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The Challenge

What if you could continue to use your cell phone without paying 
for the service agreement if you are unhappy with the experience?



Red Hat Support

Industry renowned experts 
operating in over 30 countries 

worldwide.

Red Hat Support is uniquely positioned within 
the engineering organization, creating a more 
direct route for customer-driven product 
improvements and faster engineering related fixes.
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Subscriber Platform

Collaborate with Red Hat on 
the design and planning of 
your deployment.

Participate in the creation of your IT 
platform – a collaborative process led 
by Red Hat with many partners. Operate and maintain your 

enterprise IT deployment with
Red Hat expertise.       



Red Hat Support... Focus on Operational Excellence

TACTICAL CHANGES TO THE SUPPORT ORGANIZATION 
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GSS EARNS 
SUBSCRIBER 
LOYALTY.
Red Hat’s Global Support Services provides 
more than a break-fix interaction. 

We offer a collaborative relationship with our 
customers through all phases of planning, 
testing, deploying, maintaining, and upgrading 
their IT infrastructure.



Supporting success. Exceeding expectations.
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Knowledge-centered support 
and the  SBR model enable Red 
Hat Support to lead the industry in 
providing faster and better 
solutions with easy access to Red 
Hat expertise.

The Red Hat Customer Portal 
connects subscribers to Red Hat 
experts, partners, and the 
enterprise community. Expertise 
at your fingertips from the source 
you know and trust. 

Plan | Deploy | Connect

access.redhat.com

     Red Hat Support connects customers to our entire ecosystem of expertise.



The role of subscription engineering:

● Makes our product experience a unique 
  Red Hat experience
● Develops additional services that add 
  value to our end users and differentiate 
  us from our competitors 
● Determines how we turn our market  
  position and expertise into a  
  sustainable and tangible core 
  competency for the customer 
  experience

     Don't deflect. Engage with a great digital experience that provides real value

Subscription engineering



The Red Hat Tools Infrastructure:

● Makes KCS available to you
● Analyzes errors that occur in the field
● Provides Red Hat infrastructure for you 
  to collaborate
● Indexes issue resolutions continuously 
● Provides errata and updates to systems
● Coming soon – In product diagnosis of errors

     Value of the subscription all in one location 

Tools infrastructure: Value unique to Red Hat



Recommendations



     Bringing increased value beyond just break-fix

PLAN

● Reference architectures

● Architecture reviews

● Product roadmaps

● High-touch Beta offerings

● Focus on issue avoidance

DEPLOY

● Migration guidance

● On site assistance

● Red Hat Management 
visibility

● Tuning and configuration 
guidance

● Multi-vendor assistance

CONNECT

● Customer Portal - private 
customer communities

● Lunch-n-Learns

● Webinars

● Regular service reviews

● Named resource to build 
a stronger relationship

Strategic customer engagement











Tying It All Together:  The Virtual Account Team

     Focused on the customer relationship



     Know how to engage us... Know how to escalate

TECHNICAL ACCOUNT 
MANAGER & SUPPORT 
RELATIONSHIP 
MANAGER WORKING 
HOURS ARE 
9 X 5

Please don't reach out to your 
TAM or SRM after hours or on 
the weekends

LEVERAGE GLOBAL 
24/7/365 PHONE:

For urgent or high impact 
issues, call in to our global 
support line.  

That line is staffed 24/7/365 
and will automatically direct to 
the current on call follow-the-
sun support center

KNOW HOW TO 
ESCALATE: 

For urgent / high impact issues, 
call the 24/7/365 line to ensure 
GSS is properly engaged. 
 
If GSS is not properly engaged, 
escalate the issue up the GSS 
management tree

Help us...help you



Red Hat Support Stories: Calls with our CEO



Thank You!

Contact Info:
Lance Phillips
lance.phillips@redhat.com
(919) 809-4311

        Facebook.com/RedHatSupport

        @RedHatSupport

        Plus.ly/RedHatSupport

access.redhat.com
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