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* McAfee Technical Support
— Mission
— Overview

e The Customer Experience

— Gold Technical Support
— Platinum Technical Support
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McAfee Technical Support Mission Statement

For McAfee
customers to feel
“Confident | am
Covered”

4/18/2008

Protect what you value.


http://www.asponline.com/awards.html
http://www.lisa.org/awards

McAfee Technical Support Organization

120,000,000

100+ Desktops 13 Major
Countries _ p¥ _ EElgLET S
1000+ 24 x 7 X 365 g0
Professionals Availability Contacts/Week
25,000,000
KBlg\’rOt?ges 250,000 Consumer
Corporate Subscribers

Customers

Over 5,100,000 Annual Customer Contacts r
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Trusted Security Advisor = Technical Knowledge

Industry Certified Security Engineers
— Security certifications: CompTIA Security+ and CISSP
— McAfee products and suites
— Leading industry certifications: CCIE, CCNA, CCNP, MCSE,
MCP, MCDST, CNA, CNE, and more....
Improved Structure
— Formalized new hire training plan

— Product Specialists providing on demand
training to Tier 1

— Tier 2 structured by product
New Training Technologies

— Global Solution Lab

— Witness feedback

— KnowledgeBase improvements
Specialist Training

— Engineer exchange between regions

Creating the Highest Level Trusted Security
Advisors, Delivering Trusted Advice

4/18/2008
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McAfee Technical Support Offerings at a Glance

Gold L Platinum P

Features Support SUM
Product Updates including Signature Files and Daily DAT files / /
Product Release Upgrades, Hotfixes and Patches / /
Access to our Award Winning Online ServicePortal including:

- Knowledge-base Search, FAQ’s, White-papers / /

- Virus Information Library
- Diagnostic Tools including the McAfee Virtual Technician
- Online Case Management

24x7x365 Live Phone/Web/Chat Support and Remote Assistance / /
Technical Support from Industry Certified Security Engineers / /
Global Coverage and Native Language Support / /
Access to McAfee Global Support Labs / /
Deployment Assistance Program (DAP) / /
Assigned Technical Account Manager (TAM) /
Onsite Support Visits /
Proactive Support /
McAfee Security Alerting Service (MSAS) Purchasable /
Weekly Activity Reports and Monthly Security Newsletters /
Phone Answer Direct access
Response Charter <5 min. to TAM 24x7
Published Case Escalation Timeframes ES%?é?tze 0 ES%?é?tg 0

; > 1
PT e -

¥ . ‘;rﬁ.! ! o
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McAfee Escalation Routes

Web i
Shat Gold Platinu o TAM via
-l USLOMENS  'Giice mmone

or Email

Tier | Gold Support

Severity
Based
_ Escalation Technical Account

Tier Il Gold Support Model Manager

Rapid
Escalation

el to Tier Il

ier Il Support

Conduit into
R&D

Engineering/Product Management/Manufacturing

Protect what you value.
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Escalation and Response Charter

Gold Support

Tier | Tier | Tier Il Tier 11l
Severity Respondl Escalation | Escalation | Escalation | Status Updates
P to Tier Il | to Tierlll | to Dev
1 — Business has stopped Immediate* 30 Min 30 Min 4 Hrs [ Continuous Phone Bridge
2 — Business is severely impeded Immediate* 2 Hrs 2 Hrs 6 Hrs|Hourly
3 — Business impeded but functioning Immediate** 3 Days 5 Days 5 Days | Daily
4 — Business not affected, symptoms exist | Immediate** 10 Days 15 Days 25 Days | Weekly
5 — Request for information Immediate** 15 Days 20 Days 30 Days | Every 2 Weeks
Platinum Support
T---—f"' S INTAM  Tier (11— -
Severity e o on—s‘éi- | Escalation | Escalation |Status Updates
— by | toTierll | toDev "
: - N : , )
1 — Business has s:toip_pfagi Immgg{ate 30 Min 4 Hrs Contlnuousilih_o_ne Bridge
2 —Business is severely impeded | Immediate* | G 1 L 6 Loy —
: . L . N . 3
3 — Business |mpefjfetilibt{t functioning Imme{d{ate k\\ 5_pays Sipays Daily
|4~ Business not affected, symptoms exist [ Immediate* | |25 Days| 25 Days|Weekly —
5 — Request for information Immediate* &\\\\\\\\\\\\ 30 Days 30 Days | Every 2 Weeks

4/18/2008
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McAfee Support’s Key Value Proposition

Delivering product updates with

Gold security support 24 hours a day,
Support week, 365 days a year with a skill
technical support representative
7 Platinum Yogr own tdr_usted sef:urlty afdws
Suppo understan ling your issues for p
and proactive technical support
-
Hardware World class hardware support with fast
Support response and industry-best resolution
ol

4/18/2008
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Protect what you value.

Gold Technical Support

The Customer Experience
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What you get with McAfee Gold Support

* Product Updates including Signature Files and Daily DAT files
* Product Release Upgrades, Hotfixes and Patches

» Access to McAfee’s Award winning Online ServicePortal which includes:
— Over 10,000 Knowledgebase Articles, FAQ’s, White papers and Video Tutorials
— Virus Information Library
— Diagnostic Tools including McAfee Virtual Technician
— Online Case Management

» 24x7 Live Chat and Telephone Support delivered by Security and Industry Certified

Engineers
. ; McAfee ¥irtual Technician - Microsoft Internet Explorer provided by McAfee, Inc.
* Response Charter — Phone answered in less R
than 5 min.* ,
* Published Case Escalation timeframes
— Severity 1 issues Escalated in 30 minutes @ e ot retimior
b Access tO MCAfee GIObaI Support Labs for: wiould you like additional technical suppart? & ves & Mo Using this Product

— Product Demonstrations, Training & Troubleshooting
— Pre-deployment Testing

» Access to Deployment Assistance
Program (DAP)

 Remote Management

» Global Coverage
* 5 minutes is an On Average timeframe

4/18/2008 = | Protect whet o uralie:



McAfee's ServicePortal

» Self Healing: McAfee Virtual Technician

» Self Service: Support by
Reading, Seeing & Doing
— Search the KnowledgeBase

— View Hot Topics in 13 languages
— View Product Tutorials

— Download Software Updates

— Evaluate in a Live Test Environment
(Global Support Lab)

* Interactive Support:

— Submit & Manage Online Service Requests
— Chat with a Live Agent

http://mysupport.mcafee.com/eservice enu

4/18/2008

\Welcome Back:

User Login
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[ Remembet MY User D and Password

rOK_!
Forget ¥ Jour Passwid
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\fiew Hot Topics In
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/Service & Support
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Self Healing: McAfee Virtual Technician

» Convenient, automated, McAfee® Virtual Technician
self-service customer e
tool to analyze and & S
resolve the most & e bbb
common ly kn own wiould vou like additional technical support? © Yes & no ._.:ng this Product
p ro b l ems If you need additional support:
 Data is fed back to "'hllhh' "bd
engineering to ensure e

top issues are
incorporated into MVT
and ultimately fixed in
the product

e Customer Environment
delivered with Service
Request to Technician

in Assisted Support MVT resolves 45% of customer issues without
need for more help

Vs 2 ¥
4/18/2008 |
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eBase
Self Service: McAfee's Knowledg
New Release 01-May-06

McAfee

Enter Keywnrd(s) Or Solution 1p. F
Type of Content: J Dacurment Type «oo_ ] Advanced Sea

Recently Added Content
Showy Fas -

e Over 10,000 |
KnowledgeBase Articles

Quick links to top
searches
Hot Topics

Recently Added
Content

* M-Spamiiler for LotusDoming H, .
* Mert G 2raUpShield for Doming Ha,,

* ePalicy Orchestrator 15 Micros, |

* Mert-EPO Ha, M do [ use the Miri. ,,
*MERT AntiSpvars Enterprise Ha,,

Hot Topics

Wires How can T get rid of Errors when PTG ary ellpdate fr| B
that the disfinit), Fa

* 3100 Appliary re Huw do I use the Minirrg Escalation Resoure

Knnwl&dgeaase
Wirus Information Librar
& VirusScan Enterpnce Will & bask i Mchifee Autolndate Architec]

Common Issues ' ot logged + i WFen The maching [ nert WebShield SMTP (NT) oy g,
= A
. « YirusSean Entnr prise IF [ hayve Mcafes Autolipdste Architect and WirsScan Enterprise MERTool for Intrustie \Manager...
Reﬂ ne Seal’Ch : 7.0 instafled o, * ePalicy Orchestyats, Does the |,
— * Virex How canlh.ﬂ*m, instalation of Vireys * M- Spam Killer for Exchange Ha,,
* ePalicy Orchestrator 1< Micrasaft 561 2p05 Supported by epoy *Mert Webshield #500 How do *T”---

Document type
ProductFAQs

* Product Documentation
e Useful Links

" VirusScan SaP Ho ¥ Cah I best WinusSean ASap?
= 3200 Appliance How Vdo I uss the Mirimum Ese, alation Resource Tagj (MERTool
« MEtShield For pepy Ware Whi ¥ do I receive 5 Page Fault error on my Windows s System
When I am inst il ng ., * Digwy wnloading the Mmlnuurn Escalation Tog|
* MER Togl Far Entr:rcepr How do 1 ee rl'-e-M.i.la.‘.r.-w.wE scalation Resource Tog| (MERTogfyz * Obksin
lJu]l’l o |
* Diownla

Comman Issups

far EPO

= Security HA

Protect what you value.
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Adaptive Resolution — Wizards

McAfee’

15

Address repeatable
iIssues with process
support and guided
resolution experience

4/18/2008

Enter Keyword(s) or Solution ID; [s nning a trace on inh'us_hi_gl_t_:!_

Product: | Product'l_'ype —

Hot Topics

= I-1400prodguide.book — 17

. Systems report as unprotected in ePolicy Orchestrator or ProtectionPilot after
installation of Patch...

= Compatible versions of GroupShield for Domino with Lotus Domino R&
= Primus Hyperlink Test

= Yirus Name: W97M/Byboom @M

= Definition of file infecting viruses,

= Nina's fonds test

= software installation 100123

= Security HQ

= ServicePortal HomePage
= Browse FAQs

= Browse Documents
=FAQ

= Product Tutorials

= Global Support Lab

= Documentation

= VirusScan Enterprise Frequently Asked Questions
= Get the Latest DAT Files
More ==

v Type of Content: | Do-u.lmeni:.'l'.y.fpe —-> _v_ Advanced Search

Recently Added Content

Show: [ All Decs v |

=Test 101 + 102 + 103

= Test Doc 10001 from LF

= McAfee LinuxShield support for...
» ePolicy Orchestrator hardware ...
= Average size for the Entercept...
= Intrushield Current Version In...

= Sensor heat dissipation rate (...

= Upgrade from Entercept 2.x to ...
= Warning while Chedcking Alert M...

Common Issues

= Downloading the Minimum Escalation Tool
* Obtain Documentation

* Common Issues for EPO

= Download Patches

= Spam Submissions

= Get the Latest Dats

= Common Issues and Tasks

= Report A New Virus

= Virus Removers

= Test Run With Chris

Protect what you value.



Adaptive Resolution — Wizards

McAfee

Go Back

Common Issues

Sensor Type
® Yes
O nNo

4/18/2008

® Isthe sensor trusted to a manager (ISM)2

-+ Sensor Type
Directions for Trusted Sensor

16

McAfee

New functionality behind
the scenes will guide you
through resolution
wizards to narrow down
the search and present
the right KB article,
instead of listing several
from which to choose

Go Back

Common Issues

Directions for Trusted Sensor

® To assist support in gathering the most helpful data, follow these steps to issue a
command at the censor CLI before collecting the diagnostic trace:

® HMake a console connection and log on. Execute the logstat command and allow
the command to complete. Execute logstat again, and allow it to complete.

® Did logstat complete?
® Yes
O no

| Previous Step || MNext ==

~ Sensor Type
- Directions for Trusted Sensor
Create A Trouble Ticket

Protect what you value.
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Support by Seeing: Video Tutorials

es\McAfee GroupShield'b

File Edit Wiew Favorites  Tools el
Ggack + = - (1] | Bisearch ChFolders (B | BE U X o | E-

Addvess [ Engies

For People Who Learn Visually v R

 Tutorials
— Top Issues

— Product Demos MC fee® | f

Engines

— “How To” Guides L 1

— Link to Tutorial from N
KnowledgeBase E

* Novice Customers Tutorial N

Product: McAfee GroupShield 6.0.2 for Exchange 2000
Tutorial: Rolling back the scan engine on GroupShield 6.0.x
Duration: 3 minutes, 34 seconds

4/18/2008 s Protect what you value.
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Remote Assistance and Online Chat Support

B Mciiee - Compuier Anil Vire Soltware and Intermet Security for Your PC - Microsedt Intesnet Explarer

 Available to all Support D@ G Pows drnne @ 3-5 m- W B A
L L e o e = oS S e | * B
Customers e G e R
— Enables faster resolution B Start ScreanShartng.- CoTabcil ®
on difficult calls T
— Secure ConneCtlon ContrO”ed by ™ View-only accen thin ane minute, dick here to download enhanced
Customer ® Full seenss o keybosd and mouns ! F i
— Works with corporate firewalls 1 woven s ey o SceTMr e
-
* Integrated into Chat Support [ o ] _cos |ffF sommtharo tee tib
. . __ McAfee Support: Welcome to
— Allows McAfee engineer to view e oIS
caller's desktop McAfee Support: Your
. . representative has arrived
— Optlon to allow engineer McAfee Support: Sharing John's
to control callers deskto e
p |

— McAfee engineers can show

customer the steps to take while | have been using the chat support
correcting an issue on the ServicePortal and | love it.”

— Normal l. Valdez,
Hyatt International Corporation

4/18/2008 : Protect what you value.
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Platinum Technical Support

The Next Level of Support
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Mission Critical Environments —
Platinum Support Delivers

» Access to all Gold Support features including:
— Product Updates, Signature Files and Daily DAT files
— Product Upgrades, Hotfixes and Patches
— ServicePortal

» Assigned Technical Account Manager (TAM)
— Intimate knowledge of your environment

— Security and Industry Certified
— Available 24x7x365

 Prioritized Case Escalation timeframes
— Severity 1 issues escalated to Tier 3 in 30 minutes

» Prioritized Access to McAfee Global Solution Lab

* Proactive Support
— Status checks

— McAfee Security Alerting Service (MSAS)
« Virus and Vulnerability Alerting
» Product Upgrade and Update Notifications

— Local Security Seminars
— Security Support Council

» Onsite Support Visits
» Weekly Activity reporting
» Monthly Security News Letters

_ o I, s
e o | Bl
ThE
4/18/2008 > 4"
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McAfee Security Alerting Service (MSAS) b

Completely Configurable by Customer, Proactive Alerting Tool

My Account | Contact Us | Site Help | Log Ourt |
McAfee’

SenicePortal Home

C ustomer MSAS Summary’ MSASRH MSAS Test

To setup your alerting, click on one of the Contact Methods below, Provide your contact
infarmation and the alerts you would like to receive on that device. vou rmay also click on the

Ch O O S eS Prefe r red "Restricted Hours Setup” link on the left to set a time frame in which you do not wish to be
alerted.
CO n taCt M et h O d Contact Method #1 E-Mail {wark) mcafee_support@mcafee.com  Edit  Clear
Contact Method #2 Phane (Wark) 555-555-1234 Ecit  Clear
Contact Method #3 Phone (Cell) 555-555-4321 Edit  Clear

Contact Method #4 Pleaze click here to add Contact Method &4,

¥irus Outbreaks - Corporate CM #1 CM #2 CM #3 CM #4

Low {Profiled) ¥ x x
Medium ¥ b4 4
Mediurn On Watch ¥ ¥ v
High ¥ v v

Configuration

¥irus Dutbreaks - Consumer CM #1 CM #2 CM #3 CM #4

Low {Profiled) ¥ x X
Based on
Mediurm ¥ b4 X
P”O r | ty Of Mediurn On Watch i x v
High " X v
Ou t b reak ) Yulnerabilities CM#1 CM #2 CM &3 CM #4
ptat Informational v x b
Vulnerabilities, ¢ = x
Medium ¥ v v
or by Product High v v
By Product CM #1 CM #2 CM £3 CM #4
Patches W » x
Updates ¥ x v

o =hctive B=active with Restricted Hours M=Mot Active

Free for McAfee Platinum Support Customers

4/18/2008 = 4%

Protect what you value.
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Using the Global Solutions Lab

@ i f%ﬂ N ra
N

Ty McAfee
S

W ) Qj Global Solutions Lab

S
/ - ~  Global Solutions Lab:
/ — e * On Demand Access to
/ McAfee products
 Central hosting location
connected to the internet

Customers & e Available 24x7
Partners

McAfee or Partner
Sales Engineers

www.mcafee.com/qgsl

4/18/2008 Protect what you value.


http://www.mcafee.com/gsl

23

Global Solutions Lab

Competitive Differentiator

Virtual, On-Access
Environment

Global

Increase

to McAfee Products Customer Value

e Demonstration
e Evaluation
» Testing

e Troubleshooting

Environments
* Multiple Scenarios

e How-to Video Tutorials

« Virtual Practice « Access anywhere,

anytime
e Schedule as needed

e Collaborate with other

« Competitor Migration divisions

A
VISvHAY Ty Iy -..ﬁ#

B e et i e v g

E FannieMae

Kodak £ SAVVIS

TRANSFORMING INFORMATION TECHNOLOGY ™
. AN ol
" C ﬁ B
AR
4/18/2008 >
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http://images.google.com/imgres?imgurl=http://jamesbond007.net/Images/nsa.jpg&imgrefurl=http://jamesbond007.net/hmtl/services-secrets.html&h=164&w=159&sz=9&hl=en&start=7&tbnid=atUtqmJ0XaF7qM:&tbnh=98&tbnw=95&prev=/images%3Fq%3Dnsa%26svnum%3D10%26hl%3Den%26lr%3D
http://www.oracle.com/technology/index.html
http://www.kodak.com/
http://www.ml.com/
http://images.google.com/imgres?imgurl=http://amq.mmac.faa.gov/images/FAA_logo_color.jpg&imgrefurl=http://amq.mmac.faa.gov/&h=197&w=200&sz=36&hl=en&start=1&tbnid=4XJvSToUWT3uEM:&tbnh=102&tbnw=104&prev=/images%3Fq%3Dfaa%26svnum%3D10%26hl%3Den%26lr%3D
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Take Away: Why McAfee Technical Support?

 Unmatched capability

— 5,100,000 Customer contacts annually

 We are the experts

— We are here when you need us, 24x7x365
— Best Practices and Certifications
— Industry leading Customer Satisfaction

 We solve customers’ business problems

— Rated #1 in solving customers’ business problems in the Security
Industry by CIO Magazine

 We manage risk, not point products
— We protect what you consider valuable

Award-winning Technical Assistance
through Innovation

4/18/2008

Protect what you value.
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