


                              

How to engage with Oracle
 
General Enquiries 
Raise general enquiries directly with your 
Oracle contact i.e. account manager, sales 
representative, partner manager, client 
manager or service delivery manager, or 
contact Oracle direct on (0870) 53 32 200 
or e-mail uksales_ie@oracle.com 

Complaints & Feedback 
If you are unhappy with the level of service 
you are receiving from Oracle with regard 
to any issue, technical or non-technical, 
or you wish to give feedback or praise, 
you can either inform your usual Oracle 
contact or contact the Customer Feedback 
Hotline on (0870) 55 03 080 or e-mail 
customer_uk@oracle.com 

Here, your feedback will be logged, the 
appropriate management attention given 
and we will strive to resolve the matter 
to your satisfaction. 
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Technical Support Issues 
for PeopleSoft and JDE Products 
Technical Issues 

Technical issues and the Escalation Process are defined in our 
Guide to Problem Resolution and can be found on Customer 
Connection in Support -> TroubleShooting via the link 
www.oracle.com/support/support_peoplesoft.html 

Service Request Severity Level 

In addition to recording information about a technical problem, 
we also indicate its severity level. Severity Levels are assigned 
according to the impact of the problem. This is different from 
the Service Request Escalation which focuses on appropriate 
management attention. Each severity level is described in more 
detail in the Software Support Services Terms and Conditions 
document on Customer Connection under the Support Policy 
section. The severity level is indicated in the case header and 
can be viewed on Customer Connection via On-Line support, 
Manage Existing Cases. 

Service Request Escalation 

If the service you are receiving relating to a specific technical 
case is not meeting your expectations, firstly check that the 
analyst fully understands the impact of the problem. If 
progress is still unacceptable, then you may ask for the case to 
be escalated to the next level of management. Escalation will 
focus the appropriate management attention on your problem 
and ensure that resources are used effectively towards the 
resolution of that problem. 

Outside Normal Business Hours 

Please log your service request via Customer Connection 
www.oracle.com/support/support_peoplesoft.html 

Or call technical support on 0800 731 3238 and select option 1. 

Business Support Issues 
for PeopleSoft and JDE Products 

Business Issues 

For all non-technical queries please contact Customer Care on 
0800 731 3239 and select Option 2. The Customer Care team will 
be able to assist you with access to Customer Connection, 
navigation around Customer Connection, software upgrade 
orders and any other business related queries. 

Oracle Technical Support Issues 
Technical Issues 

Technical issues are defined in our Technical Support 
Policies and Technical Service Request Escalation process – 
described in the Oracle Support Services Customer Guide at 
www.oracle.com/uk/support/custguide 

Service Request (SR) Severity Codes 

In addition to recording information about a technical 
problem, we also indicate its severity level. Severity levels 
are assigned according to the impact of the problem. This 
is different from service request or case escalation (see 
below), which focuses on appropriate management 
attention. Each severity level is described in more detail in 
the Oracle Support Services Customer Guide. The severity 
level is indicated in the SR header, which you can view in 
the SR section of OracleMetaLink at metalink.oracle.com 

Service Request (SR) Escalation 

If the service you are receiving relating to a specific technical 
SR is not meeting your expectations, firstly check that the 
support engineer fully understands the impact of the 
problem and that the SR is recorded as URGENT (this is 
either Severity 2 for urgent or Severity 1 for issues with 
critical business impact or system down). If progress is still 
unacceptable, then you may ask (directly or via MetaLink) for 
the SR to be escalated to a team leader, and, if the SR still 
does not receive appropriate attention, to the team leader’s 
manager. Escalation will focus the appropriate management 
attention on your problem, and ensure that resources are 
used effectively towards the resolution of that problem. 

Outside Normal Business Hours 

You can use OracleMetaLink, call the technical product support 
number (0870) 40 00 900 or call our switchboard number 
(0118) 92 40 000 and ask to speak to the duty manager. 




