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To-Increase Support Services
Premium Plan
World-class issue resolution, individualized support
management, and fully current software
The Premium Plan provides rapid issue resolution, guidance, quality assurance, and team accountability for
companies that want to use our support services to generate the best possible outcomes from To-Increase
solutions and enhance their long-term technology planning. You can also purchase extended coverage and
support.

Lifetime support from To-Increase experts
Throughout the life of your business, we provide the tools and resources to enable you to realize the best possible
value from To-Increase solutions for Microsoft Dynamics AX and NAV. For To-Increase partners, our support
services help you serve customers effectively and translate the potential of technology innovation into long-term
business advantages. We provide three different support plans that are designed with the flexibility and features
WRKHOS\RXPHHW\RXUVSHFLͤFQHHGV7KH\DUHPDQDJHGDQGGHOLYHUHGE\GHGLFDWHGWHDPVRIVROXWLRQH[SHUWV
and support engineers who are committed to your success and who will address your concerns in the most
effective, professional, and expeditious way they can. You choose your support plan when you sign the Technical
Support Agreement with To-Increase. Please note that the support programs extend to all To-Increase standard
solutions. Customizations and Microsoft products are not covered by any of our support offerings.

How the Premium Plan works
Within the Premium Plan’s extensive services portfolio, you can go beyond resolving issues and realize
JUHDWHUEHQHͤWVIURP7R,QFUHDVHVROXWLRQVWKURXJKSHULRGLFKHDOWKFKHFNVRI\RXULQIUDVWUXFWXUHDQGDFFHVV
to technology and business experts. SLA reporting and close collaboration with your support manager drive
support toward desirable results and provide assurance of support effectiveness with full transparency and
responsiveness.
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“Excellent response and a good
resolution from To-Increase.’’
$OH[:KLWͤHOG$;%XVLQHVV&RQVXOWDQW
Columbus Global UK

The Premium Plan also includes all the major release and service pack updates that keep your To-Increase
software fully current, and provides you with fast response times to resolve any issues related to our solutions
Once an issue is reported, a member of the To-Increase support organization will provide an acknowledgment
their severity. As you choose one of our support plans, be aware that To-Increase will provide support within
issues with To-Increase software. The cost of the Premium Plan is a set fee. You can also purchase additional
support incidents.

Your coverage under the Premium Plan
The Premium Plan provides you with a rich portfolio of advanced and proactive services in addition to incident
support and the foundational coverage that keeps your software current and lets you access self-service
support resources.
Support Management
To-Increase assigns a support manager who is responsible for closely managing your support incidents. The
support manager will periodically keep you informed regarding our progress in resolving your issues. Periodic,
scheduled meetings to discuss priorities, escalations, customer satisfaction, and related topics will take place
online or by telephone, as agreed by customers and To-Increase.
Multi-region support
Multi-region support provides coverage for all of your locations, anywhere. Multi-region support provides

Jacob Aae Jensen, Technical Consultant,
Columbus Denmark

for the primary line of support for your users.
Advisory hours
Advisory hours are an agreed number of hours available for customers to access the knowledge and expertise
of To-Increase subject matter experts at short notice. You can spend advisory hours on any question or query
relating to To-Increase software. Advisory hours will be delivered through online or telephone meetings. In your
Premium Plan, there are three levels of advisory hours available:
> Premium - 10 : 08 hours
> Premium - 20 : 16 hours
> Premium - 30 : 24 hours
> Premium - 50 : 32 hours
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“The To-Increase Support
Consultant did an outstanding
job in this case.’’

© Copyright 2017 To-Increased BV. All rights reserved.

Periodic health check
3HULRGLF GLDJQRVWLF KHDOWK FKHFNV FRQVLVW RI TXDOLW\ DVVXUDQFH RQ WKH VHWXS RI WKH 7R,QFUHDVH VROXWLRQV LQ
FXVWRPHUV̵ VSHFLͤF EXVLQHVV VFHQDULRV +HDOWK FKHFNV DUH SHUIRUPHG RQ GHPDQG ZLWK D PD[LPXP RI WZR
KHDOWKFKHFNVSHU\HDU
SLA reporting
In SLA reporting, customers receive a monthly report with comprehensive details of submitted support incidents
together with information about the actually achieved service-level results.
Direct-response support
Under the Premium Plan, you receive several support services as well as support incidents, all optimized for fast
response times and prompt issue resolution.
> Allocated support incidents
 <RXU3UHPLXP3ODQLQFOXGHVDSUHGHͤQHGQXPEHURIVXSSRUWLQFLGHQWV,QFLGHQWSDFNVDUHPXWXDOO\GHͤQHG
E\7R,QFUHDVHDQGFXVWRPHUV,I\RXXVHDOOVXFKDOORFDWHGLQFLGHQWVGXULQJDPRQWKSHULRG\RXFDQ
purchase additional incidents.
> Hotline support
+RWOLQH VXSSRUW ZLWKLQ WKH 3UHPLXP 3ODQ LQFOXGHV DGYLFH JXLGDQFH RU VXJJHVWLRQV SURYLGHG WR \RX E\
WHOHSKRQHWKURXJKHPDLORUDVUHPRWHDVVLVWDQFHLQFDVHRIDVSHFLͤFVXSSRUWLQFLGHQW3UHPLXP3ODQ
KRWOLQHVXSSRUWSURYLGHVUHPRWHVHFRQGOLQHFRYHUDJHGXULQJ&HQWUDO(XURSHDQ7LPH &(7 VWDQGDUGRIͤFH
KRXUV+RWOLQHVXSSRUWGRHVQRWLQFOXGHFRQVXOWLQJVHUYLFHVEH\RQGVXFKDGYLFHJXLGDQFHRUVXJJHVWLRQV
For example, this means that hotline support will never provide such services as development of custom
FRGH LQVWDOODWLRQ LPSOHPHQWDWLRQ XSJUDGHV RU DQ\ RWKHU VLPLODU ZRUN ,QLWLDO LQFLGHQW VXEPLVVLRQ LV
UHTXLUHGWKURXJKWKHVXSSRUWVHFWLRQRIWKH7R,QFUHDVH3DUWQHU3RUWDOIRUXVWREHDEOHWRSURYLGHHIͤFLHQW
hotline support.
> *QVƒZUWRRQTV
 $KRWͤ[LV7R,QFUHDVHVRIWZDUHFRGHPDGHDYDLODEOHE\7R,QFUHDVHWRDGGUHVVDVSHFLͤFVXSSRUWLQFLGHQW
+RWͤ[VXSSRUWDLPVWRUHVROYHGHͤQHGNQRZQVRIWZDUHLVVXHVRUEXJVZLWKRXWDGGLQJQHZIXQFWLRQDOLW\WR
7R,QFUHDVHVRIWZDUH+RWͤ[VXSSRUWLVDYDLODEOHIRUVXSSRUWLQFLGHQWVRIVHYHULW\DQG
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Foundational support
The Premium Plan provides the following foundational support offerings:
> Major releases and service packs
 7KLV LQFOXGHV QHZ PDMRU UHOHDVHV DQG VHUYLFH SDFNV IRU 7R,QFUHDVH VRIWZDUH 7R,QFUHDVH PDNHV VXFK
PDMRUUHOHDVHVDQGVHUYLFHSDFNVLQFOXGLQJDSSOLFDEOHGRFXPHQWDWLRQDYDLODEOHWRFXVWRPHUVIURPWLPHWR
time. To clarify the terms:
• Major releases are any updates to To-Increase software that include substantially new functionality. Note,
however, that a major release is not a new product.
̽ 6HUYLFHSDFNVDUHDQ\XSGDWHVWR7R,QFUHDVHVRIWZDUHWKDWLQFOXGHPLQRUQHZIXQFWLRQDOLW\RUEXQGOHG
new solutions that address errors or problems in To-Increase products.
> 'ZKUVKPIƒZGU
 <RXFDQDFFHVVDQGDSSO\H[LVWLQJYDOLGDWHGVRIWZDUHͤ[HVWKDWDSSO\WRWKHPRVWFXUUHQWYHUVLRQRIWKH7R
Increase solution you use.
> Support portal
In the support portal, you can submit support incidents and review your submitted incidents with current
VWDWXV LQIRUPDWLRQ <RX DOVR FDQ DFFHVV )$4 DQG NQRZOHGJH EDVH FRQWHQW ,Q UHVSRQVH WR \RXU UHTXHVW
software downloads, licensing information, and training schedules could also be available through the portal.
Optional coverage
Your Premium Plan can include extended support that you can purchase optionally. This might vary from a few
DGGLWLRQDOVXSSRUWKRXUVEHIRUHRUDIWHU7R,QFUHDVHQRUPDOZRUNLQJKRXUVWRURXQGWKHFORFNVXSSRUW
coverage. You best plan a purchase of such additional services based on the number of sites in operation, the
QXPEHU RI WHDP PHPEHUV KDQGOLQJ VSHFLͤF SURFHVVHV RI FRQFHUQ GXULQJ WKDW WLPH DQG WKH OHYHO RI VXSSRUW
required. When customers wish to pursue extended support coverage, To-Increase will enter an agreement with
them regarding the exact details of the services to be provided.
Extended-time coverage may include:
> $GGLWLRQDOKRXUVEHIRUHRUDIWHUUHJXODUZRUNLQJKRXUVDW7R,QFUHDVH̵VRIͤFHVLQWKH1HWKHUODQGV
> :RUNLQJZHHNFRYHUDJHLQ\RXUWLPH]RQHKRXUVSHUGD\ͤYHGD\VDZHHN
> $OZD\VDYDLODEOHFRYHUDJHRQO\IRULQFLGHQWVHYHULW\
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If you have questions about the Premium Plan or want to learn about our other support offerings, please contact
Joost Marchal, Support Coordinator, at jmarchal@to-increase.com.
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“For this very complex problem
we received valuable assistance
to rule out IWF’s impact to
standard AX functionalities.’’
-DQQH.RUKRQHQ&RQVXOWDQW(ͤPD

