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Safe Harbor Statement

The preceding is intended to outline our general product direction. It is intended for
information purposes only, and may not be incorporated into any contract. 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 for Oracle’s products remains at the sole discretion of Oracle.
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Presentation Agenda

E» Some Cloud Concepts

E» Why Should You Move To Cloud?
) Oracle Cloud Offerings

E» Oracle Cloud Support Model

IB) Oracle Cloud Support Best Practices
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Definition of Cloud Computing NIST

Cloud computing is a model for enabling convenient, on-demand network access
to a shared pool of configurable computing resources (e.g., networks, servers,
storage, applications, and services) that can be rapidly provisioned and released
with minimal management effort or service provider interaction.

This cloud model promotes availability and is composed of:

5 Essential Characteristics 3 Service Models 4 Deployment Models
e On-demand self-service e SaaS e Public Cloud
* Broad network access e PaaS  Private Cloud

e Resource pooling e laas e Community Cloud
e Rapid elasticity Hybrid Cloud
e Measured service

Source: NIST Definition of Cloud Computing v15
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Cloud Service Models
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Cloud Deployment I\/Iode‘s
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Top Cloud Benefits: Surveyed OAUG Members*

COST SAVINGS
53¢

FASTER TIME TO MARKET
%

3 5% MORE BUSINESS FLEXIBILITY

OQAUG ievuizine ~ *™Cloud at the Crossroads: 2012 OAUG Survey on Application Delivery Strategies”, Unisphere Research, April 2012
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5 High-value Reasons Why CEOs Should Love the Cloud

o Simplify IT
* Re-engineer the economics of IT spending
* Accelerate and optimize your business processes

* Drive innovation

* Enjoy world-class security and compliance

Mark Hurd, Oracle CEO
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Applications. Platform. Infrastructure.
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The Modern Cloud is Personalized

Business Benefits

Tailor applications to fit your business — branding,
corporate, and local requirements —

Analytics Workflows

Empower employees to configure their user _ .
User Experience Data Fields

experience, dashboards, reports, workflow, and data

IT Benefits

Extend functionality with standard tools for building
custom applications

Update software on your terms and protect
configuration changes
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The Modern Cloud is Connected

Business Benefits Custom

Connect your entire business — data, processes,
analytics, and people ORACLE CLOUD

Provide employees with a unified user experience @ @

IT Benefits
- —
Seamlessly integrate processes and data between — - -
. . . < I s IR B
cloud, on premise and 3rd party applications On Premise  IEGS -
--
. _ On Premise
Easily import and export data as well as add or change On Premise

service providers
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The Modern Cloud is Secure

Business Benefits

Compliance with local data and regulatory -
requirements Worldwide

19 Data Centers

Proven cloud provider known for viability, reliability, and

) Identity Management
expertise

oy

Data Isolation

IT Benefits

Application security with unified single sign-on and
identity management

£ & &

Complete data isolation and security at multiple
layers protects sensitive corporate data
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The Oracle Cloud 2014

All 3 Layers of Cloud Services: SaaS, Paas, laaS

» Software as a Service — Lots more enterprise SaaS a\ppligations

-.\’\

* Platform as a Service — Easy to move existing applications toythe Cloud

 |Infrastructure as a Service — Secure, reliable, lowest cost /

4
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3 Complete Suites of SaaS Applications

More Enterprise SaaS Applications than Anyone

Customer Experience Human Capital Enterprise Resource Planning
Management
* Marketing * Financials
e Sales * Global HR * Project Portfolio Management
: * Talent Management
* Service * Procurement

Configure, Price & Quote Supply Chain Management

Enterprise Performance
Management

E-Commerce

Social Campaigns & Listening

Data as a Service
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Human Capital Management Enterprise Resource Planning Enterprise Performance
SaaS Applications SaaS Applications Management SaaS Customers
HCM Second Wave of ERP Third Wave of Applications Third Wave EPM Market Leader:
Applications to the Cloud: to the Cloud: 304 saas 150+ customers, 40+ Live in 6
5,359 saas Customers Customers Months
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Oracle Cloud: Mission Critical Cloud Computing

* Mission Critical Service Delivery
—IT requirements designed in and consumable by customers

* Defense in Depth Cloud Security
— Not dependent on a single security tactic or approach

 Full Stack Ownership
— Full control of design, performance, and delivery

* Comprehensive Regulatory Compliance Controls
— Highest common denominator approach to consistent delivery
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Oracle Cloud Global Data Centers

-f
9 Million Users
"Wy 19 Billion Tx/Day

1000’s Servers
1000’s VMs
205 PB Storage

* Unsurpassed Global & Regional Coverage ) ;

19 State of the Art Facilities
* Baseline 99.999% Availability of Power/Cooling

\_ » 24X7 Active Monitoring and Support W,
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Learn More on
cloud.oracle.cor
| Resources)
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Cloud Support Model

—' Customer

Customer calls support

Hub — Non Technical Support
— Phone call intake, escalation routing

— account issues, licensing

Cloud Central

— Troubleshooting Operation issues (front end to Dev Ops)
— Negotiate outages with customers

Customer creates SR or Community Thread

questions

Transfer Technical issues
Collaborate on issues

| Account Mgmt (optional)

Facilitate
SELIEUEN —  Facilitates escalations resolution

= D . .
PRy T — Reviewing operations metrics
Y - Language support (32 languages) : I
gs !
cé) Transfer or escalate issues s
= ﬂ Provide files [IN@4[o]8]o| OpS

I Troubleshoot

Plan

: maintenance Provide log/traces to support and help desk

Provisioning

Troubleshoot Provides patches

— Owns customer success for hosting and product support

Maintain System - Hardware , SW and Maintenance

Suol1e|eIsa a1ey|ioe,

: Plan and apply patches, Post planned outages on portal

Product Support
Outsourced function for product support
Solving the technical issues / moderate community
Gets logs/traces from Hosting Operations
Creates bugs/enhancements for Product development

|

Technical
Product issue

ORACLE

Product Development
Build new product releases
Troubleshoot and solve bugs
Review and implement enhancements
Provide patches to product issues

Collaborate on product bugs
and enhancements
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Example: Oracle Fusion HCM Cloud Service

Buy Implement Use

Implementation Partner

Customer Organization

Customer Project Advisor Customer Success Manager

HCM Center of
Excellence

My Oracle Support (MOS)
b3 N TR

ProductDevelopment Cloud Operations

____________________________.</
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Where do | go to....”?

| need an operations service (e.g.
refresh my Test system with
production data, change the logo on
my system, etc.)

How does the product work? —EEp P—

Product not working as g S S l

expected

| need an enhancement —

My Oracle Submit Software SR Product
Support Development

ORACLE"
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Cloud Support vs. My Oracle Support

Switch to My Oracle Support  JIRLHROMADKA@ORACLECOM v Help v ORACLE uyoRACLE SUPPORT  [# PowerViewisOn | E‘;‘fﬁ?ﬂ?’ ABC] Support Identifier: Switch to Cloud Support @ Jiri (Avaiiable) v B (1)  ContactUs Hep~ *
ORACLE cloud Support Service Requests  fw Knowledge 3" Communities [ pashboard (_knowiedge [ Service Requests |_Patches & Updates | B Community [ More.. v i~ (@ 0
Dashboard Customize Page. ..
p =
Dashboard site Alerts QLo 15 2
[E5] My Oracle Support Outage Planned for Weekend of July 18, [ search aBrowse | Recenty viewed | Recent searches | Favorite Articles AN
. 014
My Service Requests 4 @ Document: Information Center: Instaling and Configuring Primavera P& EPPM And P& PPM [1354996.2] (12 days ago) »
@ Open 0 Service Type Service Name Open Requests Create Service Request ( T ¥r I Announcement: My Orade Support Release Learning Center (Internal) [1676584. 1] (13 days ago) =
. Mo Information Returned )
Oracle Working o @ Join the Orade Customer Advisary Panel 4 Z Problem: Fusion Global HR.: ManageEmploymentapproval Workflow Stuck Pending Status [1478280. 1] (118 days ago)
Needs Attention 0 Q ‘Welcome Tekelec customers and Partners [ 3 2 Problem: ASM Instance Generates ORA-4031 ("shared pool”, "select name_kfgrp, number_kf...", "sga (123 days ago)
heap(1,0)", kalsim heap” [1450745. 1]
My Company's Service Requests = ) b4 m Announcement: Acme Packet Welcome Center [1611922. 1] (145 days ago)
|+ | Getting Started o
@ Open 104 Service Type Service Name Open Requests Create Service Request - ¥¥ aa] How To: How to Create a Technical Acme Packet SR [1611800. 1] (152 days ago)
Oracle Working 85 Oracle Database Cloud Service - 35 Internal_sub_APEXMOS_IN 2 & i \ o '3 Bulletin: Procwatcher: Saript to Monitor and Examine Orade DB and Clusterware Processes [459634. 1] (207 days ago)
Needs Attention 19 Oracle Java Cloud Senice Internal_sub_JAVA MOS_IN1 1 e TR ¥r JE Problem: Orade Exadata Database Machine Grid Infrastructure Upgrade to 11.2,0.2 fails with ASM (208 days ago)
Oracle Java Cloud Service — 54 JAVA GROUP 1 [ =1 User Resource Center = My rade support ORA-4031[1279525.1]
Oracle Java Cloud Senice 2 & lﬂ Quick Reference Guide lj Accreditation % @) Document: Information Center : Orade Fusion Middleware 11g [945741.7] (208 days ago) ™
= " =| Support Identifier Groups
Oracle Social Metwork Cloud Service 1 & ‘g Viebeasts and Recordings My Oracle 5 t (= ~ -
=| Discover the Get Proactive 'y race suppor |~ | Service Requests %8
Oracle Taleo Platform Cloud Service - Sm 7 [} Portfolio Community N
ﬂ Follow Us Filters [+ Powerview (Support Identifier)
i =| How to Escalate a Service
Oracle Taleo Leamn Cloud Senvice a8 ? il = Request Eollow Orade =) Askin Community... | or  Create SR ] Support Identifier Type name, number, description, 1 =
Quick Video Training View - 7 8 B2l w = Problem Summary || A |advanced
Create Service Request H :Iy .Orade Suppart How-To m :‘f O'zcle Suppart SR Number | Legacy SR | Problem Summary | * | Severity | Last Updated 4
eries ssenuals 2-5346317 7270434.993 SR for Demo Purposes -Datasbase R 17 £ 2-Significan’ &+ months ago i
N o~ | | 33741045451 Demo SR - Testing 2 7 3-Standard 8+ months ago B
ciago Health Recommendations ¥
Need an explanation of Support Policies? Learn mare. g si31135451 ORA 00 [4136] 7 3Standard 1+ year ago i
Filters =+ Powerview (Support Identifier) ] = | =
el — & s View By [=] Total 33 | Advanced | _ )
ou onta egal erms of Use rivacy ] lEJ i“:’ s - Fry
Copyright (c) 2013 Oracle andior its affiliates. All rights reserved Critical - n | Bug Tracker &

Cloud Support My Oracle Support

Lightweight interface designed for Oracle Cloud Traditional feature rich interface used by software license
customers and hardware customers
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Oracle Cloud Portal

Provision your Cloud Manage your Cloud Monitor your Cloud
Request Your “Virtual Upload Your Data, Deploy Monitor Your Uptime,
Environment” with a click Your Applications, Modify Service Levels, and Usage
of a button Configuration Statistics
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When working a Service Request...

Manage Service Request x

Documentation is essential
(complete and structured)

Severity 3 SR 3-8872623361 : Please setup a new Dscriptive flexfield - SHOESIZ —
E

Add Update Add Attachment Close Service Request z
Problem Summary =

L, e N Monitor changes in your
Action Service Request and reply

Problem Summary

LastUpdated 25 mins ago

Please setup a new Dscriptive flexfield - SHOESIZE B u tto n S
Escalation Status Mever Escalated Problem Description ro m t I
Contact Jiri Hromadka Please setup a new descriptive flexfield - SHOESIZE as specifi = p p y

Error Codes

ervice Type Oracle Fusion Global Human Res
ources Cloud Service

Request phone calls and web

Technology Management - Application Custemization/Flexfields

conferences where appropriate

Size Date Uploaded Delete
) Template Question Responses .
samnsa e * Call Support when a change in
2k mins ago 7% httpeif...

uzx}rﬁétisthemudu|eandtnepagewhereissueuccur? M Severity becomes necessa ry

PER - Employee

3) Provide what type of Flexfield this issue is about: Descriptive, Key or Extensible?

Sarvicée RﬁgTSSt e Escalate concerns via the
ea er |e S Taffhattsthe name or code of the Flexfield? .
SHOESEZE escalation process

%) Confirm that the flexfield have been deployved successfully. What is the flexfields deployment status?
Not Deployed

ORACLE
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Severity Levels and Business Impact

Partnership

Severity Business Impact Resolution
t
Level Technical Impact 1" Response Update Frequency Time

1 Mission Critical Business N e w——— Continual Updates Co-Owned
Impact 24x7
2 Serious Business Impact Communication Preference ISR C o EIEEE Co-Owned
24-48 hours
3 Minor Business Impact Communication Preference Upd.ates 23 Co-Owned
Business Days
4 No Business Impact Communication Preference PRI £ Co-Owned

Business Days

ORACLE
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Service Request Escalation Process

Bring Management Attention to the Service Request

* Escalation is a positive, collaborative
process

Escalation)

e Should be used when you:

— Urgently need to communicate important
business issues to managers in Support

‘ Senior Manager or Director (Re-
Escalation)

" Escalation M Respond
— Encounter a critical showstopper to S

implementation or upgrade plans

Support Receives, ID’s & notifies Escalation

— Are dissatisfied with the resolution or response Manager
to a Service Request
‘ Customer Calls
° Severity increases and SeV]. are not www.oracle.com/support/contact.html

Escalations

ORACLE
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My Oracle Support Services — Best Practices

When You Have a Question, Need, or Issue...

...chances are, an answer or
solution already exists

Technical \

Check the Status and Notifications of your
service on cloud.oracle.com

Non-Technical \

Datasheets and FAQs exists on
http://cloud.oracle.com/mycloud/f?p=service:d
atasheets:0

-

. N
Find answers fast, search the Knowledge Base
Product Documentation exists on for a solution
cloud.oracle.com or

http://docs.oracle.com/cloud/

Visit My Oracle Support Community and seek
answers from Oracle experts & industry peers

-

Open a CHAT session (20x5) for Presales, trial

or subscriber questions Visit the OTN Forums to seek answers from

Oracle Technical Experts

Unable to locate a solution? Submit a Service
Request through My Oracle Support

ORACLE
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It’s Time to Move to Cloud

TT

[©]

$200B 90% 87%

Gartner estimates of new spending in the e
cloud-related spend to next six years will are using public cloud
exceed by 2016. he cloud-based.
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