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Product Brief 

HP ResponseLine software 
support service for HP 3000 
computers provides compre- 
hensive software mainten- 
ance. You receive unlimited 
telephone assistance to 
resolve software problems. 
You also receive access to HP 
electronic support infor- 
mation services, preventive 
software maintenance, and 
problem escalation manage- 
ment. HP Response Centres 
bring together the worldwide 
resources of Hewlett-Packard 
into a single network for 

software maintenance. 

What HP ResponseLine 
includes 

Phone-in problem-solving 
and product-usage 
assistance 
Electronic access to 
support and product 
information through HP 
SupportLine electronic 
support 
Proactive software 
maintenance through HP 
Powerpatch tapes 
Well-defined escalation 

For users of the 
HP 3000 system. 

management procedures 
for critical software 
problems 
Remote software diagnosis 
through HP's remote 
support 
Right to use software 
enhancements 

Benefits to you 
Obtain rapid response to 
problems and questions 
Reduce time locating 
essential information 
Improve system product- 
ivity with preventive 
software patches 
Increase system uptime 
through systematic 
support methods 
Increase system perform- 
ance through software 
improvements 

Obtain rapid response to 
problems and questions 
HP ResponseLine software 
support service for HP 3000 
computers offers you un- 
limited telephone assistance 
for normal software usage, 
clarification of documen- 
tation, and resolution of 
software problems. With 
timely answers to your ques- 
tions, you gain full advantage 
of the features and functions 
of your HP software. 
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AZ team ol' Iraincd engineers 
handles each of yollr ques- 
lions. They examine every 
aspect of a problem and use 
a(1vancetl techniques to 
determine the best possible 
solution. HP ResponseLine 
software support provides 
guaranteeti response times 
ancl hours ol' coverage. 

Reduce time locating 
essential information 
In addition to telephone 
assistance, IIP provides you 
with up-to-date support 
information through HP 
SupportLine electronic s u p  
port. I-IP SupportLine gives 
you electronic. access to 
valuable information such as  
Engineering Notes, new 
1j;oduct anno~mcements, and 
software problem fixes. Its 
powerful keyword search and 
browse capabilities make it 
easy for you to locate the 
ilppropriatc. information. 

If you don'l finti the infor- 
ination that you need in using 
the HP SupportLine data- 
bases, you can place a call to 
the HP Response Centre with 
the electronic call submittal 
Seature anti request either a 
')-hour phone response or 
nexl-day electronic written 
response. 

Improve productivity 
with preventive 
software patches 
I1P Powerpatch, a preventive 
software maintenance service, 
applies known solutions to 
problems other customers 
have expericnc.ed, before they 
occur on your system. This 
preventive maintenance 
increases the uptime of your 
system by reducing the prob- 
ability that you will experi- 

ence the same problems. 

IIP PowerPatch enables you 
to order and install soflware 
patches proactivcly. There- 
Sore, you can modify your 
system bet ween updates and 
at update time. HP Powcr- 
Patch tapes are subject to the 
same quality assurance test- 
ing as I1P software releases. 

Increase system uptime 
through systematic support 
methods 
Escalation management 
programme. IIewlett -Packartl's 
escalation management pro- 
cedures increase your systcln 
uptime. In the event that your 
software problem cannot be 
solved rernotely by the HP 
Response ('entre, HP's well- 
clefined escalation procedure 
mobilises resources neccss- 
ary to resolve the problem 
quickly. Using advanced 
technology such as remote 
diagnostics and worldwide 
problem information data- 
bases, HP specialists isolatc. 
anti analyse your software 
problems and then develop 
and implement the best 
solution. 

HP's remote tliagnostics. HP 
mav recommend the use of a 
qualified diagnostic modem to 
provide remote assistance. 
Kernote support increases 
system uptime by quickly 
providing valuable inl'or- 
mation to assist in the resol- 
ution of critical problems. 

Increase system 
performance through 
software improvements 
I-IP ResponseLine software 
support for I4P 3000 corn- 
puter systems provides you 
with the right to use updates 

for all licenscd software on a 
single system. This right 
allows you to install and use 
updates a s  thcy becomc avail- 
able, which ensures that 
your software and documen- 
tation are kept current. You 
benefit from fixes or  enhancc- 
mcnts to HI' software as  thcy 
arc acldetl. 



Specifications 
Customer service 
requirements 
HP ResponseLinc sof'tware 
support servictl is of'f'clred for 
the current anti imrnctliatcly 
prececiing version of software 
products. You must ha\,? the 
right to use sof't\varc~ r~l~datcs;  
that right is part of 131' Hasic 
Line, HP ResponseLinc, and 
HP TearnLine software 
.;upport services. 'To rcccive 
c*opics of uptlate meciia, you 
must order the al)propriate 
software ul~tlate materials k)r 
each operating system ant1 
soflwarc subsystem products 
  st^ ordcring inf'orrliation). 

You may use software 
updates Tor licensed products 
on each SPlJ covered by HP 
ResllonseLine software 
support. 

Systern managcx. You must 
designate a system manager, 
an alternate, anti an extended 
hours alternate jir al~l~licable) 
to act as  the ccntral interface 
li)r IIP supl~ort  actil itics. The 
system manager ailtl the alter- 
nate shall be trainctl througtl 
cornl~lction of' appropriate HP 
training c.ourscs, or har-c 
equivalent IIP expcricncac. 
Extcndctl hours c:illt~i..s ancl 
applications user altc.r.natc 
callers must have the same 
qualifications a s  the systern 
manager. Only the al~thorisctl 
callers may use the IIP 
Rcsl~onse Centre. 

Remote support motlem 
access. -- - HP's remote support 
requires a qualified modem. 
You are responsible for 
implementing any temporary 
procedures requested by HP 
to provide remote sullport. 

Table 1. Service specifications 

Service 
Coverage 
hours Delivery specifications 

Exlrntlctl-l1o11rs ;tssislanc.c, is 
[)ro\,idtltl on  s!.slcnr ;trltl sc~lc~c.totl 
soll\v;trc 1)rotl~lc.t.; suc.h 21s b1I'I.: \: 
h11'13 XI,. ; I I I ( ~  EIl' 'l'~rrl)oIhTA(;l~~. 
I'riority rcXsl)ollsc~ is ~~roviclcltl 1'01. 
crilic;tl calls a11tl ;I m;txirnum 2-horrr 
rcsponsc  Sol- 2111 (.all.;. 

A slrhrl~ittal ac.ti\ ;tlvs 2 - h o ~ i r  
phone. rclsl)onsc o r  rtcxt-day 
c~lcclronic \vriltcsl1 rxssl)onsc,; 
Subn~ill;lls :)I 1 1 1 c ~  \vc~c~krr~tl ,  d ~ r r i ~ ~ g  
Ill '  liolicl;~ys. o r  o ~ ~ l s i d v  o I ' ~ ~ o r ~ n ; r l  
~ v o r k i r ~ g  I I O I I ~ S  will r(scc,ivct :I 
rcbsl)onsc on tllc ncxl t ~ ~ r s i n c s s  t l ;~? 

hlaxin~rlr~l c.o~lric~.t timct [)t,r motllll 
I'or all at~lklor~isc~tl c.;tllvrs is (i 1i011rs 
I0t;rl. 

'I'lrc, 111' I?c7sl)oltsc~ ('ctnlrc nray 
clis[);rlc.lr lo(,;rl s~rpl)or.( sl;rI'I'lo 
assist  i r r  rcssoltition o I ' ~ ) r o l ~ l c ~ r ~ ~ s  
witlr HI' sol'l\vnrc~. In mosl c.;tsc>s. 
rc,solrrc,c1s ;trr.i\ ct lvilhin 1 work (la). 
il'yolrr silt, is lvithin I 0 0  rnilcs oftlro 
11e;lrc~sl 111' SLt~IIIort OSI ' l (~(~.  

111"s rc>mote s ~ ~ l ) l ) o r l  is  ~~c~~. l i ) r rnc~cl  
only rrpon receipt o f  your 
; t ~ r t  horis;ilion. 

HP SupportLine modem electronic support you need: 
access. You must have a Locally compatible modem 
modem in addition to the one set for 1200 2400 baud or 
used for remote support to access to Public X.25 
access HP SupportLine HP-compatible ASCII 
electronic support. You are character mode terminal or 
responsible for all telecom- an HP-compatible terminal 
munications charges. emulator 

IIardware rgquirements. To 
access EIP SupportLine 



HP terminals and PCs 
support,ed are: 

?:I92 2621 2 267.5 

2393 2622  2(i%ci 2700 

1.50 Vcctra Por table  Por table  
I'ILIS 

HP applications software. 
Support of HP applications 
software requires that the 
appropriate applications 
software options be included 
in HP ResponseLine software 
support. Each applications 
software option supports all 
software products in that 
family: 

Manufacturing software 
Financial software 
lntegrated office software 
Distribution software 
Factory automation soft- 
ware 

Additional HP 
ResponseLine services 
HP TREND. If you require 
assistance in monitoring your 
system's resources and usage 
level, HP TREND provides 
you with important planning 
information. HP TREND 

Table 2. Additional services options 

Coverage 
Service hours 

Ill' Additional Normal ant1 
Kt.spo11sr1 Ccntrr  cxtrndctl  111' 
('allel option Response Pctnrrr 

hou r s  

FIP So l l~va r r  Monday-Friday 
I1pdatc. i n s r a l l a l i o~~  I)am-T,pni 
option cxc.lutling 

HP holitlays 

IIP Oll-hours 24 hours  day 
Sol'tware I'ptlatr 7 days  week 
Installal iot~ oplion 

HI' TRESI) - Normal HP 
sys tcm Rrspolrsc Crrllrc 
~)erTormal~ct> h o i ~ r s  
analysis ol)tiotl 

reports indicate when 
memory, CPU, or disc 
throughput are potential 
constraints. You can perform 
better resource planning and 
application sizing, making 
both your system and your 
users more productive. 

Delivery 
specifications 

Allows olrr atltlitional autlrorisccl c,allcr 
acccss  to thc FII' R r s l )o~r s r  Ccntrr .  
I'riorily rc3sponsc l'or critical calls and 
mnxirnum 2-hotrr response  for ;ill calls. 

IIl'will irrstall o n r  soflwarr update al 
I he c~is tomer ' s  site. s c h r d ~ ~ l i n g  Ihc 
installation at Iwst 1 week in atlvancc., 
a s  ~ ~ ~ n l u a l l y  ngrccd upon. 

EIP will install one  sol'twarc updale 
tlrlrirlg spcc i f~ed  ol'l-liours, schrduling 
the irislallatior~ at lrast  I wcck in 
aclvar\ce, a s  mutually agrccd upon. 

Avai1;iI)lc monthly or quarterly;  a n  
aiialysis nlrlst h r  schetlult,d i ~ r  advan(,(, 
(111' :I000 XIPE Y s).stc,m only). 



Ordering information 

To order HP ResponseLine 
software support service for 
your HP 3000 computer 
system, contact your HP sales 
representative. 

HP ResponseLine software 
support is usually purchased 
for a 12-month period, billable 
in advance, annually or quar- 
terly. When you order HP 
ResponseLine software 
support at the same time as a 
new system, you receive 15 
months of coverage for the 
price of 12 months. 

HP application software 
options and additional 
services options must be 
included on the original order 
(or renewal) for HP 

@ ResponseLine software 
support service. 

Software update materials 
HP ResponseLine software 
support includes the right to 
use software updates. To 
receive software updates, you 
need to order HP Operating 
System Update materials and 
HP Software Product Update 
materials for the software on 
your system. 

As enhancements to your HP 
software are released, the 
latest revision of the software 
and reference manuals go 
direct to your system 
manager. Monthly you also 
receive a copy of HP's 
Software Status Bulletin 
(SSB), which provides the 
latest information about 
software discrepancies and 
temporary ways to work 
around them. To keep you 
informed of the latest 
software releases and 
products for your system, 
Hewlett-Packard sends you 
the appropriate HP 
Communicator newsletter 
periodically. 

In summary, software material 
deliverables include: 

HP Operating System 
Update materials 
HP Software Product 
Update materials 
Reference Manual updates 
Software Status Bulletin 
HP Communicator news- 
letter 
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