Introduction to TSANet




The Technology Vendor Support Alliance

TSANet is a not-for-profit global collaborative alliance consisting of 900+ companies
working together to improve their shared customers’ support experiences.
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Membership Levels

STANDARD

Standard collaboration with 24-hour SLA
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Collaborate with Members during
business hours/24-hour SLA response

TSANet Connect Base Features

Join Partner Programs and Invite
existing Members

Technical Knowledge Exchange
Regional Focus Group Meetings

Additional Member privileges
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PREMIUM

24/7 and SLAs for enterprise support

All the benefits of Standard plus:

Global collaboration 24/7
Enterprise level SLAs

TSANet Connect Single Sign-On
Invite NEW members to join TSANet

Access to Critical Escalation
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Limited
Members

ELITE

Expand multi vendor support needs

All the benefits of Premium, plus:

Assigned Success Manager

Create Co-Branded Partner Programs <@
Implement Solution Support Models
TSANet Connect System Integration

Access to Advanced Collaboration
Methods

Co-Marketing Activities

Network with other Elite Members
and apply for Board Seat




Member Benefits

Technology Partner Framework Multi Vendor Collaboration TSANet Community

= TSANET CONNECT

My Farirer
COMMON
ALLIAMNCE STRATEGIC Q
CUSTOMER F—
PARTNERS PARTNERS PARTNERS '.
Technology Partner Success: Collaborate online to improve: Join a Regional Focus Group to:
% Best Practices & Customer Experience 45 Network with Industry Peers
& Partner Management 2 Partner Relationships B Improve Support Processes
atv- Employee Satisfaction I?? Improve Partner Management

=\ Legal Framework




TSANet Collaboration Framework

Common Customer

Meet in the Market

Customer builds a solution
and purchases support
from each Vendor.

Vendors collaborate on issues
as needed. TSANet legal
and operational framework
used for collaboration.

Alliance Partner

Technology Partner Programs

Validated configurations
from your partner or
developer marketplace

Support model documented
for Customers and Partners
with TSANet collaborative
support commitment

Limited Members

Strategic Partner

OEM, Solution Support

Solutions from your company
with integrated technology

Support provided by
lead vendor. Back line
product supportin place
with other vendors.



PROVEN PROCESS

YOUR TECHNOLOGY
PARTNER ECOSYSTEM

COMMON ALLIANCE
CUSICNMER PARTNERS
PARTNERS

STRATEGIC
PARTNERS

STANDARDIZE

Common Customer,
Alliance or Strategic
Partners

SIMPLIFY

Collaboration and
Solution Support
Models

AUTOMATE

Integrate into Your
Systems and
Processes

TSANET

PARTNER
ONBOARDING

Collaboration Platform

Best Practices

NNECT

LEGAL
FRAMEWORK



= TSANET CONNECT

J The System that all Members use to
collaborate with other Members

d Bi-directional Create, Update, and
Notes

d 1SO27001, ISO27701, and Microsoft
SSPA certification

d 2024 - WebApp, Salesforce Package,
Custom API integrations

d 2025 - MS Dynamics, Others




Go to connect.tsanet.org

Sign in to your company page .
Search for your company... n 1. Find your company or g0
directly to your company login

page: yourdomain.tsanet.org

‘ 2. Login or create an account

“ TSANET CONNECT 3. Premium and Elite Members can
configure Single Sign-on.
Requirement for new

Not able to find your company page? Contact Us

Login

forgot password? CO”aboratlon FG@d




WebApp Overview

- TSANET NNECT O Home Admin  Events Training Frofile  Logout

New Partner Collaboration
O Find a Partner / Department ... ﬂ My Favorites ...

[ Company Note:
Internal TSAMet Contact

1:I:In‘lp{|rr:l active Cases (30 d-il:f'ﬁ et O MOTE: AN time stamps are shown in UTC time.

Case# Type Partner Partner Case# Prigrity Status

Last Update T

HwnN e

Navigation
Membership Level
New Collaboration
Filter Existing
Collaborations

List of Collaborations



User Experience - Submit

O

Mew Partner Collaboration

Find a Partner / Department . n My Favorites b

1. User searches for Member company and selects a
process. User can also pin favorites

2. System guides user through exceptions such as
request relationship or missing Partner

O

Test IBM Contact & Common Customer Contact
Test
User
test@ibmtest.com

- +1 4155551292 - v

Problem Information Priority Information
Medium - P2 v

hin 4 hours. The Mutual Custon

User fills out the process form.
L Their Case#, Problem Details, Common Customer Details
O Select Priority (The system will display SLA response time)




Exchanging notes & Response Update

My Active Cases (30 days) W NOTE: Al time stamps are shown in UTC time.

Q Case# Partner Partner Case# Status Request Date Last Update 1
T123567E Test Bed Hat ATy crgel Ma ' 4 12:40 arr ur=11-2024 0320 prr

TSANET CONNECT

Home Admir fven:
"'}f'-D[Zl" Se:. C

131 Training Profile Logout Elte

R boraticn ccepted

Select the case from list vl

Details of the case Q iasy
Escalation instructions T et yuiesgotoskcon s

ngineer Phore

Close Case or Update initial oMo T
response
5. Add notes. Sends notification Q

s wnN e

Escalation Instructions

to the other user |

6. History of notes feed available Soekeron el e et e O B
for Premium and Elite members m
with SSO R Q




User Experience — Emails

110 Hortonworks for Test Company Case# 785996 .
1o ¢ " PO responded b your request (NetApp Cased 555431 - Questions on

armor code Xyz). Conlact delsls and a0 Casal are inchudad bslow along

iy special inspections. for working the cos
Escalation Instructions

FRICH I LA Torol © Supp ¥ $55.8HORTON DO NOTREPLY TO THIS EMAIL. Usa the contact details balow
(855.846.7866) or +1.408.916.4121 Please select opton 2 for support

se “Escalate Case" bution fou

ety J 15E NECAS e5Calaion Cizco Case® and Conlact delails Email initial response back

Engineer gets an email back o o from the receiving Member
& 8 that includes Case Number

from the system that includes . .
A . Y . and Engineer Contact details
Escalation Instructions to use

Customer Contact if th ey do not get a res ponse 5'.I-..I|.'---l--- theit 'WishEx T focm balow 1o share files and commaent on His

Customer Company. ABC Compufters
e e ] OF Need to escalate the issue Uosometst com

Customer Phone inciuding Country Cod

cusamer case w wen omoris 23| AUTING the resolution process

Request Details

Tes: Company Contact

N oo

Escalation Instructions:
Escalaion instnuciaons from thi Mambar, Should mchade a escalation contact

name and phone,  Mary Kay 225-555-1212 or mannfiest com

Problem Details




Integrated User Experience - Salesforce

Case
I ﬂ Hew Test Case Dec 16 Beta 19 /

ﬂ TSARe1 Cases (0] o e Fesd o

Create Member Collaboration Case

J Outbound — Same
experience as Web

 Integrated to Salesforce
Case

rste Member Colaboration ase O All updates and Notes in

the Case Feed




Integrated User Experience — MS Dynamics
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J Same experience
as Salesforce

d Integration to
Case / Timeline



Regional Focus Groups
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L (  TSANef TSANet N TSANet

e Europe India i Japan

_— j. Focus Focus £ Focus
North America Y GI’OUD

Group Group

. Focus Group

, , _ \ TSANet
 These groups aim to define shared challenges with , i
Technology Support and work together on solutions. ) Focus

_ _ v Group
J Each Region meets 2 times/year — In Person and
Remote attend options

d The group also provides input on reviewing and
influencing TSANet’s strategy.




Find Regional Focus Group Meetings

T SA MET WHY TSANET? MEMBERS MEMBERSHIP ABOUT MEWS/EVENTS CONTACT US Q, Search MEMBER LOGIN

Introduction to TSANet Webinar - Feb 11,

2025
Join us for the “Introduction ta TSANet webinar on Tue,.. Categories

Industry

INTRODUCTION TO TSANET

Meetings & Webinars
Member Case Studies
"’t' J-'pl' R . Member Resources
ST R
i Upcommg Regional Focus Mews

* Group Meetings Upcoming Events < mm
Hegional Focus GI’DUPE The objective of the Reglonal Focus Groups Is to provide..,

l' B ik O Mach14.2028 ® australia Focus Group, Europe
E 1"'?'81%'4!1”‘@1 It"ii! : e Recent Posts

TSAMet Connect Microsoft Dynamics

Connector February 10, 2025




Questions?

membership@tsanet.org



mailto:membership@tsanet.org
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