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Find it difficult to support all those software products you have in your
organisation?

Spending a great deal of money training your staff to support your
organi sation’s software products?

Run off your feet with difficult support calls?
Need to offer your users a faster resolution time?

Want to extend your helpdesk without the huge cost of recruiting and
managing more staff?

Trustmarque Solutions Software Support Contract is a multi-vendor telephone technical
support service, designed to offer customers technical assistance for key software issues,
with the peace of mind of having a guaranteed response time.
Trustmarque’'s software support contract
Team for help and advice on their software problems. With indirect and direct access to
vendor escalation and full problem repld.i
ensures there’'s expertise at the end of

How does the Software Support Contract work?
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A minimum of 10 support units are purchased, and further purchases of units may be added
at any time (minimum of 10 at a time). Customers call within office hours to log an incident —

each incident has a standard response time of 4 hours, at a cost of one unit each.

Software Support Process:

Customer calls 0870 121
0328 during office hours
to log their software
support issue

Customer speaks to a
support technician who will
log the call in the technical

database and an incident

Technician will deal with the
question immediately,
speaking to product
specialists as soon as
possible. number is given.

Technician will contact customer
within the response time (4
hours) and keep contacting until
a solution is reached where the
problem is resolved or
stabilised.

In order to assist the customer,
the problem may be replicated
in Trustmarque's replication lab,
or the software vendor/third
party may be contacted and the
incident escalated.

When the solution is found the
technician will confirm with the
customer that the incident has
been resolved to their
satisfaction and close the call.
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Supported Products

Software products within the following manufacturer

Trustmarque Solutions Software Support Contract:

* Microsoft

* Novell

* Citrix

» Computer Associates
* Symantec

With a multi-vendor approach, Trustmargue Solutions can help look after a large cross
section of your IT infrastructure.

The Offering in Summary:

 Multi-vendor support combined in a single contract

» Telephone support during office hours (Monday- Friday, 9am — 5pm, excluding public
holidays)

* Access to a team of software experts with a wide range of technical accreditations from the
major software vendors

« Indirect and direct access escalation to major software vendors

» Experience and knowledge of a wide variety of software issues that are recorded from
customers daily

» Guaranteed 4 hour response time

» The contract can be restricted to named contacts only

Price

1 unit costs £150 which enables customers to log one incident with our technical support
team.

Contact Us

For further information, please contact your Account Manager on 0870 121 0321.
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