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01 GTS Overview

What is Tibero GTS (Global Technical Support)?
An integrated technical support platform that brings everything into one place—from viewing product technical documents to 
registering Service Requests (SR) and managing their history.

https://support.tibero.com/hc/en-us

• Technical Documents

• Troubleshooting

• Patch Information

• AI Q&A powered by Knowledge DB

• Request technical support (register SRs for 

failure, inquiries, patches, etc.) 

• Real-time monitoring of SR status

• Unified management of all SR history
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01 GTS Core Values 

We provide support built around three core values: Speed, Transparency, and Collaboration.

Fast Resolution 

A dedicated 24/365 support team plus AI recommendations dramatically reduce resolution time. 

Transparency

Track SR status in real time (New, Working, R&D Assigned, Closed) to stay on top of progress.

Easy Collaboration

Share SR records across the whole company to maximize knowledge sharing. 
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01 GTS Overview

All technical support requests are unified into GTS.

• Unified on the GTS platform 

• Use the SR (Service Request) 

registration feature 

• Request technical support directly

※ New SRs cannot be registered more than 3 months after the MA contract expires.
※ For non-technical issues, please contact your sales representative as before.

• Email inquiry

• Phone inquiry 

• Sales rep inquiry
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02  GTS Account Management
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02 TSI Number Guide

Registering a TSI (Tibero Support Identifier) number is required to use GTS.

Key Policies & Permissions
• Admin rights: auto-granted to the first registrant (changeable)

• Permissions: admins can manage & remove all employees’ 

access

• Multiple admins: one TSI can have several registrants (see 

p11)

• Social account: TSI registration restricted; ask your sales rep

• Technical docs: viewable without a TSI number

What is a TSI number? 
A unique company identifier required to use GTS. 

How to Register
• New customers: register at website sign-up

• Existing customers: register on My Page
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02 GTS Sign-Up

Register your TSI number when signing up on the website (formerly Technet).
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※ Please contact your sales representative for your TSI number.
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02 GTS Sign-Up

Existing website (formerly Technet) customers: register your TSI number under My Page > Edit Profile.

※ If you need to register a TSI number for a social account, please contact your sales representative.
10

2

1



02 Adding a TSI Number

If you need to manage multiple companies, register additional TSI numbers under My Page > GTS 
Account Management.

※ ① GTS Account Management is available only to users who have registered a TSI number. 
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02 Adding a TSI Number

Select the target company for the ticket when registering an SR.

※ For company-specific SR history management, see p23.
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03  GTS Features
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03 GTS Features

View technical information, troubleshooting guides, and patchdetails, and registerand handlecustomer
SRs.
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03 GTS Features

1) Technical Information
Provides a range of Tibero technical information: installation, tuning, patches/upgrades, migration, integration, and 

more.
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03 GTS Features

2) Troubleshooting
Provides guides for a range of issues: administration/configuration, backup/recovery, utilities, and more.
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03 GTS Features

3) Patch Information
Provides patch information by feature and issue type.
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Request Type (SR Category) Description

Technical Inquiry Support for simple technical questions

Failure Support Support for incidents such as DB Down, Hang, and Engine Error

On-Site Support
On-site support such as regular inspections, tuning, and 
monitoring

Remote Support
Remote support such as product installation, stabilization, and 
incident response

Binary Request Requests to issue new binaries and patches
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03 GTS Features - Registering a Service Request  

Registering a New Service Request (New SR)
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Registering a New Service Request (New SR)

Documents are automatically  
recommended based on your input .

03 GTS Features - Registering a Service Request  
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Status  Monitoring  

Check SR communication history 
& details

03 GTS Features - Registering a Service Request  
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History Management

Check the full  list  & status  of SRs you 
registered  

03 GTS Features - Registering a Service Request  

22



History Management

Check the list  & status  of SRs registered  by other  
employees in your company 

03 GTS Features - Registering a Service Request  
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03 GTS Features - SR Status

Status Description

New New SR registered 

Working An engineer has been assigned and is working on it

On-Site Support On-site support

Assigned R&D R&D is analyzing & resolving the issue

Further Review An engineer is performing further analysis & review

Waiting for Customer Answered; waiting for the customer to confirm & respond

Closed SR completed

SR Status
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04  Using AI Features
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04 Using AI Features

When you search by keyword, AI provides answers based on the Knowledge DB.
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Thank You
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