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Lifetime Support for JDE, Support 19c extended and other ‘must knows’

1. JD Edwards EnterpriseOne 9.2: Premier Support has been extended through at least December 2036, ensuring long-
term support and continuous innovation for users.

2. Continuous Innovation Model:

* Oracle continues to deliver new functionalities as updates to existing releases, eliminating the need for major
upgrades and allowing customers to adopt enhancements at their own pace.

3. Extended Support for Oracle Database 19c:

* Premier Support for Oracle Database 19c has been extended to December 31, 2029, with Extended Support
available until December 31, 2032, providing customers with a stable and supported database platform for an
extended period.

4. Oracle Al Database 26 replacing 23ai, Conversed including JSON, Graph and Vector Al Search (+ Oracle Al Agent
Studio, GoldenGate multicloud, ++)

5. Oracle has appointed Clay Magouyrk and Mike Sicilia as new co-Chief Executive Officers, replacing Safra Catz
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MOS (released Nov08) will be replaced by MOS Fusion Services (redwood)

1. Our Cloud Customers moved to MOS FS in August 2024 Work is ongoing to make MOS FS available for on-
prem customers

2. MOS FS is a unified platform for all customers and all support products. Cut-Over expected in December
2025

3. We have transformed our customer experience with the Al-first approach introducing the Oracle Al Support
Assistant (Aug-25).
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Management Attention in MOS (escalation)

1. Before the mantra was 'For Attention Call Support’
2. Now a button in MOS and MOS FS

3. Ensure to use the right wording in the business-case

o Be very concrete in your wording

v | Information

Manager Request Submit Request...

LS B B B PR e )

Manager Actions

Request here only if your issue hasn't been addressed via regular SR updates.

Acknowledge

Request Manager Action
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Changes in Severity levels from numbers to the actual situation

1. Levels based on the situation
o Critical Outage Examples (Doc ID 2849481.1) 24x7 sev1
o Significant Impairment sev2
o Technical Issue sev3
o General Guidance seva

2. Relevant to use the correct urgency
o ‘Explain’ your situation in the business case
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Conclusion and call to action

1. Oracle continues to innovate products and services while we protecting your investments.
* Continue to plan your lifecycle strategy and adopt innovations released

2. Oracle’s developments in (Multi) Cloud and Al are the key. Our conversed database and embedded Al in the
Oracle Al Database will help companies to use LLMs for their corporate data enabling Agentic Al to further

optimize efficiency and innovation power.

* Invest in time, education and create POCs to see how Al can help your business with new insights and
innovations using your own corporate data.

3. After many years MOS will see its successor. MOS FS is based on latest Cx and with Al on board to speedup and
improve the service

 CUA communication was send November 6. Get involved!. First milestone for the CUAs is 20t of Nov
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Release Schedule of Current Database Releases - 742060.1 (After Oracle Al World 2025)

Lifetime Support Policy
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Oracle Support Services ORACLE
Escalation Quick Reference Guide

What is the Issue Type
Issue Type details and more are described in the S mm&

Technical Support Policy for your products. « Default value is Technical Issue.

I ——

A criical Prod) £ orcritical 8 Function s unavallabiece unstabie
Criticsl Outage ‘h f critical ges be found in My Oracle Support (MQOS] Doc. ID %—

A critical System or Susiness Function is experiencing severe loss of service Operations can continue in a
Significant imp. manner.
it hae

[bmend on 23 Tire )
Technical Issue # errars, or perfe issue impacting some operations
General Guidance Product or service usage, setup or documentation clarification

Requesting Support Management Attention Directly via MOS

~
Ensure your SR Problem Description is well defined, and the Issue Type Is set

v Templare sxe
IM
tear timell Iogs and jmpact Reason neudng busies mpact of th probies that requirne
statement will greatly 2ssist those warking on your issue. atention.
The template shown on the right of this sheet may help -> L Eroduction / Standby / Other: (Flease state e.p. Test]
J Ongaing Outage: Y%sNo
If pes” please state Bme system unavallabie?
’ If "No' - ks System working noemally following cutage?
1
i) 4. Country:
The *Contact 3 Manager” button in My Oracle Support (MOS) is 2 [ Impact / { Cri
feature that allows users request urgent attention to an SR. Once you Dattes Custarmer lmpact - (SN Valuk, tumiser of intemal sers
ad Mocted; Missed SLA; Prefoct AW ; Rl
submi your request, a Support manager will review your comments and iy e R A R e
respond accordingly. =3 6. Problem Description:
(Please Inclugde ary recent changes 10 the ervronmen, patches.
‘ apphed, Emor messages, relevant observations, where apphcable
the Date / Time of event (= g. reboat). Ieclude desalls of any
recent changes, increases In valume of transactions, newly
Leg in 10 My Oracke {7 T ) \ inrodeted configuration, set up changes, systim o anmiron ment
mmmmmm}mmm changes, reoccurmence of existing Iszue (1f 5 prowde previoss SR
O the SR page, look for the Buttce of liak references and confirm whesher any glven corrective action was
near tha top, abave tha SR details). Complete the popup form, completed)
7. Contact Details Name, tdeghans, eml address
Be very ¥ dteh w7
©.5. Please et the the g
FIGSN YT ShR STt O e 0% A0 directly #Add the template to your S8 and
¥ PQUEES. - ensure 2 details are provided.
Piex N in EMEA timezane to betfer align with ows
working hours.

S iR s i

Document Title m

Crace Suppent AcowdRation - Sértes 15838587
Workeng Effecovery with Orack Sepport 1666502
How 1o Request Misagemnent Atutios 1993891
Oracke Support Exsarras 5537472
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