
Support: do you have what it takes to 
face new challenges?
Sibos 2009

Karel De Kneef
15 September 2009



2

Overview



Support 
Where are we ? 
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20 languages covered

DUTCH 
ENGLISH
FRENCH
GERMAN
ITALIAN
POLISH

RUSSIAN
SOUTH-AFRICAN 

SPANISH
SWEDISH
TURKISH

ARABIC 
BENGALI 
DUTCH 

ENGLISH
FRENCH
GERMAN 

HINDI 
PORTUGUESE

SPANISH 
TURKISH

BAHASA
CANTONESE

DUTCH
ENGLISH
GERMAN

JAPANESE
KOREAN

MANDARIN
THAI

VIETNAMESE



Before
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SWIFTSupport Enhanced

SWIFTSupport

Messages per day300,00040,000200 10,000

Recovery time
objective

< 6 h

< 4 h

< 2 h

< 1 h
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Operational
account 
management

On site 
support

Monitoring

Call & problem
management

Reporting

Preventive

Products 

Evolution of current support packages

Connectivity and
messaging

Phone alerting  

Priority handling
Incident and 

crisis mgt

Case review
Support analysis
Availability 

Health checks
Business 

continuity tests

Service Manager 

On request for 
blocking problems

Newsletters

24/7
Phone access
On-line support
Regional centres

Incident reporting
on Swift.com

Not available

SSESWIFTSupport

Managed 
connectivity

Emergency
consultancy

Embedded Supportability



Evolution
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Why change?

Technology 
evolution Product offering Customer 

requirements
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Why change?

Technology 
evolution Product offering Customer 

requirements

Pro-active support   
Personalised notification via text messages

Remote support



9

Operational
account 
management

On site 
support

Monitoring

Call & problem
management

Reporting

Preventive

Products 

Evolution of current support packages

Connectivity and
messaging

Phone alerting  

Priority handling
Incident and 

crisis mgt

Case review
Support analysis
Availability 

Health checks
Business 

continuity tests

Service Manager 

On request for 
blocking problems

Newsletters

24/7
Phone access
On-line support
Regional centres

Incident reporting
on Swift.com

Not available

SSESWIFTSupport

Managed 
connectivity

Emergency
consultancy

Embedded Supportability

SMS
( 2009)

S&F alerts
( 2009)

New reports
(2009)

Email alerts
(2009)

Remote
support 
(2009)

Improved
health checks

(2009)

Operations
manual online

(2008)

Ordering
facilitation 

(2008)

Configuration
Browser (2008)

Multi-Lingual 
Website (2008)



Enhanced monitoring

Network partner 
router

SNL VPN connection Network Partner

FIN Interface

FIN Interface

SWIFTNet App

SWIFTSupport

SSE
Connectivity + SNL + FIN

Connectivity

Network
partners 

VPN
box

+ e-mail notification

+ SN store & forward + SPOF



Remote support

Remote support 
under total customer 

control and supervision
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Why change?

Technology 
evolution Product offering Customer 

requirements

New range of products

Customer 
requirements

Mid-size customers needing additional support features
Top customers for bespoke services



Now

13

Premium Custom
Global Key accounts, Large Mis and any 

customer looking for customized services

Premium Plus
(SWIFTSupport Enhanced)

High Volume and MIs

Premium
Service Bureaux & Branches 
of Premium Plus customers

Standard Plus
(SWIFTSupport)

Low and Mid 
volumeStandard

Alliance 
Lite

Messages per day

Recovery time
objective

300,00040,000200 10,000

< 6 h

< 4 h

< 2 h

< 1 h



Premium 
Features

Reactive features
- Priority call handling
- Escalation to management
- Named support contact

Pro-active features
- Cases review 
- Health checks
- Trouble shooting course

14
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Standard
Global, 24/7 Web based access to support for Alliance Lite customers. 
90 days free phone access, with option to buy unlimited access. 
Service centres in EMEA, APAC and Americas. 

Premium
Priority call handling and management escalation, 
quarterly case reviews with a named support contact, 
annual infrastructure health checks and trouble 
shooting course.

Premium Plus
(SWIFTSupport Enhanced)

Pro-active  support and personalised  crisis 
management.

Premium Custom Bespoke services.

Standard Plus
(SWIFTSupport)

Multi-channel access for all SWIFT connected products. 
Pro-active monitored connectivity.

New SWIFTSupport packages 

New

New

New

Free web and email access + 90 days free phone access 
Option to buy unlimited phone access for 2000 EUR per year per location

30 000 EUR per year per location

100 000 EUR per year per location

Custom

Included in membership fee



Preventive system screening 
(Health check)

NEW!
2010



For more information

karel.dekneef@swift.com
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Tailored support
G

lo
ba

l s
up

po
rt

24*7

Free phone access

Additional automated health-checks

Configuration browser

Priority call handling

Pro-active notifications

Personal text message

Improved availability reporting

Troub leshoo t ing  t ra in ing

Web based access

Management escalation within 30’’

Personalised crisis management

Yearly infrastructure health checks

Pro-active notifications S&F queues 

Case monitoring
Troubleshooting training

N
am

ed
 s

up
po

rt
 c

on
ta

ct

Managing infrastructure
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Thank you
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