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1. Introduction
The purpose of this document is to outline the activities of the Global Services team for the release of the DXi8500 disk-based backup platform.  This document will outline how Global Services will provide service and support for the product.
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2. Product/Program Description
Drambuie is a new product in the DXi product family being released under model DXi8500 and targeted at the enterprise market.  DXi8500 is intended to replace the DXi7500 hardware platform with a newer generation and better performance platform.  The newer technology is required to take advantage of the software improvements expected in Galaxy 2.x.

Although the focus for DXi8500 is VTL, Symantec’s NBU and BE are still the most prevalent backup applications in the enterprise. As a result, Symantec will continue to push their customers to OST which requires Ethernet connectivity with Quantum’s implementation. Additionally, some VTL customers may want to experiment with NAS especially if they already use it for primary storage. As a result, DXi8500 will be available as FC optimized by default but allow more optional Ethernet ports for OST centric configurations. DXi8500 is planned to have at least a two-year life which is similar to the DXi7500 planned lifecycle.

DXi8500 consists of the following major components:

· Galaxy Software version 1.4.1_85
· System Node – Dell Power Edge R910

· RAID Array (max 10) – LSI Matterhorn

· Metadata Module (max 2) – Dell MD1220

· Expansion Modules (max 10) – LSI
· Fibre Channel Switch – Brocade 5120
· Ethernet Switch – Dell
· 19” Rack (max 2) – Pentair
3. Product Service Offerings

Following are the Service offerings for DXi8500 that we will offer to our customers.  Quantum’s standard warranty from Dell on every R910 System Node and MD1220 Metadata Module will be ProSupport for OEM w/NBD Onsite.  Uplifts to ProSupport for OEM w/4hour Onsite will be procured from Dell on a case by case basis.  When customers purchase a Gold contract from Quantum, we will in turn uplift that System Node and Metadata Module to ProSupport for OEM w/4 hour Onsite.  Procuring warranty uplifts from Dell are covered in section 13 Business Systems.
· Standard Warranty
· Bronze Support Plan – An economical choice for non-critical operations or small to mid-size organizations with single-site storage environments. Includes 1 year on-site support Monday to Friday, next-day on-site target response time, 5x9 telephone support and online resources.
· Warranty uplifts & extensions

· NEXT BUSINESS DAY GOLD:  A service offering designed for customers that require around-the-clock telephone support availability requirements. Includes 5x9 Next Business Day on-site support, 24 telephone support, priority call handling and online resources.
· GOLD SUPPORT PLAN: Provides a leading class service for organizations with around-the-clock availability requirements or complex IT environments. Includes 24x7 on-site support, four-hour on-site target response time, 24-hour telephone support, priority call handling and online resources.
· Annual extensions are available for the various warranty offerings supported by this program (Bronze, NBD Gold, and Gold).
· Warranty renewals

· Annual renewals are available for the various warranty offerings supported by this program (Bronze, NBD Gold, and Gold).
· Installation and Integration Services

· DXi8500 is not customer installable and thus Installation and Integration services are required for a fee.  Installation/Integration must be performed by a Quantum Field Engineer (QFE) or a Quantum-authorized service provider (ASP) or a Quantum Third Party Maintainer (TPM).
· Upgrade Services

· Post sale capacity upgrades are available for DXi8500 for a fee. Capacity upgrades must be performed by a QFE or a Quantum ASP or a Quantum TPM.

4. Support Model Details
4.1. Support Model Summary
Support Model Summary: Disk-Based Products

· Case Management: Global Call Handling (GCH), CDS, Kuala Lumpur
· Technical Support: Advanced Solutions Product Support (ASPS)

· Dell Technical Support can be leveraged for assistance with the Dell components in DXi8500.

· Field Support: QFE focused, TPM/ASP as needed
· Escalation Support: Service Engineering Specialists (SES), DXi Sustaining Engineering (SUS)
· Replacement Part Fulfillment: Field Replaceable Units (FRUs). There are no Customer Replaceable Units (CRUs).
Quantum takes first call from the end user customers.  Calls go into the GCH team or CDS per our standard product support process flow.  GCH/CDS will open the Service Request (SR) and place it into the ASPS queue.  The DXi8500 system serial number is required to open an SR.

The Quantum ASPS team is responsible for providing technical phone support for DXi8500.  The ASPS team will triage customer issues to either a SW or HW issue.  For HW issues they’ll triage to a specific failed FRU and dispatch the FRU and QFE onsite to resolve.  For SW issues, the ASPS team will work to identify the specific issue and either opens a PTR for a new bug or recommend a SW upgrade where the bug is fixed.  It is at the ASPS team’s discretion to pull in additional resources such as SES or DXi SUS for incident escalation assistance.  The following logs are available for every incident.
· Galaxy/Array Collect Logs – Needed to identify SW bugs. 
· DXi Advanced Reporting Logs – Needed to identify “operational” issues (performance and capacity issues). 
· DSET Logs – Needed to identify R910 System Node HW failures. 
Onsite support for DXi8500 will be provided by a QFE (or TPM/ASP).   Onsite support may consist of further diagnostics, FRU replacement, or both.

Our traditional method of dispatching FRUs is from Quantum field stocking locations.  These stocking locations consist of three different levels; Depot, Regional, and City kits.  Refer to section 7 FRUs of this document for further definition of these locations.  The Parts Catalog (FRU list) shows these stocking locations as a stocking strategy and Oracle IB shows the specific locations for a specific system serial number.
The FRU model for DXi8500 is to leverage Dell field inventory for the Dell components and our traditional field inventory for the non-Dell components.  This means that we will have two separate processes for dispatching DXi8500 FRUs.  As a result, we will need to first determine if a failed HW component is a Dell or non-Dell FRU.
In some cases, the Galaxy code RAS engine will not identify failed components down to the specific Dell FRU for the R910 System Node.  Dell’s DSET log will be needed to identify the specific failed FRU component.  The Parts Catalog (FRU list) for DXi8500 is posted on CSWeb.  This list consists of Dell FRUs for the R910 System Node and MD1220 Metadata Module as well as FRUs for the other components in DXi8500.

In situations where the DXi8500 cannot be remotely accessed, ASPS may dispatch QFEs, TPMs and ASPs to troubleshoot the DXi8500 onsite.  Actions could include plugging a laptop in to the service/iDRAC port on the DXi8500, rebooting the DXi8500, collecting logs, or other actions deemed necessary to troubleshoot and analyze the customer’s issue.
4.2. Service Request Flow
The following figure is a high-level flow diagram for a typical Service Request.  Additional details for servicing DXi8500 customers can be found throughout this document.

[image: image1.emf]Customer Call or 

RAS ticket to GCH

GCH validates 

active contract

Valid Support 

contract?

Contact Service 

Sales

GCH places SR in 

ASPS queue.

ASPS triages 

incident

Is problem HW 

or SW?

Dispatch part(s) and Quantum 

FSE (or qualified TPM/ASP) to 

site.

No

Yes

HW

Is issue 

resolved?

Close SR

Yes

Escalate SR to 

SES or SUS

No

SES and/or SUS 

work issue to 

resolution.

ASPS works SW 

issue

SW

DXi8500 Service Request Flow


4.3. First Level Support (Call Handling)
Quantum GCH call centers utilize a “follow the sun” support model.  The phone system routes calls based on the region the calls derive from and by time of day.  With this model, customers are provided 24 hour, 5 day a week support while team members are in the office rather than utilizing on-call team members.
For DXi8500, the customer would call 1-800-284-5101 (please refer to www.quantum.com/ServiceandSupport/Contacts/ProductSelect/Index.aspx for the call center options world wide) and select option 1: Software, Disk Based Solutions and Tape Libraries.
From 6AM-6PM MST M-F, the calls will be answered by the US team based in Englewood if calling from the Americas (North and South America, Latin America and Canada), or APAC.  If calling from EMEA at this time, the call will route to our call center in Germany for language support (English, French, German and Spanish).

After 6PM MST, the calls for the Americas will route to our call center in Germany and the calls originating in the APAC region will route to our call center in Kuala Lumpur.  If calling from EMEA at this time, the call will route to our call center in Germany for language support (English, French, German and Spanish).
The GCH team will verify warranty/contract entitlement and (if entitlement is valid) will open a Support Request (SR) and task it to the ASPS team.  If the customer does not have warranty/contract entitlement, GCH will escalate the SR to Service Sales to renew their support contract or to purchase support on a time and materials basis.
NOTE: The Support Request process may also be initiated by the customer opening an Online Service Request (OSR) via the Quantum Service & Support web page, or by a RAS ticket e-mail being sent to the Tech Support e-mail box by the Quantum product.

4.4. Technical Support (ASPS)
The ASPS team performs troubleshooting and diagnostics in an attempt to determine root cause of a customer reported problem.  ASPS may be able to resolve the issue over the phone, in which case the SR will be closed.  

If the issue requires a FRU replacement, ASPS will dispatch a part and QFE (or TPM) to customer site.  

If the issue requires a Galaxy code upgrade and one is available to address the issue, ASPS will dispatch a QFE (or TPM) to customer site with the code for them to install.  Code and release notes are be posted on CSWeb.

If the issue requires escalation, ASPS will escalate to the SES team and then to DXi SUS if necessary. 
The following provides details for the world wide ASPS teams responsible for providing support for DXi8500:
· Support centers utilized:
· US Tech Support – Englewood, CO – Staffed from 6AM-6PM MST M-F – Disk-based Product Support reports to Chris Klotz
· EMEA Tech Support – Northampton, UK – Staffed 7am – 6pm GMT M-F – Reports to Marco Ferrara
· APAC Tech Support – KL, Malaysia – Staffed from 8AM-8PM SGT – Reports to Mark Chow
· Hours of coverage:

· ASPS hours of operation are 24x5 6pm Sunday to 6pm Friday Mountain Time across several globally dispersed locations. All other times including holidays observed at all Technical Support locations go to the ASPS on call technical support person.  
· Methods of access: 

· Phone, Online Service Request (OSR)

· Plan for covering 24/7 support:

· “Follow the Sun” 24x5 with on-call during the weekend
· Systems utilized: 

· Oracle CRM

· Expertise/skills req’d:

· IT/Storage Back Ground, Customer Service Experience, Trouble Shooting skills
· Language support:

· English, French, German, (Spanish, Italian by minimal Tech’s in EMEA) Mandarin*, Cantonese*, Korean*, Japanese* 
* Languages are only offered from 8-5 SGT M-F
4.5. Field Service 
The field service model for DXi8500 is to use QFE (or TPM/ASP) resources exclusively for all onsite activities.  QFEs are responsible for onsite installations, capacity upgrades, code upgrades, FRU replacements and onsite troubleshooting.  
The ASPS team will dispatch QFEs onsite as a result of Service Requests requiring onsite activities.  ASPS will continue to work the issue with the QFE to resolution involving escalation resources as needed.
All FRU replacement procedures and diagnostic routines are documented in the Field Service Manual posted on CSWeb. 

4.6. Regional Tech Specialists (RTS)
The RTS support the field service team.  They handle any escalation from field engineers dispatched onsite and either resolve the issue or work with SES and SUS to resolve it.  RTS also have the option to engage ASPS before escalating to SES, in case the issue has already been seen and resolved by ASPS at other customers.
4.7. DXi Sustaining Engineering

Once an SR is escalated to DXi SUS, that team will assist ASPS/SES and the QFE until the SR is resolved and closed.  This may include reviewing detailed error logs, diagnostic tests etc.

If a code update is required in order to resolve the SR, a cross-functional decision will be made as to whether the issue requires an Limited Customer Release (LCR), or whether it can wait for the next scheduled code release.

DXi SUS will also generate and release Technical Service Bulletins (TSB) as required notifying the field of an issue and workaround, if applicable.

For detailed information on the Quantum escalation process, refer to document QW00715, Quantum Incident and Escalation Processes.

4.8. Escalation Process

Escalations to DXi SUS for DXi8500 will typically go through and are initiated by ASPS. The DXi products are software centric and require a great deal of problem isolation and identification that must take place before the issue is escalated to DXi SUS.  Refer to document QW00715, Quantum Incident and Escalation Processes for more details.

To summarize the escalation paths, ASPS escalates to SES who in turn may escalate to SUS.  Additionally, RTS may escalate to SES.
4.9. Installation & Integration

DXi8500 is not customer installable and therefore requires that the end user customer purchase installation services.  Site Surveys may be available from the Installation Coordination team that describes customer ecosystem and product specific configuration details for the QFE to install from.  A Site Planning Guide is available for DXi8500 that describes installation requirements that the customer should review and comply with prior to installation.  Additionally, sizing tool and design drawings should be available from pre Sales.

A statement of work is provided to customers by Sales/PreSales that identify what Quantum and the customers are responsible for throughout the installation.  The Statement of Work for DXi7500/8500 consists of the following responsibilities as they relate to a given installation.

4.9.1. QFE (TPM/ASP) Installation and Configuration Responsibilities

· Unpack and inspect all hardware prior to installation 
· Verify that the Customer has correct power outlets and sufficient physical space for installation 

· Rack installation

· Power up the DXi8500 and ensure power-on self test operation completes

· Audit/Ensure appropriate Quantum software versions and feature licenses are installed and update if needed

· Configure and license NAS Partitions as needed
· Configure VTL Partitions if VTL is used

· Configure and license OST Partitions if OST is used

· Configure Replication if licensed and used

· Set up email notification to Quantum/customer email aliases (RAS event tracking)

· Set up StorageCare Guardian agent and connection, if applicable

· Set up SNMP trap alerts, if applicable
· Review DXi8500 operation and “Knowledge Transfer Onsite Checklist” with customer. This overview does not replace any available Customer education courses for this product.  Additional training courses are available at http://www.quantum.com/ServiceandSupport/StorageCareLearning/Index.aspx.
· Provide Quantum Support Contact information to Customer.

· Remove all installation packaging to a Customer-designated area within the immediate installation location, or arrange with the Customer for Customer removal.

4.9.2. Customer Responsibilities

· Ensure that the technical and environmental requirements (such as correct and adequate power, rack space cooling, etc.) detailed in Quantum’s DXi8500 Users Guide are completed prior to this Service delivery 

· Provide cabling from Customer Network/SAN to DXi8500 

· Provide valid Network/SAN addressing (i.e., IP and WWPN) as required 

· Provide valid Email Notification addresses as required 

· Provide valid information for StorageCare Guardian agent (i.e., server IP address) as required 

· Provide SAN  and mapping configurations 

· Installing/configuring Server Operating systems/Patches/Service Packs

· Installing/configuring Customer Server Device Drivers

· Installing/configuring Customer Back-up Applications 

· Confirming successful Server access to Quantum DXi8500 from each Server

· Planning production downtime and Server reboot requirements

· Ensuring all Customer data is secure and backed up prior to install

· Provide valid license keys required at installation 

· Access to key Customer personnel whose participation is required in Quantum’s reasonable discretion, in order for work to proceed effectively. 

· Customer is to provide necessary site access at all work sites specified in the customer’s purchase agreement.  

· Planning, design or architectural changes will be considered billable activities.

· Customer shall manage and protect its own data on a daily basis. This includes regular backups and data management tasks, which shall not be assumed by Quantum.

4.10. Third Party Maintainers (TPMs)
TPMs are generally engaged to provide on-site service for Quantum mid-range and entry-level Automation/Disk-based products and are leveraged to service all Quantum libraries in regions where Quantum Employee resources are not available.  Each TPM technician is required to register on Quantum’s StorageCare Learning website and earn certification through computer-based training or instructor lead training prior to servicing Quantum products.

When the End-User’s issue requires TPM to provide Services, Quantum will forward call information with Covered Product serial number to TPM by placing a service call (by phone or email) to TPM Dispatch. 

The TPM will gather data to open and enter a service call and advise Quantum via phone or automated email of the incident number assigned within 30 minutes of receiving the service call dispatch request from Quantum.

Quantum will notify TPM Dispatch of Spare Part(s) support specifics (i.e. what will be provided, where the shipment is being sent, estimated time of arrival for shipment, carrier and tracking number).  The TPM will dispatch a service call to a Field Engineer in response to a Quantum service call, and advise Quantum by phone or automated email; timing of the dispatch will be dependent upon the time zone and contracted Entitlement SLA for the End-User.  

The Field Engineer will attempt to call the End-User within thirty (30) minutes of service call dispatch to Field Engineer, and arrange for on-site arrival.  Field Engineer will advise GCH at 800-284-5101, Option 8 and leave a voice message if necessary, or by text message or automated email update to Quantum’s Alias address, immediately thereafter of estimated time of arrival after Field Engineer confirms with End-User.  

The Field Engineer will arrive within the designated response time as indicated in the Entitlement, contingent upon Spare Parts arrival at End-User site, or other agreed upon time.  Field Engineer will advise GCH at 800-284-5101, Option 8 and leave voice message if necessary, or by text message or automated email update to Quantum’s Alias address of actual arrival at End-User site, and to confirm work-to-be-done notes (WTBD).  

On-Site Break/Fix - TPM will perform Onsite Break / Fix services, including replace the defective part(s), install firmware upgrades (if required), run appropriate diagnostics and return the unit to good operating condition (defined as the applicable product functions in accordance with Quantum’s operating and performance specifications and successfully completes all of Quantum’s diagnostic routines).  Should it become necessary for the Field Engineer to leave the End-User’s site prior to completion of services (e.g. awaiting spare parts arrival, rescheduled per End-User request, etc.) the Field Engineer will leave the service call in deferred status, and contact Quantum GCH at 800-284-5101, Option 8 and leave a voice message if necessary, or provide a text message or automated email update to the Alias address to apprise of the situation.

The TPM will attempt to obtain End-User confirmation and signature of completed services by Field Service Report or equivalent.  The Field Engineer will notify Quantum of service call completion by contacting Quantum GCH at 800-284-5101, Option 8 and leave a voice message if necessary, or provide a text message or automated email update to the Alias address, before leaving the End-User site.

Escalation - TPM service representatives will adhere to escalation procedures according to TPM’s standard escalation practices.  Action notices are automatically generated within TPM i) after having received no response from the Field Engineer following  thirty (30) minutes of dispatching the service call, and ii) as time elapses in two (2) hour intervals following the scheduled arrival time, to the following levels of support: Regional Field Service Manager, Regional Vice President.  Other members of the technical and management community are engaged based upon specific circumstances.  

4.11. Authorized Service Providers (ASPs)
ASP’s will be given the opportunity to take Quantum Service Training on the DXi8500 product to enable them to provide First and Second Level Telephone Support as per the Authorized First Call Provider Program. 

Obligations and responsibilities include, but are not limited to the following.  Provider takes first call from their customer and provides First and Second Level Support summarized as follows:  

· General product information

· Configuration support

· Collect relevant technical problem identification information

· Filter non-technical questions from technical problems

· Route error log capture to Quantum for analysis and interpretation

· Identify sufficient data to reasonably conclude that a high probability exists that the problem originates with or relates to a Supported Quantum Product and open a Service Request with Quantum providing the following information:

· System Serial Number                     

· ASP company & end-user installed at information (name, phone, fax, email, installed at address, plus an alternative contact should the original engineer not be available)

· (Detailed Problem Description: Error Codes, Symptoms &/or steps to reproduce

· (Detailed Troubleshooting steps taken

· (Customer Configuration Software Release of OS, machine type & Backup Application type and version

· (Error Logs Collect Log, DART Log, DSET Log, Crash Dump

4.12. Third Party Companies
Dell Technical Support may be leveraged for technical assistance and will be used for parts dispatch for the Dell components in DXi8500.   Following are details for engaging with Dell Technical Support.
4.12.1. Opening a Service Request with Dell

When a customer issue is triaged to a Dell hardware problem, Quantum ASPS will contact Dell Technical Support in the region that the product is installed.  Dell Technical Support will assist ASPS with dispatching a replacement part and/or diagnosing the problem.

Although Service Requests with Dell Technical Support can be opened either online (http://www.dell.com/corporatebusinessgroup) or by phone, Quantum should contact Dell Technical Support by phone so as to not delay parts delivery to customer site.  World wide phone numbers for Dell Technical Support can be found at the following link and are also listed in Appendix B of this document.

http://www.dell.com/content/topics/global.aspx/services/prosupport/regional_contacts?c=us&l=en
When opening an incident with Dell Technical Support, be prepared to provide the following:

· Service Tag number – this is Dell’s serial number for the R910 System Node and MD1220 Metadata Module.  The Dell Service Tag Number is physically located on a label adhered to the unit (R910 System Node and MD1220 Metadata Module).  Refer to the DXi8500 FSM for location of the label.  Also, the Dell Service Tag number can be found on the DXi8500 GUI under the Status>Hardware>Firmware Version page.
Note: When providing the Service Tag Number to Dell Technical Support, be advised that you must add a “-DY” extension to the Service Tag Number for systems installed in the APAC region.  A specific list of APAC locations where the “-DY” extension is required is located in Appendix C of this document.
· Summary of what the problem is – provide a summary of what the problems is.  This can simply be the Service Ticket (RAS Ticket) summary in plane English that a technician would understand.
· Troubleshooting steps taken – describe any troubleshooting steps that were taken to confirm a failed component.
· Any error codes from diagnostics – provide any error codes displayed by the R910 System Node and/or MD1220 Metadata Module.  An entry in the Dell’s DSET log indicating the failed component should suffice.
· DSET Report – DSET is a hardware diagnostic utility included with the DXi8500. Use the DSET utility to generate DSET reports. A DSET report contains an array of status information about the DXi8500 hardware.  Quantum Service can use this report to identify failed Dell components when requesting a FRU dispatch.  The DSET Report can be collected from the DXi8500 GUI on the Utilities>Diagnostics page.
· System Location – provide the location where the system is installed.  
· Your name and contact information – provide your contact information in the event that Dell needs to follow up.
4.12.2. Dell Call/Incident Status

To find the status of an open or recently logged call, contact Dell Technical Support at the appropriate contact number indicated in Appendix B.  Alternatively, for calls in the US and EMEA, you may check status online at http://support.dell.com/support for US calls and http://support.euro.dell.com/support/ for EMEA calls.  Both sites require registration first. Once logged in, there are a number of options - one of which, on the right hand side of the screen is "Service Call Status".  Click on this and type in the appropriate Service Tag Number. 

4.12.3. Dell Escalations

Escalations should be raised in the first instance to Dell Technical Support.  If the technician is not able to resolve the issue, please ask for their Duty Manager/Team Leader. If the Manager/Team Leader does not resolve the issue satisfactorily, Quantum has a dedicated Dell Service Delivery Manager (SDM) for world wide support issue escalations (7x24).  The Dell SDM assigned to Quantum is Patrick Schilhab.  Patrick’s contact information is as follows:
Patrick Schilhab

Service Delivery Manager

Dell | Global Support Services 

mobile +1 512-917-4219

Patrick_Schilhab@Dell.com

As a last resort, our Accountant Executives at Dell can be contacted as escalation resources to assist with getting the appropriate Dell resources to address our needs with Dell Technical Support.  Our account executives are Lynette Luis and Jon Coyle.  Lynette and Jon’s contact information is as follows:
Lynette Luis

Account Executive

DELL OEM Solutions

949-675-3902-office

949-689-5687-cell

lynette_luis@dell.com

Jon Coyle 
OEM Service Manager
Mobile: (512) 423-3877
Jon_Coyle@Dell.com

4.12.4.   Dispatching Dell Parts

Quantum will be leveraging Dell’s field spares inventory for the R910 System Node and MD1220 Metadata Module FRUs.  Although Quantum is eligible for using Dell’s online portal called Dell Online Self Dispatch (DOSD) for dispatching Dell FRUs, DOSD is not available 7x24.  FRU dispatches through DOSD are only available Monday thru Friday from 8am to 5pm (local to the unit).  For this reason and to minimize confusion, Quantum has decided to not use DOSD initially and instead phone Dell Technical Support for all FRU dispatches.  Eventually, we may decide to use DOSD when/if access is available 7x24x365.
Refer to section 4.12.1 Opening a Service Request with Dell, for details that need to be provided to Dell Technical Support for opening a service request and dispatching parts.  Dell Technical Support may request that additional diagnostics be run onsite that may not be practical for us.  In the event that we receive any pushback from Dell Technical Support for dispatching parts, the issue should be escalated immediately to our Dell Service Delivery Manager (SDM).  Refer to section 4.12.3 Dell Escalations for our Dell SDM contact information.

FRU components can be sent directly to the end user site or to the field engineer that is replacing the component.  It is a requirement of the Quantum team member requesting the part dispatch to provide shipping details.  FRU parts will arrive from Dell with pre labeled return packaging in order to return the parts to Dell.

Note: DO NOT RETURN DELL FAILED COMPONENTS TO QUANTUM.  The defective parts must be returned to Dell using the return pack provided within 2 business days per Quantum’s traditional return process.  If Dell does not receive the defective parts back within 2 weeks, Quantum will be billed for the parts.  The only exceptions to this strategy are for the complete Server Node and Metadata Module FRUs that are ordered from Quantum and need to be returned to Quantum.
Refer to section 7 FRUs for more details regarding the FRU/CRU strategy for DXi8500.
5. Licensed Features
Most licenses for DXi8500 will be factory installed.  
Quantum customers who purchase licensable options will be able to activate their license via a Quantum Web Site (URL is provided on the License Key Certificate).  A License Option ships in the form of an upgrade kit that includes a License Key Certificate which contains the Authorization Code required for obtaining a License Key.

The following table contains a list of licensed features and whether they are factory installed or to be field installed via the License Key Certificate.

	Feature Name
	Feature Description
	License Type
	License Amount
	Usage

	NAS
	The number of shares.
	On / Off
	0 (unlimited)
	Field

	Path to Tape
	Backup Application Specific License, also known as Path-To-Tape. The number of concurrent copy job sessions.
	Incremental
	24 PTD
	Factory

	Deduplication
	The maximum allowable block pool file size in TB.
	On / Off
	0 (unlimited)
	Factory

	Replication
	The maximum allowable replication capacity in TB.
	Incremental
	0 (unlimited)
	Factory

	Capacity
	Limits the maximum allowable physical storage capacity in TB.
	Incremental
	200 TB
	Factory

Field

	OST
	Limits the maximum allowed concurrent OST server connections
	On / Off
	0 (unlimited)
	Field

	VTL
	The number of VTDs
	Incremental
	160
	Factory

	DART
	DXi Advanced Reporting
	On / Off
	—
	Factory


6. Field Upgrades

DXi8500 will be sold as a single base model with options and upgrades.  All field upgrades require a QFE for installation and configuration.
The DXi8500 base model will support capacity expansions that support the ability to increase the capacity from 20 TB to 200 TB in minimum increments of 10 TB.

The DXi8500 base model will support network connectivity options.  In addition to the GbE and 10GbE connectivity provided in the base model, these upgrade options provide additional 10 GbE connectivity with port types of SFP+ and Twinax.
DXi software upgrades will be available for DXi8500.  The DXi8500 will GA with software version 1.4.1_85.  SW upgrades will be available to fix bugs and to provide product enhancements throughout the life of the product.  SW and Release Notes are posted on CSWeb for QFEs to download and install.

7. Field Replaceable Units (FRUs)
FRUs are defined as field replaceable components that require installation by a formally trained individual.  FRU replacement procedures are documented in the product Field Service Manual.  CRUs are defined as components that can be replaced by the customer.  Given the fact that DXi8500 is an enterprise class disk backup product with inherent technical complexities, all field replaceable components will be FRUs.  There are no CRUs for DXi8500.  
FRU components for DXi8500 consist of a variety of components for each of the major subsystems.  For the Dell 910 System Node and MD1220 Metadata Module, Quantum will use the FRUs that Dell makes available for these subsystems.  The types of FRUs for the R910 System Node are motherboard, CPUs, memory DIMMs, disk drives, HBAs, RAID controllers, BBUs, power supplies, etc.  Although it is not Quantum’s typical FRU model to replace motherboards and CPUs in the field, we believe we can be successful with replacing this level of component given Dell’s serviceability attention to the R910 System Node.
For RAID arrays and Expansion Modules, similar FRUs to DXi7500 will be available DXi8500.  More specifically, controllers, disk drives, backplanes, and power supplies.  FRUs for the fibre channel and Ethernet switches consist of power supplies and SFPs.  A variety of power strips for the rack are available.
The DXi8500 Parts Catalog (FRU list) is posted on CSWeb.  FRU replacement procedures are documented in the DXi8500 Field Service Manual also posted on CSWeb.
7.1. FRU Field Stocking Strategy
Quantum’s FRU inventory is typically managed by the third party logistics company, Choice Logistics.  In addition to Choice Logistics, Dell’s field stocking locations will be used to order FRUs for the DXi8500.  In some remote regions, FRUs may be consigned/purchased to a TPM/ASP.

Logistics stocking locations fall into three basic categories: Depot, Regional, and City stocking locations.  Depot locations cover a broad range of geographies whereas Regional and City locations are more strategically located close to customers to support warranty and uplifted contracts.  Parts from Depot and Regional stocking locations are typically available for next business day delivery.  The DXi8500 Parts Catalog (FRU list), posted on CSWeb, shows the Depot/Regional/City stocking locations for each of the non-Dell FRUs.
A number of variables are considered when determining where to stock FRU components through Choice Logistics.  These variables include, but are not limited to, warranty contract level and component failure rate.  For example, FRUs are typically stocked in cities near customer locations with products carrying Gold level warranty contracts.  FRU components with a very low failure rate may be stocked in regional or depot locations since failure is rare and it limits field inventory expense.  Inventory is stocked in the Depot/Regional/City locations when a product(s) is installed to support its warranty contract.  There is typically a 4-6 weeks logistics setup time associated with stocking field inventory in new/initial locations of installation.
Dell stocking locations are generally located within 150 miles of major airports world wide.  Unlike Quantum where we stock FRU inventory when a product is installed, Dell stocks their world wide field inventory locations when a product goes GA.
Dell divides the world in 2 major categories for service and support; Direct Countries and Indirect Countries.  For Direct Countries, support contracts are sold and managed by Dell and Dell support partners.  Dell Indirect Countries are further divided into Partner-Led Dell Branded Service, Distributor Coverage, and No Support.  Additional information and specific country names for each category can be found in Appendix A.

Quantum will leverage Dell field inventory for the R910 System Node and MD1220 Metadata Module in all Dell Direct Countries.  For Dell Indirect Countries, Quantum will purchase FRUs from Dell via their Parts Locker Program or leverage inventory from their partners.  The Parts Locker(s) will be managed by Quantum’s logistics providers and thus Quantum’s traditional process will be used for ordering Dell FRUs in Dell Indirect Countries.  The SSL field in the Oracle Install Base Record will show whether to order a Dell part through Dell or traditional logistics providers.
7.2. FRU Ordering Process

Quantum’s traditional FRU ordering process will be used for all non-Dell FRUs in DXi8500.  Refer to Quantum Logistics document QW00877, Customer Service, Ordering Parts.  For ordering Dell stocked FRUs, refer to section 4.12.4 Dispatching Dell Parts.
An important note regarding the Dell Service Tag number is that when we transfer a Dell Service Tag Number to an APAC location, the Service Tag Number will change.  More specifically, Dell will add a “-DY” suffix to the end of the original Service Tag Number.  When requesting service and support from Dell, we need to make sure we add this “-DY” suffix to the Service Tag Number.  

Following is a high level flow diagram of the FRU ordering process for DXi8500 beginning with ASPS triage results indicating a hardware failure.
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8. Serviceability Features
DXi8500 will GA with DXi software version 1.4.1_85.  This software version used SW version 1.4.1 as the base and as a result, the serviceability features are very similar to those existing on a DXi7500 running 1.4.1.

DXi8500 has various ports for connecting to the system node for maintenance purposes: Dedicated Service Ethernet Port, iDRAC, and Serial Port.  Refer to the DXi8500 Field Service Manual for more details on connecting to the system node and maintenance functionalities provided.
In the event of a HW or SW failure, the DXi8500 system will generate a Service/RAS Ticket.  Service Tickets get generated for various levels of severity relevant to system impact.  Quantum Service uses Service Tickets to identify any further triage requirements and identify specific failed FRUs.  Refer to the DXi8500 Field Service Manual for more details on Service Tickets.
Since Service/RAS Tickets may not report down to the specific failed Dell FRU, Dell’s DSET utility and report are used to identify specific Dell component failures.  System Collect Logs are available for additional diagnostic information.  Refer to the DXi8500 Field Service Manual for more details on how to collect DSET and System Collect Logs.
DXi8500 supports both Guardian and DXi Advanced Reporting.  Initially, DXi Advanced Reporting will be supported by a discreet version for the DXi8500 only.  Shortly after GA this DXi8500 DXi Advanced Reporting version will become the standard version across all applicable DXi platforms.  Both Guardian and DXi Advanced Reporting are posted on CSWeb.

9. Special Tools

The following tools will be used to provide service and support for DXi8500.

Hand tools – No additional tools are required for servicing the DXi8500 that are not already included in the Global Field Tool Kit.

Software tools – The following software tools are available to Service for troubleshooting purposes. 

· StorageCare Guardian

· Vision

· DXi Advanced Reporting

· Dell’s DSET diagnostic utility

· Dell’s OpenManage Diagnostic Utility (this utility is not expected to be needed for triage efforts but is available to Service)

Special Cables/Interfaces – QFEs will leverage the Integrated Dell Remote Access Controller (iDRAC) to preclude the need for a keyboard and monitor when executing special FRU/CRU replacement instructions.  iDRAC has an Ethernet port that provides a virtual console to basically do anything a user could do with a keyboard and monitor connected directly to the system.  Connecting to iDRAC’s Virtual Console is described in the DXi8500 Field Service Manual posted on CSweb.

10. Training Strategy
Educational Services offers a number of new and updated courses for Quantum Global Service to support the DXi8500. For students who have not taken the DXi7500 class, DXi8500 content and hands-on lab exercises will be added to the current DXi7500 class.  For students who have already taken the DXi7500 Class, various courses will be offered including a couple of Live Virtual Classroom sessions. 
The following table shows specific courses available for DXi8500 with target audience.

	Technical Support Engineer with DXi7500 experience. 

	· DXi7500/DXi8500 Service Update (2-2416a Online Self-paced)

· DXi-Series 1.x Configuration and Basic Troubleshooting (2-2419 Online Self-paced)            

· DXi-Series Core Concepts for Service (2-0443 Online Self-paced)

· DXi-Series 1.x Hands-on GUI Practice: Part 1 (3-0488 Online Self-paced)            

· DXi-Series 1.x Hands-on GUI Practice: Part 2 (3-2424 Virtual Classroom)            

Additional Learning Opportunities

· DXi8500 Installation & Initial Configuration: Part 1 (2-2417 Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 2 (2-2418 virtual classroom)

· DXi8500 User Essentials document (located on CSWeb)



	 Technical Support Engineer with no DXi7500 experience. 

	· DXi7500 Service Training: Part 1 (2-0412 Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 1 (2-2417 Online Self-paced)

· DXi7500/DXi8500 Installation & Support: Part 2 (2-0413 Online Self-paced)



	 Field Engineer with DXi7500 experience. 

	· DXi7500/DXi8500 Service Update (2-2416a Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 1 (2-2417 Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 2 (2-2418 virtual classroom)

· DXi8500 User Essentials document (located on CSWeb)

Additional Learning Opportunities

· DXi-Series 1.x Configuration and Basic Troubleshooting (2-2419 Online Self-paced)            

· DXi-Series Core Concepts for Service (2-0443 Online Self-paced)

· DXi-Series 1.x Hands-on GUI Practice: Part 1 (3-0488 Online Self-paced)            

· DXi-Series 1.x Hands-on GUI Practice: Part 2 (3-2424 Virtual Classroom)    

        

	Field Engineer with no DXi7500 experience.

	· DXi7500 Service Training: Part 1 (2-0412 Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 1 (2-2417 Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 2 (2-2418 virtual classroom)

· DXi8500 User Essentials document (located on CSWeb)

Additional Learning Opportunities

· DXi-Series 1.x Configuration and Basic Troubleshooting (2-2419 Online Self-paced)            

· DXi-Series Core Concepts for Service (2-0443 Online Self-paced)

· DXi-Series 1.x Hands-on GUI Practice: Part 1 (3-0488 Online Self-paced)            

· DXi-Series 1.x Hands-on GUI Practice: Part 2 (3-2424 Virtual Classroom)            



	TPM or ASP  with DXi7500 experience.

	· DXi7500/DXi8500 Service Update (2-2416a Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 1 (2-2417 Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 2 (2-2418 virtual classroom)

· DXi8500 User Essentials document (located on CSWeb)

Additional Learning Opportunities

· DXi-Series 1.x Configuration and Basic Troubleshooting (2-2419 Online Self-paced)            

· DXi-Series Core Concepts for Service (2-0443 Online Self-paced)



	TPM or ASP with no DXi7500 experience.

	· DXi7500 Service Training: Part 1 (2-0412 Online Self-paced)

· DXi8500 Installation & Initial Configuration: Part 1 (2-2417 Online Self-paced)

· DXi7500/DXi8500 Installation & Support: Part 2 (2-0413 Online Self-paced)

Additional Learning Opportunities

· DXi-Series 1.x Configuration and Basic Troubleshooting (2-2419 Online Self-paced)            

· DXi-Series Core Concepts for Service (2-0443 Online Self-paced)



	I don’t support the DXi8500 but I would like a non-technical overview of the products.

	· What is DXi8500 (located on CSWeb)




11. Service Information Plan

The following table shows what will be posted on the public web site, the CSweb site, and the Knowledge Base – firmware, docs. 
	Item
	Public Web Site
	CSWeb
	Knowledge Base

	DXi Software
	N (current version number)
	Y
	N (current version number)

	Release Notes
	Y
	Y
	N

	Maintenance Guide
	N
	Y
	N

	User Guide
	Y
	Y
	N

	Command Line Interface Guide
	N
	Y
	N

	Site Planning Guide
	Y
	Y
	Y

	Application Specific Guides
	Y
	Y
	N

	OST Plugin
	Y
	Y
	N

	DXi Advanced Reporting
	N
	Y
	N

	Guardian
	Y
	Y
	Y


12. Business Systems
12.1. Top Level Assemblies

There are four Top Level Assemblies (TLAs) for the DXi8500; Domestic System, International System, non-TPM (China) System, and Capacity Upgrade.  The following tables show the DXi8500 top level assemblies with components that have IB Trackable and Serial Control Oracle Install Base Flags set.  

	ITEM
	DESCRIPTION
	IBT
	SC

	9-01993-01
	TLA,DXI8500,RACK,DOMESTIC,PTO
	Yes
	no

	8-00675-01
	SYSTEM BASE,20 TB,RACK,DOMESTIC,DXI8500
	Yes
	Yes @ Rcpt

	8-00678-01
	MODULE,NODE,DXI8500
	Yes
	Yes @ Rcpt

	8-00691-01
	MODULE,METADATA,DXI8500
	Yes
	Yes @ Rcpt

	7-00010-02
	5X9 ND ONSITE 12 MONTHS STANDARD WARRANTY
	No
	No

	8-00691-01
	MODULE,METADATA,DXI8500
	Yes
	Yes @ Rcpt

	8-00703-01
	MODULE,ADD CAPACITY,ARRAY MODULE,10TB,1TB HDD, DXI8500 
	Yes
	No

	8-00693-01
	MODULE,ARRAY,10TB,DXI8500
	No
	No

	8-00695-01
	MODULE,ADD CAPACITY, EXPANSION MODULE,10TB,1TB HDD, DXI8500
	Yes
	No

	9-02040-01
	LICENSE,OST,DXI8500 
	Yes
	Yes @ Rcpt

	9-02041-01
	LICENSE,NAS,DXI8500 
	Yes
	Yes @ Rcpt


	ITEM
	DESCRIPTION
	IBT
	SC

	9-01993-02
	TLA,DXI8500,RACK,INTERNATIONAL,PTO
	Yes
	no

	8-00675-02
	SYSTEM BASE,20 TB,RACK,INTERNATIONAL,DXI8500
	Yes
	Yes @ Rcpt

	8-00678-01
	MODULE,NODE,DXI8500
	Yes
	Yes @ Rcpt

	8-00691-01
	MODULE,METADATA,DXI8500
	Yes
	Yes @ Rcpt

	7-00010-02
	5X9 ND ONSITE 12 MONTHS STANDARD WARRANTY
	No
	No

	8-00691-01
	MODULE,METADATA,DXI8500
	Yes
	Yes @ Rcpt

	8-00703-01
	MODULE,ADD CAPACITY,ARRAY MODULE,10TB,1TB HDD, DXI8500 
	Yes
	No

	8-00693-01
	MODULE,ARRAY,10TB,DXI8500
	No
	No

	8-00695-01
	MODULE,ADD CAPACITY, EXPANSION MODULE,10TB,1TB HDD, DXI8500
	Yes
	No

	9-02040-01
	LICENSE,OST,DXI8500 
	Yes
	Yes @ Rcpt

	9-02041-01
	LICENSE,NAS,DXI8500 
	Yes
	Yes @ Rcpt


	ITEM
	DESCRIPTION
	IBT
	SC

	9-01993-03
	TLA,DXI8500,RACK,CHINA,PTO
	Yes
	no

	8-00675-03
	SYSTEM BASE,20 TB,RACK,CHINA,DXI8500
	Yes
	Yes @ Rcpt

	8-00678-01
	MODULE,NODE,DXI8500
	Yes
	Yes @ Rcpt

	8-00691-01
	MODULE,METADATA,DXI8500
	Yes
	Yes @ Rcpt

	7-00010-02
	5X9 ND ONSITE 12 MONTHS STANDARD WARRANTY
	No
	No

	8-00691-01
	MODULE,METADATA,DXI8500
	Yes
	Yes @ Rcpt

	8-00703-01
	MODULE,ADD CAPACITY,ARRAY MODULE,10TB,1TB HDD, DXI8500 
	Yes
	No

	8-00693-01
	MODULE,ARRAY,10TB,DXI8500
	No
	No

	8-00695-01
	MODULE,ADD CAPACITY, EXPANSION MODULE,10TB,1TB HDD, DXI8500
	Yes
	No

	9-02040-01
	LICENSE,OST,DXI8500 
	Yes
	Yes @ Rcpt

	9-02041-01
	LICENSE,NAS,DXI8500 
	Yes
	Yes @ Rcpt


	ITEM
	DESCRIPTION
	IBT
	SC

	9-02070-01
	TLA,FIELD CAPACITY UPGRADE,DXI8500,RACK,PTO
	Yes
	no

	8-00691-02
	UPGRADE KIT,MD1220,DXI8500
	Yes
	Yes @ Rcpt

	8-00717-01
	UPGRADE KIT,EXPANSION MODULE,ADD CAPACITY,10TB,1TB HDD,DXI8500
	Yes
	No

	8-00716-01
	UPGRADE KIT,ARRAY MODULE,ADD CAPACITY,10TB,1TB HDD,DXI8500 
	Yes
	No


12.2. Service Part Numbers
The 7-00010-02 (12 month 5x9 NBD Onsite Standard Warranty) part number is attached to each DXi8500 TLA.  A complete list of service part numbers and associated pricing are documented in the current Quantum price list.
Quantum will purchase a 3-Year ProSupport for OEM with NBD Onsite Service from DELL for every R910 Server Node and MD1220 Metadata Module.  Uplifts to a 3 Year ProSupport for OEM with 4 Hour Onsite warranty contract are available to us from Dell when our customer purchases a Gold level warranty on the DXi8500 system.

Part numbers reside on the Quantum price list for the following DXi8500 Service offerings in all three zones.
· Bronze Support Plan (5x9 NBD on-site), Extension, annual
· Bronze Support Plan (5x9 NBD on-site), Renewal, annual
· Next Business Day Gold Support Plan (7x24xNBD on-site), Uplift, annual
· Next Business Day Gold Support Plan (7x24xNBD on-site), Renewal, annual
· Gold Support Plan (7x24x4 on-site), Uplift, annual
· Gold Support Plan (7x24x4 on-site), Renewal, annual
· 10TB Expansion Module, Bronze Support Plan (5x9xBD on-site), Extension, annual
· 10TB Expansion Module, Bronze Support Plan (5x9xNBD on-site), Renewal, annual
· 10TB Expansion Module, Next Business Day Gold Support Plan (7x24xNBD on-site), Uplift, annual
· 10TB Expansion Module, Next Business Day Gold Support Plan (7x24xNBD on-site), Renewal, annual
· 10TB Expansion Module, Gold Support Plan (7x24x4 on-site), Uplift, annual
· 10TB Expansion Module, Gold Support Plan (7x24x4 on-site), Renewal, annual
· Onsite Installation and Training Package
· 10TB Expansion Module, Onsite Installation
· Non-Returnable Disk Drive Charge, annual
12.3. Dell Service Tag Transfers
We will need to transfer the Dell Service Tag number on the R910 Server Node and MD1220 Metadata Module to end user location for all international shipments.  The Dell Service Tag should always be registered in the country where the product is installed.  This will make the process of requesting support from Dell more efficient. Quantum Operations will be responsible for transferring Dell Service Tags to end user locations at time of shipment.  Service Tag transfers can take up to 14 days for Dell to process.  In the event that a Service Tag transfer needs to be escalated for immediate support issues, escalate to our Dell SDM or Account Executives listed in section 4.12.3 Dell Escalations.
12.4. Dell Service Contract Uplifts – Waiting on process from Steve Baum
12.4.1. Uplifts in Direct Countries

12.4.2. Uplifts in Indirect Countries

13. Finance
Currently Global Service has budgeted for one DXi8500 system that is installed in Englewood for Educational Services and ASPS to share.  Additional budget is being considered for a Unit in EMEA and APAC technical support centers.
Appendix A: Dell Direct and Indirect Countries

1. DELL Direct Countries

Standard service includes availability of Basic Support and ProSupport Services, dispatched by DELL Technical Support for up to 5 Years.  Support contracts are sold, managed and executed by DELL and DELL support partners.  To request technical assistance, customers contact DELL Technical Support directly in the end-use country.

Systems may be transferred from the U.S. to DELL Direct countries and where available, Basic Support and ProSupport entitlements will transfer and remain active in the end use DELL Direct country for the duration of the support contract:

Andorra

Anguilla

Antigua & Barbuda

Argentina

Aruba

Australia

Austria

Barbados

Belgium

Belize

Bermuda

Bolivia

Bonaire

Brazil

British Virgin Islands

Brunei

Canada

Cayman Islands

Channel Islands

Chile

China

Colombia

Costa Rica

Curacao (Netherlands Antilles)

Czech Republic

Denmark

Dominica

Dominican Republic

Ecuador

El Salvador

England

Finland

France

Germany

Gibraltar (UK)

Greece

Grenada & Carriacou

Guadeloupe

Guatemala

Guernsey (UK)

Guyana

Haiti

Honduras

Hong Kong

India

Ireland 

Isle of Man (UK)

Italy

Jamaica

Japan

Jersey (UK)

Liechtenstein

Luxembourg

Macau

Malaysia

Martinique

Mexico

Monaco

Montserrat

Netherlands

New Zealand

Nicaragua

Norway

Panama

Paraguay

Peru

Poland

Portugal

Puerto Rico

Saint John

Saint Kitts & Nevis

Saint Lucia

Saint Martin

Saint Vincent & The Grenadines

Scotland

Singapore

Slovakia

South Africa

South Korea

Spain

Suriname, The Bahamas

Sweden

Switzerland

Taiwan

Thailand  

Trinidad & Tobago

Turks & Caicos Islands

United States

Uruguay

Vatican City

Venezuela

Virgin Islands

Wales 

2. DELL In-Direct Partner-Led DBS Countries – Dell Branded Service (DBS)

Systems may be transferred from the U.S. to DELL DBS countries, and subject to availability of the Service in the end destination: 

•
Systems that had NBD (Next Business Day) service contracts in original country of purchase, receive the same level of service in In-Direct countries where DBS are available. 

Angola

Bahrain

Bulgaria

Egypt

Hungary

Indonesia

Israel

Jordan

Kenya

Kuwait

Lebanon

Morocco

Nigeria

Oman

Qatar

Romania

Russian Federation

Saudi Arabia

Slovenia

Tanzania

Turkey

Ukraine

United Arab Emirates.

3. DELL In-Direct Countries – Distributor Coverage

Service agreements purchased prior to transfer of the system into an Indirect non-DBS country are not valid in the destination Indirect non-DBS countries. The only available service contract in Indirect non-DBS Countries is Parts Only service contract. This includes notebooks with International Next Business Day warranty for traveling customers. 

Quantum is responsible for contacting the in-country Dell service partner in order to get replacement parts. Customer is responsible for delivery and collection of the system to/from the partner’s repair facility (where needed). 

There will be no charge to Quantum for the cost of the part, however the in-country Dell service partner will charge for labor and administrative costs associated with the repair and/or the part exchange 

In-country Dell service partner may offer chargeable service uplifts, for example - collect and return service or on-site service. The fee to uplift from the standard Parts Only service is payable by the customer to the in-country Dell service partner / distributor and the service will be delivered by the in-country Dell service partner.

The repair time or exchange time is not guaranteed. 

Albania

Algeria

Armenia

Azerbaijan

Bangladesh

Belarus

Benin

Bhutan

Bosnia & Herzegovina

Botswana

Burkina Faso

Burundi

Cambodia

Cameroon

Comoro Islands (Comoros)

Congo (Republic of )

Croatia

Cyprus

Estonia

Ethiopia

Fiji Islands

French Guiana

French Polyenesia

Gabon

Gambia

Georgia

Ghana

Guam

Guinea

Iceland

 Ivory Coast

Kazakhstan

Kiribati

Laos

Latvia

Lesotho

Libya

Lithuania

Macedonia

Malawi

Maldives

Mali

Malta

Mauritania

Mauritius

Moldova

Mongolia

Mozambique

Namibia

Nepal

New Caledonia

Niger

Nigeria

Pakistan

Palau

Palestine

Papua New Guinea

Philippines

Reunion Island

Rwanda

Senegal

Seychelles

Sierra Leone

Solomon Islands

Sri Lanka

Swaziland

Togo

Tonga

Tunisia

Turkmenistan

Uganda

Uzbekistan

Vanuatu

Vietnam

Western Samoa 

Yemen

Yugoslavia (Serbia & Montenegro)

Zambia

Zimbabwe

4. DELL In-Direct Countries – No Support

DELL offers no support in the following countries:

Afghanistan

American Samoa

Andorra

Antarctica

Cabinda

Canary Islands

Cape Verde

Central African Republic

Chad

Chatham Island

Christmas Island

Cocos Island

Cook Islands

Diego Garcia

Djibouti

Easter Island

Equatorial Guinea

Eritrea

Falkland Islands
Greenland

Guantanamo Bay

Guinea-Bissau

Iraq

Jan Mayen

Kyrgyzstan

Liberia

Madagascar

Madeira

Mariana Islands

Marshall Islands

Mayotte

Micronesia

Myanmar

Nauru

Niue

North Marianas

Saint Helena

Saipan

San Marino

Sao Tome and Principe

Somalia, Zanzibar

Tahiti

Tajikistan

Tokelau

Tuvalu

Wake Island

Wallis and Futuna Islands

5. DELL Restricted/Prohibited Countries

DELL offers no support in the following countries:
Cuba

Iran

North Korea

Sudan

Syria

Appendix B: Dell Technical Support Contact Numbers

America, Canada, & Latin America Regional Phone Numbers
	 Country 
	Region 
	ProSupport 

	Anguilla 
	ABU 
	1-800-335-0031 

	Antigua & Barbuda 
	ABU 
	1-8774414735 

	Argentina 
	ABU 
	0-800-6660153 

	Aruba 
	ABU 
	800-1728 

	Bahamas 
	ABU 
	1-8666824502 

	Barbados 
	ABU 
	1-800-5343272 

	Belize 
	ABU 
	811 then 866-686-9880 

	Bermuda 
	ABU 
	1-8666824503 

	Bolivia 
	ABU 
	800-10-0238 

	Brazil 
	ABU 
	0800-722-3300 (client) and 0800-891-0527 (enterprise) 

	British Virgin Islands 
	ABU 
	1-866 278-6820 

	Canada 
	ABU 
	IT Pro: 866-624-8067 ProSupport: 866-516-3115 

	Cayman Islands 
	ABU 
	1-800-8057541 

	Chile 
	ABU 
	CTC 800-571222, ENTEL 1230-020-3329 

	Colombia 
	ABU 
	01800-9-154760 

	Costa Rica 
	ABU 
	0800-0120230 

	Dominica 
	ABU 
	1-866-278-6821 

	Dominican Republic 
	ABU 
	1-888-156-1585 

	Ecuador 
	ABU 
	1-800-999-119 + 877-665-3355 

	Ecuador - Free from Guayaquil: 
	ABU 
	999-119 + 877-665-3355 

	Ecuador - Free from Quito: 
	ABU 
	800-6051 

	El Salvador 
	ABU 
	800-6133 

	Grenada 
	ABU 
	1-8774414735 

	Guatemala 
	ABU 
	1-800-999-0136 

	Guyana 
	ABU 
	1-8667451842 

	Haiti 
	ABU 
	183 then 866-686-9849 

	Honduras 
	ABU 
	800-0123 then 866-686-9848 

	Jamaica 
	ABU 
	1-800-975-1646 

	Mexico 
	ABU 
	001-866-954-4653 

	Montserrat 
	ABU 
	1-866-278-6822 

	Netherlands Antilles/Curação 
	ABU 
	001-866-379-1022 

	Nicaragua 
	ABU 
	001-800-2201379 

	Panama 
	ABU 
	001-800-5071383 

	Paraguay 
	ABU 
	008-11-800 then 866-686-9848 

	Peru 
	ABU 
	0800 50 869 

	Puerto Rico 
	ABU 
	1-800-926-7807 

	St Kitts & Nevis 
	ABU 
	1-877-441-4735 

	St Lucia 
	ABU 
	1-877-441-4735 

	St Vincent & Grenadines 
	ABU 
	1-877-441-4735 

	Suriname 
	ABU 
	156 then 866-686-9850 

	Trinidad & Tobago 
	ABU 
	1-888-485-9328 

	Turks & Caicos 
	ABU 
	1-877-441-4735 

	U.S. Virgin Islands 
	ABU 
	1-877-702-4347 

	Uruguay 
	ABU 
	000-413-598-3016 

	US 
	ABU 
	IT Pro: 866-624-8067 ProSupport: 866-516-3115 

	US Border 
	ABU 
	IT Pro: 866-624-8067 ProSupport: 866-516-3115 

	Venezuela 
	ABU 
	0800 1 00 2583 

	Z_Other Countries/Areas 
	ABU 
	1-512-728-4093 


Asia Pacific & Japan Regional Phone Numbers
	Country
	Region
	ProSupport IT

	Australia 
	APJ
	1300662370

	Brunei 
	APJ
	8011053

	China 400 (mobile users)
	APJ
	4008868616

	China 800 (no mobile users)
	APJ
	8008580611

	Hong Kong 
	APJ
	00852-29693187

	India 
	APJ
	1800 425 2070

	Japan 
	APJ
	0120-912738

	Korea 
	APJ
	080 - 854 - 0075

	Macao 
	APJ
	00852-29693199

	Malaysia 
	APJ
	1800880438

	New Zealand 
	APJ
	800603355

	Singapore 
	APJ
	1800-395-7935

	Taiwan 
	APJ
	00801-86-1015

	Thailand 
	APJ
	1800060146


Europe, Middle East, & Africa Regional Phone Numbers
	Country
	Region
	Country Code
	ProSupport IT

	Austria
	EMEA
	43
	0820 240 58 257

	Belgium
	EMEA
	32
	0248 28 707

	Czech
	EMEA
	420
	225372991

	Denmark
	EMEA
	45
	32 87 5047

	Finland
	EMEA
	358
	207533567

	France
	EMEA
	33
	825004670

	Germany
	EMEA
	49
	6997922065

	Greece
	EMEA
	30
	2108128919

	Holland
	EMEA
	31
	0206 74 59 40

	Ireland
	EMEA
	353
	1850964272

	Italy
	EMEA
	39
	269 63 3794

	Luxembourg
	EMEA
	352
	24871037

	Norway
	EMEA
	47
	67 11 75 17

	Poland
	EMEA
	48
	225795979

	Portugal
	EMEA
	351
	217 61 6091

	Slovakia
	EMEA
	421
	257506982

	South Africa
	EMEA
	27
	11 709 7730

	Spain
	EMEA
	34
	902003688

	Sweden
	EMEA
	46
	8 5900 5517

	Switzerland
	EMEA
	41
	0848 33 00 93

	UK
	EMEA
	44
	0844 444 3262


Appendix C: Dell locations requiring a –DY extension to the Dell Service Tag
	COUNTRY NAME
	REGION

	AFGHANISTAN
	Asia Pacific

	AMERICAN SAMOA
	Asia Pacific

	AUSTRALIA
	Asia Pacific

	BANGLADESH
	Asia Pacific

	BHUTAN
	Asia Pacific

	BOUVET ISLAND
	Asia Pacific

	BRUNEI DARUSSALAM
	Asia Pacific

	CAMBODIA
	Asia Pacific

	CHINA
	Asia Pacific

	CHRISTMAS ISLAND
	Asia Pacific

	COCOS (KEELING) ISLANDS
	Asia Pacific

	COOK ISLANDS
	Asia Pacific

	EAST TIMOR
	Asia Pacific

	FAROE ISLANDS
	Asia Pacific

	FIJI
	Asia Pacific

	FRENCH SOUTHERN TERRITORIES
	Asia Pacific

	GUAM
	Asia Pacific

	HEARD ISLAND & MCDONALD ISLANDS
	Asia Pacific

	HONG KONG
	Asia Pacific

	INDIA
	Asia Pacific

	INDONESIA
	Asia Pacific

	KIRIBATI
	Asia Pacific

	KOREA, DEMOCRATIC PEOPLE'S REPUBLIC OF
	Asia Pacific

	KOREA, REPUBLIC OF
	Asia Pacific

	LAOS PEOPLES DEMOCRATIC REPUBLIC
	Asia Pacific

	MACAO
	Asia Pacific

	MALAYSIA
	Asia Pacific

	MALDIVES
	Asia Pacific

	MARSHALL ISLANDS
	Asia Pacific

	MICRONESIA, FEDERATED STATES OF
	Asia Pacific

	MONGOLIA
	Asia Pacific

	MYANMAR
	Asia Pacific

	NAURU
	Asia Pacific

	NEPAL
	Asia Pacific

	NEW ZEALAND
	Asia Pacific

	NIUE
	Asia Pacific

	NORFOLK ISLAND
	Asia Pacific

	NORTHERN  MARIANA ISLANDS
	Asia Pacific

	PAKISTAN
	Asia Pacific

	PALAU
	Asia Pacific

	PAPUA NEW GUINEA
	Asia Pacific

	PHILIPPINES
	Asia Pacific

	PITCAIRN
	Asia Pacific

	SAMOA
	Asia Pacific

	SINGAPORE
	Asia Pacific

	SOLOMON ISLANDS
	Asia Pacific

	SOUTH GEORGIA AND THE SOUTH SANDWICH ISLANDS
	Asia Pacific

	SRI LANKA
	Asia Pacific

	Tahiti
	Asia Pacific

	TAIWAN
	Asia Pacific

	THAILAND
	Asia Pacific

	TOKELAU
	Asia Pacific

	TONGA
	Asia Pacific

	TUVALU
	Asia Pacific

	VANUATU
	Asia Pacific

	VIETNAM
	Asia Pacific

	WAKE ISLAND
	Asia Pacific

	WALLIS AND FUTUNA
	Asia Pacific
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