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Welcome

Welcome to Technical Support Services, your introduction to the technical support service provided by
Research In Motion® (RIM®) — the developer, manufacturer and wireless experts for your BlackBerry®
Enterprise Solution™. Technical Support Services offers your organization a single point of contact for your
BlackBerry Enterprise Solution technical support needs following the new purchase of your BlackBerry
Enterprise Server™ software.

Note: Technical Support Services excludes support related to wireless networks, customer networks or
third party software solutions.

This Welcome Package provides you with the information to get you started with your Technical Support
Services program: Tx0 Support.

www.blackberry.com
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Tx0 Program Details

With the purchase of your new BlackBerry Enterprise Server (BES) software you are eligible for Tx0
Support, which is 60 days of technical support direct from RIM. TxO0 provides support for net new
installations of BES software for the SRP associated with the purchase. Tx0 does not include upgrading
older versions of BES software, other SRP identifiers, or BlackBerry device support.

In order to continue to receive support after the 60 days, you must purchase a Technical Support Services
subscription (Tx1-Tx5). See How to Order Full Technical Support Services Coverage for more information.

Technical Support Services (Tx1-Tx5) is comprehensive support for all components of your BlackBerry
Enterprise Solution, regardless of where or how it was purchased. When you purchase a Technical Support
Services subscription, you gain a direct line into RIM technical support experts who will assist with resolving
any BlackBerry platform technical issues or questions, including hardware, software, carrier and
connectivity related issues. Technical Support Services is your single resource for BlackBerry technical
support, and we will engage appropriate carrier partners to resolve any issues as required.

With Tx0 Support, you receive the following support features (for your BlackBerry Enterprise Server
software only).

Email Support:

e Monday to Friday: 8:00am — 5:00pm (these support hours are based on your local time zone within
North America and Europe)

North America Europe

help@blackberry.com Support_uk@rim.com

e When using email support, please include your Technical Support Services subscriber code which can
be found in the body of your welcome email.

Telephone Support:

e Monday to Friday: 8:00am — 5:00pm (these support hours are based on your local time zone within
North America and Europe)

North America Europe

1-877-255-2377 or +44 (0)1784 223838
1-519-888-6181

Key Point of Contact:

You may designate one named Technical Contact from your organization’s IT department as the direct
point of contact for communications with the BlackBerry Technical Support representatives.

www.blackberry.com
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Contact Information

Record your Technical Support Services contact details in the table below, and keep this information in a
convenient place.

Note: When you use email support, be sure to include your Technical Support Services subscriber code.

Information North America Europe

Email help@blackberry.com Support_uk@rim.com
Include your Technical Support Include your Technical Support
Services subscriber code in the Services subscriber code in the
subject line of your email. subject line of your email.

Telephone 1-877-255-2377 or 1-519-888-6181 = +44 (0)1784 223838

Your Technical

Support Services

subscriber code

How to Order Full Technical Support Services Coverage

For Customers in North America:

e Call BlackBerry Sales at 1-800-327-9085 or 1-519-888-6181 or email sales@blackberry.com.

e If you know you want to purchase Tx1 Support or Tx2 Support from RIM, you can click here to order
these program levels online.

e Please contact GTSI for government specific pricing and quotes under government contracts.

For customers in Europe:

For more information regarding Technical Support Services, or to obtain a pricing quote, please email
tsseurope@rim.com

www.blackberry.com
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Full Technical Support Services Coverage (Tx1 — Tx5 Support)

Software Maintenance and Technical Support for your BlackBerry Enterprise Solution

Tx1 through Tx5 support is an annual subscription program providing software maintenance and technical
support services for one or more components of your BlackBerry Enterprise Solution. It is a scalable and
flexible support program that allows you to maximize your organization's BlackBerry wireless experience
while protecting your existing BlackBerry Enterprise Solution investment. Technical Support Services also
offers your organization a single point of contact for BlackBerry software releases and technical support
regardless of where you purchased your BlackBerry Enterprise Server software.

Maximize Your BlackBerry Experience While Protecting Your Investment

Tx1 through Tx5 support gives you access to the most recent BlackBerry software releases so your
BlackBerry device users can receive the latest productivity enhancements and your IT department can
maintain a manageable software budget. It also offers assistance for your BlackBerry technical support
questions, which allows your BlackBerry device users to be up-and-running and helps to ensure the
continued performance of your BlackBerry Enterprise Solution. Technical Support Services provides the
support that is required for your organization to get the most efficient and productive use of your existing
BlackBerry investment.

Scalable and Flexible Program

Technical Support Services has been designed to be scalable and flexible to meet your organization's
evolving needs. It is tiered support broken into five program levels (Tx1 to Tx5). With Technical Support
Services, you select the program level that best suits your specific needs with the reassurance that you can
update your level as those needs evolve.

Single Point of Contact

With Tx1 through Tx5 support, you can enjoy the benefits of having a single point of contact for your
BlackBerry software releases and technical support needs. If you purchase BlackBerry devices and
software from multiple vendors, Tx1 through Tx5 support can remove the complexity of having multiple
contacts for BlackBerry software releases and technical support by consolidating support from a single
source - RIM.

Greatest Level of BlackBerry Expertise

Technical Support Services is provided by RIM, the developer and manufacturer of BlackBerry products
and services. With Technical Support Services, your organization benefits from RIM's expert product
knowledge and support experience.

www.blackberry.com
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Program Levels

Technical Support Services coverage consists of five support levels (Tx1 through Tx5) so you can select
the level that best meets your specific BlackBerry technical support and software maintenance needs. Each
program level provides the same baseline support, with additional features and benefits made available at
higher Technical Support Services program levels:

Programs Tx1 Support | Tx2 Support Tx3 Support Tx4 Support | Tx5 Support

Telephone Support 12x5 24x7 24x7 24x7 24x7

Email Support v 4 v v v

Software Releases 4 4 4 v v

Named Callers 2 callers 4 callers 5 callers 10 callers 10 callers

Online Enhanced

Technical Knowledge v v v v v

Center

Priority Queuing v v 4

Enhanced-Plus Technical v v v

Knowledge Center

Non-Production Server v v v

Support

BIackBen_’y Er}terprise v v v

Server Migration Support

User Alerts v v v

BlackBerry Application

Development Training 1 day 2 day 2 days

BlackBerry Appllc_:atlon 10 free 15 free 20 free

Development Incident LT LT o
incidents incidents incidents

Support

Support Account v v

Manager

Direct Advanced v v

Response Team

Tech-to-Site Assistance v

These five expanded levels of Technical Support Services are available to your organization, and can be
purchased immediately, or after your Tx0 subscription concludes.

www.blackberry.com
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Learn More about BlackBerry Technical Support Services

For North American Customers:

Click http://lwww.blackberry.com/support/Technical Support Services to view additional features and
benefits of Tx1 through Tx5 support.

Download the Technical Support Services brochure to learn more about the features and benefits of
Technical Support Services, including additional information about each Technical Support Services
program level.

To order Tx1 or Tx2 support click here

For additional information and to purchase Tx3-Tx5 support in North America:
Email: sales@blackberry.net
Phone: 1-800-327-9085.

For European Customers:
Choose one of the following links to view the additional features and benefits of Tx1 through Tx5 support.

Europe (English) http://www.blackberry.com/uk/support/technical/index.shtml
Europe (Deutsch) http://www.blackberry.com/de/support/technical/index.shtml
Europe (Italiano) http://www.blackberry.com/it/support/technical/index.shtml
Europe (Espafiol) http://www.blackberry.com/es/support/technical/index.shtml
Europe (Frangais) http://www.blackberry.com/fr/support/technical/index.shtml

For additional information and to purchase Tx3-Tx5 support in Europe:

Email: tsseurope@rim.com

www.blackberry.com
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Part number: WPX-NNNNN-NNN

© 2006 Research In Motion Limited. All Rights Reserved. The BlackBerry and RIM families of related marks, images and symbols are the
exclusive properties of Research In Motion Limited. RIM, Research In Motion, BlackBerry, “Always On, Always Connected” and the “envelope in
motion” symbol are registered with the U.S. Patent and Trademark Office and may be pending or registered in other countries. All other brands,
product names, company names, trademarks and service marks are the properties of their respective owners.

The BlackBerry device and/or associated software are protected by copyright, international treaties and various patents, including one or more of the
following U.S. patents: 6,278,442; 6,271,605; 6,219,694; 6,075,470; 6,073,318; D445,428; D433,460; D416,256. Other patents are registered or
pending in various countries around the world. Visit www.rim.com/patents.shtml for a listing of RIM (as hereinafter defined) patents.

This document is provided “as is” and Research In Motion Limited and its affiliated companies (“RIM™) assume no responsibility for any
typographical, technical or other inaccuracies in this document. In order to protect RIM proprietary and confidential information and/or trade
secrets, this document may describe some aspects of RIM technology in generalized terms. RIM reserves the right to periodically change
information that is contained in this document; however, RIM makes no commitment to provide any such changes, updates, enhancements or other
additions to this document to you in a timely manner or at all. RIM MAKES NO REPRESENTATIONS, WARRANTIES, CONDITIONS OR
COVENANTS, EITHER EXPRESS OR IMPLIED (INCLUDING WITHOUT LIMITATION, ANY EXPRESS OR IMPLIED WARRANTIES OR
CONDITIONS OF FITNESS FOR A PARTICULAR PURPOSE, NON-INFRINGEMENT, MERCHANTABILITY, DURABILITY, TITLE, OR
RELATED TO THE PERFORMANCE OR NON-PERFORMANCE OF ANY SOFTWARE REFERENCED HEREIN OR PERFORMANCE OF
ANY SERVICES REFERENCED HEREIN). IN CONNECTION WITH YOUR USE OF THIS DOCUMENTATION, NEITHER RIM NOR ITS
RESPECTIVE DIRECTORS, OFFICERS, EMPLOYEES OR CONSULTANTS SHALL BE LIABLE TO YOU FOR ANY DAMAGES
WHATSOEVER BE THEY DIRECT, ECONOMIC, COMMERCIAL, SPECIAL, CONSEQUENTIAL, INCIDENTAL, EXEMPLARY OR
INDIRECT DAMAGES, EVEN IF RIM HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES, INCLUDING WITHOUT
LIMITATION, LOSS OF BUSINESS REVENUE OR EARNINGS, LOST DATA, DAMAGES CAUSED BY DELAYS, LOST PROFITS, OR A
FAILURE TO REALIZE EXPECTED SAVINGS.

This document might contain references to third party sources of information, hardware or software, products or services and/or third party web sites
(collectively the “Third-Party Information™). RIM does not control, and is not responsible for, any Third-Party Information, including, without
limitation the content, accuracy, copyright compliance, compatibility, performance, trustworthiness, legality, decency, links, or any other aspect of
Third-Party Information. The inclusion of Third-Party Information in this document does not imply endorsement by RIM of the Third Party
Information or the third party in any way. Installation and use of Third Party Information with RIM's products and services may require one or more
patent, trademark or copyright licenses in order to avoid infringement of the intellectual property rights of others. Any dealings with Third Party
Information, including, without limitation, compliance with applicable licenses and terms and conditions, are solely between you and the third party.
You are solely responsible for determining whether such third party licenses are required and are responsible for acquiring any such licenses relating
to Third Party Information. To the extent that such intellectual property licenses may be required, RIM expressly recommends that you do not
install or use Third Party Information until all such applicable licenses have been acquired by you or on your behalf. Your use of Third Party
Information shall be governed by and subject to you agreeing to the terms of the Third Party Information licenses. Any Third Party Information that
is provided with RIM's products and services is provided "as is". RIM makes no representation, warranty or guarantee whatsoever in relation to the
Third Party Information and RIM assumes no liability whatsoever in relation to the Third Party Information even if RIM has been advised of the
possibility of such damages or can anticipate such damages.

*Check with service provider for availability, roaming arrangements and service plans. Certain features outlined in this document require a
minimum version of BlackBerry Enterprise Server software, BlackBerry Desktop Software, and/or BlackBerry handheld software. May require
additional application development. Prior to subscribing to or implementing any third party products or services, it is your responsibility to ensure
that the airtime service provider you are working with has agreed to support all of the features of the third party products and services. Installation
and use of third party products and services with RIM's products and services may require one or more patent, trademark or copyright licenses in
order to avoid infringement of the intellectual property rights of others. You are solely responsible for determining whether such third party licenses
are required and are responsible for acquiring any such licenses. To the extent that such intellectual property licenses may be required, RIM
expressly recommends that you do not install or use these products and services until all such applicable licenses have been acquired by you or on
your behalf. Your use of third party software shall be governed by and subject to you agreeing to the terms of separate software licenses, if any, for
those products or services. Any third party products or services that are provided with RIM's products and services are provided "as is". RIM makes
no representation, warranty or guarantee whatsoever in relation to the third party products and services and RIM assumes no liability whatsoever in
relation to the third party products and services even if RIM has been advised of the possibility of such damages or can anticipate such damages.
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