COMPARISON OF IT INFRASTRUCTURE

MAINTENANCE AND SUPPORT OPTIONS

OEM SUPPORT

Mixed experience, sometimes rely on offshore
resources

TAC Support

Yes, but i0S updates are generally only released early
in a product’s lifecycle

iOS Updates

Part/ Tech to Site e
Pricin g 10-20% off list and pricing increases as assets age
Customizable SLAs Rigid
Early No
Termination
ith new tech comes issues requiring patches an

i . With h [ iri hes and
Suitability by updates. Utilize OEM support on any equipment that is
Equipment Age within 3 years of its launch date. Once it goes EOSL,

save money with TriNet

Nothing like TriNet where you can see all assets in one
place

Customer Portal

No, each OEM will require their own contract

Multi-Vendor /
Platform Support

No, you're just a number to the OEMs

Individualized
Attention

C’'mon, they're the OEM. You wouldn’t have gotten this
Ease-of-Use far if you didn’t know they’re not exactly easy to work

with




3 COMPONENTS OF ANY SUPPORT AGREEMENT
FOR SERVERS, STORAGE AND NETWORK DEVICES
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» 24/7/365 US-Based Live Response » 2 and 4-Hour or NBD + SLAs » Tech-to-Site Field Engineers
* Tier | to Il Capabilities » On-Site Sparing » Comprehesive Service Portfolio
* Global Capabilities with 700+ » 24/1/365 Response

Forward Stocking Locations
/T-RINR TRI-NET’S SIMPLE ISSUE
RESOLUTION PROCESS

~: Open a trouble ticket by calling your dedicated number, sending an

e-mail or using your portal

Your Tier 1 support moves into action collecting necessary information
regarding your problem description and any error logs

If your issue is complex and requires higher level support, your
response team will activate the Rapid Escalation Methodology
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If it is determined your part has failed, logistics take over and
immediately ship a replacement in accordance with SLAs

e If the replacement (or contract) requires a tech-to-site, one will be
[ )

dispatched to your location to replace the part and restore your system



