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Chair mands iMawe Misukanis
Dave Misukanis is the Director of Escala tion Management for the Americas at Symantec Corporation. He
has been in Technical Supp ort for the past28  years and in a leadership capacity for 23 years .

Dear TSANet Member

Welcome to the 4th edition of the TSANet newsletter. In our last newsletter | an nounced we had
completed our globalization efforts with final legal agreements. While the documents are complete,

several members identified areas of concern with regards to the confidentiality sections of the documents.

As TSANet provides the ability to ¢ ollaborate, confidential information is a key item for the organization.
Ensuring we have guidelines that meet the needs of the membership is imperative. While TSANet

recognizes this will delay our progress we also believe these changes are in the best int erest of the
membership. Once we address this final change, we have a new set of programs and pricing plan to
implement, aligning the TSANet offerings to the industry. We are confident these changes will allow

TSANet to add value to you, our members, and a re excited to get these rolled out.

Since our last newsletter, we conducted an election for Board members. | am happy to announce the

additions of Microsoft (Robert Poston) and Ingres (Pamela Fowler) to the board. Welcome aboard to

Robert and Pamela and w e look forward to working with you. | want to also note the re -election of Oracle

(Dave Bettenga). Oracle is an active member within the organization and it is good to see them back. |

would like to take this opportunity to say a big thank you to both Sean Bucknall (CA) and Jim Evans (HP)

as they |l eave the board. Sean and Jimd6s dedication, participation
are very much appreciated

We have also had some recent changes within the Board. The Citrix Board seat was held by Griff Williams.
Griff was a long time member of TSANet and held various positions on the Board. Griff has moved on from

Citrix and his work and contributions will be missed. Replacing Griff is Oliv ier Biscaldi from Citrix. Also,

long time board member Dave Crowther from Novell has taken on a new roll within Novell. In my time

with Dave, he has had a strong passion for TSANet and this too will also be missed. Replacing Dave is Ted
Hampartzoumian from Novell. | want to say a big thank you for your contributio  ns to Griff and Dave. The
board also welcomes Oliv  ier and Ted and look forward to your efforts in growing TSANet

| am proud to report the organization is moving forward with our strategy for the year. We are preparing

for our membership meeting later in t he year in San Diego. Part of our strategy is to have more

involvement from the membership. We recently conducted a survey on what you, our memb ers, want to
see atthe me mb e rmeeting . The feedback and responses have been outstanding. The number one area

of feedback is to understand how others use and implement TSANet. We look forward to putting to gether

a great meeting to meet your needs and objectives.

The organization continues to evolve on behalf of its members. We are excited with the upcoming changes
and know you will find value in what we are doing. Our goal is to meet the needs of our membe rsanditis
through these interactions that TSANet adds value.

If you have any comments, queries or feedback on your TSANet membership please reach out to Denn is
Smeltzer and the TSANet team http://www.tsanet _ .org/contact/  who will be pleased to assist you.

Thank You

Sincerely

TSANet Board Chairman
Dave Misukanis
Symantec Corporation


http://www.tsanet.org/contact/

TSANet Board Election Results
TSANet Announces New Board Members

OVERLAND PARK, Kansas. Business Wire TSANet Election Results

TSANet (Technical Support Al liance Net weutraksupporttaliaace,itodag ustr yos |

announced the results of the 2010 TSAN et Board of Directors election. The following candidates have been
elected for three -year terms that began April 15 - Pamela Fowler (Ingres), and Robert Poston (Microsoft).

Ms. Fowler and Mr. Poston join the existing board members: David Misukanis (Syman tec), Rainer Zielonka
(IBM), Dave Bettenga (Oracle), Jill Scola (EMC), Summer Maynard (Red Hat), Olivier Biscaldi (Citrix
Systems) and Ted Hampartzoumian (Novell). http://www.tsanet.org/about/boa rd_members.php

TSANet board members provide | eadership and direction
TSANet Board has strategically transitioned the business from two regional entities to a single global

organization, 6 sai d Denni,$SASenkl ¢ giedent . AThe board has al so
infrastructure model, which will be implemented | ater

Pamela Fowler, Vice President of Worldwide Sup.port for Ingres Corporation.

I am delighted to be joining the board of directors for TSANet, Inc. so | can help to provide further

strategic direction and feedback on the collaborative support delivery platform. TSANEet is core to all
participating companies and allowing us to ensure optimal , and transparent, support delivery model in the
resolution of problems to our combined customers. The more streamlined we can make the experience

the more we can drive on key customer satisfaction levels. | believe my experience in the open source

world , and my prior enterprise experience, can facilitate on these driving initiatives.

Ingres Corporation is currently, and has been, engaging on many fronts with the support of multi -vendor
software, especially where it relates to the open source software environment and all supporting

platforms.  As a result, the usage of TSANet has made this platform the best means of ensuring those

engagements are successful.

| have a lot to offer, including 25+ years of experience in the IT industry, mostly focused a round solid
support delivery and customer satisfaction. Experience | can bring to the table includes;
1  Providing strategic direction in building several supporting enterprise class organizations.
1  Building global supporting infrastructure to ensure optim um support delivery and enterprise class
support.

1  Managing and building processes to ensure ultimate customer satisfaction.

Most recently | have offered to participate and drive forward on the Automation POC program and am very
excited to take this projec t to the next | evel as it is critical to

| look forward to the opportunity to serve, and build, on the already solid TSANet, Inc. platform and
working to moving it forward with the new realm of technology that fac esus all.
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http://www.businesswire.com/portal/site/home/permalink/?ndmViewId=news_view&newsId=20100427005151&newsLang=en
http://www.tsanet.org/about/board_members.php

Robert Poston, Microsoft WW Services Readiness manager for the enterprise customer
segment.

I am immensely excited about the opportunity that the TSANet community has given me to serve them as

a member of the Board of Directors. This i s a time of unprecedented change in the IT industry. Companies
that prosper in uncertain times are those that have both the vision and the will to adapt to changing
environments. One of the biggest changes and opportunities that IT support providers must e mbrace is

the need for greater collaboration between our members, our customers, and our partners.

Today TSANet provides a unique support model whose simplicity, transparency and commonly shared
framework can help our members realize greater efficiencies in their support programs and increase
customer satisfaction for those who take full advantage of what TSANet has to offer. However, | believe

that TSANet must continue to develop new programs and seek out new and innovative ways to make
existing offerings  better serve its membership.

Microsoft is proud to count itself among the earliest members of TSANet. It has long recognized that our
customers live inamulti  -vendor IT environment. They rely heavily upon our ability to partner with
hardware and softwar e vendors around the globe in order to help them resolve the many challenges that
they face running and managing enterprise class software. TSANet plays a key role in helping Microsoft
meet the needs and expectations of our customers.

I count myself as inc  redibly fortunate to have had 20 very exciting years working in the IT industry. For

the last 15 years | have been with Microsoft. Those years have been almost exclusively dedicated to

enterprise customer support delivery and customer support offerings de velopment. In that time | have
served in many roles that run the gamut from front line engineer to a senior project manager for

worldwide customer support offerings. These many varied and exciting career opportunities have fostered

in me a deep passion for placing customer satisfaction at the forefront of every professional endeavour |
undertake.

To me, TSANet stands out as a shining example of the
this is one of the many reasons that | am so proud to h ave this opportunity to serve. | look forward to
applying the diverse skills and experiences that | have gained over the years to the many projects and

tasks that will come before the Board of Directors.

T

I ndustryod.



Citrix and Novell new TSANet Board representativ es

As well as the recent elections there are a couple of other changes to the board line -up. With Griff
Williams (Citrix) and Dave Crowther (Novell) stepping down their seats have been handed to Olivier
Biscaldi (Citrix) and Ted Hampartzoumian (Novell)

Olivier Biscaldi, Citrix Systems

As the Director of Software Frontline Support teams for Citrix Systems Inc., Olivier Biscaldi is responsible

for department budget, and he is in charge of expanding the Americ as existing call center support

capabilities.

Having been involved with TSANet over several years and seeing first -hand the success of the

organization; | am excited about the opportunity to serve the TSANet community as a member of the

Board. Ci tri x has been a Il ong time TSANetds supporter understanding i
TSANet is the perfect enabler for companies to build bridges between their support departments  for the

benefit of our joint customers. As outstanding Technical Support is now more than ever critical to

productds success, TSANet plays a key role in making this a reali:/

| am confident that my experience in the support business and channel partner program will allow me to
provide the direction and support the Board needs.

With TSANet now being one  worldwide entity, my understanding of multicultural customers will also
provide the necessary skills required to drive the company to the next level.

I look forward to continuing and furthering the outstanding work that TSANet has accomplished.

Teod or Hampartzoumian 1 Novell

Ted has been with Novell for more than 15 years in various positions within the Technical Services

organization of the company. He is currently the Director of the EMEA Services Center and is a member of

both the Global Technica | Support and the EMEA Filed Services Organizations at Novell.

Ted is excited to be a part of the TSANet Global Board of Directors and champions TSANet throughout

Novell Technical Services worldwide and throughout the industry. Being part of the IT servic es sector
practically his entire career, he is looking forward to the opportunity to be able to leverage his experience

and skills to influence the evolution and further development of TSANet. He has been involved with

TSANet for a long time and was a Prog ram Manager until shortly before the EMEA organization was

merged with the North American operation.



Global Board Meeting Report

Host Jill Scola, EMC

The TSANet Board met over 3 days in March. Host Jill Scola welcomed the board to the EMC offices in
Boston. As you can see from the agenda there was a lot up for discussion! The member webcast which
followed the meeting in order to allow members the opportuni ty to be updated on discussions and

decisions during the meeting was well attended and is an initiative that is now an integral part of all future
board meetings.

A Tuesday March 9
) 0900 i 1000 i Minutes, Financial and High  -level Operational Review
i 1000 i 1300 i Oracle proposal to the board regarding standardizing and automating
customer entitlement
i 1400 - 1500 i Transition Update and Strategy, Bylaws and Election
) 1500 7 1700 i New TSANet Relationship Model i Re-branding and pricing formulas )
Finalize
A Wednesday March 10
i 0800 i 0900 i Board Discussion (Without Staff)
) 0900 i 1100 i New TSANet Relationship Model i Re-branding and pricing formulas )
Finalize (Cont.)
i 1300 7 1400 i 2010 Marketing Plan
i 1500 i 1600 - 2010 Operations Plan
T 1600 i 1700 i 2010 Financial Plan
i 1700 i Adjourn
A Thursday March 11
i 1000 - 11:00 i Member Webcast

n

TSANet Board and Staff meet in Boston
From left ; Dave Crowther (Novell) , Olivier Biscaldi (Citrix Systems), Dave Bettenga (Oracle) , Deborah
Barnes (TSANet) , Dave Misukan is ( Symantec ), Summer Maynard (Red Hat) , Sean Bucknall (CA) , Jill Scola
(EMC-Meeting Host) Dennis Smeltzer (TSANet) , Jim Evans (HP) , Ted Williams (Red Hat), Rainer Zielonka

(IBM) , Teodor Hampartzoumian (Novell)



DN
Future strategies  are discussed in  the conference room

The next TSANet Board Meeting will be June 22/ 23/24 2010. Bryan Gibson has kindly offered to host
this meeting at  Dell in Ireland .

As with previous global board meeting s the third day will give the membership an opportunity to hear the

updates on the business decisions via a webcast on Thursday 24™ June at 10:00 Eastern 11:00 Central
16:00 UK 17:00 CET  All members will receive an invitation with the dial in and webcast details.

The TSANet - Automation Proof of Concept (POC) Project

Dave Bettenga (Oracle ) Chairman of the POC Project Committee

TSANet Automation Project Update

The business climate & multi vendor computing envir onments

Technological innovations, customer demands, and global economies
forces that continue to shape this transformation in the IT world. One merely needs to peruse any trade

technical periodicals, technical or prof essional blogs, or bounce a few messages in the right industry

direction to receive a confusing onslaught of feedback, predictions and solution advice.

These business methodologies and solutions have created new challenges, as well as creative

opportunit ies. Multi vendor computing environments are positioned squarely at the center of this perfect -

storm of transformation, and Support Delivery is close to its epicenter.

Compressing the multi vendor issue resolution cycle



In a large percentage of cases, t he shortest path to resolving multi vendor support issues is through direct
collaboration. Unfortunately, taking the first step down this path can be the most time consuming part of
the process. Building direct channels of engagement is critical to vendor collaboration.

What is the key to expediting collaboration between vendors?

Effective and efficient multi vendor communication channels are important for successful collaboration. A
clear, open line of communication between vendors facilitates interacti on between vendors and
encourages adoption by support personnel.

Todayds Current State

Assisted, phone -based partner engagement processes have become the source of numerous collaborative
challenges and related obstructions. Confusion about TSANet and vend or collaboration is a frequent
reason for related phone support rejections. With all other components being equal, optimizing the
engagement channel is that first step towards enhancing this process.

TSANet Automation and Real Time Access Proof of Concept (POC) Project and Objectives

Building best practices that encourage real -time web based collaboration is at the core of this project. The

primary goal of the first phase of our project is to minimize manually intensive, phone -assisted service

request entr y in favor of being able to log and manage Service Requests via a self -service web interface.

A secondary goal of the POC is the ability to drive and | everage
via Knowledge Base access. Measuring success using e nhanced metrics is the final goal rounding out the

POC objectives.

The objective of follow  -on phases will be determined by the best practices identified as part of the first

phase effort. These best practices will be prioritized by the participants and m apped out for further

testing and implementation by members.

Wedve begun and we need your help
The TSANet Automation POC is rapidly progressing and we are looking for additional member participants
to help with this phase.

In many cases, new POC partic  ipants should be already using some form of web -enabled support
mechanism and are willing to take this approach to the partner level. As project participants, these
member s will publish enhanced contact instructiitpinBSANeht o a private

Other participating members will use these instructions to create and manage service requests from
ticketing systems of other participants.

The benefits of this transformation initiative
1  Automated support to accelerate problem resolution using web -enabled best practices

1  Keeping the customer experience at the forefront of our collaborative multi -vendor actions
1  Building quality, continuity, and consistency in the automated processes
1  Creating synergy among TSANet members

1  Leveraging vendor ski lls to resolve multi -vendor complex issues into every support interaction in
order to give our mutual customers a satisfactory experience

1  Heightened level of awareness of the engagement process which will be used to enhance TSANet Best
practices for the fu  ture.

Superior best practices are what defines us as a membership organization and provides recognition
and direction throughout the industry.

Call to Action: The POC is your opportunity to provide input and to make a difference ;
This POC is afirst step  and an exciting opportunity for you to make your voice heard.

We are looking for volunteer member companies from TSANet, willing to participate in upcoming
POC testing phases. TSANet is only as strong as its membership participation and this POC provides y ou
with a valuable opportunity to strengthen this community.



Contact Dave Bettenga (Oracle) at 866 -925-9497 X10176 or Dennis Smeltzer _ (TSANet) at 913
if y ou are interested in participating.

Using our combined resources, we can identify and implement best practices that will help guide the
industry into the future.

Phase 1 Appreciation
Special thanks go out to the following organizations for their parti cipation in this first phase!

CA, EMC, HP, Ingres, Novell, Oracle, Red Hat.

TSANet Member Meeting Announcement
San Diego, October 2010

An invitation to all TSANet member companies

Welcome reception:  October 19, 2010 (5:30pm)
Meeting dates: October 20 -21,2010 (9am 1 5pm)
Dinner Cruise:  October 20, 2010 (6pm)

Later this year we will be holding our annual TSANet member meeting. This meeting opportunity is
exclusive to employees of TSANet member companies and will be held in San Diego. A questionnaire was
recently sentt o the membership and with the comments and feedback from this survey we have a good
idea of what you, the members, would like to see on the agenda at this meeting.

/
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Paradise Point Resort & Spa
1404 Vacation Road
San Diego, CA 92109

http://www.paradisepait.com

-345-9311


mailto:david.bettenga@oracle.com
mailto:Dennis@tsanet.org
http://www.paradisepoint.com/

Guest Room Rate: $159.00 per night
For reservations, contact - deborah@tsanet.org  or1-913-345-9311

Reservation deadline: Sept 17, 2010
Join the TSANet Boar d, the Staff and other members

I f you havendt previously attended a TSANet meeting here is some -
attendees.
AiBetter understanding of TSANet membership. I ncreased knowledge o

practices. 0

=3

Me e t people from different support orgs. Gaining an insight into the challenges faced by support
ervices compani es. Having an input regarding the TSANet process?o

)

AiConnections with other vendors
Great presentations
Great panel di scussiono

AGaini ng andoeertstteandui ng of issues affecting other support vendor so

TSANet EMEA Regional Committee

The TSANet EMEA Regional Committee has been meeting regularly for almost a year now. The first call
was back in March 2009 as a follow on from the former TSANet Europe  board to track the wind down of
the local operations. Since that time we have had participation from many companies, including IBM, CA,

Dell, Microsoft, Oracle, HP, Hitachi Data Systems, Quantum, Fujitsu, Red Hat and Symantec.

The regular meetings have e nabled all of us to maintain our connections with the other members in our

region, which makes it easier to engage when we have a mutual issue. The important topics that we have
gone through include:
- The closure of the TSANet (Europe) Ltd Company, which was finalized in January 2010 with the

submission of an application to remove the company from the register at Companies House in the UK.

- Globalization, including working through the proposed agreement updates to ensure that members had

the opportunity  to assess the documents in advance of publication.

- Programs and Service Offerings: A regional discussion about the services and programs that TSANet
offers, providing constructive feedback to the team working on the proposals to revise the TSANet

offeri ngs.

Our aim through 2010 is to encourage more of our members located in Europe  to join the calls and use
the opportunities it provides for networking and feedback to the EMEA representatives on the TSANet
global board.


mailto:deborah@tsanet.org

The committee  http://www.tsanet.org/about/emea_committee_members.php offers TSANet members
based in EMEA a warm welcome to anyone that would like to join them on EMEA Committee Meeting
(Conference calls) to be included in the monthly meeting invitation distribution list please contact
Stephanie Benson mailto:stephanie@tsanet.org

TSANet APAC Regional Committee

We are delighted to announce that since the last newsletter TSANet APAC consultant Alan Honeyman has
brought together  eight TSANet member companies  to form a committee in the APAC region. See their
details below and here; http://www.tsanet.org/about/apac_committee_members.php

Convener: Alan Honeyman , TSANet APAC Consultant . (Melbourne, Australia)

Retired after 24+ years with Hewlett -Packard Australia (HPA), having served in a
variety of support roles ending up as Australasian Multivendor Technical Su pport
Manager, responsible for the provision of cross -support arrangements between
various IT hardware & software vendors and HPA.

APAC Committee
Goals & Objectives:

1 Asanarmof the TSANet Bo  ard of Management (BOM) , work to provide them an APAC
perspective of member needs and issues

1  Assist in educating members about the capabilities and benefits of TSANet and encourage them
to make greater use of it.

1  Regular networking opportunities primari ly through regular monthly conference calls with
committee members and APAC members of TSANet.

1 Initiate workgroups to collate ideas for business and service offering opportunities. Evaluate
current offerings and work to improve/increase and expand in the future .

To date, the group has had several conference calls, the last of which was hosted by Dennis Smeltzer and
we hope to have him attend future calls, time permitting.

The immediate objective is to set and publish dates for the next 12 mee tings/calls.

If you are interested in this initiative and would like to  join the next call please getintouch  with Alan
alan@tsanet.org +1 913 3459311 X 107 DD (Austra lia) +61 (0) 418 574 827

The next web meeting will be on May 19.

The new TSANet APAC Committee!

Ping Chen Microsoft (Shanghai, China)

Support team manager of Windows Platform Server in Asia Pacific & Greater China
Customer Service and Support (APGC CSS) in Microsoft Corporation and in

Microsoft Technical Support Service for 14 years and in management capacity for 9
years.



http://www.tsanet.org/about/emea_committee_members.php
mailto:stephanie@tsanet.org
http://www.tsanet.org/about/apac_committee_members.php
mailto:alan@tsanet.org

Andrew McPherson Citrix (Hong Kong)

Senior Manager, APAC Technical Support at Citrix Sys tems. Andrew has spent the

and Pre -Sales. Andrew is currently based in Hong Kong where
provision of technical support services to Citrix partners and cus
APAC and around the globe.

David Coucke , HP (Sydney, Australia)

Digital with over 17 yearos
experience. He has gained extensive experience with off

business.

Greg Drumbheller (Tokyo, Japan)

last 15 years in a variety of IT roles, including Technical Support, Consulting, Sales

he oversees the
tomers, both within

HP APJ Storage Competence Manager with 14 years experience in HP, Compaq and

management, hiring, training and continuous improvement in off -shored locations,
successfully off -shoring a multi - million dollar storage solution centre support

Greg is a technical support engineer with extensive experience and support skills and
works for the stora  ge virtualization = company DataCore Software, the leading provider of

storage virtualization and management software.

Mark Evans (Sydney, Austra  lia)

As Director of Enterprise Support Services for Syman tec Asia Pacific, he is responsible
for the 150+ strong Sydney based team which delivers technical support services to

Symantecds gl obal ent er PMark hasemore

in the fiel ds of support and services and has managed and developed support systems

in the Pacific region, facilit
Symantecdés customers with 24x7

Adam Ng (Penang, Malaysia)

industry experience and
-shoring including project

ihan Loyeaesexpdria s ence

ating Symantecds o6foll ow

X365 support.

Advan ce Software Supp ort, Enterprise Task Force and Partner Manager with Dell.
Over fifteen years of working experience in IT with expertise in Unix, database,

network system, and Microsoft technologies such as IIS, Proxy Server, Cluster,
Exchange Server and team/project management and extensive experience in
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