
December 2025 Update



Technology Support Alliance Network
TSANet is a not-for-profit global alliance with over 900 companies 
collaborating to enhance their shared customers’ experiences. 



2025 EOY Membership = 937 Members
27 21

29

860

Elite Premium Standard Limited

❑ Plan continued growth with 
General Membership in 2026 – 
Connect integration key for Elite 
Members

❑ Large Limited Member Group – 
2026 Upgrade potential

❑ Overall growth comes from Elite 
Members with Partner Programs



Member Benefits



TSANet Strategy
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Technology - Certified

Service Providers

Technology – Solution and OEM
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Connect 2.0

Connect 3.0

Service Now   TBD                               TBDSFDC                 MS Dynamics

Regional Focus Groups, Security Committee, Technology Committee



Technology Partner Framework



Certified Partner

Build the solution.  
Documentation, 

developer support

Marketplace, 
Compatibility 

Guide, ELG

“Allows Sales teams to sell with confidence and 
Support teams to provide support with confidence” 

Build Market / Sell Support

Self-registration – 
Click to accept.  

Access tools to build

Register

Certification
By release



Collaborative Support Process

Standard Process, Dual Entitlement, Complex Issues



Solution Support Process

• Streamlined Entitlement – Exception 
process designed for customer 
experience

• Custom SLA can be defined for the Group
• Flexible process(s)

• Warm Transfer: Request Hardware 
Replacement

• Joint Troubleshooting: Feature A is not 
working

• Critical Escalation:  Customer down

• Knowledge (Future AI Connect)

❑ Partner Group – 2 or more Partners
❑ Process Form – Data sent for the request
❑ Department – Links Group and Process



OEM Support Process

• Customer contacts Lead Vendor (A)
• Lead Vendor Escalates as needed to 

Vendor (B) 
• Flexible processes

• Warm Transfer: Request Hardware 
Replacement

• Technical Support: Escalate Technical issues 
with standard process (To Support or 
Engineering)

• Critical Escalation:  Customer down

• Knowledge, Training, Product Feedback

❑ Partner Group – 2 or more Partners
❑ Process Form – Data sent for the request
❑ Department – Links Group and Process

Hardware Vendor

Software Vendor



❑ Bi-directional Create and Update

❑ Notes and Attachments

❑ SLA monitoring and Escalation  
Management

❑ WebApp, TSANet Connectors, 
Custom API integration

❑ Secure method (ISO27001, ISO27701 
and Microsoft SSPA certifications) 

TSANet Connect Overview



TSANet Connect - Current State

Integration Framework

(1H2026)
WebApp

System Connectors

Custom Integration



WebApp

❑ Full functionality (Create, 
update, notes, and 
attachments)

❑ Email notifications to 
users and defined alias

❑ Admin features

❑ SAML Single Sign-on 
Available



Connector

Custom Object
❑ TSANet Case
❑ Responses  
❑ Notes / Attachments

UI Elements
❑ LWC (default)
❑ List
❑ Actions
❑ Flows

Managed Package



Connector

TSANet Dataverse
❑ TSANet Case
❑ Responses  
❑ Notes / Attachments

Dynamics UI
❑ Links to Case
❑ Timeline updates
❑ Flows

Dynamics Solution



TSANet Connect Documentation

❑ Documentation for 
WebApp & System 
Connectors

❑Developer - API

❑Support and Changelog

https://tsanet.gitbook.io/connect 

https://tsanet.gitbook.io/connect


Regional Focus Groups

❑ The objective of these groups is to define common 
challenges for technical support organizations and 
work together on solutions. 

❑ The group also provides input on reviewing and 
influencing TSANet’s strategy.

❑ Each region defines meeting frequency and agenda



2026 Plans



2026 Plan – Member Benefits

1H 2026 2H 2026
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Connect 3.0 Development

Connect 3.0 requirements – Technology Committee

Service Now Connector + Select custom integrations

Service Providers – Early Access (Learn)

Technology – Solution, and OEM (Implement & enhance)

New Limited Member Process and Policy

Service Providers – Build, Partner

Regional Focus Groups, Security Committee, Technology Committee

Technology –  Connect Features for Partner Managers

Best Practices Documents & Case Studies

Roadmap future Connectors and Integrations



TSANet Connect - 2026

1H2026 2H2026

1. Start Connect 3.0 Development
2. Build Service Now Connector
3. Select Custom Integrations 

(Oracle, TBD)
4. Work with the Technology 

Committee to define 3.0 
features/roadmap

1. Develop Connect 3.0 features 
(AI Use cases, Service Provider, 
and Partner Mgt Features)

2. Roadmap future Connector 
Development and integrations

3. Operations Improvements – 
Phase 2

Continue to integrate Elite Members



Partner Framework - 2026

1H2026 2H2026

1. Implement Solution and OEM 
support models with Elite 
Members

2. Start early access for Service 
Providers

3. Define and implement new 
Limited Member Policy

1. Build features for Partner 
Managers

2. Build a Service Provider 
offering based on early access 
feedback

3. Add Best Practices and Case 
Studies

Continue to add Certified Partner Programs



Community

Focus Groups Committees

1. Regional focus group meetings
2. Include TSANet Connect 

Training sessions
3. Explore Partnering 

Opportunities for events

1. Update Security Committee 
(Integrated Members)

2. Put in place TSANet Connect 
3.0 Technology Committee to 
define requirements. 

Contact paul@tsanet.org if you 
would like to be involved.

mailto:paul@tsanet.org


Visit - tsanet.org
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