Electronic Service Agent.
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The Advanced pand alows you to authorize up to two usersto view this data.

mﬂectrunil: Service Agent(tm) Yersion 3.0 = Im] 5

Systemn Status | Company] Contact| Location| communications AdVaﬂﬁ.Ed-l

~Authorize Weh Users

|BM provides a web site where you can view details ofthe systerns you have enabled far Electronic Services To
authorize users to access this information, enter one or fwa IBM Commoh Registration user|Ds. Please see the

Uzet's Guide formore [nformation.

Uzar D= |Llser0ne IuserTwu

Towiew details of the systems and o perform futher user ID maintenance, please visit

bt e b commisuppotielectranic

;Ié_-hil'l-%'-lElent:onié__E;;;ip\e Ageni(tm) far IBruT;S-EErﬁmﬁ for_x_sale_s@ ana_r»l-égi_nig@ ;
|Java and: all Java-bazed trademaie are tradem atkes of Sun Mictosystems, Ine. in the United States, other countries, or both;
ihlicrosaft, Wiindans, Windows NT WindowsXF and the Windows fogao are tradamaks of'Miomsoﬁ'Corporatibn_in‘thva United States

|other 'courtries, orboth,
[Dther company, product orsenice names may be trademaks or sefice mas of others.

ok | cancsl | apty |

For example, you might want to authorize a customer’s contact and the contact’s manager. These rules
apply:

The users you authorize must have an IBM Common Registration ID. To obtain this registration,
have the users sign on to IBM Regigtration at https:/www.ibm.convregistration/selfreg.

Y ou may add more than two users by visiting http://www.ibm.convsupport/electronic. This web

site provides more details about the Advanced function.

Configuration End
When al of the panels are complete, click OK.
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Chapter 6. Support

Entitlement to Automatic Problem Submission

You are entitled to automatic problem submission from IBM only if your systems are under warranty
and/or your organization has a maintenance agreement with IBM Service. This service program is not
intended for customers who have a third party maintaining the xSeries and Netfinity servers. IBM’s
standard warranty response time is the next business day unless you have purchased an upgrade to the
service level agreement.

Contacting Support

If you encounter problems or have technical questions regarding Electronic Service Agent, you should
call your nearest IBM support center. Y ou can obtain support center contact details that are
appropriate for your country/region from the following web site:

http://publib.boulder.ibm.com/pubghtml/as400/v4r 4/ic2924/infolr zajitbl.htm

If you are aresident in the United States, contact support at 1-800-1BM-SERV (1-800-426-7378).
hardware support. Y ou should have your machine type and seria number ready to give to the IBM
support staff. Your machine type is identified by a four-digit number.

Web Sites

IBM PC Support and Information
http://www-3.ibm.com/pc/support/site wss

IBM Support Center contact information
http://publib.boulder.ibm.com/pubshtml/as400/v4r 4/ic2924/infolr zajitbl.htm

Electronic Service Agent installation package
http://www.pc.ibm.com/qtechinfo/M | GR-40870.html
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Appendix A. Noticesand Trademarks

Notices
This information was developed for products and services offered in the U.S.A.

IBM may not offer the products, services, or features discussed in this document in other countries.
Consult your local IBM representative for information on the products and services currently available
in your area. Any reference to an IBM product, program, or service is hot intended to state or imply
that only that IBM product, program or service may be used. Any functionally equivalent product,
program, or service that does not infringe any IBM intellectual property right may be used instead.
However, it isthe user’ s responsibility to evaluate and verify the operation of any non-1IBM product,
program, or service.

IBM may have patents or pending patent applications covering subject matter described in this
document. The furnishing of this document does not give you any license to these patents. Y ou can send
license inquiries, in writing to:

IBM Director of Licensing
IBM Corporation

North Castle Drive
Armonk, NY 10504-1785
U.SA.

For license enquiries regarding double-byte (DBCS) information, contact the IBM Intellectual Property
Department in your country or send inquiries, in writing, to:

IBM World Trade Asia Corporation Licensing
2-31 Roppongi 3-chome, Minato-ku

Tokyo 106

Japan

The following paragraph does not apply to the United Kingdom or any other country where such
provisions are inconsistent with local law:

INTERNATIONAL BUSINESS MACHINES CORPORATION PROVIDES THIS PUBLICATION
“ASIS” WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESS OR IMPLIED,
INCLUDING, BUT NOT LIMITED TO, THE IMPLIED WARRANTIES OF
NON-INFRINGEMENT, MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

Some states do not alow disclaimer of express or implied warranties in certain transactions; therefore,
this statement may not apply to you. This information could include technical inaccuracies or
typographical errors. Changes are periodically made to the information herein; these changes will be
incorporated in new editions of the publication. IBM may make improvements and/or changes in the
products and/or the programs described in this publication at any time without notice.

Any references in this information to non-1IBM Web sites are provided for convenience only and do not
in any manner serve as an endorsement of those web sites. The materials at those Web sites are not part
of the materials for this IBM product and use of those web sitesis at your own risk.

IBM may use or distribute any of the information you supply in any way it believes appropriate without
incurring any obligation to you.
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Licensees of this program who wish to have information about it for the purpose of enabling (1) the
exchange of information between independently created programs and other programs (including this
one) and (2) the mutual use of information which has been exchanged, should contact:

IBM Corporation
Department 80D

P.O. Box 12195

3039 Cornwallis
Research Triangle Park
NC 27709

U.SA.

Such information may be available, subject to appropriate terms and conditions, including in some
cases payment of afee.

The licensed program described in this document and all licensed material available for it are provided
by IBM under terms of the IBM Customer Agreement, IBM international Program License Agreement
or any equivalent agreement between us.

This information contains examples of data and reports used in daily business operations. To illustrate
them as completely as possible, the examples include the names of individuals, companies, brands, and
products. All of these names are fictitious and any similarity to the names and addresses used by an
actual business enterprise is entirely coincidental.

Trademarks
The following terms are trademarks of the IBM Corporation in the United States or other countries or
both: 1BM, Electronic Service Agent, Extended Services, Netfinity, OS/2, xSeries, eServer

Java and all Java-based trademarks are trademarks of Sun Microsystems, Inc. in the United States,
other countries, or both.

Microsoft, Windows, Windows NT, and the Windows logo are trademarks of Microsoft Corporation in
the United States, other countries, or both.

Intel, Intel Insde (logos), MMX and Pentium are trademarks of Intel Corporation in the United States,
other countries, or both.

Other company, product, and service names may be trademarks or service marks of others.
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Appendix B. Remote Installation

IBM Electronic Service Agent gives you the ability to remotely install one or more Data Collectors,
using an installation options file named "datacollector.rsp.” This file contains the default options for
Data Collectorsthat are installed on the same subnet as the Gateway. To use thisfile for Data
Collectors on different subnets, refer to "Configuring Data Collector Manually”" in Chapter 4.

The contents of the file are included here.

# InstallShield Options File
#

# Wizard name: Setup

# Wizard source: setup.jar
# Created on: Thu May 22 12:41:37 PDT 2003

# Created by: InstallShield Options File Generator

#

# Thisfile contains values that are necessary to remotely install Electronic

# Service Agent. It can be used to configure Setup with the options specified

# below when the wizard is run with the "-options" command line option. Read

# each setting's documentation for information on how to change its value.

#

# A common use of an options fileis to run the wizard in silent mode. Thislets

# the options file author specify wizard settings without having to run the

# wizard in graphical or console mode. To use this options file for silent mode

# execution, use the following command line arguments when running the wizard:
#

# 5639-n89-30.exe -options "datacollector.rsp” -silent

#

# NOTE: The system must be rebooted after the remote install. The reboot

#  isnot part of the default action.

# User Input Field - SystemType
#
-W dadtChoice.SystemType="collection"

# User Input Field - language
#
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-W licensel anguage.language="EN"

# License Agreement State

#

# The initial state of the License Agreement panel. Legal values are:
#

# 0 - Nothing will be selected

# 1-"I &accept the terms of the license agreement.” will be selected
# 2-"l &do not accept the terms of the license agreement.” will be
# selected

#

# For example, to configure the panel to initially display "1 &accept the terms
# of the license agreement.”, use

# -W IpEnglish.selection=1

#

#One of the values below must be '1' and all the others ‘2.

#

-W IpChineseTaiwan.selection=2

-W IpChinesePrc.selection=2

-W IpEnglish.selection=1

-W IpFrench.selection=2

-W IpGerman.selection=2

-W Ipltalian.selection=2

-W |pJapanese.selection=2

-W IpKorean.selection=2

-W IpSpanish.selection=2

# 1BM Electronic Service Agent Install Location

#

# The install location of the product. Specify a valid directory into which the
# product should be installed.

# If the directory contains spaces, enclose it in double-quotes. For example, to
# install the product to C:Program FilesMy Product, use

#

# -PingtallLocation="C:Program Files\My Product"

#

-P installLocation="C:\Program Files\| BM\ServiceAgent"

# Update Network and gatewayName choices -- Use one set of values OR the other,
# but not both.
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#

# The manual selection must be used if the data collection systemis not on the
# same subnet as the gateway system. If "manual” is used, then avalid

# gatewayName must be selected.

#

# -W askUpdateNetwork.choice="manua"

# -W enterDaNetworklnfo.gatewayName="abcgate.someplace.com”

# Thisisthe selection to be used if the data collection systemis on the same
# subnet as the gateway.

-W askUpdateNetwork.choice="auto"

-W enterDaNetworklnfo.gatewayName=""

# User Input Field - dtPort
#
-W enterDaNetworkl nfo.dtPort="19955"
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AGN
AT&T Global Network.

Configuration
Adaptation of files to a specific customer site for execution.

Configuration file

A filethat contains information supplied by the customer, for example, customer contact information. It
is created or changed during the install and configuration process, may aso be changed during an
Electronic Service Agent upgrade or via commands from other subsystems or from the SDR.

Configurator
The program that performs the process of configuring to the requirements of the customer site.

Data Collector
The subsystem responsible for collecting system and information and sending it to the appropriate
destination as messages.

ECI
Electronic Customer Interface.

Encryption

A method of encoding messages to provide message security. Local encryption encodes messages
moving among distributed subsystems in a networked environment. External encryption encodes
messages before transfer between the Gateway and 1BM .

Entitlement
Relates to the level of support provided to a customer. The level of support is determined by the
contractua arrangement between IBM Global Services and the customer.

Error information
Information describing the conditions on the managed system that are beyond the specified tolerances of
normal system behavior.

Event

An event is a means of identifying a change of state of a process or device on the network. For
example, an event identifies when a critical resource threshold such as virtual memory utilization is
met.

FRU
Field Replaceable Unit.

Gateway

The subsystem that establishes secure communication with IBM  and transfers messages between the
Data Collector and IBM.

IBM Director

A systems management product providing support for IBM xSeries servers.
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ICR
IBM Common Registration.

Installation

The placement of binary, non-customized control files, and support filesin a directory hierarchy on the
customer system. Establishment of specific user accounts, groups, etc., and of default permissions and
authentication regquirements.

Inventory information

Information describing the basic configuration of a managed system. Included are alist of the physical
characteristics of the managed system (number of processors, amount of memory and disk, etc.), and a
list of installed software.

LAN
Local Area Network.

Log File
Files that record information about normal and abnormal operation. A file that contains entries
delimited by a time stamp.

Managed systems
An operating system instance or hardware platform monitored by Electronic Service Agent.

Problem report
A technology-neutral term describing a problem that requires the attention of IBM service personnel.
This term can be used in place of the RETAIN-specific term, problem management report (PMR).

Registration

Regigtration associates authorized local users with a managed system, allowing them accessto data
about that system on the Electronic Service Agent web site. Registration is initiated by Electronic
Service Agent .

Schedule driven
Collectors and detectors that gather information about managed systems at specified times.

Service Data Receiver (SDR)
The facility on the IBM server that receives messages from Electronic Service Agent

SSL
Secure Socket Layer.

WAN
Wide Area Network.
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Company Form

Appendix D. Forms

Company Name:

Country:

Company Phone:

Extension:

Company email:

IBM Enterprise Number:

Contact Form

Contact Name;

Contact Phone:

Extension:

Contact email:

Location Form

Bld/FIr/Ofc:

Street Address:

City/Locality:

State/Province:

Post Code:
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Machine Type

M achine M odel

M achine Serial

Comment
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