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Services are a critical criteria

In general, what do you consider to be the most important criteria to your organization
when it comes to selecting a data center infrastructure provider?

SERVICE, SUPPORT & EASE OF IMPLEMENTATION (=77

PRODUCT FEATURES/FUNCTIONALITY

TOTAL COST OF OWNERSHIP

EASE OF MANAGEMENT

REDUCTION IN OPERATIONAL EXPENDITURES
ABILITY TO LEVERAGE EXISTING STAFF SKILLS
REDUCTION IN CAPITAL EXPENDITURES

PRE-QUALIFIED SOLUTIONS / REFERENCE..

EXISTING RELATIONSHIP WITH VENDOR
© 2016 by The Enterprise Strategy Group, Inc., InstaPoll Research
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Předvádějící
Poznámky prezentace
As you navigate the complexities of the new technologies that will transform your datacenters and your workforce, we believe the role of services has never been more important

And we think you agree – in fact according to ESG, the quality of the service and support experience is the #1 criteria customers like you look for in selecting an infrastructure provider.  

Would you agree?

Services are the “how” in “how to get things done.” Services are the catalyst and the enabler for transformations…they get you from plan to reality.



ProSupport and ProSupport Plus global availability

D=legacy Dell only, E=legacy EMC only

Total: 124
D =46
E=11

Response

options

e Same Day
On-Site
(4hr)

e Next
Business
Day

: 35 total
Americas D =24
1. Antigua & 19.

Barbuda (D) 20.
2. Argentina 21.
3. Aruba (D) 22.
4. Bahamas (D) 23.
5. Barbados 24.
6. Bermuda 25.
7. Bolivia (D) 26.
8. Brazil 27.
9. British Virgin 28.
Islands (D) 29.
10. Canada 30.
11. Cayman Islands 31.
(%)
12. Chile 32.
13. Columbia 33.
14. Costa Rica (D)
15. Dominica (D) 34.
16. Dominican 35.
Republic (D)
17. Ecuador (D)
18. El Salvador (D)

Grenada (D)
Guatemala (D)
Guyana (D)
Honduras (D)
Jamaica (D)
Mexico
Nicaragua (D)
Panama (D)
Paraguay (D)
Peru

Puerto Rico (D)
Suriname (D)
Trinidad &
Tobago

United States
US Virgin Islands
)

Uruguay (D)
Venezuela (D)

68 total

EMEA 5. 2e=6
1. Afghanistan 20. Ghana (D) 40

() 21. Gibraltar (E) 41
2. Austria 22. Greece 42.
3. Algeria 23. Hungary 43.
4. Andorra (E) 24. Iceland 44.
5. Angola (D) 25. Iraqg (D) 45.
6. Bahrain 26. Ireland 46.
7. Belgium 27. Israel 47.
8. Botswana 28. ltaly 48.

()] 29. Jordan (D) 49.
9. Bulgaria (D) 30. Kazakhstan 50.
10. Cote ()] 51.

D’ivoire (D) 31. Kenya (D) 52.
11. Croatia (D) 32. Kuwait
12. Czech Rep 33. Latvia 53.
13. Denmark  34. Libya (D) 54.
14. Egypt (D) 35. Lichtenstein 55.
15. Estonia (3) 56.
16. Ethiopia (D) 36. Lithuania  57.
17. Finland 37. Luxembourg 58
18. France 38. Monaco 59
19. Germany  39. Morocco 60

. Mozambique®61.

. Namibia (D)

Russia

San Marino
(B)

Saudi Arabia
Serbia (D)
Slovakia (D)
Slovenia (D)
South Africa
. Spain

. Sweden

. Switzerland

Netherlands 62.
Nigeria (D) 63.
Norway 64.

Oman 65.
Pakistan (E) 66.
Poland

Portugal 67.
Qatar

Romania (D)68.

Tanzania
()

Tunisia (D)
Turkey
Uganda (D)
Ukraine
United Arab
Emirates
United
Kingdom
Vatican
City/Holy
See
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10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.

E=5

Australia
Bangladesh (E)
Brunei
Cambodia (E)
China
Comoros (E)
Hong Kong
India
Indonesia
Japan
Macau

W EIEWSEY
Myanmar (E)
New Zealand
Philippines
Singapore
South Korea
Sri Lanka (E)
Taiwan
Thailand
Vietnam

NOTE; Availability and terms of Dell EMC Services vary by region and by product. For more information, contact your Dell EMC sales representative. For Partner-Distributed Countries please contact your

Dell EMC representative for the Optional Services beyond Dell ProSupport Core Service Models Remote Diagnosis is determination by online/phone technician of cause of issue; may involve customer

access to inside of system and multiple or extended sessions. If issue is covered by Limited Hardware Warranty and not resolved remotely, technician and/or part will be dispatched, usually within 1
business day following completion of Remote Diagnosis. Availability varies. Other conditions apply.
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Enterprise Support Services
Feature Comparison ProSupport | 'OSuPPOrt | ProSupport One

Plus for Data Center

Remote technical support

Next Business Day| Next Business Day*

Onsite support or Mission Critical | or Mission Critical

Automated issue detection and case creation
Self-service case initiation and management

Hypervisor, Operating Environment Software and OS
support

Priority access to specialized support experts
Designated service account management expert
Periodic assessments and recommendations

Monthly contract renewal and support history reporting -_

Systems Maintenance guidance | semiannual | Optional |
Designated technical and field support teams e

1. Next Business Day option available only on applicable legacy Dell products.

Availability and terms of Dell EMC Services vary by region and by product. For more information, contact your Dell EMC sales representative. DSALEMC






At-the-Box Management?

(in/teb BE Microsoft D<A.LTechnologies


Předvádějící
Poznámky prezentace
For managing a server right ‘at the box’ – we offer a number of ways to access the server to install, configure, and manage….


Managing at-the-box

Lifecycle Controller Ul

» Server hardware and firmware
inventory

* Firmware updates

* OS deployment support
including RAID config and
embedded OS Driver Packs

IDRAC Direct

» Connect a laptop via USB
cable to access the iDRAC
GUI

» Acts as an instant crash cart
for managing servers

» Enables easy trouble shooting

QuickSync 2

* Mobile management via
Android/iOS devices

» Server hardware and firmware
inventory

 Basic configuration

* Provides detailed LC logs and
auto-uploads to Services

Server configuration via USB key

» Server hardware configuration

* Firmware update via a
network location

 Factory orderable and turns
off after use

DSALEMC


Předvádějící
Poznámky prezentace
While managing at the box – you can get access to and do hardware and firmware updates and inventory via a number of tools:

There is a software User interface for IDRAC as mentioned before and it can be accessed via network connections – directly via USB cable or through a mobile device when QuickSync is attached to the server.  

We also have a USB configuration capability and the ability to turn on/off the USB ports for security.  

Also – almost all servers can be ordered with an LCD information panel that helps in simplifying initial server set up and information collection.  



http://www.google.com/url?sa=i&rct=j&q=dell+server+usb+port&source=images&cd=&cad=rja&docid=nGsv7MBBiU37iM&tbnid=7Vx_TjK1BL6lGM:&ved=0CAUQjRw&url=http://www.zdnet.com/dell-poweredge-r815-1339305400/&ei=ngFCUa3YFYGF2gXD5IEo&psig=AFQjCNGUz0FX4TelqbifRi_cbEMkb8OZMQ&ust=1363366675871121

IDRAC9 with Lifecycle Controller
1:1 management

Efficient Automates common management tasks such
as discovery, inventory, configuration and
update

Independent Agent-free architecture ensures consistent

= system Health i Server Informaticn

a8

management across environments — OS’s,
hypervisors, containers, virtual machines

(-]

®

—=_—l. Easy-to-use Modern HMTL5-based GUI for simpler, faster
navigation without the need for plug-ins

Secure Embedded Cyber Resilient architecture and
Lockdown Mode provide tighter control over
unauthorized changes to hardware and
firmware

Proactive Embedded SupportAssist, our proactive and
predictive automated support technology, is
now embedded on every server

DEALEMC


Předvádějící
Poznámky prezentace
Our iDRAC component is actually an extremely comprehensive system – it can monitor any subsystem within the server and provides detailed reporting of the status of all issues.  Some of the benefits of this include:

*Integrated SupportAssist report collection AND case creation for ProSupport users – helping speed  time to resolution on any technical support-related issues. 
*Multi-vector cooling – thanks to IDRAC monitoring of temperature, voltage, fan speed, power supplies, batteries, etc. – we can support higher performance components and direct cool air to where it’s needed most in the server – we are actually the first vendor able to control air flow down to the PCI express slot.  
*with the latest version of iDRAC – iDRAC9 – you can access not just a single server through the user-interface but provide basic management to a group of up to 100 servers without needing to use a software console (of course we offer the best console available – OpenManage Enterprise – if you prefer to manage through a console.  

The iDRAC is enabled with a basic software license and some of the features mentioned above (like SupportAssist and extended thermal controls) require a licensed upgrade called iDRAC Enterprise.  





1:Many Software Management
Consoles

(i@ BE Microsoft D<A.LTechnologies



OpenManage Enterprise management domain

— Dell EMC 7T
penianage 1ﬂﬂ H E =
=| [b_o _q F e ARrRrise 638
Tower Rack Modular Compute  Networking Storage
Servers Servers Servers
Full lifecycle management of Dell EMC Monitoring of storage, networking,
PowerEdge servers compute, & 3" party hardware

DELLEMC


Předvádějící
Poznámky prezentace
If you are managing more than a few servers however, you will probably want to do so from your desk  via a software console.  - Dell EMC OpenManage Enterprise is our data-center monitoring and lifecycle management console for  Dell EMC servers.  


SupportAssist

Benefits:
Improve productivity by replacing manual routines with automated support
/f Accelerate resolution, or avoid issues completely, with proactive and
1|Il| predictive issue detection

Maximize flexibility with a SupportAssist version for standalone use or with
a management console

S Experts «f Insights Q Ease

* Proactive contact from Dell EMC * Proactive issue detection Automated issue notification and
tech support case creation

Collect system state information
for support or deployment with
one easy to use tool

» Configuration and site validation

* ProSupport Plus recommendation
reporting

SupportAssist is available on legacy Dell products

© Copyright 2017 Dell Inc.



Předvádějící
Poznámky prezentace
With SupportAssist, automated, proactive and predictive support technology is integrated into our suite of enterprise products and systems management consoles to enable faster resolution and reporting.
SupportAssist includes remote monitoring, automated collections of system state information, proactive alerts in the event of a failure and automatic case creation.
ProSupport Plus and ProSupport One for Data Center customers receive predictive notifications and personalized recommendations based on the analysis of support trends and best practices across our customer base.

There is a SupportAssist version for most Dell EMC environments including versions that are embedded in Dell EMC data center systems as well as those that run standalone or integrate with management consoles.

SupportAssist Enterprise
Monitor without a management console
Monitors 1 to 15,000 Dell EMC server, storage or networking devices
Can plug into OME, SCOM or be used without a management console
Available for download at Dell.com/SupportAssist 

SupportAssist for iDRAC
Embedded on PowerEdge 14G servers
Monitors a single 14G PowerEdge server
Point of need collections and troubleshooting
Enable in iSM (iDRAC service module)

SupportAssist for SAN HQ
Embedded on PS Series Storage
Monitors PS Storage
Enabled from SAN HQ 

SupportAssist for SCOS
Embedded on SC Series Storage
Monitors SC and SCv Storage
Enabled from SCOS




SupportAssist enables ProSupport Plus monthly reporting

Detailed review of cases and
incidents, plus view by rate, product,
and age

Proactive notification of software and
firmware revisions

Remaining storage, volume and
capacity, and information around
performance

General environment reporting Without With
SupportAssist SupportAssist

Install base overview product, entitlement and

expiration

Incidents by rate, age and product (overview) _“
Dispatches by rate, age and product (overview) _“

Casel/incident review

Firmware and software revision

recommendations

Utilization Without With
SupportASS|st SupportASS|st

Storage enclosure overview summary

Overall volume capacity and utilization
In-depth capacity review

Page pool configuration



Předvádějící
Poznámky prezentace
Although all ProSupport Plus Customers receive month reporting only those with connected support  take full advantage of the reporting. For example SupportAssist will enable firmware and software revision recommendations for Dell EMC PowerEdge servers, as well as, utilization recommendations including volume and capacity summary and review on SC/SCv storage.


Resolve issues up to 90% faster when connected'

Traditional Support

Traditional manual support I Customer Verify Manual Gather

Higher customer effort, longer downtime - contacts service case System
Dell EMC contract creation State

Trouble-

Resolve
shoot

Fault Occurs

Connected Support

Proactive automated support Auto Dell EMC

Less customer effort and downtime Case. Contacts Resolve
Creation Customer

Resolve
before an

Predictive automated support Auto ge” EMC
Avoid failures and downtime Case ontacts -

i Customer
Creation e

1 Based on Sep 2015 Principled Technologies Test Report commissioned by Dell EMC. Actual results will vary. Full report: http://facts.pt/1P56IW0
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Předvádějící
Poznámky prezentace
How does this connected infrastructure translate to time savings in real life? Let’s look at traditional support vs. connected support. With the traditional support when there’s an issue, you have to first realize there’s a failure, then call into support. The support agent will have to verify your service entitlement then create a support case. She will then ask you to run a collection of system state information. She’ll have to analyze that information and work with you to troubleshoot.

With connected infrastructure we streamline the support process. If there is a failure you and Dell EMC are proactively alerted, a support case will be opened and system state information will be automatically sent to Dell EMC. Dell EMC will then contact you with a resolution. In some cases we can even predict failures, bypassing the actual failure and resolving the issue before it occurs. 

Connected support reduces the steps to resolution and saves time, a lot of time. In fact, a study by Principled Technology found that customers can resolve issues up to 90% faster with ProSupport Plus and SupportAssist!

http://facts.pt/1P56lW0

o

Save time and IT effort resolving server hardware
issues with ProSupport Plus and SupportAssist

ProSupport Plus with SupportAssist resolved our simulated hard drive
failure with only 8 minutes of administrator time, 72% faster than
with Basic Hardware Warranty alone

Required involvement from in-house admin in each scenario
Less time is better

ProSuppert Plus with SupportAssist?
8 min total
{0 min call time)
ProSupport Plus without SupportAssist
15 min 16 min 47s
call time total

Basic Limited Hardware Warranty without SupportAssist

24 min 29 min 14s
call time total

DSALEMC



Dell TechDirect portal

DELLEMC TechDirect
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| AppS

Does your tearmn need the ability to engage Dell Tech Support and dispatch parts on the go? Get

in the palm of your hand with the TechDirect mobile app. available in English for iOS and

Android devices. Visit your device's app store to download today.

Message Center
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DSALEMC






Five critical components of ProSupport Plus for Enterprise

Designated Technology

Your #1 support advocate at Dell EMC, ensuring you have
someone who knows you and your business.

Service Manager

Priority access to ProSupport Trusted advisor for support planning and technology decisions.

Plus engineers

Leverages data from SupportAssist, Secure Remote Services
(ESRS) and MyService360 to improve performance and stability

Proactive monitoring with with proactive, personalized recommendations.
SupportAssist and Secure

Remote Services

Serves as single point of contact for account management,
escalation and monthly reporting reviews.

Monthly reporting and
performance recommendations

Systems Maintenance guidance

DSALEMC



Your Technology Service Manager

Jan ZauSka

Technology Service Manager

&

Relationship
» Trusted advisor

» Understand business
objectives and IT needs of
covered assets

» Service advocate within Dell
EMC

jan_zauska@dell.com
(tel) +420 720 948 917

7

Prevention

» Operational review including
reporting, analysis and
recommendations

* Risk management
 Best practices
* Maintenance
« Lifecycle
e Out of Warranty

* IT service management best
practices adoption for
operations efficiency

R

Support

» Escalation and crisis
management support

» QOversight and coordination
of service exceptions

 Central point of
accountability for Dell EMC
services

R

Collaboration

» Joint Dell EMC account and
service delivery planning
and execution

 Early involvement in
projects from a support and
operations point of view

 Service operations plan
delivery




Five critical components of ProSupport Plus for Enterprise

Designated Technology Service ) _
Manager * Immediate advanced troubleshooting from a ProSupport Plus

engineer who will reduce downtime and lost productivity.

Priority access to ProSupport » Deep and broad expertise across the full breadth of Dell EMC
Plus engineers enterprise products to enable comprehensive issue resolution.

: — :  Utilizes information from SupportAssist, Secure Remote
Proactive monitoring with Services and MyService360 to gain visibility into the issue

SupportAssist and Secure - . . .
Remote Services as well as configuration and diagnostic data.

Monthly reporting and
performance recommendations

Systems Maintenance guidance

DSALEMC



Five critical components of ProSupport Plus for Enterprise

1 Designated Technology Service ) ) )
Manager * Remotely monitors enterprise systems through leading system

management consoles

Priority access to ProSupport » Accelerates resolution with predictive monitoring, notifications,
Plus engineers automated case creation and proactive response.

: - : » Improve productivity by reducing time spent resolving issues.
Proactive monitoring with

SupportAssist and Secure » Collects configuration information from your environment to
RENOE SEises identify critical patches and updates

Monthly reporting and » Analyzes information across entire customer base, to identify
performance recommendations trends and best practices.

Systems Maintenance guidance

DSALEMC



Five critical components of ProSupport Plus for Enterprise

1 Designated Technology Service
Manager

Priority access to ProSupport
Plus engineers

Proactive monitoring with
SupportAssist and Secure
Remote Services

Monthly reporting and
performance
recommendations

Systems Maintenance guidance

Monthly assessments enabled by SupportAssist, Secure
Remote Services and MyService360 provide critical updates
and performance recommendations.

Monthly contract and support history reporting to aid in
budgeting and planning.

Recommendations based on trends and best practices across
the Dell EMC customer base.

The full ProSupport Plus reporting suite is available only
with the implementation of SupportAssist and/or Secure
Remote Services.

DSALEMC



Five critical components of ProSupport Plus for Enterprise

1 Designated Technology Service

Manager » Systems Maintenance is included in your ProSupport Plus
entitlement and delivered as needed for no extra cost

Priority access to ProSupport » Systems Maintenance will be recommended as needed by
Plus engineers your TSM as a part of performance reporting

* Flexible scheduling of service delivery — available 24x7 or per

Proactive monitoring with your available maintenance window
SupportAssist and Secure

Hemote services « Comprehensive event log analysis can prompt a driver and
firmware update recommendation

Monthly reporting and
performance recommendations

Systems Maintenance

guidance

DSALEMC



DALEMC



	Dell EMC Support services�with predictive tools
	Services are a critical criteria
	ProSupport and ProSupport Plus global availability �
	Snímek číslo 4
	Tools and technologies that help you work smarter
	At-the-Box Management?
	Managing at-the-box
	iDRAC9 with Lifecycle Controller�1:1 management
	1:Many Software Management Consoles
	OpenManage Enterprise management domain
	Snímek číslo 11
	SupportAssist enables ProSupport Plus monthly reporting
	Resolve issues up to 90% faster when connected1�
	Snímek číslo 14
	Dell TechDirect portal
	Five critical components of ProSupport Plus for Enterprise
	Five critical components of ProSupport Plus for Enterprise
	Your Technology Service Manager
	Five critical components of ProSupport Plus for Enterprise
	Five critical components of ProSupport Plus for Enterprise
	Five critical components of ProSupport Plus for Enterprise
	Five critical components of ProSupport Plus for Enterprise
	Snímek číslo 23

