Incidental Support for your
HMC environment.
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Planet Technologies’ Incidental Support for
Microsoft Hosted Messaging and Collaboration

Planet’s Areas of Expertise

¢ Hosted Messaging
and Collaboration

e Windows-based Hosting

e Windows-based Hosting for
Applications

* Hosted CRM

e Microsoft Provisioning System
e Custom provisioning systems
 Connected Services Framework

e IT Continuity

Microesoft
GOLD CERTIFIED
Partner

Planet Technologies has over 10 years of Microsoft HMC hosting experience,
supporting some of the largest Service Providers in the world.

For hosting customers who do not currently have a Microsoft Premier Support
Services (PSS) agreement, Planet has introduced HMC Incidental Support. Delivered
as part of Planet’s Service and Support Solutions portfolio, HMC Incidental Support
is provided for those hosting customers who have an urgent environmental issue
with no PSS in place. HMC Incidental Support is a fixed-cost block of time to be
used for the resolution of a specific issue with a hoster’'s HMC deployment. This can
include consulting, administrative or engineering hours, depending on the issue.

Incident Resolution

When an Incidental Support request is made and processed, 16 hours of

consultative and engineering time is allocated to the resolution of the issue.

This time is utilized in 15-minute increments and is consumed through:

¢ Telephone calls between the engineer and the customer

e Research and replication of issues

e On-system troubleshooting (if required / available)

e Escalation to Microsoft where appropriate
or required

Service Administration

Service Administration is supplied as
part of all of the Planet Technologies
Service and Support products and

provides the clients with:

e Utilization reporting

e Escalation management
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*When 75% of the allocated time is consumed the customer
will be advised and provided with an estimation of the
remaining effort required to reach a resolution. At this point
additional hours may be purchased, if required, to ensure continuous
effort in the resolution of the issue. Should 10 or more hours of consulting time remain at the point of agreed
resolution of the reported issue, an ad-hoc service will be made available to allow the customer to consume
these hours with other actions.
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Service Backup
Planet Technologies has a PSS contract in place with Microsoft ensuring that any
issues requiring their input can be escalated and addressed correctly and effectively.

Cost
€3000 per incident

Contact Us Today

* info@go-planet.com ° +1 (301) 721-0100

www.go-planet.com



