
Stay on track with 24/7 software

support from Sun 

On the Web |    www.sun.com/service/support/software

When there is no room for error, SunSM Software Premium Support provides the expertise and

tools to help keep your applications tuned for peak performance. Our highly trained, experi-

enced support engineers are available around the clock to help you identify and resolve technical

issues with your Sun software. 

No one knows Sun software better than we do. Our support engineers are uniquely qualified

to provide support on Sun software because they have inside access to the people who wrote

the code. When you need technical assistance – even at 3 o’clock in the morning – we’ll be

there to help you get back on track. 

Protect Your Investment 

Sun software is constantly evolving – enabling new breakaway business strategies. You can

protect your investment by ensuring that you stay current on the latest software revisions.

Sun Software Premium Support includes software enhancement releases and patches – so you

always have access to the latest functionality without additional expense.

Get in the Driver’s Seat

Sun Software Support services offers you flexibility and control over your software support. You

choose how you want to contact us for support – telephone or online. Regardless of how you

submit your support requests, you can track their progress and manage them online. You’ll also

have 24/7 access to technical information through our online technical knowledge database.

And, with our Customer-Defined Priority feature, you drive our response time by rating the

severity of your request. Your urgent* requests are transferred directly to a technical support

engineer – 24/7.

We give you the expertise and tools you need to keep your applications on track and available.

With Sun Software Support services, you’ll also get a commitment to service you can count on. 

* Priority ratings for service requests are “Urgent,” “Serious” or “Not Critical.” Please refer to the service listing for Sun Software
Premium Support online at www.sun.com/service/servicelist for more information. 

Highlights:

Urgent* requests are transferred directly to a support
engineer 24 hours a day, 7 days a week

Unlimited technical support incidents

You rate the severity of your support requests

Technical assistance from experienced support engineers

Web-based incident submission and tracking through Sun’s
Online Support Center

Software enhancement releases and patches

24/7 access to Sun’s online technical knowledge database

SunSpectrum InfoExpressTM newsletter

Average Response Times:

Our Customer-Defined Priority feature helps to ensure that
you receive a response that corresponds with the urgency
of your support request.

Priority 1: Urgent (software unusable)
• Live transfer to next available engineer

Priority 2: Serious (software seriously impaired)
• Call back within 2 hours

Priority 3: Not Critical
• Call back within 4 hours

SunSM Software Premium Support



Sun  Software  Premium Suppor t  
can help you optimize application 
availability through:

> Access to knowledgeable technical support
engineers who can help you resolve problems
any time, day or night.

> 24/7 access to technical information when you
want to learn more on your own.

> Software enhancement releases and updates
so you can always take advantage of the latest
functionality.

> Optional technical and account management
resources who can help you take proactive sup-
port to the next level.
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24/7 online and telephone technical support

Unlimited technical support incidents

Customer-defined priority

Online incident submission and tracking

Software enhancement releases and patches

SunSM Alert

SunSolveSM Online Knowledge Database

SunSpectrum InfoExpressTM Newsletter

Service Account Manager

Dedicated Technical Support Engineer

Additional Authorized Contacts

Urgent* support requests are transferred directly to our support engi-
neers – 24 hours a day, 7 days a week.

We don’t limit the number of support requests you can place. An
incident is a single issue. Once an incident has been opened, it may 
take more than one contact (phone or e-mail) to close the request.

The priority rating that you assign to each of your support requests
dictates Sun’s response time. 

You can call us for support or, if you prefer, you can log an incident via
the Online Support Center at www.sun.com/service/online.

Software updates and patches for covered software are included as part
of your software support contract.

Sign up to receive periodic notices from Sun containing information
about newly discovered problems and bugs.

Access patches, technical solutions and proactive notification services
only available to Sun support customers in Sun’s online technical
knowledge database at sunsolve.sun.com.

Receive a periodic newsletter from Sun that highlights new features and
functionality of the SolarisTM Operating Environment and other Sun software.

A dedicated or assigned Sun resource will help ensure the smooth
installation, migration, deployment and ongoing support for your Sun
software products. 

An experienced, highly trained technical support engineer dedicated to
handling your technical support issues.

Sun Software Premium Support includes three (3) authorized contacts per
eight hour shift. For an additional fee, you can add more authorized contacts.

We work to resolve your issues quickly, so you can get back to
business – any time, day or night.

If you have an issue that needs to be resolved, we’re here to
help – no matter how many times we’ve talked in the past.

Receive a response that corresponds with the urgency of 
your request.

Your support requests are easy to submit, track and 
manage online.

There’s no extra expense to stay current on the latest 
software improvements.

Early notification gives you an opportunity to address known
issues before they cause problems.

Get 24/7 access to the same knowledge database used by 
Sun engineers.

We’ll help you stay up-to-date on what’s new with Sun software.

Proactive support with personalized service helps to ensure
the success of your software initiatives.

Get a dedicated technical resource that will interface between your
company and Sun technical support and software engineering.

You have the flexibility to add more authorized contacts when
you need to.

Sun Software Premium Support

The following services are available to Sun Software Premium Support customers for an additional fee:

Specific features and service options may not be available in all regions. Coverage hours and response times may vary by country or location. For more information on service availability or for specific contract terms, contact your
local Sun Sales Representative or Sun Authorized Reseller.

* Response times vary depending on the priority rating assigned to the support request by the customer. Priority ratings for service requests are “Urgent,” “Serious” or “Not Critical.” Please refer to the service listing for Sun
Software Premium Support online at www.sun.com/service/servicelist for more information.

Get Started

For more information about how Sun
Software Support services can help you
get the most out of your Sun software,
contact your Sun Sales Representative 
or Sun Authorized Reseller. You can also
learn more online at www.sun.com/

service/support/software.
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