
         
                 

             
              

              
 

            
          

 
          

           
 

               
             

             
             

          

            
              
     

   
  

 

 

Welcome to 
all tHe ansWers 
customer faQs 

IntroductIon 

Please find frequently asked questions of the new HP software Premier services below. 
they are divided into two parts: one general part and one for customers who already 
have an existing Premier support contract. 

customer FaQs (ProsPectIve and 
exIstIng PremIer servIces customers) 

Features: 

1: WHat does tHe neW Premier services Portfolio look like? 
a: the new portfolio is built on top of foundation support and provides menu-based Premier offers: 

it starts with Premier response, which provides an elevated foundation support experience, followed by 
Premier advisory with a proven set of proactive deliverables and Premier Business, a business focused 
enterprise service manager to address customer needs across the customer’s HP software Product portfolio. 

an additional menu item is Premier teamextend, which offers solution management and out-tasking 
services. all offers are available for both “Products” and “solutions”. 

see the Premier service Brief for more detailed additional information: 
http://support.openview.hp.com/premier.jsp 

2:	� WHat is tHe difference BetWeen tHe Product and tHe 
solution offerings? 

a:	� the new Premier services offers a converged portfolio that includes both former Premier 
support and former solution management services. it will be distinguished by the terms 
“Product” and “solution” in addition to the Premier term. Premier Product provides support 
for HP standard products and Premier solution for customized and 3rd party solutions. 
in the following some answers are divided into these two categories. 

HP confidential 

http://support.openview.hp.com/premier.jsp


          
                

              
         

          
 

 

       
            

       

     
                   

             
       

        
             

     
    

          
  

                

           
       

              
     

              
              

     
      

        
     

 

    
    

    

     
      

  

     
        

      
        
       

       
    

3: WHat is tHe difference BetWeen Premier resPonse and Premier advisory? 
a: Premier response is an enhanced reactive support offer. Premier advisory provides you with an 

assigned technical account manager, who owns proactive Premier services and works with you on 
issue prevention. Premier response is a prerequisite for Premier advisory. 

Product: Benefits for Premier Product response 
include faster response time slos for severity 
1 (1hr) and severity 2 (4hrs). sev3 and sev4 
response times are dependent on your 
foundation coverage. 

solution: Benefits for Premier solution 
response include break/fix assistance for 
tailored or custom solution components. 

4: WHat is tHe coverage model for a Product versus solution? 
a: 

Product: for Premier Products the coverage 
model is always 9x5 for Premier response, 
advisory and Business. 

solution: for Premier solutions the coverage 
model is defined in the statement of Work. 
the options include 9x5, 24x7 standby 
(i.e. 24x7 on call support for severity 1 incidents 
with 9x5 for severity 2–4 incidents) and 24x7 
on duty (i.e. 24x7 for severity 1–4 incidents). 
Premier advisory is always 9x5. 

5: WHat is meant By 3rd Party softWare? 
a: any software that is not HP-branded is considered 3rd party software. 

mInImum reQuIrements and combInatIon oF dIFFerent PremIer oFFerIngs: 

6: WHicH reQuirements exist for Premier? 
a: 1. if you are interested in Premier you need to have an active foundation support contract for the 

respective products. it is followed by Premier response and Premier advisory. Premier Business 
and Premier teamextend can always be added. 
2. Premier response is a prerequisite for Premier advisory. 
3. *Premier response Plus Premier response named engineer is a prerequisite for Premier response 
severity 1 30-minute response time. 
*specific to Premier Product services 

7:	� do Premier advisory, resPonse, teamextend, and Business 
reQuire foundation suPPort? 

a:	� foundation support is a requirement to purchase any of the Premier offerings or optional add-ons. 

8:	� does tHe PurcHase of Premier teamextend and/or Premier Business 
reQuire tHe PurcHase of Premier advisory or resPonse? 

a:	� Provided that customers have a valid foundation support contract Premier Business and 
teamextend can be ordered without prerequisites. 

note that certain aspects of Premier advisory, like the technical account manager, 
may be required for Premier teamextend. this will be defined in the statement of Work. 
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9:	� can i order Premier advisory stand-alone? 
a:	� no, Premier response is a prerequisite for Premier advisory. 

add-on oPtIons For PremIer: 

10: HoW can We Book tecHnical services day delivery? 
a:	� customers who have an active Premier contract should work with their HP software support sales 

representative to identify their needs and agree on a schedule. 

11: if a customer PurcHases Premier resPonse for Products including local 
language suPPort, Will all tecHnical deliveries Be in tHe local language? 

a:	� all reactive cases will be addressed in the local language chosen by the customer. 

12: for Premier resPonse and advisory, oPtional deliveraBles are availaBle, 
for examPle issue Handling tHrougH named engineer for Products, 
local language suPPort, 30-minute resPonse times for severity 1 cases 
and tecHnical services days. are tHose add-ons WitH additional cHarge? 

a:	� yes. in order to identify respective pricing please work with your HP account or sales contact. 

PrIcIng/terms and condItIons: 

13: is every deal customized in terms of Pricing? is a statement of Work 
(soW) needed? 

a: 
response: for Premier Products we have fixed solution: for Premier solutions, all deals require 
pricing based on either product groups (for a statement of Work (soW) to define scope 
Premier response and advisory) or product and terms and conditions between you and HP. 
center (for Premier Business). additional options Premier solutions pricing is established within 
are with fixed prices as well. the statement of Work and is not fixed across 

product groups or centers. 

14: WHat is a Pg (Product grouP), and WHat is a Pctr (Product center)? 
WHat is tHe difference? 

a:	� a Product group is a subset of a Product center. Hierarchically it is Product > Product group > 
Product center. 

Premier Product response and advisory are priced by Product group; Premier Business is priced 
by Product center. 
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15: We Have never Had Premier services. do you Have a trial Period 
for Premier services to alloW us to understand if tHis is tHe rigHt 
offering for our Business? 

a:	� no, we do not offer trial periods for Premier. 

16: do tHe tecHnical services days (onsite) include travel costs? 
a:	� yes, travel costs are included in the tsd cost. 

other: 

17: does Premier solutions Provide imPlementation services for 
neW dePloyments? 

a:	� Premier teamextend can provide minor enhancements to the existing supported solution. HP Professional 
services should be engaged to provide implementation services for new deployments. 

customer FaQs (exIstIng PremIer servIces 
customers only) 

renewals: 

18: Will tHere Be cHanges to my Premier suPPort contract? 
a:	� HP is offering a two-year grand-fathering (transition) period for existing Premier customers. customers 

who want to take advantage of that will see no changes to their Premier support contract. if a customer 
chooses to migrate to the new Premier services their contract will change to reflect new service offerings 
and Pricing. 

19: WHen can i cHange my suPPort contract to tHe neW 
Premier offerings? 

a:	� the new Premier services will be available from february 2011. customers with an active foundation 
support contract can purchase an additional layer of Premier support after that date. We offer a two-
year grand-fathering period for existing Premier customers. 

20: Will i Be aBle to retain current Premier structure and deliveraBles? 
a:	� yes, there will be a “grand-fathering time” of up to two years. during that time you can stay on 

the “old” Premier structure/pricing. 

existing solution management services customers will continue to receive services as specified 
in their current statement of Work. 

HP confidential 
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21: could a current Premier contract Be reneWed? 
a:	� yes, for the two years after february 2011 existing Premier contracts can be renewed “as is” – examples: 

if your contract is up for renewal July 1st 2011, you if your contract is up for renewal on december 
can renew your contract using the old structure. 31st 2012, you can renew your contract for one 

more year. 

22: Will tHe Pricing cHange By sWitcHing to neW Premier? 
a: 

Product: yes, for Premier Product services 
there will be a new corporate price list entry 
and migration mapping. some of the new 
packages differ in pricing and deliverables 
from the old packages. 

solution: Premier solution services will be 
scoped and priced using a statement of Work 
like sms is today. 

23: in case i don’t Want to migrate, can i Pick one deliveraBle of 
tHe neW Premier WitHin tHe existing Premier offer? 
examPle: could i Pick local language suPPort for instance 
WitH Premier Plus or Premier solutions? 

a:	� We cannot mix and match old and new Premier offers. if you like a new Premier offer and want to 
buy it we will work with you on a migration plan to move to the new Premier. 

new PortFolIo Features: 

24: WHat are tHe key cHanges and your Benefits comPared 
WitH tHe existing Premier suPPort offering? 

a:	� • the new Premier portfolio is more flexible through menu-based approach. 

25: is tHere a maPPing taBle to sHoW my existing deliveraBles 
and HoW tHey Will maP to tHe neW offerings? 

a:	� since every Premier contract has been developed to the unique business needs of each customer, 
it is best to work with your HP software sales representative to map from the existing to one 
of the new offerings. this will also provide you with an opportunity to assess your current 
business needs and include those in your discussions. 
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26: can We still PurcHase sPecialist team days? 
a:	� customers who remain on the old Premier structure during the grand-fathering period continue to have 

access to specialist team days. in the new Premier, the equivalent offer is called technical services days 
and is available as an option with each of the new Premier packages. 

27: WHat are tHe comParative offerings of tHe neW Premier service and 
tHe old Premier suPPort? 

a:	� Please find a mapping list of the different offerings below: 

old Premier suPPort neW Premier service 

Premier select Premier response and Premier advisory 

Premier Plus Premier response and Premier advisory 

Premier total Premier response and Premier advisory 

Premier solutions Premier Business 

no comparable former offering Premier teamextend 

For more InFormatIon: 
see the Premier service Brief http://support.openview.hp.com/premier.jsp 
or contact your HP software support sales representative. 

© copyright 2011 Hewlett-Packard development company, l.P. the information contained herein is subject to change without notice. 
the only warranties for HP products and services are set forth in the express warranty statements accompanying such products and 
services. nothing herein should be construed as constituting an additional warranty. HP shall not be liable for technical or editorial 
errors or omissions contained herein. 
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