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This document provides frequently asked questions about My Oracle Support registration. It contains the following questions:

	
How can I proceed with the registration process if I know my Support Identifier (SI) but the company name displayed is not correct?


	
Who should I contact in my company and Oracle if I have an issue with registering for My Oracle Support and I can't find a solution?


	
What does being assigned as the CUA imply?


	
How do I create a new user account in My Oracle Support?


	
How can I add an SI to my user account in My Oracle Support?


	
How do I change my user name and password in My Oracle Support?


	
How do I reset my password in My Oracle Support?


	
Why haven't I received the My Oracle Support reset password e-mail?


	
Why do I receive the 'Error: Cannot Add Support Identifier, SI is not valid or does not allow registration' message when I try to add an SI?


	
Why do I receive the 'Error: Your access to My Oracle Support is restricted because you currently do not have any active SIs in your profile' message when I log in to My Oracle Support?


	
What can I do if my request hasn't been processed?







	
Note:

For more information about the My Oracle Support registration process, see the "Registration, Sign In, and Accessibility Options" chapter of the My Oracle Support help:
http://www.oracle.com/pls/topic/lookup?ctx=mos_en&id=MOSHP101











How can I proceed with the registration process if I know my Support Identifier (SI) but the company name displayed is not correct?

The company name used by Oracle Support may be different from the actual company name. You can find the company name used by Oracle Support in the Welcome Letter, which resides with the technical contact or Customer User Administrator (CUA) for your company.






Who should I contact in my company and Oracle if I have an issue with registering for My Oracle Support and I can't find a solution?

After you complete registration and request access to a Support Identifier, you can send an email to all CUAs associated with that Support Identifier. To do this:

	
Log in to the My Oracle Support portal.


	
Navigate to My Account then click the View link under the Administrator column in the table.




This will enable you to send a notification to the administers of the Support Identifier. If you need assistance from Oracle, contact your local support representative. Find your product, country, or area at the following URL:


http://www.oracle.com/us/support/contact-068555.html






What does being assigned as the CUA imply?

If your company or the registration process asked you to be the CUA you should:

	
Review the My Oracle Support Frequently Asked Questions at the following URL:

http://docs.oracle.com/cd/E25290_01/doc.60/e28848/toc.htm


	
Watch the How To video series at the following URL then select CUA Tasks to launch the short videos which describe the responsibilities of a CUA and how to perform associated tasks: https://support.oracle.com/epmos/faces/DocumentDisplay?_afrLoop=393891487080675&id=603505.1&_afrWindowMode=0&_adf.ctrl-state=vu7nazmtk_4


	
Register for the My Oracle Support Essentials Webcast series at the following URL then select the Customer User Administration topic: https://support.oracle.com/epmos/faces/DocumentDisplay?_afrLoop=394119482581260&id=553747.1&_afrWindowMode=0&_adf.ctrl-state=vu7nazmtk_45

The My Oracle Support Essentials Webcast is a series of interactive live events where you can ask questions. See the schedule for this month at the following URL:

https://support.oracle.com/epmos/faces/DocumentDisplay?_afrLoop=394244317310994&parent=DOCUMENT&sourceId=603505.1&id=1676694.1&_afrWindowMode=0&_adf.ctrl-state=vu7nazmtk_86









How do I create a new user account in My Oracle Support?

To create a new user account in My Oracle Support:

	
Navigate to:


https://support.oracle.com


	
Select Step 1: New User? Register here.


	
Enter the required fields then select Create.

A verification e-mail is sent. Follow the steps in the e-mail to verify your account.


	
Enter the following URL in a browser then sign in to My Oracle Support: http://support.oracle.com


	
Enter your SI then optionally add an note to the approver.


	
Click Next.

Ensure that you click Next after entering the Support Identifier numbers to complete registration. You must add contact information and agree to the terms of use.


	
Enter the required fields then select Submit.

The status of your request is Pending until you receive the approval from the CUA or from Oracle Support if you are the first person requesting this SI.









How can I add an SI to my user account in My Oracle Support?

To add an SI to a user account in My Oracle Support:

	
Enter the following URL in a browser then sign in to My Oracle Support: http://support.oracle.com


	
On the right top of the page, display the drop down menu by clicking the arrow next to your name.


	
Select My Account.

The SI section opens and displays a table showing the Support Identifiers in your profile. If you are not able to see this section, expand the navigation tree using the center arrow.


	
Select Request Access.


	
Do one of the following:

	
If you know your SI, add an optional note to the approver and the SI. If prompted, enter your company name.


	
If you do not know your SI, use the Find your Support Identifier tab, enter the serial number, and select your company name from the list to find it.





	
Click Request Access. If this is the first user requesting to use the SI, a prompt asking for acceptance of the CUA role may appear.









How do I change my user name and password in My Oracle Support?

To change your user name and password in My Oracle Support:

	
Enter the following URL in a browser then sign in to My Oracle Support: http://support.oracle.com


	
On the top right corner, select your name to access the menu.


	
Select My Account.


	
On the Personal Information section, click the pencil icon next to User Name/E-mail or Password to edit it.

You are redirected to your Account page.


	
Click Change User Name or Change Password to save the changes.









How do I reset my password in My Oracle Support?

To reset your password in My Oracle Support:

	
Navigate to:


http://www.oracle.com


	
Select Forgot User ID/Password?


	
Enter your user name then select Submit.

You will receive an e-mail with directions about how to reset your password.









Why haven't I received the My Oracle Support reset password e-mail?

If you tried to reset your password in My Oracle Support and you have not yet received the e-mail:

	
Navigate to:

http://www.oracle.com


	
Log in with your credentials.


	
Go to Account then select Profile.


	
Select Edit.


	
Enter information in the requested fields.


	
Select Save Update.


	
Navigate to:

http://support.oracle.com


	
Click Login.


	
Select Password Finder.


	
Enter your e-mail account.


	
Click Submit.




The password reset e-mail may not be under the safe sender list. This may interfere with you receiving Oracle generated password e-mails.

To mark the password reset e-mail as safe:

	
Check your e-mail spam or junk folder.


	
Search for the following e-mail address:

oracle-acct_ww@oracle.com


	
Mark the e-mail as safe.


	
If you do not find the e-mail, contact your IT department and ask them to include oracle-acct_ww@oracle.com under the Safe Sender list.









Why do I receive the 'Error: Cannot Add Support Identifier, SI is not valid or does not allow registration' message when I try to add an SI?

You may be getting the error for one of the following reasons:

	
The SI you are entering does not exist. Verify the number on your contract or check your Welcome Letter. For additional help, call the Sales Support hotline. You can find the number at the following URL:

http://www.oracle.com/us/support/contact/index.html

If you are an Oracle Partner contact OPN at the following URL:

http://www.oracle.com/partners/en/most-popular-resources/partner-business-center-1954023.html




	
Note:

For more information about the My Oracle Support registration process, see the "Registration, Sign In, and Accessibility Options" chapter of the My Oracle Support help:
http://www.oracle.com/pls/topic/lookup?ctx=mos_en&id=MOSHP101










	
Your Service Start Date is in the future. You are only able to add the SI on or after your start date. Verify the service start date in your Welcome later.


	
'No support' status. Either your contract is on hold, terminated, suspended, expired, or the SI belongs to a support level which is not supported through My Oracle Support.


	
The SI has been created recently. If your SI has been created recently try again after 24 hours.




	
Note:

For information about the recently created SI, see the Knowledge Document ID 1070417.1, "Activation Delay May Prevent Customer to Add New Support Identifier (SI) to their My Oracle Support Account immediately".
https://support.oracle.com/epmos/faces/DocumentDisplay?_afrLoop=214539888712284&parent=DOCUMENT&sourceId=1102559.1&id=1070417.1&_adf.ctrl-state=ogttdym1r_4










	
The SI was created for CRM On Demand. The CRM On Demand Support Identifiers are automatically added to your CRM account by the CRM team.




	
Note:

For more information about your CRM OnDemand Support Identifier, log a Service Request (SR) in http://support.oracle.com under the CRMOD tab, or contact CRMOD Customer Care.








	
The SI does not have a product mapped to the license, or the product is mapped but has not been setup in My Oracle Support. For additional information, call the Support Sales hotline. You can find the number at the following URL:

http://www.oracle.com/us/support/contact/index.html


	
The SI has a product mapped to the license which is past Sustaining Support. For additional information, see Oracle Lifetime Support Policies at the following URL:

http://www.oracle.com/us/support/lifetime-support/index.html

Or call the Support Sales hotline. You can find the number at the following URL:

http://www.oracle.com/us/support/contact/index.html









Why do I receive the 'Error: Your access to My Oracle Support is restricted because you currently do not have any active SIs in your profile' message when I log in to My Oracle Support?

Your may be getting the error for one of the following reasons:

	
You do not have a valid or active SI on your profile.

To add a valid SI:

	
Navigate to Settings.


	
Select My Account.


	
Add a valid and active SI to your profile.





	
You do have valid SI on your profile, but mandatory fields on your profile are empty.

To fill the empty mandatory fields:

	
Navigate to Settings.


	
Select My Account.


	
Fill mandatory fields in your profile at the bottom of the screen. Mandatory fields are marked with an asterisk (*).


	
Select Save.


	
Refresh the page or log out and log in again.












What can I do if my request hasn't been processed?

To facilitate approval, you can send a notification from My Oracle Support.

If a CUA has not responded to your request after three days, you will receive another e-mail that shows the e-mail addresses of the CUAs so you can contact them directly.





Documentation Accessibility

For information about Oracle's commitment to accessibility, visit the Oracle Accessibility Program website at http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc.


Access to Oracle Support

Oracle customers that have purchased support have access to electronic support through My Oracle Support. For information, visit http://www.oracle.com/pls/topic/lookup?ctx=acc&id=info or visit http://www.oracle.com/pls/topic/lookup?ctx=acc&id=trs if you are hearing impaired.







My Oracle Support Registration FAQ, Release 16.2

E63697-05

Copyright © 2009, 2016 Oracle and/or its affiliates. All rights reserved.

This software and related documentation are provided under a license agreement containing restrictions on use and disclosure and are protected by intellectual property laws. Except as expressly permitted in your license agreement or allowed by law, you may not use, copy, reproduce, translate, broadcast, modify, license, transmit, distribute, exhibit, perform, publish, or display any part, in any form, or by any means. Reverse engineering, disassembly, or decompilation of this software, unless required by law for interoperability, is prohibited.

The information contained herein is subject to change without notice and is not warranted to be error-free. If you find any errors, please report them to us in writing.

If this is software or related documentation that is delivered to the U.S. Government or anyone licensing it on behalf of the U.S. Government, then the following notice is applicable:

U.S. GOVERNMENT END USERS: Oracle programs, including any operating system, integrated software, any programs installed on the hardware, and/or documentation, delivered to U.S. Government end users are "commercial computer software" pursuant to the applicable Federal Acquisition Regulation and agency-specific supplemental regulations. As such, use, duplication, disclosure, modification, and adaptation of the programs, including any operating system, integrated software, any programs installed on the hardware, and/or documentation, shall be subject to license terms and license restrictions applicable to the programs. No other rights are granted to the U.S. Government.

This software or hardware is developed for general use in a variety of information management applications. It is not developed or intended for use in any inherently dangerous applications, including applications that may create a risk of personal injury. If you use this software or hardware in dangerous applications, then you shall be responsible to take all appropriate fail-safe, backup, redundancy, and other measures to ensure its safe use. Oracle Corporation and its affiliates disclaim any liability for any damages caused by use of this software or hardware in dangerous applications.

Oracle and Java are registered trademarks of Oracle and/or its affiliates. Other names may be trademarks of their respective owners.

Intel and Intel Xeon are trademarks or registered trademarks of Intel Corporation. All SPARC trademarks are used under license and are trademarks or registered trademarks of SPARC International, Inc. AMD, Opteron, the AMD logo, and the AMD Opteron logo are trademarks or registered trademarks of Advanced Micro Devices. UNIX is a registered trademark of The Open Group.

This software or hardware and documentation may provide access to or information about content, products, and services from third parties. Oracle Corporation and its affiliates are not responsible for and expressly disclaim all warranties of any kind with respect to third-party content, products, and services unless otherwise set forth in an applicable agreement between you and Oracle. Oracle Corporation and its affiliates will not be responsible for any loss, costs, or damages incurred due to your access to or use of third-party content, products, or services, except as set forth in an applicable agreement between you and Oracle.




Oracle Legal Notices
Copyright Notice
Copyright © 1994-2016, Oracle and/or its affiliates. All rights reserved.
License Restrictions Warranty/Consequential Damages Disclaimer
This software and related documentation are provided under a license agreement containing restrictions on use and disclosure and are protected by intellectual property laws. Except as expressly permitted in your license agreement or allowed by law, you may not use, copy, reproduce, translate, broadcast, modify, license, transmit, distribute, exhibit, perform, publish, or display any part, in any form, or by any means. Reverse engineering, disassembly, or decompilation of this software, unless required by law for interoperability, is prohibited.
Warranty Disclaimer
The information contained herein is subject to change without notice and is not warranted to be error-free. If you find any errors, please report them to us in writing.
Restricted Rights Notice
If this is software or related documentation that is delivered to the U.S. Government or anyone licensing it on behalf of the U.S. Government, then the following notice is applicable:
U.S. GOVERNMENT END USERS: Oracle programs, including any operating system, integrated software, any programs installed on the hardware, and/or documentation, delivered to U.S. Government end users are "commercial computer software" pursuant to the applicable Federal Acquisition Regulation and agency-specific supplemental regulations. As such, use, duplication, disclosure, modification, and adaptation of the programs, including any operating system, integrated software, any programs installed on the hardware, and/or documentation, shall be subject to license terms and license restrictions applicable to the programs. No other rights are granted to the U.S. Government.
Hazardous Applications Notice
This software or hardware is developed for general use in a variety of information management applications. It is not developed or intended for use in any inherently dangerous applications, including applications that may create a risk of personal injury. If you use this software or hardware in dangerous applications, then you shall be responsible to take all appropriate fail-safe, backup, redundancy, and other measures to ensure its safe use. Oracle Corporation and its affiliates disclaim any liability for any damages caused by use of this software or hardware in dangerous applications.
Trademark Notice
Oracle and Java are registered trademarks of Oracle and/or its affiliates. Other names may be trademarks of their respective owners.
Intel and Intel Xeon are trademarks or registered trademarks of Intel Corporation. All SPARC trademarks are used under license and are trademarks or registered trademarks of SPARC International, Inc. AMD, Opteron, the AMD logo, and the AMD Opteron logo are trademarks or registered trademarks of Advanced Micro Devices. UNIX is a registered trademark of The Open Group.
Third-Party Content, Products, and Services Disclaimer
This software or hardware and documentation may provide access to or information about content, products, and services from third parties. Oracle Corporation and its affiliates are not responsible for and expressly disclaim all warranties of any kind with respect to third-party content, products, and services unless otherwise set forth in an applicable agreement between you and Oracle. Oracle Corporation and its affiliates will not be responsible for any loss, costs, or damages incurred due to your access to or use of third-party content, products, or services, except as set forth in an applicable agreement between you and Oracle.
Alpha and Beta Draft Documentation Notice
If this document is in preproduction status:
This documentation is in preproduction status and is intended for demonstration and preliminary use only. It may not be specific to the hardware on which you are using the software. Oracle Corporation and its affiliates are not responsible for and expressly disclaim all warranties of any kind with respect to this documentation and will not be responsible for any loss, costs, or damages incurred due to the use of this documentation.
Private Alpha and Beta Draft Documentation Notice
If this document is in private preproduction status:
The information contained in this document is for
informational sharing purposes only and should be considered in your
capacity as a customer advisory board member or pursuant to your beta
trial agreement only. It is not a commitment to deliver any material,
code, or functionality, and should not be relied upon in making
purchasing decisions. The development, release, and timing of any
features or functionality described in this document remains at the
sole discretion of Oracle.
This document in any form, software or printed matter, contains proprietary information that is the exclusive property
of Oracle. Your access to and use of this confidential material is
subject to the terms and conditions of your Oracle Master Agreement, Oracle License and Services Agreement, Oracle PartnerNetwork Agreement, Oracle distribution agreement, or other license agreement which has been executed by you and Oracle and with which you agree to
comply. This document and information contained herein may not be
disclosed, copied, reproduced, or distributed to anyone outside Oracle
without prior written consent of Oracle. This document is not part of
your license agreement nor can it be incorporated into any contractual
agreement with Oracle or its subsidiaries or affiliates.
Documentation Accessibility
For information about Oracle's commitment to accessibility, visit the Oracle Accessibility Program website at http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc.
Access to Oracle Support
Oracle customers that have purchased support have access to electronic support through My Oracle Support. For information, visit http://www.oracle.com/pls/topic/lookup?ctx=acc&id=info or visit http://www.oracle.com/pls/topic/lookup?ctx=acc&id=trs if you are hearing impaired.
[image: Oracle Logo]
OEBPS/dcommon/oracle-logo.jpg
ORACLE

My Oracle Support Registration
Frequently Asked Questions Online Help,
Release 16.2





OEBPS/dcommon/oracle-logo.jpg
ORACLE

My Oracle Support Registration
Frequently Asked Questions Online Help,
Release 16.2





OEBPS/dcommon/oracle.gif





