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MICROSOFT ENTERPRISE SUPPORT SERVICES PROGRAM DESCRIPTION

Re: Microsoft Unified
Dear Agricultural Research Organization (ARQ)

Microsoft is pleased to provide the following information regarding our Unified offering as part
of Microsoft Enterprise Support Services to assist Agricultural Research Organization (ARO) in
making a determination relative to a sole source justification.

Microsoft Enterprise Support Services are comprised of a comprehensive support solution that
helps reduce costs, enhance productivity, and use technology throughout the IT lifecycle. They
offer direct, expedient and unique access to Microsoft product development teams, software
developers and source code for current and future products enabling (a) specialized insight into
the architecture of current solutions that can facilitate smooth migrations to existing and future
unreleased products/versions; (b) quick and comprehensive resolution of product support,
trouble-shooting, and (c) immediate and focused technology feedback link between our
customers and the Microsoft product development teams to help shape the direction, features and
functionality of future products.

Specialized training of Microsoft personnel is provided from Microsoft product development
teams on how enterprise customers can best plan for, deploy, manage and maximize productivity
of existing and future Microsoft products.

Furthermore, as part of Microsoft’s unique Support Services offer, the following services are
available:

Base Package services are a combination of proactive, reactive and delivery management
services that support Microsoft products and/or Online Services in use within your organization.
Reactive support helps resolve issues in your Microsoft environment and include prioritized
problem resolution services to provide rapid response to minimize downtime. As part of reactive
support services, Microsoft offers:

Problem Resolution Support provides assistance for problems with specific symptoms
encountered while using Microsoft products, where there is a reasonable expectation that
the problem is caused by Microsoft products. Problem Resolution Support and requests

for support may be initiated via telephone or electronically through an online support
portal.

Adyvisory Support: Phone-based support on short-term (limited to six hours or less) and
unplanned issues for IT Professionals. Advisory Support may include advice, guidance
and knowledge transfer intended to help you deploy and implement Microsoft
technologies in ways that avoid common support issues and that can decrease the
likelihood of system outages. Architecture, solution development and customization
scenarios are outside the scope of these Advisory Services.

Microsoft Enterprise Support Services (Unified Support) Program Description July 2023

Microsoft Confidential
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