Secure Your Infrastructure: Proactive Support

and Optimization with IBM TLS LOGO Services

Modern IT environments are marked by a high degree of complexity, necessitating that
businesses effectively integrate a wide range of technologies while ensuring that their
operations run seamlessly. Organizations today are under increasing pressure to minimize
downtime, optimize the use of their resources, and successfully manage multi-vendor
ecosystems. This challenge is further compounded by the need to keep pace with rapid
technological advancements that can affect their infrastructure and operations.

To address these multifaceted challenges, IBM Technology Lifecycle Services (TLS)
provides a robust solution through its comprehensive LOGO services. These services offer
end-to-end proactive support and optimization strategies tailored for both IBM and
non-IBM environments. The LOGO services are designed not only to help organizations
overcome their current IT obstacles but also to prepare them for future demands. By
leveraging these services, businesses can enhance their operational efficiency, reduce the
risk of downtime, and ensure they are well-equipped to adapt to the evolving tech
landscape. This proactive approach allows organizations to not only survive but thrive in
an increasingly competitive and technology-driven marketplace.

2. Overview of IBM Hardware and
Software Maintenance Services ’

IBM's Hardware and Software Maintenance
Services play a vital role in ensuring
uninterrupted business operations. In today’s
fast-paced business environment, achieving
high system resilience and application
availability is essential for digital
transformation. Any downtime or outage can
significantly impact business operations,
damage reputation, and erode customer
loyalty. To combat these challenges,
organizations require effective maintenance ‘
solutions to keep their hybrid cloud ‘»
infrastructure functioning smoothly. IBM's
Hardware and Software Maintenance Services
assist businesses in optimizing their IT
infrastructure and maintaining continuous
performance, which is crucial for
accomplishing business objectives and
accelerating digital transformation.
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3. Overview of IBM Hardware and Software
Maintenance Services

IBM offers integrated Technology Lifecycle Services that include both hardware and
software maintenance. These services are designed to help businesses manage their
hybrid cloud infrastructure efficiently and provide timely solutions in case of any
disruptions. IBM's single-source support helps businesses reduce the cost of downtime
while ensuring smooth operation of IT infrastructure.

3.1 Predictive Support and Proactive Maintenance

IBM's proprietary tools enable the proactive identification of risks and potential failures
before they occur. IBM maintenance experts use these tools to predict and address issues
that could impact system availability, ensuring that problems are resolved before they
escalate. This predictive approach minimizes downtime and keeps infrastructure running
smoothly.

3.2 IBM Support Insights and Preventive Maintenance

IBM provides access to IBM Support Insights, a cloud-based portal offering a
comprehensive view of your hybrid IT infrastructure. By continuously monitoring the
assets and support contract data, the portal provides actionable insights and
recommendations for preventive maintenance. The service alerts businesses about risks
related to their infrastructure, such as expired contracts or hardware issues, and helps
mitigate the effects of these risks to prevent outages.

3.3 Flexible Service Agreements

IBM offers flexible maintenance agreements, which can be purchased during the warranty
period or after it expires. These services provide businesses with the ability to tailor their
support based on their specific needs, ensuring that the infrastructure stays up and
running, even outside of the warranty period.
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4. IBM Hardware Maintenance Services

IBM'’s Hardware Maintenance Services offer around-the-clock support. When a failure or
performance issue occurs, IBM engages on-call engineers who can respond quickly,
ensuring minimal disruption. Through IBM Watson® Assistant, customers can interact
with a virtual agent to collaborate with hardware and software specialists from around the
world. This helps accelerate the resolution of complex issues.

4.1 Predictive Support and Proactive Maintenance

IBM offers a range of service level options that allow customers to choose the most
appropriate response times for their business needs. IBM's service levels include three key
performance measures:

1. Contact Time: The time it takes for an IBM representative to make contact after a
service request.

2. Onsite Response Time: The time it takes for an IBM technician to arrive on-site after a
service request.

3. Fix Time: The time required to repair the system to its technical specifications after a
service request.

These options can be customized based on the urgency of the issue, ensuring that critical
problems are prioritized and resolved quickly.

4.2 Benefits of IBM Hardware Maintenance Services:

Fast Response and Repair: IBM ensures rapid response times and efficient repairs to
minimize downtime and keep systems running smoothly.

Tailored Service Levels: Businesses can select service levels that align with their
operational requirements, providing a higher level of support when needed.
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5. IBM Software Maintenance Services

IBM'’s Software Maintenance Services provide essential support for applications running
on IBM Power Systems, IBM Storage systems, and other IBM software solutions. These
services include software updates, defect support, and product upgrades to ensure that
software runs smoothly alongside hardware updates.

5.1 Ensuring Interoperability

IBM's software maintenance services ensure that all software components in the IT
ecosystem are compatible and work together efficiently. Regular updates to both
hardware and software are necessary to maintain system interoperability, prevent
performance issues, and improve system stability.

5.2 Cost Reduction and Predictable Maintenance Expenses

BM offers flexible service options that allow businesses to save time and resources by
paying only for the support they need, resulting in more predictable maintenance costs.
IBM's proactive and predictive maintenance services help optimize resources and reduce
the likelihood of unexpected expenses.
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6. Global Support Network and Expert Care

IBM operates in over 130 countries and has more than 415 parts centers worldwide,
ensuring that businesses receive consistent support regardless of location. IBM's Expert
Care tiered support model offers customized options to meet business needs, including
hardware and software maintenance, response time preferences, and proactive care
features.

How IBM Software Support
Extension Helps

IBM Software Support Extension bridges the gap by offering up to three years of
extended support for end-of-service software. This ensures your IT operations remain
stable and secure while you plan and implement upgrades. Key benefits include:

1. Seamless Support Continuity

IBM provides ongoing assistance for “how-to"” inquiries, usage issues, and resolution of
both existing and new software defects. This enables businesses to maintain operational
stability during the transition period.

2. Reduced Risk of Downtime

Through timely and efficient issue resolution, IBM helps mitigate the risks of unplanned
outages, enhancing system availability and productivity. Proactive support also reduces
compliance-related penalties associated with service interruptions.

3. Flexible Service Options

IBM recognizes that every business has unique needs and timelines. That's why the
Software Support Extension offers customizable contract terms ranging from 3 months to

3 years, with options including:

24xX7 critical issue support
Business-hour support for non-critical issues (Monday-Friday, 9 AM-5 PM local time)
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4. Enhanced IT Efficiency

With unlimited call support and access to IBM's skilled software professionals, your
in-house IT staff is freed from routine troubleshooting tasks. This allows them to focus on
driving strategic initiatives, improving customer satisfaction, and generating revenue.
IBM Software Support Extension is designed to meet organizations where they are,
providing the necessary stability to maintain current operations while supporting future
growth. With IBM's expert assistance, businesses can strategically navigate the
complexities of technology refreshes, ensuring long-term success and resilience.

IBM'’s Hardware and Software Maintenance Services provide businesses with
comprehensive support to keep their IT infrastructure running smoothly. These services
include predictive maintenance tools, flexible agreements, and expert support designed
to minimize downtime, reduce costs, and ensure business continuity. IT teams can
concentrate on strategic business goals while entrusting day-to-day maintenance to IBM's
professionals.

IBM's experts possess extensive experience in the technology industry, supporting over
19,000 hardware and software products from IBM and other original equipment
manufacturers (OEMSs). The global reach of IBM's support services ensures that businesses
can depend on tailored hardware and software solutions to meet their specific needs.
IBM's track record of service excellence, along with access to its product development and
engineering labs, facilitates efficient problem-solving and technical guidance. With IBM
Technology Lifecycle Services, businesses can count on a partner to keep their
mission-critical systems operational 24/7.
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