[ MUSIC ]

BRUNEL : Wel conme to anot her episode of, CGetting the Most
Qut of IBMU2. |'mKenny Brunel, and |I'myour host for
today's episode. Today's topic is Prem um Support, a new
offering fromIBM U2. And with ne to discuss this today, |
have two guests in the studio. First of all, Sinon Caddick.
Sinmon is the senior manager for U2 support worldw de, and

Si nron has been with IBM U2 for over 11 years. Hello, Sinon.

CADDI CK: Hel | o, Kenny. Good to be back.

BRUNEL: My next guest is Ehab AbuShmais. Ehab is the
Wor |l dwi de U2 Prem um Support Delivery Manager, and he's been
with IBM U2 for over 13 years. Ehab, thanks for joining ne
t oday.

ABUSHMAI S: Thanks for having me, Kenny.

BRUNEL : So, first of all, Sinon, let's start with you.
Per haps you can give us a description of what prem um

support is.

CADDI CK: Certainly, Kenny, but perhaps I'll take as a
start point what standard support is. Standard support is
what you purchase when you go on nmai ntenance with our
product, and we've tal ked about that on a previous podcast.

I n essence, standard support is the nodel that we're all
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famliar with, that of the traditional break-fix nodel

Custoners find a problemor a possible bug with the product,
they call in, and we supply themw th advice and give them
fixes or work arounds. That's the standard nodel, pretty

[imted in scope.

But our business environnent is changing, and increasingly
we find our custoners need focused, technical expertise in
speci fic areas outside of that traditional nodel. And

prem um support gives access to that expertise.

BRUNEL : And Si non, standard support has been in place
since the beginning, really. Wy is it that prem um support

is sonething that you' re offering now?

CADDI CK: Essentially, we've identified the need for
service that goes beyond that traditional nodel, but isn't
such a big conmtnent as engaging in app services. This is
all the nore relevant as we have a nunber of pretty exciting

products rolling out, things such as U2 .NET and SB/ XA

BRUNEL : Ehab, Sinon nmentioned the gap between | ab
services and our current standard support offering. As the
prem um support delivery manager, perhaps you can expand on

the need a little bit nore.



ABUSHVAI S:  Absol utely Kenny. First of all, | want to
express our enthusiasm about this offering. And let ne put
it this way: the gap that Sinon is tal king about that we
kept feeling fromour custoners is that there is no place
for themto go when there is a small, mni project such as a

howto, to develop a specific functionality.

That's where prem um support canme in the picture. |If you

i magi ne two banks of a river, prem um support is that Iink
bet ween two banks -- neaning, on each side there is...one
side is standard support and on the other side is |ab
services. Standard support covers the nornmal, it's a renote
assi stant governed by the support agreenent. And you access
general know edge of broad ranges, and assist our custoners

wi th bug fixes and enhancenent.

Lab services, it's on-site, it's contractual, mninmmof 24
hours, you get access as a custoner to indepth experience of
a broad range of technologies. And they can assist our
customer with software installation, upgrades, mgrations,

structural design, application design.

And here cones prem um support that bridges the gap between
both. W do provide renote assistance, we are required by
contract, and we require a m nimum of eight hours. But as a
custoner, you get indepth experience and rel evant

t echnol ogi es based on your needs, such as file fixing, code
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pl anni ng, and howto's, upgrade and rehosti ng.

BRUNEL : Si non, now that we've identified what prem um
support is, who would benefit fromthis? Wo would want

prem um support, and is available to everyone?

CADDI CK: Wel |, Ehab gave a pretty good overvi ew of what
prem um support is, and | guess you could sunmmarize it, who
woul d need it? Anybody who needs flexible access to the
speci al i zed know edge residing in U2 support. And
typically, they're |ooking to use that know edge to

suppl enent their own staff's skills. Think of it as a mni

consul tancy.

How can | make this cone alive? Well, let's look at a
coupl e of scenarios. Anybody who's had experience of
application devel opnent -- and | talk fromny own painful
experience here -- knows that a disproportionate anmount of
time can be spent in those odd programm ng roadbl ocks that
come up because you're not that famliar with the technol ogy
or perhaps the concept you're trying to inplenent. And it
doesn't matter how nmuch docunentation you read or articles
you Google online. Sonetines just 15 mnutes talking to

live expert saves hours of private research

Anot her scenario m ght be that of a system adm nistrator

who's fluent with the fundanentals of the U2 data servers,
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but could do with extra help in understanding say, file
sizing or the use of file fixing tools. So those are the
ki nd of typical exanples of where we envisage prem um

support being of use to our custoners.

So, who can actually buy prem um support? Basically it's
t he usual suspects: it's our partners providing support,

it's our master VARs, systemintegrators, direct end users.

If you're not sure if you're eligible, just call in and
we'll let you know
BRUNEL : Well, nowlet's nove into | earning how

custonmers can get the nost out of it. And again, Ehab,
you're the prem um support delivery manager, this is your

specialty. Perhaps you could take this one.

ABUSHMAI S: Absol utely. | nean, for our custonmers to get
the nost out of it, they have to be aware of what's
avai l able for them This is not just another offering; this
is really three offerings in one. So, when you get prem um

support, you get help in three major categories.

We defined them as options, and those options are, first of

all option for devel oper support; option two is for upgrade
and installation option three for adm ni strative support.

Lt me give an exanple of each one of them So if a custoner

pur chased prem um support and deci ded to use option one,
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then they would utilize this for devel opi ng, review ng code,

for, for exanple, SB/ XA

As Sinon nentioned, this is a brand-new product that we have
wi th not nmuch experience out in the marketplace on it. XAM
code, WPF, customcontrols. They would take advantage of
devel oper support on any custom codi ng, debuggi ng, custoner
code and relationship of the U2 product. And any assi stance

with client APl devel oping U2 products.

What woul d option two offer? Upgrade and installation. |If
you're not sure, you have a critical system you want to
pl an an engineer to be with you over a weekend while you do
an upgrade, we will cover this under prem um support. |If
you would |ike us to review your plans for upgrade or
rehosting, we will review those plans and give you a

r econmendat i on.

Option three is adm nistrative support. This will cover any
file fixing for Uni Verse and Uni Data issues, that's within
busi ness hours. We'll do any file check up, any
configuration assessnent, resize and recomendation for

Uni Ver se and Uni Dat a.

BRUNEL : Sinon, is prem um support available after

hour s?



CADDI CK: Wel |, Kenny, unless agreed otherw se, services
are provided during the normal working week -- i.e., Mnday
t hrough Friday fromeight a.m to five p.m local tine
excl udi ng, you know, national holidays and weekends et

cetera.

However, we can provi de support outside of normal worKking
hours, as Ehab indicated, if, say, we were doing
installation support, and the partner wanted to do an
installation on a weekend to minimze business disruption

and wanted to have access to experts during that tinme.

So we can do it outside of normal hours, but usually we plan
for that. The one thing of course nobody can plan is the
unexpected incident, such as a file corruption. Now,

normal ly, if you have a systemdown that is handled within
your regul ar support contract, whenever it happens, seven by
24. However with file corruption, you may want to engage us

to fix those files.

| f you haven't already got a prem um support contract in

pl ace, you'll be able to obtain one, but it's nore expensive
than if you planned ahead and got a contract in place. |If
you al ready have a contract in place, then we can use that
time which you' ve bought for that purpose. And as | say,
obviously, that is at the time of when the corruption

happens, not sonething you can plan for ahead of tine.
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BRUNEL : Ehab, let's say I'"ma custoner, and |'ve
deci ded that prem um support is going to work for nme. Can

you give us sone nore information on how it works?

ABUSHMAI S: Absol utely, Kenny. A key point to renenber
here is that prem um support custoners have to be on an
active support maintenance. Once we establish this first

criteria, the rest should be very snooth

A custoner purchases a bl ock of hours on a prepaid basis.
The invoice will be considered pre-paynent on an account for
future services. As hours are delivered, they' re deducted

fromthe total hours purchased.

Let nme give you an exanple for this. Let's say the custoner
purchased 40 hours, and the contract is done. Now they cone
to the delivery manager and we have this code requirenent,

we need this technol ogy hel p, discuss it through a statenent

of work. W agree on the deliverable.

And let's say we agree on, it's going to take us 10 hours to
give you this deliverable. Once we give the custoner these
pi eces of code, or exanple, or service, then this 10 hours

gets deducted fromthat 40 hours. Now we |eave you 30 hours

t hat you have 12 nonths to use.



BRUNEL : And so, I'msold onit. How do |I go about

getting it?
CADDI CK: Coul dn't be easier Kenny. Just give us a cal
and speak to any U2 support analysts. Just call in on the

regul ar support nunber or e-mail us at u2supp@s.ibmcom
O you can go to the TechConnect Wb page and | ook for

prem um support in the support prograns section.

BRUNEL : Si non, Ehab, thank you for joining nme today.
CADDI CK: Thank you.
ABUSHMAI S: Thanks for having ne.

BRUNEL : And for our listeners, transcripts of today's
podcast, which include all the relevant |inks, are avail able
on our Web site by follow ng the U2 podcast link fromthe

mai n page.

Qur main I BM U2 Wb page can be found at

www. i bm conl software/u2. Please click the Iink below this
podcast and give us your feedback, comments and any
suggestions you nmay have for future episodes. Thank you for
turning in today, and be sure to join us next tinme to |earn
how to Get the Mdst CQut of |BM U2.
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