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Agenda

• McAfee Technical Support 
— Mission
— Overview

• The Customer Experience
— Gold Technical Support
— Platinum Technical Support
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McAfee Technical Support Mission Statement

For McAfee 
customers to feel 
“Confident I am 

Covered”

For McAfee 
customers to feel 
“Confident I am 

Covered”

http://www.asponline.com/awards.html
http://www.lisa.org/awards
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13 Major 
Languages
13 Major 

Languages

1000+
Professionals

1000+
Professionals

Over 5,100,000 Annual Customer ContactsOver 5,100,000 Annual Customer Contacts

100+
Countries

100+
Countries

120,000,000
Desktops

120,000,000
Desktops

100,000 
Customer 

Contacts/Week

100,000 
Customer 

Contacts/Week

McAfee Technical Support Organization

250,000
Corporate
Customers

250,000
Corporate
Customers

24 x 7 x 365 
Availability
24 x 7 x 365 
Availability

10,000
KB Articles

10,000
KB Articles

25,000,000
Consumer

Subscribers

25,000,000
Consumer

Subscribers
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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
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McAfee Technical Support Offerings at a Glance

Features Gold
Support

Platinum
Support

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

Weekly Activity Reports and Monthly Security Newsletters

Proactive Support
McAfee Security Alerting Service (MSAS)

Response Charter

Published Case Escalation Timeframes

Phone Answer
< 5 min.

Escalate to 
Tier 2

Escalate to 
Tier 3

Direct access 
to TAM 24x7

Purchasable
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Engineering/Product Management/Manufacturing

McAfee Escalation Routes

Tier III Support

Conduit into
R&D

Web
Chat

Phone

Direct Access
to TAM via

Mobile Phone,
Office Phone

or Email

Rapid
Escalation
to Tier III

Severity
Based

Escalation
ModelTier II Gold Support

Gold 
Customers

Tier I Gold Support

Platinum 
Customers

Technical Account
Manager
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Escalation and Response Charter
Gold Support

Severity Tier I  
Response

Tier I 
Escalation 
to Tier II

Tier II 
Escalation 
to Tier III

Tier III 
Escalation 

to Dev
Status Updates

Immediate* 30 Min 30 Min 4 Hrs Continuous Phone Bridge

Immediate* 2 Hrs 2 Hrs 6 Hrs Hourly

Immediate** 3 Days 5 Days 5 Days Daily

Immediate** 10 Days 15 Days 25 Days Weekly

Immediate** 15 Days 20 Days 30 Days

1 – Business has stopped

2 – Business is severely impeded

3 – Business impeded but functioning

4 – Business not affected, symptoms exist

5 – Request for information Every 2 Weeks

Platinum Support

Severity TAM 
Response

TAM 
Escalation 
to Tier III

Tier III 
Escalation 

to Dev
Status Updates

Immediate* 30 Min 4 Hrs Continuous Phone Bridge

Immediate* 1 Hrs 6 Hrs Hourly

Immediate* 5 Days 5 Days Daily

Immediate* 25 Days 25 Days Weekly

Immediate* 30 Days 30 Days

1 – Business has stopped

2 – Business is severely impeded

3 – Business impeded but functioning

4 – Business not affected, symptoms exist

5 – Request for information Every 2 Weeks

* For Phone 
** For Phone/Chat
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Gold Gold 
SupportSupport

PlatinumPlatinum
SupportSupport

Delivering product updates with trusted 
security support 24 hours a day, 7 days a 
week, 365 days a year with a skilled 
technical support representative

McAfee Support’s Key Value Proposition

HardwareHardware
SupportSupport

Your own trusted security advisor, 
understanding your issues for personalized 
and proactive technical support

World class hardware support with fast 
response and industry-best resolution
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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 

• Response Charter – Phone answered in less 
than 5 min.*

• Published Case Escalation timeframes
— Severity 1 issues Escalated in 30 minutes

• Access to McAfee Global Support Labs for:
— Product Demonstrations, Training & Troubleshooting
— Pre-deployment Testing

• Access to Deployment Assistance 
Program (DAP)

• Remote Management
• Global Coverage
* 5 minutes is an On Average timeframe
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McAfee’s ServicePortal
New Release 01-May-06

• 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

http://mysupport.mcafee.com/eservice_enu
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Self Healing: McAfee Virtual Technician
• Convenient, automated, 

self-service customer 
tool to analyze and 
resolve the most 
commonly known 
problems

• Data is fed back to 
engineering to ensure 
top issues are 
incorporated into MVT 
and ultimately fixed in 
the product 

• Customer Environment 
delivered with Service 
Request to Technician 
in Assisted Support MVT resolves 45% of customer issues without 

need for more help
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Self Service: McAfee’s KnowledgeBase
New Release 01-May-06

• Over 10,000 
KnowledgeBase Articles

— Quick links to top 
searches

• Hot Topics
• Recently Added 

Content
• Common Issues

— Refine search: 
• Document type
• ProductFAQs

• Product Documentation
• Useful Links
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Adaptive Resolution – Wizards

Address repeatable 
issues with process 
support and guided 

resolution experience
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Adaptive Resolution – Wizards
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
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Support by Seeing:  Video Tutorials

For People Who Learn Visually
• Tutorials

— Top Issues
— Product Demos
— “How To” Guides
— Link to Tutorial from 

KnowledgeBase

• Novice Customers
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Remote Assistance and Online Chat Support
• Available to all Support 

Customers
— Enables faster resolution 

on difficult calls
— Secure connection controlled by 

customer
— Works with corporate firewalls

• Integrated into Chat Support
— Allows McAfee engineer to view 

caller’s desktop
— Option to allow engineer 

to control callers desktop
— McAfee engineers can show 

customer the steps to take while 
correcting an issue

GoToAssistMcAfee Support Chat

McAfee Support: Welcome to 
McAfee Support John@ 
corporate.com

McAfee Support: Sharing John’s 
computer

McAfee Support: Your 
representative has arrived

“I have been using the chat support 
on the ServicePortal and I love it.”

– Norma I. Valdez, 
Hyatt International Corporation
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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
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McAfee Security Alerting Service (MSAS)

Free for McAfee Platinum Support Customers

Configuration 
Based on 
Priority of 
Outbreak, 

Vulnerabilities, 
or by Product

Completely Configurable by Customer, Proactive Alerting Tool

Customer 
Chooses Preferred 

Contact Method
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Using the Global Solutions Lab

McAfee
Global Solutions Lab

Customers &
Partners

McAfee or Partner
Sales Engineers

Global Solutions Lab:
• On Demand Access to 

McAfee products 
• Central hosting location 

connected to the internet 
• Available 24x7

www.mcafee.com/gsl

http://www.mcafee.com/gsl
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Global Solutions Lab  
Competitive Differentiator

Who’s who list of Customers…Who’s who list of Customers…

• Access anywhere, 
anytime

• Schedule as needed

• Collaborate with other 
divisions

Global 
In 

Scope

• Virtual Practice 
Environments

• Multiple Scenarios

• How-to Video Tutorials

Increase 
Customer Value

• Demonstration 

• Evaluation

• Testing

• Troubleshooting

• Competitor Migration

Virtual, On-Access 
Environment

to McAfee Products

http://www.lockheedmartin.com/wms
http://images.google.com/imgres?imgurl=http://www.avnet.co.za/Company_Logo/vishay.gif&imgrefurl=http://www.avnet.co.za/Vishay.htm&h=150&w=160&sz=3&hl=en&start=1&tbnid=8e0zA3cIufQPEM:&tbnh=92&tbnw=98&prev=/images%3Fq%3Dvishay%26svnum%3D10%26hl%3Den%26lr%3D
http://images.google.com/imgres?imgurl=http://www.keepnacbeautiful.org/images/walmart.jpg&imgrefurl=http://www.keepnacbeautiful.org/partnerships.htm&h=486&w=648&sz=90&hl=en&start=1&tbnid=cCFsupu4F62TjM:&tbnh=103&tbnw=137&prev=/images%3Fq%3Dwalmart%26svnum%3D10%26hl%3Den%26lr%3D
http://images.google.com/imgres?imgurl=http://www.bus.lsu.edu/centers/cia/images/Fannie%2520Mae.gif&imgrefurl=http://www.bus.lsu.edu/cia/sponsors.asp&h=244&w=454&sz=5&hl=en&start=1&tbnid=QyuAHXdzEJ2n2M:&tbnh=69&tbnw=128&prev=/images%3Fq%3Dfannie%2Bmae%26svnum%3D10%26hl%3Den%26lr%3D
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
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