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Strategic Direction 

“We are trying to reduce the number of 
times you call Support as we make it 
more complete, test better, and automate 
more.  We’ll provide more and better 
information online.  We’re now organized 
around functional flows so you can talk to 
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around functional flows so you can talk to 
an expert.”

Larry Ellison, CEO, Oracle
OAUG Conference, Philadelphia

~2003



Oracle Global Customer Support 
Kratka povijest GCS-a

• 2000-2003 : Od lokalne do regionalne organizacije

• Organizacija na nivou regije (EMEA)

• Telefonski support u padu, Internetski u porastu

• 2004-2006 : Od regionalne do globalne organizacije

• Globalno ujednačena organizacija

• Globalni procesi

• Self Service
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• Self Service

• Baza znanja

• 2007-2009 : Standardizacija sistema

• My Oracle Support

• Configuration Manager

• Communities

• 2009-2012 : Support Transformation



Smanjili smo potrebu za reaktivnom podrškom
uz stalni porast korisničke baze

Service Demand Compared to Contract Base
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Software Support Status
Godišnje Support transakcije

Prijenosi znanja Zahtjev za uslugom

“Pravi” problemi

Support transakcija

Odgovor iz baze znanja Patch Download

100M

94% (94M) 6% (6M)

58% (3.5M) 27% (1.7M) 15% (0.9M)
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Forumi Support SR-ovi Development SR-ovi

Proactive Problem Avoidance

Samo 0.1% od 
ukupnog broja 

transakcija

Poznati i konfiguracijski problemi

6% 87% 7%



Troškovi korisnika prema tipu problema

Novi SR

Bug/Defect

$$$

$$$$
Upgrade/Patch

Upgrade Advisor
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Automatska prijava

Prijenos znanja

Novi SR

$

$$

Predviđanje i izbjegavanje

problema

Configuration Manager



Advisors

• Lifecycle Advisors: Note 250.1

• Upgrade

• Patching & Maintenance
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Primjeri Advisora

Upgrade Database
• 10.2 na 11.2

• 9.2 na 11.2

Upgrade EBS

EBS Patching
• EBS R12 i 11i

FMW Patching
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Upgrade EBS
• Tech stack 11.5.10.2 na 12.1.3

• Financials 11.5.10.2 na 12.1.2/3
• Manufacturing 11.5.10.2 na 

12.1.2/3

Upgrade FMW
•Oracle AS 10g Forms/Reports Services to 
Oracle Middleware 11g Rel1

•Oracle AS Portal to Oracle Middleware 
11g Rel1

FMW Patching
• FMW 11g

Solaris Patching
• Sun Systems Solaris



Oracle Configuration Manager
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