TSANet Member Update
Oct 2025



The Technology Vendor Support Alliance

TSANet is a not-for-profit global alliance comprising over 900 companies that

collaborate to enhance their shared customers’ support experiences.




Member Benefits




TSANet Member Roles

Business Manager

(Executive Sponsor)

—

= — Lead and Promote
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O Support, Success, or Partner

O Promote (Internal and External)
O Strategy (TSANet & Member)
O Remove Roadblocks

oooo

Program Managers

(Partner Alliance,
Support Planning)

Partner Management
& Support Planning

Manage Partner Process
Promote to Partners
Process Management
Overall Feedback

Key Users
(Support Manager,
Escalation Manager)

Technical Support &
Customer Success

Key User for TSANet Connect
Team Point of Contact
Feedback on System/Process
Identify Missing Partners

ooooU




Technology Partner Framework




Certified Partner Journey

Designed for Scale

Self-registration — Build the solution. Ma rketplace,
Click to accept. ™1 Documentation, Compatibility
Access tools to build | | developer support Guide, ELG
2 1
Certification
By release

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




Collaborative Support Process

d Used for Certified & Common
Customer Partners

(d Default Process for all Members

d  Dual Entitlement (Customer has
support with both Vendors)

d  Complexissues (Compatibility &
Integration issues)



Solution & Strategic Partner Journey

Designed for Flexibility

J Streamlined Entitlement
J Ability for custom SLA
. Flexible Process

J Knowledge / Training

J Metrics / QBR

Reference — 1SO 44001



Solution Support Process

1. Streamlined Entitlement — Exception

process designed for customer
experience

2. Custom SLA can be defined for the Group

3. Flexible processes

 Warm Transfer: Request Hardware Replacement
 Joint Troubleshooting: Feature A is not working

Q Partner Group — 2 or more Partners e Critical Escalation: Customer down

O Process Form — Data sent for the request 4
O Department — Links Group and Process

Knowledge (Future Al Connect)



TSANet Connect Update
Oct 2025



TSANet Connect

Partner Collaboration Platform

Bi-directional Create and Update
Notes and Attachments

U OO

SLA monitoring and Escalation
Management

WebApp, TSANet Connectors or
Custom API integration

1 Secure method (1SO27001,
1SO27701 and Microsoft SSPA
certifications)

L



TSANet Connect - Current State

System Connectors

WebApp Custom Integration
(Q12026)

Integration Framework




WebApp

J  All Members can use

. Full functionality (Create,
update, note, and
attachments)

J  Email notifications to users
and defined alias

J  Admin features

SAML Single Sign-on
Available

L




Connector

4 N
Managed Package

Custom Object
O TSANet Case

O Responses

L Notes/ Attachments

Ul Elements

O LWC (default)
O List

O Actions
O Flows




Connector

4 N
Dynamics Solution

TSANet Dataverse
L TSANet Case
O Responses

O Notes/ Attachments »

Dynamics Ul

O Links to Case

O Timeline updates
O Flows




Custom API — Example Cisco Smart Bonding

—_——————————

J  Custom integration with the
Members' existing solution

(J TSANet Connect acts as a
Broker to other Members

J  Full functionality (Bi-directional
Create, Update, Notes, and
Attachments)

<«— Cisco

CSOne

Custom
Microservice

d  Other Members can use the
WebApp or Connectors

Cisco
Smart Bonding

Other Members

&
<«




TSANet Connect — Secure File Transfer

(J For uploading a file “TO” a member. |
Example: Logs or Large Files.

o
J Members have the option to connect = Merber Custom
their inbound file transfer method B
(J Files are directly sent to the Members o Nl
system (TSANet does not store these)

!
(J TSANet Method — TSANet will also have

a default method that Members can use @ o Authentication

o File location

L Note: Members can also use links in a
note (Example: Download this Patch) > File Transfer




TSANet Connect Documentation

J Live for the Oct
Release

J Documentation for
WebApp &
Connectors

L

Developer - API

L

Support and
Changelog




TSANet Community

1. Attend a Regional Focus Group Meeting

* North America, Europe, India, Asia, Japan
e https://tsanet.org/category/upcoming-events

2. Use TSANet Connect, Give Feedback

3. Join a Committee — Security or
Technology

4. Become a Board Member (Elite)


https://www.tsanet.org/category/upcoming-events/
https://www.tsanet.org/category/upcoming-events/
https://www.tsanet.org/category/upcoming-events/
https://www.tsanet.org/category/upcoming-events/
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