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Welcome to the Tanium
Support Center

Welcome

Welcome to the Support Center! Your trust in the Tanium platform is appreciated and
it provides you with tools and solutions that enable your business to get the most
value out of your investment. It is our goal to provide you with a world-class support
experience. Tanium enables our customers through our Community site with its
Knowledge Base, Best Practices, extensive tutorial videos, troubleshooting guides,
Tanium documentation and Community discussion forums. Additionally, for those
difficult to resolve solution issues, you are able to submit cases to our team of Support
Technical Account Managers.

In this document, all the information you need to be successful in your interactions
with the Tanium Support Center to ensure that your cases and inquiries are addressed
with the requisite urgency and attention to detail they deserve can be found.

Tanium’s Support Center Objectives

The primary objectives for the Tanium Support Center are designed to ensure a high
level of customer satisfaction by:

e Resolving Tanium service interruptions quickly

e Providing a consistent point of contact for technical and support-related
discussions

e Enabling customers to use the Tanium platform more effectively in their
environment

As a standard, the Support Center offers:
e Resolution to service issues within the Tanium product:
o This includes, but is not limited to:
m  Unexpected question results
m Error messages
m Reporting problems
m Endpoint or server performance issues
m  Module or platform outages

e Answers to module or platform configuration questions
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For questions or assistance around module or platform adoption, deployment,
implementation or platform upgrades you are referred to our Enterprise Services
Organization, which is able to provide you detailed information and quotes for these
types of services.

For questions about purchasing or renewing existing Tanium modules or licenses,
please contact your Tanium Sales or Tanium Partner Sales Representative.

Support Center Eligibility

To access all of Tanium’s support resources, including the Support Center team, you
are required to have a valid license and maintenance agreement, as applicable, in
place. Without a valid license and maintenance agreement, access to support
resources is limited to the provision of Enhancements. If you are unsure of the current
status of your Tanium maintenance agreement, please reach out to your Tanium Sales
or Tanium Partner Sales Representative. If your license and maintenance agreement
with Tanium conflicts with any statement in the Support Center Handbook, the terms
of your agreement with Tanium will apply.
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GCetting Started

During your purchase, you designated two points of contact within your organization
to be the liaisons with the Support Center. These two individuals were granted
permission to submit support cases to the Support Center. If you have not yet
designated your two points of contact please email support@tanium.com with the
following information for your two points of contact:

Name (First Last)
Company hame
Email address
Phone number

Online Resources

You are always encouraged to try Tanium'’s comprehensive self-help resources on the
Tanium Community site (https://community.tanium.com/s/) before reaching out to the
Support Center team for assistance. At the Community site, you are able to search the
following resources:

e Knowledge Base

e Best Practices

e Troubleshooting guides

e Tanium product documentation
e Community discussion forums

e Extensive tutorial videos
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Support Cases

Case Severity and Service Levels

Description
Seygrity1 - Standard Support Premium Support
Critical 4 Business Hours 2 Hours

A Severity 1issue is characterized by the following:

e Anissue which renders Licensed Software
inoperative or causes Licensed Software to fail
catastrophically

e Anissue where Licensed Software causes
business critical applications to malfunction

Severity 2 - Standard Support Premium Support
High 8 Business Hours 4 Hours

A Severity 2 issue is characterized by the following:

e An Issue which substantially degrades the
performance of Licensed Software or materially
restricts use of the Licensed Software

e Licensed Software experiences instability caused
by frequent interruptions

Seve.rity?: - Standard Support Premium Support
Medium 16 Business Hours 8 Hours

A Severity 3 issue is characterized by the following:

e An Error that causes only a minor impact on the
performance of Licensed Software or Customer’s use of
Licensed Software

e GCeneral usage questions regarding use of
Licensed Software

Unless otherwise specified in your contract with Tanium, Standard business hours are
defined as 7 am Pacific Standard Time to 7 pm Pacific Standard Time, Monday through
Friday, excluding Tanium Holidays. (Hours shift to Pacific Daylight times between
March and November.) The common language of support is English.

When you open a new support case, Support TAMs evaluate the severity of your issue
using the Tanium Case Severity definitions above.
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Support Case Submission

For service issues you have been unable to resolve using the Community site
resources, you may want to submit a Support Case for Support Center team
assistance.

From when a case is submitted, to the final resolution, the Support Center provides
customer updates as new information and status updates become available. You have
a single Support Technical Account Manager (Support TAM) as the primary contact
throughout the life of your case.

On submission of a new case, you receive a confirmation email. Your new case is
evaluated by a Support TAM, who determines if all needed information has been
provided. You should expect an introductory email introducing your Support TAM,
confirming your preferred contact method and availability, and requesting any
additional information. When the Support TAM has all needed information, they begin
working on the case.

On occasion, it may be necessary to engage additional Tanium technical experts to
resolve more complex issues, which may result in extended resolution time for your
issue.

At the time of case resolution, you receive an email notification of the change in status.
If you are not satisfied with a resolution, you may respond to the email within seven
calendar days to re-open the case for further investigation.

Case Submission Form

To submit a new Support Case, please use the following instructions:

1. From the Community homepage, click Support on the toolbar and then select
Support Portal.

Support A

Product Documentation

| Support Portal

My Support Cases

Training

2. Signin to the Support Portal, if not previously done.
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3. From the Support Portal in Tanium Community click Create a Case.

4. Please complete the Create a Case form on the Contact Tanium Support page.
Please provide a clear, detailed description. If possible, provide steps to replicate

the issue.

When the case is submitted, you will receive an email confirming the submission of
the case that includes your case number and a link to the Community page where you
may login and track your case’s progress.

Tracking Case Progress

To track your case's progress throughout the case lifecycle use the following
instructions:

e From the Community homepage, click Login.

e Oncelogged in, click Support.
e From the drop down menu, select My Support Cases to view all your
submitted cases.
Support A

Product Documentation

Support Portal

My Support Cases

Training

The Support TAM that is working your case sends you a direct message and remains
your point of contact throughout the lifecycle of your case. This Support TAM provides
you timely updates on the progress of your case, however, if you have a question
regarding the status of your case do not hesitate to contact this individual.
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Best Practices

The Support Center would like to resolve your question or issue as quickly as possible.
The following are considerations which expedites this process:

Ensure you search the Tanium Community site for troubleshooting guidance
prior to raising a Support Case with the Support Center; your issue may have a
quick resolution without creating a case.

Please provide as much evidence as possible (logs, screenshots etc.) to help
with issue troubleshooting and diagnostics.

If asked for a version number, please provide major and minor version (build)
numbers. Sometimes replication in a lab environment is necessary to provide a
short-term work around and ultimately a fix, so having the ability to replicate
the issue would be helpful.

If the case is a Severity 1issue, Tanium will provide prompt attention within the
Service Level Objectives. A key component of working these kinds of issues is
the listing of at least one available point of contact to handle any questions
there may be and to prevent delays.

22021 Tanium Inc. All Rights Ressarved



Definitions

Term Definition

Issue Failure of the Licensed Software to
perform in substantial accordance
with the Documentation.

Fix To repair or the replacement of object

or executable code versions of
Licensed Software to remedy an Issue.

Previous Sequential Release

At any time the release of Licensed
Software that has been replaced by
the then-current release of the same
Licensed Software. Notwithstanding
anything else, a Previous Sequential
Release is supported by Tanium only
for a period of three (3) months after
release of the then-current release.
For example, Tanium supports 1.0 for
a period of three (3) months following
release of 1.1.

Support Case

A Customer request made to the
Tanium Support Center using the
Tanium Community Support Center
Case Submission Form.

Technical Support Contact” or “Point
of Contact”

The person(s) designated by the
customer that may contact Tanium
for support.

Workaround

A change in the procedures followed
or data supplied by Customer to avoid
an Issue without substantially
impairing Customer’s use of Licensed
Software.
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