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Introduction
Who am I and why should you care
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About Red Hat Support
How the sausage is made supported
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3 Things You Want to Think About
When interacting with a support organization
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I Jest! Sorta...

We care about your Time To Resolution, not Time To Close

We both want your issue RESOLVED, not CLOSED

We both want to learn from it

We both want to document it so if it happens again we know what 

to do



  

How do we get there?

•Best Practices opening a case

•You'd be surprised...
• What NOT to do

•Search First

•SOSReport

•Core



  

A Perfect Case

•Chances are good that we 
have seen this before

•We always document issues 
in the public Knowledge Base

•The very best case is one 
where you find the solution 
fast without having to spend 
time explaining it 



  

A Great Case

•Has a succinct but 
descriptive Subject line

•Has a detailed Description

•When it happened

•Can you reproduce? How?

•Did anything change? 
(never...)

• Includes at least a SOSReport



  

A Bad Case

•Has a generic description

• “My system crashed”

•Has few details

• “please help find RCA, thanks!”

•Has no SOSReport

•Has poor Severity

• In both directions!
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Why should I spend time doing this?



  

Searching...

•We create Knowledge Articles for all Issues

•Of cases where an Article was linked shortly after we received a 
SOSReport, 15% were resolved almost immediately

•Average time it took us to get that SOSReport?



  

15 Hours



  



  

Searching...

How are we making this easier?

•We search for you while you 
create the case



  

●  Search for and view knowledge content directly from the console.  

Searching...



SOSReports
What/Why/Where/How?



  

SOSReports are Easy!

•We need one in almost every case

•Remember those 15 hours?

•Worried about your proprietary 
data?

•Check it out, it's just a tarball

•NDA

•Purge it



  

SOSReports are Easy!

How are we making this easier 
for you?

•Red Hat Support Tools

•Generates SOSReport for you & 
attaches to your case

•Summit Presentation

•Watch the video!

•Coming soon!

•Data Obfuscation plugin



  

SOSReports are Easy!

•Lets try it...



  

● Create and upload from RHT Support Tools

SOSReports are Easy!



  

Remember: 
15 Hours



Crashes & Panics
Yes, you really do want kdump configured.



  

Crashes & Panics

Customers mentioned Crashes and Panics in 5% of cases for 2013

•We asked for a system core in 64% of those cases

•Kdump was not configured in 40% of them

In an additional 5% of cases we ended up also requesting a core

What does this mean?

• In 8% of all cases a core was required

•Customers usually had to incur a 2nd outage to get the core



  

Crashes & Panics

How long did it take us to receive the average core?



  

33 Hours



  



  

Crashes & Panics

Kdump is Easy!

•We can help with more complex configurations

•Probably the same config for most of your environment

•Shared storage, dump to NFS, SSH, SAN

•Remember to test!

How are we making this easier?

•Videos, Documentation, services



  

Crashes & Panics



  

Crashes & Panics

One more thing...

•Seeing the backtrace & RIP 
code might be enough to 
identify the problem

•Check the console and attach 
it to your case while we wait 
for a core



  

Crashes & Panics

•Lets try it...



Closing
What we have learned from all this blabber...



  

Take Aways

The 3 lessons I promised?

•Search, Search, Search

•Send us a SOSReport immediately when you open a case

•Configure kdump on all your systems



  

48 Hours



  

Closing

Did this resonate with you, think your organization could benefit 
from a premium support resource like me? Lets chat!

Guil Barros

Principal Support Architect, Red Hat

gbarros@redhat.com



  



  

Thanks
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