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Technical Account Managers

Trend Micro Technical Account Managers (TAMs) provide expert technical advice based on in-depth
knowledge of Trend Micro products. Bronze Premium Support customers access support directly
through a team of TAMs. At the Silver Premium Support level and above, customers receive support
from a designated TAM, who develops detailed knowledge of your company’s specific network
environment and IT strategies. By understanding your organization’s support history and IT security
strategies, the designated TAM can evaluate and diagnose support issues in the proper context for
optimal outcomes.

Global Support Capabilities

Trend Micro’s support presence spans the globe—with Technical Account Managers in more than
20 countries, providing local language support in more than 12 languages. The Platinum and Diamond
Premium Support levels provide the option to receive TAM support in other regions.

Proactive Threat Notifications

At the Silver Premium Support level and above, your Technical Account Manager will alert you if Trend
Micro determines that an emerging threat poses a high risk to your business. At all Premium Support
levels you can choose to receive electronic notification of a broad range of threats, allowing you to
take appropriate action to avoid adverse consequences.

Two-hour Virus Response Service Level Agreement

This feature is included at the Gold Premium Support level and above. It applies to customer-defined
urgent virus case submissions. This agreement ensures that a pattern file, guaranteed to detect the
virus, will be delivered within two hours of your virus case submission.

Enhanced Online Resources

Premium Support online resources ensure that you are informed about product developments,
technical support issues, service case status, and potential threats that can affect your business.
Features include:

» Case Management Tool — tracks service status and keeps you up-to-date on progress

* Premium Knowledgebase — provides comprehensive, in-depth security intelligence
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Trend Micro™ Enterprise Protection Strategy

Trend Micro™ Enterprise Protection Strategy
provides an integrated multilayered security
framework—for comprehensive network
protection. For more information please visit:
http://uk.trendmicro.com/uk/products/

TrendLabss"

Trend Micro™ Premium Support is backed by
TrendLabs®M, our global network of research and
support centers where engineers continuously
develop new threat intelligence and deliver the
means to detect, preempt, and eliminate attacks.

“¢ Trend Micro has given us a level of
support that we never expected.
In a time when most companies
have taken a ‘figure it out yourself’
attitude, Trend Micro gives us close
up, one-on-one, ‘call me anytime'
type of support. It's been like
night and day compared to our
past experience. ?°

Wayne Freeman

CISSP, Team Lead

Networks and Infrastructure
CCS Income Trust,

Calgary Alberta, Canada
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