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HOW WE KNOW WE'RE SUCCESSFUL

We prevent
technical problems

from becoming
business problems



OUR MISSION

Progress Vision
Every new reality

begins with the
spark of an idea.

Support Mission

We help customers By enhancing business
and partners turn productivity with the next
iIdeas into business generation of application
reality. development.

We solve problems so our customers
and partners can optimize the technology
that powers their business.



OUR VALUE

ACCESSIBLE

N\ . Engage directly with the engineers who can
- solve your problem, whenever you need them.



OUR VALUE

EXPERTS

Work with professionals who apply years of
experience to solve complex problems.



OUR VALUE

COMMITTED

. We own the customer experience and
\ S dedicate ourselves to your success.



OUR VALUE

ADVOCATES

r . We know you, work on your behalf,
~and are your voice within Progress.



OUR VALUE



OUR VALUE

WE KNOW




OUR VALUE

WE CARE




Accessible experts,
committed advocates



OUR VALUE

Overall Customer Satisfaction
for the last 12 months
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What Do | Get When | Purchase Support from Progress?

Industry certified technical support (7-8 years per engineer)

Over 400 years combined experience
Development-level resources

6 support centers worldwide
2 in Americas (Bedford, MA; Morrisville, NC)
2 iIn EMEA (Belgium, The Netherlands)
2 In APJ (India, Philippines)

8 languages spoken



What Do | Get When | Purchase Support from Progress?

24x7 SupportLink 24x7 Phone Support Knowledge Base Customer Support

Account Manager (CSAM)
(c

(Mission Critical only)

&

Collaboration Patches and Regular Status Progress Alert
(VMWare, TSANet) Upgrades Updates Notification Service
(PANS)

A
C ) . Y A
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Response and Resolution

= Service Level Objectives (SLOs) for
«  Timely initial response
« Support resolution

* Production down system restore

Response and Resolution SLOs

Severity Case reported via

Severity 1 — Production System Down Telephone

Initial Support Response

< One Hour

Support Resolution

Severity 2 — Restricted Operations Telephone/Web

< One Hour

14 Days

Severity 3 — Question / Inconvenience | Web
/ Cosmetic

One Business Day

21 Days

SLO is to meet the time frames set out above, for 80% or more of customer cases.

* Systems Restore SLO is 12 hours in a production environment.
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*PROGRESS Support Offerings

Standard Mission Critical

Community support v

SupportLink web support (24x7 follow-the-sun) 4

Phone support (24x7 follow-the-sun) 4

SIS S

Designated customer support account manager
(CSAM)

Priority queuing of Issues

<

On-site customer visit and customer reports

<
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*PROGRESS® Pacific Support Offerings

Developer Basic Professional Premium ISV/Corporate
4 q Community Community Community N/A Community
CCI)Sted SupportLink?! SupportLink? SupportLink®
Rollbase ; N/A Community Community N/A Community
Prllvate SupportLink3 SupportLink* SupportLink®
Cloud Phone3 Phone* Phone®
N/A Community Community Community Community
SupportLink SupportLink SupportLink
DataDirect Cloud Phone Phone
Mission Critical & Custom
Support Options
N/A Community Community Community Community
SupportLink SupportLink SupportLink
Easyl Phone Phone
Mission Critical & Custom
Support Options

1) Minimum 5 users; 2) Minimum 25 users; 3) Minimum 65 users; 4) Minimum 40 users; 5) Contact Sales for details
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Self-service Support Opportunities
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24

Progress SupportLink

P PartnerLink

= Customer portal

= Case management

- Create, update, close your support
cases

* Add attachments to your support
case

= 24x7 electronic access (follow-
the-sun)

= Search your reported problems

= Status of a defect
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Progress SupportLink

Getting the Most Out of
SupportLink

I Knowledge Base

Downloadable KB
{ProKB)

Log/Manage Support
se

Progress Alert and

MNotification Service -

PANS

Technical Support
Guide

Product Life Cycle and
Support Policy

Availability

| Product Release and

Supported Platforms

Progress SupportLink

PROGRESSLINK

ProgressLink Progress SupportLink

PROGRESS SUPPORTLINK

SupportLink is the one location to search our knowledge base, open and manage your support cases,
access information related to product lifecycle, release information, our support user guide and more.

Announcements

March 10, 2014 - Reopen case in SupportLink

Progress makes every effort to ensure resolutions provided for a specific case resolve the
issue reported. In the event the issue reported in a specific case reaccurs, you may now
reopen that case from within SupportLink. Simply find the closed case in the SupporiLink
portal and click the Reopen button. Supply the reason for reopening and click Submit

Feb. 20, 2014 - Community Integration with SupportLink

Progress is continuing to expand the self-service offerings for our customers. For
SupportLink customers who enjoy the Progress Community, you now have the ability to

¢ PROGRESS

Search...

Alerts

L qad b clickina thad hunadink ia tha Tachaical LISac &
PROGRESSLINK
Prograss SepponiLink
Wome  sasn  Wroswiedge bass  Dveronmesifrofiss  Dred Nobicatons e Aty [efece
Find Briiches CASE

DOFEEA11L

Casi Datan [ rae ] Bcdd Comrresst '|' ktinch Fils ] Quary Arclss V[ Fecatnte caze ] Cioss Cons |

Descnpon
Saanch

- Favrsnment  Rollzams-Fyblic Slapd Seesrity  3-Twesieninoanvenience

Saarch A -
h locun Atwa |Dpent 2ge oaly)

Cirbit STalas

Faon Verskon
1204 B
Search Dwlect
THbgreni Frewmis
o Telbgem| Thimacid
Fmason fof Respaning
Lasn

NN P S0 Pl R e B

Sarbyect

Quaniiae T chinm Mexr npnsee

o) o Prospass

SFECAC ey Wil by Chis H

InEranmant Profs

Case Ol Chifis Hawis



Progress Community

= “Contribute, Share and Network” s | Cans | o sEts | G | Ve~
¥ PROGRESS EI—Y

Login | Progress ID Registration

= Forums

Products Resources Support & Services Community

SIGN IN AND DISCOVER

= Wiki WELCOME TO THE _ w 9
PROGRESS COMMUNITY \ |

- DocumentS Contribute, Share and Network . ——

Password

NOT A MEMBER?

REGISTER NOW

SEARCH THE COMMUNITY

TOP CONTRIBUTORS
Recent Posts Community Groups Industry Groups & Srkanth
—— Rangavajhala
# 23Posts
Carol Cathwick-Wells at 5:43pm on July 22nd, 2013 from Chicago, IL % 23 Comments
1 SQL Server in the UK August 2013 _ FR——
Lorem ipsum is simply dummy text of the printing and typesetting industry. Lorem ipsum has been the # 9 Posts
industry's standard dummy text ever since the 1500s. See More *
‘ 20 Comments

10 Comments 15Likes  [%] Customers
] & # Catherine
Zadzora

@ O Posts
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Knowledge Base

= Access to 33,000+ KB articles and e
adding ~400 more each month J&PROGRESS

PRODUCTS CUSTOMERS PARTMERS SUPPORT B SERVICES COMMUNITY

= Customers can provide feedback

= Proactive notification of new KB
articles and product releases
(P A N S) Narrow Search

Product Group

T — PROGRESS SUPPORTLINK

e KNOWLEDGE BASE

| =No Filter-- i)

Home > Knowledge Base

Article Types

S Announcing the Downloadable Progress Knowledge Base (ProKB) !
[ Critical Alert What is ProkB?

[ Product Alert

|_| Release Notes

= Suppertiniornaton Base offline. It can be freely downloaded and installed on your computer. It includes an OpenEdge run-time only license,

full GUI functionality and a local database containing the entire knowledge base as it was on the date it was downloaded.
CGan't find what you need? Thl.s isa sléndalorTe applllcatlon avd does not require that you have a!wy other Progress !::roducts Ior Iloerlses installed.
Log a Case Unlike a prior version which contained only OpenEdge knowledge articles, the new version contains articles for all

Progress product lines. ProKB is updated daily with the latest knowledge base articles and can be downleaded here
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Additional Resources

= Product Downloads
and Hot Fix delivery
via ESD (Electronic
Software Distribution)

= Documentation

* User Guides, Release
Notes

= Support Matrices

* Platform and version
support information
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Software

Help

User Administration

Email Preferences

Download Preferences

¥ PROGRESS

DOWNLOAD PREFERENCES

Choose your preferred download method to be used on the download page.
() HTTPS - secure browser-based download using SSL encryption. This is this most commonly used option.

() Akamai Download Manager - browser plugin controlled download recommended for large files. Get the plug-

in here.
Logout ) ; )
In addition you can select to use the Mass Download option on the download page and/or receive email notifications.
| Mass Download - applet-based download manager allows you 1o select multiple files to download at once.
Requires Oracle JAVA, get the latest version here,

' OPENEDGE GENERAL

OpenEdge Product Documentation O

PSDN hosts the most recent product documentation for Progre|
documentation is available in both PDF and HTML formats. Cli¢
documentation for your Progress or OpenEdge product. Within
books or use the PSDN search mechanism to search for partic
Recent documentation categories also provide ZIP files that let
time.

* OpenEdge 11.3 Product Documentation

o OpenEdge 11.2 Product Documentation

o OpenEdge 11.1 Product Documentation

o OpenEdge 11.0 Product Documentation

« OpenEdge 10.2B Product Documentation

o OpenEdge Architect Task Map

« OpenEdge GUI for NET Task Map

« Download 11.0 Documentation Example Procedure files

DATADIRECT CONNECT FOR ODBC DRIVERS FOR WINDOWS

For DataDirect

Connect XE for ODBC support,

click here

For DataDirect

Connect64 for ODBC support, Drivers supported on the following Windows platforms:
click here

For DataDirect

Connect64 XE for ODBC

support, click here

Windows Windows Server

Database Driver 8 7 Vista XPSP2 2012 2008 2003
or higher

NOTE: The drivers support connecting to the following database versions on all platforms supported by the
database vendor, unless otherwise noted All service packs/fix packs for each listed database version are
supported and all editions of the database versions are suppored

Brieve

Btrieve

{See Pervasive.SQL)

Clipper

Clipper GBASE
DB2

DB2 V10.1, V10.5 for Linux, UNIX
windows

7.12 7121712 712 712 712 712
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Contacting Technical Support
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Avalilable via Phone or Online

Phone Support SupportLink
(c

Visit progress.com for list of https://proqgresslink.progress.com/supportlink
regional support phone numbers
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http://www.progress.com/support-and-services/support-services/contact-support
https://progresslink.progress.com/supportlink

Escalating a Case

(fo 1. Phone

‘ 3. If Mission Critical, contact a CSAM

CASE

0D2a0Z219

Y
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https://progresslink.progress.com/_layouts/login/Default.aspx?ReturnUrl=/supportlink/_layouts/Authenticate.aspx?Source=/supportlink&Source=/supportlink
http://www.progress.com/support-and-services/support-services/get-support---supportlink/how-to-escalate-a-case

Accessible experts,
committed advocates



& PROGRESS



