


[bookmark: _Toc382329254]Life-Cycle Services and Support 
Microsoft Support Lifecycle policy provides predictable and consistent support timelines for all Microsoft products, helping customers maximize the management of their IT investments and strategically plan for a successful IT future.
· What is Custom Support? Custom Support provides continued support for an out of support product or service pack.  Designed for customers who need additional time to complete their migration to a supported product.  Only offered for a select number of out-of-support service packs and products, where there is enough customer demand to justify the on-going cost of providing support.
Three tiers of Custom Support may be available:
· Custom Support Standard
· Custom support Standard Pilot  - Program only available first 90 days
· Custom Support Essentials

· Enrollment in all offerings requires a current Premier contract and a migration plan
[bookmark: _Toc382329255]Custom Support Standard for Windows XP SP3
Designed for large enterprise customers who need more than 12 months to complete their migration, require access to all of the “Critical” security updates or have a large number of devices.
Program Features:
· Includes security hotfixes that address “Critical” vulnerabilities, as defined by the Microsoft Security Response Center (MSRC)
· Security hotfixes rated “Important” are available for an additional fee
· Access to Problem Resolution Support and Support Assistance (for an additional fee)
· Non-Security hotfixes are not available under this program

No enrollment deadline, but customers must pay retroactively from the end of support date

[bookmark: _Toc381873616]Custom Support Standard Pilot for Windows XP SP3
Short-term offer designed for customers with 10,000 or more unsupported devices who require access to all of the “Critical” security updates 
Program Features:
· Identical to Custom Support Standard
· Includes security updates that address “Critical” vulnerabilities, as defined by the Microsoft Security Response Center (MSRC)
· Security hotfixes rated “Important” are available for an additional fee
· Access to Problem Resolution Support and Support Assistance (for an additional fee)
· Non-Security hotfixes are not available under this program

Pilot is only offered in year one and enrollment must be completed within the first 90 days, by 11:59pm PST on 9 July 2014, to qualify
[bookmark: _Toc381873617]Custom Support Essentials for Windows XP SP3
Designed for customers with a low number of unsupported devices who are planning to complete their migrations within 12 months.
Program Features:
· Access to Premier Problem Resolution Support (for an additional fee)
· Access to Sustained Engineering resources
· “Critical” security bulletins (as defined by the MSRC)
· “Critical” security hotfixes (for a per-fix/per-device fee)
· Non-Security hotfixes are not available under this program

· First Critical Security Hotfix is included with the enrollment fee
· “Important” Security Hotfixes and Non-Security Hotfixes are not available in this program
· Enrollment fees are not transferable between Custom Support Essentials and Standard programs
· However, customers converting from Standard to Essentials are not required to pay retroactive program fees
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It is important to understand what components are in and out of scope under the Windows XP SP3 Custom Support program.
	Product
	Year One 
(April 9,2014 – April 14, 2015)
	Year Two +
(April 15, 2015 – April 11, 2017)

	Internet Explorer
	Covered:
· IE 6 , IE 7 ,IE 8
	Covered:
· IE 8

	
	NOT covered: Internet Explorer 9

	Windows XP Embedded
	Covered: Windows XP Pro for Embedded Systems (FES)

	Windows XP x64 or Home Editions
	Not covered



[bookmark: _Toc382329257]Prerequisites and Assumptions
Our responsibilities and ability to deliver Services are based upon the following Prerequisites and Assumptions:
· You must have and maintain a current Premier support service plan.  More specifically, you must be current on all Premier support service plan fees in addition to the Premier Custom Support fees listed in section 3 below.   Any Custom Support Hotfix fees and applicable localization fees, as set forth in the attached Fee and Named Contacts Schedule will be billed to you once the Hotfix is delivered to you.
· The purpose of Custom Support is not to provide added features, functionality, updates or design changes, but only to fix problems in the Enrolled Product which cause the Enrolled Product to crash, lose data or otherwise materially deviate from the Enrolled Product’s documented functionality. 
· Migration Plan – Detailed plan with quarterly deployment milestones and a migration completion date.   
· Hotfixes for time zone or Daylight Savings Time issues are not included in the Custom Support program.  These may be made available upon request for a per hotfix fee.
· Hotfixes may not be distributed to unaffiliated third parties without Microsoft’s express written consent.
· The Enrolled Product covers only the English version, unless otherwise noted in Section 3.  Delivery time(s) for Hotfixes for non-English version(s) of the Enrolled Product identified in Section 3 (if any) may vary and localization fees may apply.  
· Problem Resolution Support hours or incidents must be available under Premier or Essential Support Services Description in order to request a Hotfix.
· No enrollment deadline, but customers must pay retroactively from the end of support date   

