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What'’s new Standard

support
Upsel.
O I d Base product !
m Od e I license Upsell

Upsell

Base price
+10% markup

Base product Upa Base Plus
license product license
model

Premium
support

MSA Start

» MSA Plus

. MSA Business

- MSA Enterprise

Enhanced
Upsell ’

Support

Enhanced
i . Support + TAM




Enterprise licensing policy specifics

« All B2B products having Premium
Support are sold into Enterprise strictly
at Plus tier or above!

EEXAMPLE ‘-

Product: Kaspersky EDR

S T ENTERPRISE

Full list of Enterprise
products with Premium
Support is here

No. of licensing units 10-999 1000+
Oftered levels of Standard, Plus, Plus + Plus, Plus + Enh.
support Enh. Support, Plus + Support, Plus +

Enh.support +TAM Enh.support +TAM



Support tiers (simple migration matrix)

Web/phone support: 8X5

Response time SLA for Severity 1 — 6 workin :

MSA Start P y g Web/phone.support. 24x7
hours Response time SLA — S1E 1l Ele il elel g
Number of Premium Incidents: 6 Plus license

No Premium Incidents

MSA Plus

Plus license 24x7|
+ Enhanced
MSA Business / ﬂ Support certificate Unlimited

MSA for KATA
Plus license
+ Enhanced ﬂw minutes
Support with TAM Unlimited

certificate Dedicated TAM

MSA Enterprise /
SAM for KATA




Sales scenarios

Customer
wants
 Purchase new bundled
KESB license — KESB
@ Kaspersky Base license
Endpoint Security
for Business

o

phone support 24x7



Sales scenarios

Customer
wants
 Purchase new bundled
KESB license — KESB
Base license
Eﬁggﬁtgecuﬁty - Additional purchase
for Business of Enhanced Support
+ TAM certificate
+

support with dedicated TAM



Sales scenarios

Customer

wants

Kaspersky Kaspersky
Endpoint Security (.93.@ Hybrid Cloud
for Business Security

support with dedicated TAM for both products

Purchase new bundled
KESB license — KESB
Base license

Purchase new bundled
Hybrid license — Hybrid
Base license

Additional purchase
of Enhanced Support
+ TAM certificate



Sales scenarios

Kaspersky
Endpoint Security (93R|D>
for Business

+

support with dedicated TAM for KESB only
standard support for Hybrid

Kaspersky
Hybrid Cloud
Security

Purchase regular
license for Hybrid —
Hybrid Base license

Purchase new bundled
KESB license — KESB
Base license

Additional purchase
of Enhanced Support
+ TAM certificate



Sales scenarios

premium it elelelg a7y )
TAM licenses to bundled

KESB license — KESB

Base [{['5 license

Kaspersky .
1IcEndlooir_\'c Security » Additional purchase
or Business
of Enhanced Support
+ TAM certificate

R Customer aiready
Upgrade[etif=g)

o

support with dedicated TAM



Sales scenarios

Customer

wants

and Add-on

Add-on
Kaspersky 9 Kaspersky
Endpoint Security ;)?f; Endpoint Detection
for Business and Response
+

phone support 24x7

Purchase new bundled
KESB license — KESB
Base license

Add-on will have the
same level of support as
main product has.
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Materials

Compare Kaspersky Support Service Features:

Standard license

Plus license +
Enhanced Support
certificate

Plus license

Plus license +

Enhanced Support
with TAM certificate
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Support Coverage
Incident |ID and Support:
5 e N/A N/A Unlimited Unlimited
. ‘ear
* Marketing leaflet Assigned ustomer i “ ; "
Technical Contacts
Break/Fix Incidents? Unlimited Unlimited Unlimited Unlimited
Support Availability
Telephone Support:
[
P PT All Severity Levels No 24x7%365 24x7x365 24x7x365
Web Ticket and Live Chat Support®:
Severity Level 1 Proce.ssed caEing Proce.ssed chring 24x7x365 24x7x365
. office hours office hours
¢ We b S Ite U pd ates : Processed during Processed during Processed during
Severity Level 2 2 : { 24x7x365
office hours office hours office hours
’ i) Processed during Processed during Processed during Processed during
S office hours office hours office hours office hours
Response Time*
) Q f p p ) Level: Level1:
FA O r S U O rt Severity Level1 N/A N/A > hotws 30 mi
t Level 2 Level 2:
e a m 6 working hours 4 hours
3 Level 3: Level 3:
Severity Level 2-4 N/A N/A 8 working hours 6 working|
Level 4: Level 4:
10 working hours 8 working hours
Remote Assistance
Availability by Level No No All saverity levels All severity levels
Enhanced Support Services
Dedicated Security Contacts
Assigned Technical
Account Manager (TAM)
dedicated to maintaining -
your company’s security No No TN s fSenior toam Dedicated TAM

through proactive of engineers)



Questions?

kaspersky



