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Support
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Evolution of current support packages

SWIFTSupport

SSE

24[7

Priority handling

Call & problem gg?l?:eascucgsgrt Incident and
management Regional centres Il g
Connectivity and
e Managed :
Monitoring e messaging
Phone alerting
Incident reporting 0 MBI
Reportlng on Swift.com Sup.porF gnaIyS|s
Availability
Health checks
Preventive Newsletters Business
continuity tests
Operational
account Not available Service Manager
management
On site Emergency On request for
support consultancy blocking problems

Products
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Why change?

Technology

evolution

Product offering

Customer
requirements




Why change?

Customer
requirements

Technology

evolution Product offering

Pro-active support
Personalised notification via text messages

Remote support




Evolution of current support packages

SWIFTSupport

SSE

24[7

Priority handli Re €
Call & problem Phone access Multi-Lingual ,nr(':?égr/lt ::d oS e
On-line support Website (2008) o o
management P crisis mgt 00
Email alerts Connectivity and
T Managed : S&F alerts
Monitoring ST (2009) Pr:‘;‘:lzs:ggﬁ]g (2009)
Incident reporting Casereview New reports
Reporting on Switt.com by (2009)
_ Health checks mprovea
Preventive Newsletters Business health checks
continuity tests
Operational : : Oraering
_ Configuration . .
account Not available Browser (2008) [ Service Manager manual online acilitatio
oleks
management
On site Emergency On request for
support consultancy blocking problems
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Enhanced monitoring

FIN Interface VPN connection Network Partner

v_,\_ Network
L | partners SWIFT

Connectivity

A

_ — _ SWIFTSupport
+ e-mail notification

Connectivity + SNL + FIN

A

+ SN store & forward + SPOF




Remote support
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Why change?

Mid-size customers needing additional support features |

Top customers for bespoke services

Customer
requirements

Technology
evolution

New range of products

Product offering




Now

Recovery time
objective
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Premium Custom
Global Key accounts, Large Mis and any
customer looking for customized services

Premium Plus
(SWIFTSupport Enhanced)
High Volume and Mls

Premium
Service Bureaux & Branches
of Premium Plus customers

Standard Plus
(SWIFTSupport)
Low and Mid

Standard Volume

Alliance
Lite

200 10,000 40,000 300,000 Messages per day =



Premium
Features

Reactive features

- Priority call handling

- Escalation to management
- Named support contact

Pro-active features

- Cases review

- Health checks

- Trouble shooting course
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New SWIFTSupport packages

V=AY Premium Custom Custom

Premium Plus

100 000 EUR per year per location
(SWIFTSupport Enhanced)

N0 Premium 30 000 EUR per year per location

Standard Plus

Included in membership fee
(SWIFTSupport

Free web and email access + 90 days free phone access
\[EVA8 Standard

Option to buy unlimited phone access for 2000 EUR per year per location
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Preventive system screening
(Health check)




The global provider of secure
financial messaging senices

El proveedor global de servicios
seguros de mensajeria financiera

luciones

Le foumnisseur mendial de senvices
de messagerie financiérs sécurisés

lutions Commandes

Formation
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[July 2009

swift.com
[Contact us
Manage your
Iprofile
|Edit subscription
Unsubscribe
Previous editions
[Forgot password?
Privacy statement

Dear registered user on swift.com,

‘Welcome to the July edition of the Support newsletter. You raceive this
newsletter because you subscribed to it or because you are a registered
swift.com user.

The aim of this newsletter is to keep you informed about new features and
enhancements to our online support services and to help you get the most
from swift.com. In this newsletter, you will also find other operational news.

‘We hope that you find this information useful. For feedback or questions, do
not hesitate to contact us through the Case Manager.

If you are unable to visw this e-mail, then go to www.swift.com = Support =
Knowledge base. Type the reference 2215025 in the field: Directfip. All the
links in this document will work correctly.

*Yours sincerely,

SWIFT Customer Service
SWIFT, avenue Adéle 1, B-1310 La Hulpe, Belgium




Troubleshooting training Personal text message

Configuration browser

Improved availability reporting Pro-active notifications

Additional automated health-checks

Global support

Priority call handling

Tallored support 24+7

Pro-active notifications S&F queues
Web based access

Management escalation within 30"

Managing infrastructure

Personalised crisis management
Free phone access

Yearly infrastructure health checks

Case monitoring

Named support contact

Troubleshooting training
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