In addition to in-house expertise,
organizations today often require
specialized, external assistance to
keep their increasingly complex IP
environments running at peak perfor-
mance, 24/7/365.

BlueCat Networks meets these needs
by offering standard technical support
services, including telephone, email
and web service access for problem
resolution; advanced replacement of
appliances and access to upgrades
and updates as required. In North
America, these essential services are
sold and delivered directly by
BlueCat's Customer Care organiza-
tion.

Worldwide, BlueCat's growing network
of distributors and resellers provide
local support services for customers in
all major geographical markets. By
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extending BlueCat's support services
through an integrated program of
training, certification and escalation
procedures, BlueCat's dedicated
channel partners ensure the highest
level of service regardless of location.

BlueCat Global Support Partners

BlueCat's Global Support Partner
program is made up of local, certified
professionals who have been
thoroughly trained and exhibit the
dedication necessary to fuffill the
required service levels appropriate for
BlueCat technology. Drawing on direct
access to the BlueCat escalation
resources necessary for resolving
critical issues quickly, the Global
Support Partner ensures that custom-
ers receive the same high level of
service delivered directly by BlueCat.
In some cases, the Global Support

Partners will have a direct relationship
with BlueCat Customer Care while in
other cases a local distributor may
deliver a portion of the required
service. This may include holding and
delivering Return Material Authoriza-
tion (RMA) stock for rapid systems
replacement. In other words, every
customer can expect to receive an
exceptional level of support, regard-
less of their geographic circumstance.

Center of Excellence (CoE) Program

BlueCat's Center of Excellence
program delivers global support with all
the benefits of localized service.
Preferred partners must build a
dedicated practice around BlueCat
solutions and complete extensive
training/certification to deliver the
quality of service our clients have
come to expect.



Customer Experience Enhanced

Every customer can have confidence
in BlueCat's Global Support Partner
gualifications and resources. The
close working relationship between
Global Support partners and the
BlueCat Customer Care department
ensures that every technical challenge
is met with an exceptional level of
expertise. This expertise includes local
support for customers in their own
time zone and in their own language.
The level of service is equivalent to
BlueCat's standard support services,
and may be enhanced by local
custom agreements with the Global
Support Partner. For example,
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four-hour hardware replacement and
on-site engineers may be supplied
directly by the BlueCat Partner. The
result? Expert support delivered on
time, every time.

Level 1 support

Depending on the Service Level
Agreement (SLA) selected, the
customer can call, email or otherwise
contact their assigned Global Support
Partner for all level 1 issues.

Escalation

Every Global Support Partner has
direct access to escalation resources
at BlueCat, as well as formal proce-
dures for submitting cases for referral.

BlueCat's escalation resources
respond to the Global Support Partner
as they would to any customer issue
to develop and provide appropriate
resolutions and feed them back to the
customer in turn.

Where required, and in concert with
the Global Support Partner, BlueCat
may work directly with the customer to
resolve an issue.

Emergency support

BlueCat's Customer Care directly for
emergency support. BlueCat
Customer Care will provide assistance
in the first instance. The case may be
referred back to the assigned Global
Support Partner for final resolution.

Fax: +1.416.225.4728
Toll Free: +1.866.895.6931

Phone: +44.118.902.6680
Fax: +44.118.902.6401

CONTACT US

Telephone: +49.6227.38489.10
Fax: +49.6227.38489.18

Deloitte

RED S RED [GQienee T
| e vz [ NETWORKWORLD Chinfuting
eyt E E noGOR O] e gy

©2008. BlueCat Networks, the BlueCat Networks logo, Proteus Enterprise IPAM Appliance, Adonis DNS/DHCP Appliance, the Adonis logo, XHA, and IPAM Inteligence are trademarks of
BlueCat Networks, Inc. Microsoft, Windows, and Active Directory are registered trademarks of Microsoft Corporation. Any product photos shown are for reference only and are subject to
holders. Printed in Canada. DOC. NO. PV21/10/07

change without notice. All other product and company names are

or registered of their respect

ick TRUSTED

Phone: +1.703.956.3551

Phone: +1.678.566.3810

COMPUTING Group™ =" =

North American EMEA Head Office: US Offices: Washington, DC To Learn More:

Corporate/R&D United Kingdom Reston, VA 2020 Pennsylvania Ave NW To watch a video presentation, view
Headquarters: BlueCat Networks Europe 1818 Library Street Suite 928 an online demo or request a free
502-4101 Yonge Street Merlin House Suite 500 Washington, DC on-site evaluation unit visit us at
Toronto, ON M2P 1N6 Brunel Road Reston, VA 20006 bluecatnetworks.com

Phone: +1.416.646.8400 Theale Berkshire RG7 4AB 20190 Phone: +1.866.895.6931

Redwood City, CA

Atlanta, GA 303 Twin Dolphin Drive
Germany 12600 Deerfield Parkway 6th Floor
BlueCat Networks (Zentraleuropa) Suite 100 Redwood City, CA
Altrottstrasse 31 Alpharetta, GA 94065
D-69190 Walldorf, Germany 30004 Phone: +1.650.632.4570

¥ BLUECAT NETWORKS

The IPAM Intelligence Company





