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Safe Harbor Statement 

The following 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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What is Oracle 
Platinum Services? 
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Oracle Platinum Services 
Extraordinary Support for Extreme Performance 

24/7 FAULT 
MONITORING 

ACCELERATED 
RESPONSE AND 
RESTORATION 

5/15/30 

Available for Exadata, Exalogic,   

and Supercluster Platinum  

Certified Configurations 

NO 

ADDITIONAL 

COST 

PATCH 
PLANNING AND 
DEPLOYMENT 

UP TO 4X/YEAR 
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How Oracle Platinum Services Work 
Fault Monitoring 
Accelerated Response Times 
Remote Patch Installation 
Infrastructure 
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Fastest  identification, notification and restoration of issues 

24/7 Remote Fault Monitoring 

Oracle Support Engineers 

Oracle 

Advanced Support 

Gateway 

Event 
Filtering 

5 

15 

30 
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• Monitoring for faults in the hardware, database, operating system and 
networking components of covered systems 

• Focused on identifying issues with the ability of core system components to 
function properly in order to maintain system availability 
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Scope of Fault Monitoring 
Exadata Example 
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Hardware, Database, OS, & Networking Components Targets 

Oracle Database and Grid Infrastructure • Hardware 

• Oracle Instance 

• Automatic Storage Management (ASM) 

• Listener 

• Clusterware 

• RAC 

• High Availability Service 

Database Compute Nodes • Hardware (ILOM represented as standalone target in OEM) 

• Operating System 

Exadata Storage Server • Hardware (ILOM represented as part of the Storage Server 
target in OEM) 

• Cell Software 

Infiniband, KVM, Cisco Switch and PDUs • Hardware 

View more details on Remote Monitoring here: 
http://www.oracle.com/us/support/library/platinum-fault-monitoring-1958297.pdf  

http://www.oracle.com/us/support/library/platinum-fault-monitoring-1958297.pdf
http://www.oracle.com/us/support/library/platinum-fault-monitoring-1958297.pdf
http://www.oracle.com/us/support/library/platinum-fault-monitoring-1958297.pdf
http://www.oracle.com/us/support/library/platinum-fault-monitoring-1958297.pdf
http://www.oracle.com/us/support/library/platinum-fault-monitoring-1958297.pdf
http://www.oracle.com/us/support/library/platinum-fault-monitoring-1958297.pdf
http://www.oracle.com/us/support/library/platinum-fault-monitoring-1958297.pdf
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Accelerated Response Targets 

• Fault Detection 

• Fault Notification by    
e-mail 

Fault Notification 
Within 5 Minutes 

 of Detection 

• Fault validated & analyzed by Oracle 

• Service Request (SR) opened at 
appropriate Severity Level 

• Restoration efforts begin 

Service Request Opened 
Within 

15 Minutes 
of Fault Notification 

• Oracle works to restore affected 
component/ functionality within 15 
minutes of opening an SR for 
Severity 1 requests 

15 Minute  
Restoration or  
Escalation to  
Development  

(Severity 1) 

• If not restored, SR is  
escalated; an action plan is 
created  in conjunction with 
Development to drive to 
resolution 

Action Plan for 
30 Minute 
Resolution 

Notification Resolved/Escalated Resolved Fault SR Created 
5 Min 15 Min 15 Min 15 Min 
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Mitigate risks and complications. Access continuous improvement. 

Remote Patch Installation Four Times Per Year 

Assess 

Analyze 

Plan Deploy 
Oracle 

Advanced Support 
Gateway 

Oracle  
Support 

Engineers 
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Stay current to continue to realize the benefits of Oracle Platinum Services: 

• Upgrade to the latest release of the patch bundle within 6 months of availability 

• Be no more than 2 patch bundle releases behind the latest release 
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Scope of Remote Patch Installation 
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Oracle Exadata Oracle Exalogic Oracle SuperCluster 

Bundle Patch or Quarterly Full Stack Download Quarterly Patch Set Update Quarterly Full Stack Download 

Up to 8 DB and 2 DB homes (Exadata/SuperCluster full rack) 
Up to 4 DB and 2 DB homes (Exadata/SuperCluster 1/2 rack or smaller) 
NOTE: All DBs are monitored 

Oracle Advanced Support Gateway is patched quarterly and as needed to address critical security patches 

Database Patching: 

View more details on Remote Patch Installation here: 
 http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf 

http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
http://www.oracle.com/us/support/library/platinum-remote-patch-checklist-1958298.pdf
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Example of Remote Patch Installation Activities 

Initiate Patch Event 

•Open Service 
Request (SR) in the 
My Oracle Support 
(MOS) portal 

•Enter initial 
information  

Patch Assessment 

•Number of 
Databases 
(Exadata, 
SuperCluster) 

•Context 

•One Off / Merge 
patches 
requirement 

•Exachk 

•Discuss and 
document in SR 

•Virtualization 
Yes/no (Exalogic) 

Make Patch Plan 

•Details for 
execution during 
patch event 

•Agree on Date 

•Document in SR 

Patch Download 
and Pre-Checks 

•Download patches 

•Pre-check on 
space, potential 
HW errors, etc. 

•Document in SR 

Patch System 

•Go/No Go 

•Execution of Patch 
Plan 

•Increase SR to 
Sev1 situation 
(time critical) 

•Progress 
communication  
in SR 

•After initial 
verification back  
to Sev2 

Verify and Close 
Patch Event 

•Verification 

•Closure of SR 

Customer Responsibility 
Oracle’s Responsibility  

(with Customer Involvement) 

< - 4 weeks - 4 weeks - 2 weeks - 2 days Point zero + 1 day 
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Out of Scope for Remote Patch Installation 

• Database and Patch Set Release Upgrade 

• CPU Upgrades (Outside of Exadata BP) 

• Patching to recommended level to qualify for Platinum 

• Patching of additional components e.g. E-Business Suite, EM  

• Reactive Patching 

• One-off Patching 

• Onsite Patching 

 

Oracle can perform work on the items listed above for an additional fee. 
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Multiple Layers of Encryption, Authorization, Access 
Controls, and Data Security 

Customer 

Oracle Network Customer Network Internet 

Firewall 

Oracle  
Advanced 
Support  
Gateway 

Oracle  
Advanced 
Support  
Portal 

ASR/ 
Telemetry 

SSL 

Oracle Data Center 

Oracle 
Support 

Engineers 

OCCN VPN 

VPN Jump 
Gate 

Fault telemetry and Configuration OCCN VPN Remote Access: 
Gateway Mgmt & Patching 

Customer Access to Monitoring Info 

My Oracle 
Support 
(MOS) 

SSH 

Internet 

Firewall/ 
IDS 

Firewall 

Internet 

Firewall / 
IDS 

Firewall 

Mgmt 
Svrs 
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System Support 

16 
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Proactive 

• ORAchk (RACcheck) - Health Checks for the Oracle Stack (Doc ID 1927197.2)  

– Non-Engineered Systems. 

–Oracle Database Appliance. 

– Proactively scans for the most impactful problems across the various layers of the stack. 

– High level reports show your system health risks with the ability to drill down into 
specific problems and understand their resolutions. 
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• Oracle Database 

– Standalone Database 

– Grid Infrastructure & RAC 

– Maximum Availability Architecture (MAA) Validation 

– Upgrade Readiness Validation 

– Golden Gate 

• Enterprise Manager Cloud Control (12c only) 

– Repository 

 

• E-Business Suite 

– Oracle Payables (R12 only) 

– Oracle Workflow 

– Oracle Purchasing (R12 only) 

– Oracle Order Management (R12 only) 

– Oracle Process Manufacturing (R12 only) 

• Oracle Sun Systems 

– Oracle Solaris 

 

https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
https://mosemp.us.oracle.com/epmos/faces/DocumentDisplay?parent=DOCUMENT&sourceId=1969085.1&id=1927197.2
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Proactive 

• Oracle Exadata Database Machine exachk or HealthCheck (Doc ID 1070954.1) 

– Exadata 

– Exalogic  
• see also Exachk Health-Check Tool for Exalogic (Doc ID 1449226.1) 

– Exalytics 
• see also Oracle Exalytics Exachk Health-Check Tool (Doc ID 1566134.1) 

– Big Data Appliance (BDA)Zero Data Loss Recovery Appliance (ZDLRA)  
• see also Oracle Big Data Appliance Exachk Health-Check Tool (Doc ID 1643715.1) 

– Zero Data Loss Recovery Appliance (ZDLRA) 
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Support Flow 
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Platinum / 
ASR 

MOS 

Phone 

Queue 

Engineer Customer 

Engineering 

Development 

Dispatch 

CRU 

FRU 

Field Engineer 

Support Manager 
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Escalations 

20 
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Escalation or Management Attention 
• When 

– Find the SR is not progressing in a manner that will meet your project milestones, 
implementation or upgrade plans. 

– Urgently need to communicate important business issues to managers in Oracle 
Global Customer Support. 

– Are dissatisfied with the resolution or response to a Service Request. 

• How (DocID 199389.1) 

– Update SR with: Reason, Business Impact, Milestones critical dates, contact details. 

– Call Oracle Support (+31306699444), choose Management Attention ask for manager 
callback 

• What to expect 
– Callback within 30 minutes of Support Manager. 
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How To Request Management Attention to a Service Request (SR) with Oracle Support Services (Doc ID 199389.1) 
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Questions? 
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John Crooy  

+31620959814 

john.crooy@oracle.com 

 

Eric Weismann 

+31622790547 

eric.weismann@oracle.com 

 

Contact Information: 
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