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Customer Success
Enterprise Commercial Specialist Sales

Lider: Norma Mena

Lider: Juan Carlos Uribe Gerente CSAMs: Jaime Pineda Lider: Marcela Jimenez

Especialistas Producto: Francisco
Castillo (MWP), Dany Cerinza

(seguridad); Sebastian Rincdn (azure),
Viviana Perdomo (D365)

Especialista Comercial Soporte:
Jonathan Taborda
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Soporte Unificado de Microsoft, un soporte integral a su
medida

Modelo construido en torno a cuatro pilares

fundamentales:

1 Acceso al soporte reactivo y consulta a demanda
2 Cobertura para toda su organizacién

3 Gestion de la prestacion de servicios basada en
resultados

4 Conexion mas rapida a través de experiencias digitales




Soporte Unificado de Microsoft, un soporte integral a su
medida

Disefiado para ayudarle a obtener el maximo valor de su inversiéon en Microsoft

A demanda, escalacion de resolucion

Maximiza tus inversiones de problemas toda la
consultando a los especialistas organizacion las 24 horas de los
de los Productos de Microsoft y I%) Q 7 diasde lasemana paratodaslas

orienta tus inquietudes

tecnologias de Microsoft

Servicios complementarios /! é Servicios proactivos integrados
disefiado para personalizarain mas su j—l para permitir resultados clave en torno a
experiencia y cumplir con laimplementacion, laseguridadyla
requisitos Gnicos I;I Optimizacion

—

v

Experiencias digitales através de

Centrode servicios donde puede

desarrollar habilidades, administrar
riesgosy obtenerinformacion



Servicios incluidos en
Soporte Unificado




Resolucién de problemas
Acceso a los especialistas en situaciones
criticas de Microsoft

Apoyo preventivo
Asistencia guiada para entender sus
riesgos

Asistencia para la planificacion
Soporte en la creacién de un plan para
mitigar el riesgo y optimizar su entorno

Servicios Educativos

Recursos de formacion digital
desarrollados por ingenieros de soporte
técnico de Microsoft

1. Soporte Reactivo y de Consulta

Caracteristicas y alcance del Soporte Unificado

Apertura de casos de Soporte Unificado:
° Severidad A: Solamente se puede hacer a través del teléfono Colombia:: 018000 910730 - 01800 7178701 - (571) 5870302
° Severidad B: Se puede hacer a través del Services Hub con sus credenciales de acceso.
° Severidad C: Se puede hacer a través del Services Hub con sus credenciales de acceso.
Creacion de casos Office 365 y Azure, respectivamente en su portal.
Tiempos de respuesta: 15 minutos para Catastroficos, 1 hora para critico (24x7), 4 horas para estandar (24x7)

Incident Manager: Responsable de la gestion de casos reactivos de severidad A, By C

CritSit Manager: Los casos que sean de severidad A, tendran asignado un CritSit Manager (asignado después de 1 hora), es una persona
responsable por hacer el seguimiento de ese caso mientras esté en severidad A. Podran contactar a esa persona por correo respondiendo
a alguno de sus mails o llamando a la linea de soporte, pidiendo contactar al CritSit Manager del caso.

Soporte de revisién ampliado para productos selecto* (Productos dentro del soporte principal o extendido)

Soporte telefdnico consultivo seglin sea necesario (limitado a seis horas o menos por incidente)

Evaluaciones de estado de salud y seguridad de sus plataformas Microsoft:

. On-demand assessment para mas de 33 plataformas

. Creacion de programas de remediacion

Servicios proactivos que acompaien sus proyectos:

Catdlogo de servicios proactivos que pueden ser utilizados a través de los Proactive Credits
Designated Support Engineering Azure laaS (200 horas)

CSAM asignado que puede planear programas que combinan servicios proactivos para abordar sus resultados empresariales y de Tl
Revision de las préximas caracteristicas y cambios en los servicios en linea a través de Services Hub
Revisiones periddicas y seguimiento de acciones para proyectos estratégicos de Tl

Empoderamiento de su equipo de IT:
. Acceso a plataforma de entrenamiento, con contenido por nivel, producto y objetivo de aprendizaje
. Incluye Learning paths, Webcast y Laboratorios con espacios exploratorios



Contrato Soporte Unified - 2022-2023

e Enterprise Advisory Support Hours As-needed

e Enterprise Azure Problem Resolution Hours As-needed

e Enterprise On-demand Assessment

* Enterprise On-Demand Assessment - Setup and Config Service As-needed
e Enterprise On-Demand Education

e Enterprise Online Support Portal

e Enterprise Problem Resolution Hours As-needed

e Enterprise Webcasts As-Needed

e Service Delivery Management (Reactive , Proactive)

Servicios Complementarios

e Designated Support Engineering Azure laaS - 200 horas
e Proactive credits - 505




Contrato Soporte Unified - 2022-2023

Scoping DSE laaS

pe Planned

Cloud Adoption Prepare for your Azure implementation by assessing the key

Framework Landing Zone decision points that will influence for your Azure architectural

Assessment design.

DSE Custom DSE 53 27 Remediation task of Landing Zone Assessment
AAD Support, B2C review and Consolidated once Tenant
Support to migrate Azure Resources

Well-Architected Cost MIP 52 26 This offering is designed to help you achieve a cloud

Optimization Assessment architecture that is efficient, eliminates waste, and gives you
full visibility into where your money is spent on cloud
resources. We will evaluate the cost of your Azure
subscriptions and one run-state workload operation against
the cost optimization pillar of the Microsoft Azure Well-
Architected Framework (WAF). You will receive
recommendations on how to optimize the cost profile of your
Azure resource




2. Enfoque preventivo: Evaluaciones de plataformas Microsoft
a Demanda

Available on-demand assessments

23 & & &S @s gz

Active Directory Active Directory Operational Survey Active Directory Security Active Directory Security Survey Exchange Server Exchange Server Operational Survey
1
L | ;
Exchange Server Security Survey Modern Service Management Office 365 Exchange Office 365 Operational Survey Office 365 SharePoint Office 365 Skype and Teams

Capability Assessment

Sk sk s &) = =
L o’
SharePoint SharePoint Operational Survey SharePoint Security Survey Skype for Business SQL Server SQL Server Operational Survey
= e o Fm Fm ==
SQL Server Security Survey System Center Configuration Manager System Center Configuration Manager System Center Operations Manager ~ System Center Operations Manager Windows Client
Operational Survey Operational Survey

Windows Client Security Survey Windows Server Windows Server Security Survey



2. Enfoque preventivo: Evaluaciones de plataformas Microsoft

a Demanda

Mantenga sus entornos de Tl saludables con evaluaciones bajo demanda

Gestione de forma proactiva el estado de su
entorno con analisis predictivos basados en
analisis expertos de Microsoft

Profundice en la informacion de la causa raiz con
recomendaciones faciles de entender

Configure una vez y ejecutese a peticion segun su
programacion

U Refresh B8 Analytics

SECURITY AND COMPLIANCE

I HIGH PRIORITY RECOMMENDATI.-
12
LOW PRIORITY RECOMMEMNDATIO...
[s}
64% 8 |
PASSED CHECKS
45

Address Missing Updates Listed in "Critical Security ...

Avoid using administrator accounts to run applicatio...

Disable Administrative Shares

Do not use a Domain Administrator account as a Sha...
Remove a Managed Account from the Domain Admi...
Do not use the Local Server Administrators group for...
Remove the Application Pool Account from the Dom...
Do not use one service account for multiple Applicati...

Set the user name for the Default Content Access Ac...

Enable local server firewall

See all.

16.1
6.8
5.7
5.7
57
5.7
5.7
5.5
5.5
5.5

AVAILABILITY AND BUSINESS CONTINUITY

|’ I HIGH PRIORITY RECOMMENDATI..-

LOW PRICRITY RECOMMENDATIO...

96% 8 |75

PASSED CHECKS

380

PRIORITIZED RECOMMEN

s}

Schedy's a full database backup and ensure that it h...
Revie equirements for highly available SharePo...

Place data files and transaction log files on separate ...

Investigate SQL Error Log message 17806 — SSPI han...

Deploy an additional Search Administration Compon...
Create index replicas to make the search service high...
Configure at least two instances of the Search Query ...

Investigate which timerjob(s) is failing to execute pro...

Change the application pocl recycling settings in Int...

Consider deploying an additional Analytics Processin...

See all..

5.2
3.1
43
36
2.1
2.1
2.1
1.7
13
1.2

PERFORMANCE AND SCALABILITY

HIGH PRIC
W I3

LOW PRIO!
94% M |5
PASSED Ct
69
FRIORIZED RECOMMENDATIONS

Add memory to SharePoint servers,

Deploy a dedicated database server f
Medify auto-growth settings to use a
Separate tempdb and user database f

Ensure SQL Server does not consume

Seeall..



3. Servicios educativos: On-demand learning

Mejore el conocimiento de su equipo con el aprendizaje bajo demanda de Microsoft

Aprende en cualquier momento, en cualquier

lugar y en cualquier dispositivo

Acceda a una variedad de experiencias de
aprendizaje, como videos y laboratorios
practicos virtuales

Unirse a webcasts en vivo dirigidos por
instructores o aprender por su cuenta con
caminos de aprendizaje auto-faced

Featured

Microsoft Azure

Customize the Windows 10 start menu and
taskbar

The Windows 10 Anniversary update offers -

Microsoft A
& laaS with Azure Resource Manager

Take 2 deep dive into automating Azure better taskbar management, including the
Oaoes management with script and template ability to add pinned apps to and remave

ts. them from the taskbar during depl -
[ adoption & Change Management o S B I 5 2
] saur (=] r i o
[ saure sa base
D BizTalk Server
[ oynamics 385
[ oynamics 365 for Operatians
Oom
[ exchange Developer Ramp-Up Program: Desired State

& 50 Configuration Overview
Do This course introduces the Desired State - Have you heard of Desired State Configuration -
[ office Configuration (DSC). It discusses and (DSC) and want to know what all the fuss is
‘demonstrates the details of bath Pushing and about? DSC is a new management platform in

[ otfice 365 Pulling configurations. It examines security, = Windows PowerShell that enables deploying =
B roves (=] ¥ =] 3
[ security
[ sharepoi nt
Dsipe
sa
[ system cent
L vt s Developer Ramp-Up Program: PowerShell Developer Ramp-Up Program: Windows
] Windows 10 Fundamentals PowerShell Scripting Basics.
] Windows Server Session contains PowerPaint and Demas - This session covers what makes up a

This session covers the fallowing topics: What PowerShell script. It will cover execution policy
is Power < t d basic ing on and

si g on a
ipelinesFormatting = what could prevent it from running. The




4. Enfoque preventivo: Built-In Proactive Services

Areas de enfoque

4

Q

Adopcion de tecnologias

Asistencia para evaluar y probar nuevas tecnologias y caracteristicas
Tecnologias foco: Microsoft Azure, Office 365, Windows 10, SQL Server

Seguridad

Asistencia guiada para entender sus riesgos y mejorar su postura de
seguridad

Tecnologias foco: Active Directory, Windows 10

Optimizacion de operaciones

Mitigacion de riesgos y planificacidn de la optimizacion del entornoy
los procesos

Tecnologias foco: Microsoft Azure, Office 365

Resultados clave para la
organizacion

- Identifica y previene posibles y futuros
problemas de soporte

- Amplia la confianza técnica de TI

- Acelere la configuracion de su
proyecto e incluya pruebas de concepto

- Mejora los procesos operativos y
ayuda a reducir los costos




5. Services Hub: Resumen de funcionalidades

* Tendencias de incidentes y tecnologias usadas

* Conexion con servicios personalizados y temas
criticos

* Asistencia para contactar a Microsoft

Beneficios del Contrato

* |Incidentes en curso o cerrados

* Detalles del contrato (solo para perfiles
administradores)

e Control de uso del contrato

Revisiones a demanda

y

* Recomendaciones sobre acciones concretas
para mejorar la infraestructura

* Alertas proactivas de problemas criticos para
evitar que afecten negativamente

* Always-on para mantenerse seguroy
optimizado

Capacitacion continua a

—4

Catalogo de Servicios

Service Hub Office 365

demanda

* Acceso a todas las capacitaciones a demanda

e Contenido actualizado mensualmente

e Acceso a laboratorios virtuales

* Acceso al Catdlogo de Servicios en linea y con
actualizacion permanente

* Recomendaciones del equipo de entrega de
Servicios y de expertos en la tecnologia
Microsoft

Update Center

* Informacion de producto de Office 365 nueva
y actualizada

* Seguimiento de cambios y actualizaciones

* Registro a eventos

https://serviceshub.microsoft.com/



https://serviceshub.microsoft.com/

¢CoOmo usar los servicios de

Soporte Unificado en el
Services Hub?
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1. Creacion de un caso de soporte reactivo/consulta o revision de
casos antiguos para productos onpremise (via telefonica)

Linea 018000-910-730

$

Access ID xxxX a nombre
de Juan Idarraga




1. Creacion de un caso de soporte reactivo/consulta o revision de
casos antiguos para productos onpremise (via online)

=. Microsoft Services Hub T Health ™~ Learning Resources ™ Insights ™7 §853 Management @ Help ™ Rj



1. Creacion de un caso de soporte reactivo/consulta o revision de
casos antiguos para productos de nube (via online)

Azure Office 365

$

Portal Azure

Portal Office 365 para
casos de EXO, SPO, etc.




2. Configuracion de evaluaciones de plataformas Microsoft a Demanda

=. Microsoft Services Hub SuppDLearning Resources ™ Insights ™~ i Management @ Help ™ P,,'_'l



3. Ingreso al portal de entrenamiento en linea

=. Microsoft Services Hub Support  IT Health ™ \Learning _j rces ™ Insights ™ {853 Management @ Help ™ P,,'_'l



m Microsoft

Anexo:

Configuracion de Alertas
Azure y O365
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Service Health - Service issues
PREVIEW

O Search (Ctrl+/) Selec v
ACTIVE EVENTS
sues

Tip: Pin a personalized Service Health world map
tile on your dashboard.

+ Planned maintenance

DISMISS
+4 Health advisories

HISTORY
[ Health

No service issues found
RESOURCE HEALTH

in the health h

Launch guided tour

See all pa:
ource health

ALERTS

“% Health alerts (NEW)
ealth - Health history

TRAGONGID  EWENTTYRE SERVICE(S) REGION(S)

Summary

K

SFJA-PKO

ALERTS

Azure Service Health

Azure Service Health provides personalized guidance and support directly to customers, when issues in Azure
services affect them. Customers can see a personalized dashboard in the portal, set up targeted notifications

(email/SMS/webhook), receive guidance & support, and share details easily.

Customer Notifications

Some services have posted advisories

Incidents

Advisories

START TIME

@ Exchange Online

@ Skype for Business

@ Azure Information Protection
@ Identity Service

@ Microsoft Intune

@ Microsoft StaffHub

(©) Microsoft Teams

@ Mobile Device Management for Office 365

@ Office 365 Portal

Updat

Start time:

Microsoft 365 Service Health

A dashboard that provides real-time insight into Microsoft 365 service incidents — administrators can see
any active incidents or advisories relevant to Microsoft 365 or Dynamics 365. To set up relevant automatic

notifications, customers can use the Office 365 Admin mobile app.


https://azure.microsoft.com/features/service-health/
http://www.aka.ms/O365SH

m Microsoft Public Status Pages

SALFS 1-800-867-1380 W MY ACCOUNT PCRTAL p

Why Azure ~  Sclutions  Products Documentation  Pricing  Training Marketplace  Partners -~ Support Blog More i

Azure status B

Last updated 5 seconds ago

@ Services are operating normally. Status history >

Get a personalized view of the health of your Azure services

Go to your personalized dashboard >

Refresh every + Good A Warming @ Error @ Infe

2 minu

1a Pacific

Azure status page

This public-facing page (which does not require signing in) is only used to provide updates for major
incidents — or when there are known issues preventing access to Azure Service Health in the portal.
Customers should only refer to this page if they are not able to access Azure Service Health.

B® Microsoft

Microsoft 365 Service health status

There are currently no kno es preventing you from signing in to your Office 3 rvice health dashboard.

©2017 Microsoft Corporation  Legal | Privacy Community | Feedback

Microsoft 365 status page

This public-facing page (which does not require signing in) is only used to provide updates when
issues are preventing access to the Microsoft 365 service health dashboard within the admin center.
Customers should only refer to this page if they are not able to access M365 Service Health.


https://status.azure.com/
https://status.office365.com/

m Microsoft Mobile App Experience

Get an overview of your service and see what
pegasusVM needs your atténtion

"™ Virtual machine

- LT LT 128 PM i Stay up to date on your service
Running 2
Favorites =
ivi - saac0 ATET U 23 P Check the status of your service

Activity log SQL database e . "
® 1info andromedaDB Notifications —

e Resource group R el o =)
Metrics ; cloud-shell-storage-westus & AL, Health

Updated feature: Alert mails for
@ Thursday, June 9, 2006 2:42:55 P8
Tha fermat of alert mails sent from §.

Web app
Disk read and write demoWebSub

— Disk read

Messages Skype for Business

Virtual machine

dragonVM Exchange Online

WEDNESDAY (1) Uisers
CPU percentage kdantity Service
(¥) Resolved: RCA - Portal - Austr... 9:46 PM

o T T T T T . SUMMARY OF IN 1:00
4:10PM 4:20PM 430PM 4:40PM 4:50PM  5PM 6 ) 0 UTC on 16

Groups

Lalat Portal

Billing

a Southe... \Were making s

Support DMee Subseription

Mew Foature: Microsolt Planner

Resource health

Tumadey e i PowerBl

() Available
Virtual machine

ProjectWorkianagement
pegasusVM

Properties
App Service plan

Subscription ~ ServicePlan20294c65-8162
Demo sub ]

Stop Restart

kiS5 Online

CharePgint Onling

S

Y

X {

Favorites

Yammer Efberprise

Q

Notifications

Azure Mobile App Office 365 Admin

The Azure mobile app helps customers to keep track of their Azure resources while on-the-go. Alerting for The Office 365 Admin app allows customers to receive notifications, add users, reset passwords,
service incidents is possible with push notifications using the mobile app, customers can create a Service create support requests, and more, while on the go. Most importantly, service health and change
Health alert using Azure Service Health and set it to trigger the ‘Azure app’ action. notifications can be delivered directly to administrators phones by enabling push notifications.


https://azure.microsoft.com/features/azure-portal/mobile-app/
https://products.office.com/business/manage-office-365-admin-app



mailto:jonathant@microsoft.com

