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Qactober 22, 2009

Michelie Johnson

Port of Los Angeles
Contracts & Purchasing
500 Pler A Street, 1% Floor
Wilmington, CA 80744
(310) 732-3895

{310) 513-6235 fax
michnsen@portla.org

Reé: Microsoft Premier Support Service

Dear Ms, Johnson,

Microsoft is pleased to provide the following information regarding its Prevoier services
offering to assist the Port of Los Angeles in meking & determination relative {o a sole
sowrce jusfification. “Premicr” is Microsofl's primary enterprise-level product support

offering,
Microsoft Preraier support services as an integrated offering is performed only by

Micrasofl Corporation or its affiliates (including full thue employees and contingent staff
under Microsoft's direction), even in those circumstances where il is ¢0ld through a

reseller,
Premder support services provided by Microsoft offer:

Direet and unique access (o the various Microsoft product teams, software developers
and souree code for cuprent and future poducis enabling (&) specialived insight into the
architecture of cirent solutions that ean facilitate smooth migrations to exisuing and
future unreleased praducis/versions; (b} quick and comprehensive regolution of product
support, trouble-shooting and hot-fix type issues; and () immediate and focused
fechnology feedback Jink betiveen our customers and the product development teams to
help shape the direction, features and fimctionality of future products;

Sprecialized training of Microsoft persontre from Microseft product development teams
on how enterprise customers cap best plan for, deploy, manage and maximize

productivity of existing and fature Microsofl praducts;

Support Account Management from an assigned Microsofl Technical Account Manager
ATAM) which helps to build and maintain relationships with your manapement and
service delivery staff and hélps you awange each clement of the Premier Support to meet
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your business requirements, including escalafion management to othet resources within
Microsoft to expedite problem resolution,

Premior Specialized Workshops which help you prevent problems, increase system
availability and assist will crealing products and seiutions based on Micresof}
fechnologies; including instructor Jed training sessions that emphasize Microsoft
techmofopies al your facility or on location at Microsoft and deep technical development
presentations with bands-on labs {o facilitale yow implementation of Microsoft

technologies;

Premier Problem Resolutionr Support provides sssistance for problems with specific
symploms encountered while using Microsoft products, whete there is a reasenable
expectation that the problem is caused by Microsofl products,  Problem Resolution
Support is available 24 hours a day, 7 days a week and request for support may he
submilied via teléphene or eleclronjcally through the Premier online website;

Prentier Support Assistance provides shori-tern edvice and guidance for problems not
covered with Problem Resolution Serviee as well as requests for consnliative assistance
for desipn, development and deployment issues; including infrastructure Support,
supportability reviews, application development and access to lab facility to assist with

produst developmend, testing and migration activities; and

Information Services provide your staff with the iatest knowledge on Microsoft
technologies 10 enhance your in-house support capabilities.
2. Premier online website. The Premier enline website provides aceess to the
following information resources at no additional charge:

Regulagly wpdated product news flashes documentmg key guppon‘ and
. operational information about Microsoft products.
* Critical problem alerts notifying you of potentially high-impaet problems.
v Web response tool for submitiing and checking the status of support ncidents.
+  Microsoft KnowiedpeBase of technical articles and roubleshooting tools and:

guides,

Should you have any questlons concerning this letter, please do not hesitate to contact rae

at 202-243-6702 or at deatlagh@microsoft.com.

Sincerely,
wmaffg@/,/,
David T, Gallagh

Directory of Contractss. Public Sector Seyvices
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