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Overview

Welcome to the TIBCO Software Inc. — Spotfire Customer Support site. On this site, our
customers, partners and employees can access our extensive knowledge base articles of new
product alerts, Frequently Asked Questions (FAQs), Technical notes, Late Breaking News (LBN),
solutions and more. Additionally, validated customer contacts can submit, update, and view

product support requests.

Features:

e Fast, centralized support channel for all questions concerning TIBCO Spotfire products.
e In-depth, updated knowledge base containing the latest information pertinent to your

inquiries and our products.
e Detailed account history of all of your active and solved requests.
e Download links to our latest products downloads and updates.
e View the latest Product Requirements

Customer Support Site: http://spotfire.tibco.com/support/
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Requirements:

e Internet Explorer web browser v6.0 or higher

e TIBCO Spotfire customers requesting assistance for products require an active product

license agreement and maintenance support.

e Customers engaging with TIBCO Spotfire Support require an active account support
o User profiles require a valid email address for correspondence and account validation.
Internet based email accounts like Yahoo, Hotmail, Gmail, MSN, AOL are not permitted and

will delay validation and response.
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Registration:

1) Go to “TIBCO Spotfire Customer Support” http://spotfire.tibco.com/support/
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2) Select “Request a user profile” link to display the New User profile registration page.
Alternatively users can access the New User registration page from the “Login to the TIBCO

Support Web” main support site portal.

From this page, you will be able to login your

account, retrieve your forgotten password, Register with Support, or review more information
about Support and the registration process.

User ID:

Password:

Login to TIBCO Support Web:

Login as : (& Customer O Employee

Forgot your password

@egister with Supp@( More about us
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3) Customers requesting assistance for TIBCO Spotfire products are required to create an
account profile in the TIBCO Support Web system. Click “Register with Support” link to
display the profile registration form. Complete the contact form and level of support contracted
by your account and select the License type “Check Box” for the Spotfire/S+ Products. Once
you complete the secondary form, select the “Submit” button to proceed.

Request a user login for TIBCO Support Web

e

Please note that fields marked as ™" are required fields

First Name:* TIBCO
Last Name:* Spotfire Support
Email Address:* suppornt@tibco.com

(Individual company email address only)
Phone Number:* H0OK-200%-2000

Company:* TIBCO Software INC.

212 Elm Street

A * Somerville, MR 02144
Company Address

What products are you using?
Evaluation | License
TIBCO Infrastructure Products | |

TIBCO Spatfire/S+ Products

Additional Fields:

Spotfire/Insightful License Products Questionnaire
Role: Select one value - <End-User, Admin, Developer/Architect, Management>
Product Download location: <Select the best location from available choices>
Serial Number: required for TIBCO S+ v8.0.5 or prior — otherwise enter NA
Download Account Name: <similar to XXXXX-12345-12345>
Name of Purchaser: <Named contact authorized to download products>

Spotfire/Insightful Evaluation Products Questionnaire
Product Download location: <Select the best location from the available choices>
Term of Evaluation: <30 days, 60 days, other time period>
TIBCO Account Rep. Name:
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4) After you complete the New User registration form, you will receive a notice to acknowledge
the submission. TIBCO Support will review your registration and confirm support account
entittement. In a short period you will receive an email with your login credentials and site
instructions. Once you receive the account profile credentials, return to the Support website
proceed to login the site and submit your Service request.

If you have any technical questions requiring attention, please send a message to
support@tibco.com while we process your account profile.

Request for New User ID Submitted

Dear Spatfire Support Admin,

Your regquest for TIBCO Support Web user-id has been successfully
submitted. You will receive an email shortly that will contain the

service request id (SR_ID) assigned to your request

We will try to process your request as quickly as possible. We will
contact you if we need any further information

Please send an email to supportEtibco. com to report a problem or
guestion to support while your request is being processed

Thank you very much for your co-operation and patience
Sincerely,
TIBCO Customer Support

Please click here to go back to TIBCO Support ¥eb

5) Customers with validated account profiles should enter their User ID and Password, select <
Login as: Customer or Employee > radio button and click the “Login” button.  If you are
unsure of your login credentials, use the “Forgot your password?” to retrieve your password.
We recommend that you update your account profile and change your account
password to secure your access.

Login to TIBCO Support Web:

User ID:
Password:

Login as : () Customer O Employee

Forgot your password
¥

Register with Support | Maore about us

6) After you receive the login credentials, return to the Support site (Stepl) and complete the
login process as outlined (Step 2). Successful portal login will present the main Support Web
page. From here, there are a number of features we recommend you investigate and
explore. Please review the short “TIBCO Support Overview” presentation relating to this site.
Click the “New Service Request” link and complete the brief problem classification form to
submit your first Service Request.
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7) Complete the form with as much detail as possible, abstract summary of problem, complete
description of problem, steps to reproduce the problem, urgency or any other relevant details.
Once you complete the form, click the “Finish” button.

TIBCO Spotfire Product Family - Environment and Problem Details *Required Information

*TIBCO Spotfire Version 3.1.0 ~|

Environment Details

*Hardware Platform )
(Refer to release notes for x3& v
supported hardware)
*Operating System Version
(Refer to release notes for Wwindows 7 v
supported 0S)

Problem Details

Note : Please DO NOT include data (log files, code snippets, etc.) as an update. Add it as an attachment
instead.

*Abstract of the Problem |Enter general summary of problem or behavior

— Provide complete description of problem

— Detailed steps to reproduce the svent

— Number of users affected with simiar issue

— Hardware and software considerations

— Attach screenshots of errors

— Attach log files related to issus

— Any additional relevant information to assist in diagnosis

»
Complete problem |~ ..+ i formation i aifferent from registration profie

description
(Maximum Length 15,000
Characters)

| @)

Information needed to report a problem:

= Basic product information (product name, version, hardware platform, operating system,
product component)

= Clear & concise problem description.

= Severity level and the business impact (should be provided under "complete problem
description" section of the TIBCO Support Web).
Note - Problem reported without any severity level will be treated as Severity 3 by default.

=  Steps to reproduce the problem (if available).

= Additional information like log files, trace files, repository file, configuration file etc.

= Provide as much as details as possible on the problem such as event that triggered the
problem, any changes that occurred, steps or resources you already have taken or
consulted, how many times have you seen the problem etc.
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8) The next series of screens summarize the service request, generate a reference tracking
number, add updates to your initial information request and upload files related to the request:
screenshots, log files, documents, and text files.

Note: There is a 10 MB file upload limitation on the service request.

Files that exceed this

limitation will be required to upload to a temporary folder on our FTP site. Please consult with
the assigned support engineer for instructions and credentials should larger files be required

to diagnose the request.

Request Detail

b scriice Request #

Hardwares Mol Specified
Last Mame:
Status: Unassigned

Severity: 3-tedium

Abstract: Erter summary abstract of prabiem (Sample Service Recuest)

'\

Description

Updates Update request
Created =

Project profile
Erwironment : Development

Custarner : Self

Type of engagement : Internal Use
Allow SR to be viewed by Custormer @ Mo
Contact : Michael

Company : TIBCO Saoftware Inc.

Email Address :

Work Phone #

Wise Account Info

Product : TIBCO Spotfire
Praduct Rel 2.1
Component Narne : Metrics
Compaonent Yersion :
Rendezvous Rel : hiA

JRE Rel : N/A

Campiler

100372008
(03:48:25 PM

Add updates to request

Product:

Operating Sys.: Windows KP

First Name:

Aceount: TIECO Software Inc:

Sourc

e ek

Email CC:

Deseription:

[Sikoet | [Eancei |

ents

44— Uploadfiles

File Hame File Type Size
Upload files to request
Anachmants
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Email response to customer with Service Request number.

Subject: (SR_ID:1-0BJSM7)-Enter summary abstract of prablem (Sample Service Request]

Dear Customer:

(SR_ID:1-9BI5M7) has been successfully created using TIBCO Internal Support Web.
Please log on to http://support.tibco.com to check your service request when you are notified of an update.

Thank you for contacting TIBCO Support.

Sincerely,
Customer Support
TIBCO Software Inc.

Knowledge Base:

In the upper left hand corner, users can utilize the Knowledge base search tool for Support request

Solutions, FAQs and Late Breaking News (LBN) articles.

Example: Let's say you are a new user and are looking for more information on new features and
functionality in the latest TIBCO Spotfire releases, enter the search criteria text - “What’s new in

Spotfire” in the Search Text field and click the “Search” button.

Search KB

44— Enter keyword search

i My Open Service

| Request

| My Service Request
i My Account's Open

| Service Request

My Account's Service
| Request

| All Senice Requests

Support Updates

Customer Satisfaction Survey (Sep 1, 2009 - Nov 30,
2009): Your feedback is important to us. <mores

Tools and Training

Suppeort Guides: Click here to find troubleshooting tips and

! profile in-depth technical articles about TIBCO products

i UserProfile
| My Accounts Profile

Project Profile: Encourage your customers to provides us with
technical information about their projects so that our support engineers
H can understand their environment quickly and provide them a speedy

| Support Policies resolution <Here's Hows

| Overview TIBCO Support Overview Presentation: An Overview of TIBCO's

i Reporting a Problem support model, suppoert centers around the world, how senvice requests
| g ”'1 Level are processed, escalation mechanisms available to you, and much
: nitians

mare

Gick here to view TIBCO Support Overview |)resen|:||ia

| Technical Assistance

i Contact

Authorized Contacls

i Escalations

| Response Times

| Product Updates

i Product Versioning

i Limits H
i TIBCO Support Holidays

King News

: ws
| Archived News
| Review News

| Surveys
1 Overview

Reports [] Hew

Create New Senice Request
MNew Service Request

TIBCO Support Web Features

78 Introducing [OEISeltil} Reporting

<more>
SEARCH TOOL for FAQs and LBNs: Search Tool a better
and effective method to search. <more>

Auto ificati to Management

contacts will now receive auto notification from support web. <more>

View list of authorized support contacts: It is now
possible to see details of the “Support’ and ‘Management’ contact for
any customer. <more>

Solution Subscriptions feature available: Receive emails on known
issues and hotfixes <more>

Service Request Notifications for your accounts: Get notified on
accounts that are important to you. <more>

Subscribe to a specific Service Request: Monitor what is happening
on an SR <more>

The system will return a list of possible solutions or related articles to your search criteria. If the
list returned is general in nature, you will be able to narrow the search by refining the search

criteria to solutions, date ranges, or product line specific articles.
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Select the article link of interest to view the content details of the Solution, FAQ or LBN search
request.

Solution 1D: FAQI-9EWAGE Approved Date: 10/30/2008
0S: INAA Scope: Customer
Product / version:  TIBCO Spotfire / 2.1.0 Status: Approved

Description:

What's new in TIBCO Spocfire 2.172

Detail:
What's new in TIBCO Zpotfire 2.172

RESOLUT ION
To learn more about what is new in Spotfire 2.1, please read the following PDF
document :http://support.spotfire.con/release/Spotfire2l WUhats_new.pdf.

If you decide to upgrade to 3potfire Z.1, please read the following article before doing so- Article
ID: 1284; "How do I upgrade to TIBCO Spotfire 2.127

Attachments:

Keywords:

SPEBID-1282
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Contact Spotfire

TIBCO Spotfire Main Office
212 Elm Street

Somerville, MA 02144
1-617-702-1600
1-617-702-1700 (fax)
Driving Directions

TIBCO Spotfire Seattle Office
1700 Westlake Ave North
Seattle, WA 98109-3012
1-206-283-8802

Driving Directions

TIBCO Spotfire European Office
Forsta Langgatan 26

413 28 Goteborg, Sweden
031-704-15-00

Driving Directions

TIBCO Spotfire Japanese Office
Shinjuku i-Land Tower 22F

6-5-1 Nishi-Shinjuku, Shinjuku-ku
Tokyo 163-1322 Japan
+81-3-5324-8686
+81-3-5324-8212 (fax)

TIBCO Spotfire Support Guide

Sales

mds@tibco.com

North America: +1-866-240-0491
Europe: +44-800-520-0443

Support

Submit a Support Request

Technical Assistance Centers (TAC) Phone Numbers:

North and South America: +1-650-846-5595 or +1-877-958-4226
Europe, Middle East, Africa:: +44 (0) 870-909-3898

Australia: +61-2-4379-9333 or 1-800-184-285

Asia: +61-2-4379-9333

Consulting Services
spotfireconsulting@tibco.com

Training
spotfireregistrar@tibco.com

Partners
spotfirepartners@tibco.com
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