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Managing IT Risk with Symantec Enterprise Support Services

Your customers, employees, partners, and suppliers need to be confident that every connection they make is protected
and the information they need is always available—when and where they need it. Symantec Enterprise Support
Services helps you meet these obligations, allowing you to better manage IT risk and maximize uptime, all while

reducing internal IT costs. Our award-winning global support resources consist of:

2,000+ certified technical support professionals
e 30+ support centers across the globe

e Product support provided in 10 languages

A Global Intelligence Network that includes more than 40,000 sensors monitoring network activity

in 180 countries and tracking vulnerabilities in 18,000 product versions from 2,200 vendors

» Extensive support management and engineering certifications



“When you’re pioneering a
new technical space, you’re
always running into new
issues. So if you call tech
support, you don’t want to
hear ‘we’ll have a fix for you
in a year,” or ‘the blame lies
with somebody else.’

You want accountability—

a partner. We found that
partner in Symantec.

When we’ve escalated issues,

Symantec has always

been there for us. That’s
been critical to our success.”

Claus Moldt
Salesforce.com

Tapping into Our Capabilities

Symantec Enterprise Support Services professionals can help you create and maintain
an IT environment in which infrastructure, information, and interactions are continuously
secure, available, high performing, and compliant. Our unmatched expertise, dedication
to customer advocacy, investments in technology, and tailored support offerings can be
integral components of a complete IT risk management program.

Unique Expertise

With more than 2,000 dedicated technical experts, Symantec Enterprise Support Services
provides an unmatched depth of experience in maintaining the security, availability,
performance, and compliance of your IT environment. No one in the industry has the
breadth and depth of expertise in supporting complex, heterogeneous IT environments
across so many critical areas of focus.

Our technical engineers are highly experienced, trained, and skilled, and have been
recognized with awards including a STAR Award from the Service and Support
Professionals Association and the WebStar Award from Supportgate.com. We invest
heavily in training and certifications so they are ready to respond quickly to your needs.
Our global cross-team industry certifications include:

e Netware (CNE, CNA, CCNA)

SNIA Certification

e Microsoft (MCSE, MCP) e Linux Certifications
» SSPA CSP Certification e Sun
e Wharton/SSPA Technology Support e HP
Services Management Program e IBM
e Cisco Certifications (CCNA, CCNP, « OS
CCDP, CCDA, CCSP, CCIP, CCVP e CISS

Customer Advocacy

We are committed to making sure your issues are addressed and resolved quickly

and seamlessly—no matter how complicated. No one in the industry is more active in
facilitating collaboration with other IT vendors than Symantec. You’ll never hear us say,
“It’s not our issue.” Instead, we actively work with other IT providers to help pinpoint
issues and get you on the path to issue resolution quickly and efficiently.

To help ensure that you have a seamless support experience, our support professionals
can tap into the resources of more than 200 IT vendors with whom we have cooperative
agreements, such as Sun, Oracle, and Red Hat, as well as our membership in the TSANet.



Innovation with Support Technology

Symantec has made significant investments in technology to ensure a fast and consistent support experience.

With a wealth of self-service, online resources that include moderated and unmoderated support forums, extensive
knowledge articles and tech notes, and robust search engines, immediate access to valuable information is just a few
mouse clicks away. And incremental support technology investments enable ongoing innovation and future expansion

of your complete online support experience.

IT Risk Management

Whether your company is small or large or local or multinational, digital communications, electronic data, and
continuous access to applications are fundamental requirements of everyday business operations. If you have multiple
data centers or a single data center, multiple servers or just one, service interruptions and security threats can have

an immediate and tangible impact on your business.

Your exposure to IT risks is expanding rapidly. And as your IT environment grows increasingly complex, managing
security, availability, performance, and compliance is fast becoming a top priority. That’s why Symantec Enterprise
Support Services is an essential element of a balanced and proactive IT risk management program—a program that

helps you identify and stay ahead of rapidly evolving threats and quickly recover from events whenever they occur.

Flexible Support Offerings

Symantec Enterprise Support Services offers a broad, flexible portfolio of service level options designed to meet the
needs of companies large and small, and global and local. Our support offerings range from simple access to the latest
security content, patches, and version upgrades with business-hour access to technical support experts, up to the
option to select personalized, proactive support managed by a single point of contact. You can mix and match coverage
depending on the needs of your business.

Symantec Business Critical Services

Providing the highest level of protection for your Symantec technologies, our premier support services offering

is unparalleled in the industry. By choosing Symantec Business Critical Services, you can reduce your IT risk. Our
processes and best practices result in faster problem identification, resolution, and issue containment. All of which
can translate into greater uptime and higher levels of service to your clients, internal or external. With this level

of service, we're not just your support team, we’re part of your business. Our comprehensive approach offers:

e Symantec’s most accelerated service-level goals
» Expedited access to our advanced support engineers, helping ensure the fastest possible resolution time

e Asingle point of contact with deep knowledge of your environment, processes, and culture,

allowing you to solve issues quickly and mitigate possible data availability or security threats



Symantec Support Services Features Matrix

Business Critical Services

Enterprise Support Basic Essential

and Maintenance Services Maintenance Support Rergote Product DataCenter e
pecialist

Severity One Response Time Targets 1 hour 30 minutes 15 minutes 15 minutes 15 minutes

& Shpport Engineers Lo 24x7x365 24x7x365 24x7x365 24x7x365

Downloadable software upgrades,

updates, and patches 3 3 3 3 3

Designated Callers 2 per Product Title 6 per Product Title 6 per Product Family Unlimited Unlimited

Remote Product Specialist 3

zgjé'aistshﬁ;:;gr e Remote BCAM Designated BCAM

Business Critical Engineer (BCE) 3 3

Onsite Visits (Fly-to-Site) 2 6

Tailored Account Support Plan 3

Quarterly Account Reviews 3

Account Case History Reports B

Network Link Assessment Option 3

Impact Alerts 3

Symantec Essential Support Services

Global

15 minutes

24x7x365

Unlimited

Global BCAM

20

Symantec Essential Support Services provides around-the-clock access to technical resources to help guide you

through inevitable IT changes with confidence. In today’s world, many of the IT processes that require the greatest

support happen before and after business hours, that is why Symantec recommends Essential Support Services

as the minimal level of protection for your Symantec technologies. This support offering includes:

e 24x7 access to technical resources and support by telephone
e Accelerated response time goals for high severity issues

e Product upgrades, updates, and patches

Symantec Basic Maintenance Services

Symantec Basic Maintenance Services is the entry-level option for organizations that run Symantec products

only on their non-essential systems. This package provides:

e Access to the latest content, product enhancements, patches,

and upgrades to enable you to keep your products current

» Access to our call center during business hours for general inquiries

and assistance with problem resolution



Delivering Confidence in a Connected World

Symantec Enterprise Support Services can serve as a critical component

of your IT risk management strategy by offering:

Unmatched expertise
A seamless support experience
Innovative support technology

Your choice of flexible offerings

By ensuring that your Symantec technology investment is complemented
with the right level of support, you can be assured of delivering on your
promises in today’s connected world. To learn how Symantec Enterprise
Support Services can help you deliver with confidence, contact a Symantec

enterprise sales representative or a Symantec reseller today.

Visit our Web site for more information:

www.symantec.com/support_maintenance




About Symantec

Symantec is a global leader in
infrastructure software, enabling
businesses and consumers to have
confidence in a connected world.
The company helps customers protect
their infrastructure, information, and
interactions by delivering software
and services that address risks to
security, availability, compliance,
and performance. Headquartered

in Cupertino, California, Symantec
has operations in 40 countries.
More information is available at

www.symantec.com.

For more information visit
symantec.com/support_maintenance.
To get details on product support
coverage for your area, call toll-free

1 800 745 6054 or visit our Web site.

Symantec Corporation

World Headquarters

20330 Stevens Creek Boulevard
Cupertino, CA 95014 USA
1408 517 8000

1800 721 3934

www.symantec.com

Copyright © 2007 Symantec Corporation. All rights
reserved. Symantec and the Symantec logo are
trademarks or registered trademarks of Symantec
Corporation or its affiliates in the U.S. and other
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