
Comprehensive support 
designed to drive key outcomes
It’s time for support that covers your entire business  
Microsoft Unified Support fundamentally changes your support experience to provide 
greater value and return across your Microsoft technology investment

Expanding coverage to focus on outcomes instead of hours

Offering new capabilities that empower more of your people

Balancing your evolving IT needs with total cost of ownership objectives
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Expanded coverage 
puts the focus on 
outcomes instead  
of hours

A single Microsoft Unified Support 
contract ensures your investments are 
totally covered
The right support investment can fuel your organization’s ability to 
transform by ensuring systems are continuously updated, workflows 
streamlined, and downtime reduced. A Microsoft Unified Support contract 
helps you achieve this by covering your investments in three key ways. 
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Providing more self-service support experiences doesn’t mean IT 
loses relevance. With more collaborative and proactive support 
from Microsoft to reduce the burden on technical staff, IT can:

Address the true volume of reactive requests across the 
organization.

Build internal subject matter expertise without the 
downtime or expense of multi-day trainings.

Gain time back to focus on strategic cloud migration 
initiatives and revenue-generating expansion projects.

1
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First, your entire portfolio of Microsoft products and services is 
covered—even if you purchase additional products after your 
contract is set. This flexibility enables your organization to:

Leverage deep, continuous product knowledge to 
foster greater adoption of your Microsoft products and 
services. 

Gain the foresight to facilitate faster upgrades to the 
latest product versions for every user.

This single contract also covers your entire organization by 
empowering IT to keep systems up and running, so you can make 
the most of your Microsoft technology investment. Self-service 
trainings and responsive support services offer your IT team on-
demand guidance to address issues quickly—on their schedule—
so users can get more done. And by building confidence and 
competence in how you support the organization, you can 
elevate capabilities across lines of business to:

Minimize issues, maximize experiences, and enable 
users to become power users.

Boost collective morale by addressing technology 
challenges head on.



4

Budgeting for piecemeal support isn’t practical. In the past, some divisions 
in your organization may have had coverage, while others may have 
been under-supported. Long term, not having a comprehensive support 
strategy for your organization can potentially hinder the adoption of 
technology investments, increase the reliance on reactive services, and 
slow the advancement of your digital transformation.   

Microsoft Unified Support enables you to budget for comprehensive, 
organization-wide support so you can make a strategic move toward 
greater long-term return on investment (ROI). And with all your Microsoft 
investments covered under a single support contract, your people have 
recourse to stay productive and minimize downtime. 

Total coverage across your organization affords you the peace of mind of 
knowing all your Microsoft products—and the people who use them—are 
supported. From here, you can focus on taking your business farther, faster.

Total coverage starts with shifting from 
divisional support to an organization-
wide mindset

“ “Microsoft Unified Support allowed me to 
budget for support for the next three years. 
ISIT operations is key to success of the 
business as it enters a new chapter.”

Eelco Ringeling
Director of IT Operations
Seadrill Careers
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Accelerating your digital transformation starts with enabling people 
beyond divisional siloes. Microsoft Unified Support signifies a fundamental 
shift, moving away from traditional lines of business where hours posed 
a constraint and moving towards coverage that complements your 
entire Microsoft investment. With your Microsoft portfolio covered, lines 
of business can stop wondering “Is our initiative supported?” and start 
exploring “What do we want to do next?”

Now, your lines of business can transform 
as one organization

HUMAN RESOURCES 
can quickly integrate the latest Microsoft productivity 
and collaboration solutions to impact employee 
satisfaction and retention.

FINANCE 
can improve its self-reliance in troubleshooting 
support issues for Microsoft and complementary tools.

MARKETING
can play an active role in migrating to cloud-based 
solutions like Dynamics 365, and integrating them 
with productivity tools, marketing automation, 
and other solutions to increase lead capture and 
competitive edge.
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“ Three or four years ago, we were spending 
90% of our support agreement to do break-
fix, and as recently as last year, we are 
spending 90% of our support agreement to 
implement new technology.

John Cummings
VP of IT
Nektar Therapeutics

New capabilities give 
you even more from your 
Microsoft investment
 
Serving you based on the outcomes you need, 
not the hours you purchased
The Microsoft Unified Support experience is centered around you and your return 
on support investment, and we’ve evolved how we deliver services to you to help 
achieve this.

Microsoft Unified Support provides outcome-focused Service Delivery Management 
through an advocate who knows your IT environment and objectives, and can 
provide a collaborative experience that results in customized recommendations 
and a strategy-aligned technical support plan. Onsite service delivery resources are 
also available to offer an even more collaborative experience, including hands-on 
assistance for current engagements and validation of your plans for highly-effective 
future projects.
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When you’re no longer limited by hours, 
you can focus on what’s next
In the past, you estimated how many reactive support hours you’d need 
for the year and purchased a set number of hours. We understand you 
can’t always predict how much support you’ll need, and underestimating 
can end in your organization rationing support hours and debating where 
hours are most needed. This is counterintuitive to the purpose of support. 

Microsoft Unified Support offers a better approach for long-term ROI. 24x7 
as-needed, organization-wide problem resolution across your Microsoft 
portfolio means no contractual limitations get in the way of Microsoft 
helping you resolve issues quickly and gain deeper technical expertise. 
And when problem resolution is a given, you can save time, money, and 
resources to drive better productivity, collaboration, and innovation with 
your Microsoft investment. 

 

Built-in services enable Microsoft to 
support your transformation
Included with Base support in certain Microsoft Unified Support offerings, 
Built-In Proactive Services focus on technology adoption, security, and 
operations optimization to move your cloud-centric initiatives forward.

These services enable Microsoft to identify and prevent possible future 
support issues, and can lower long-term total cost of ownership. Whether 
you strive to improve existing processes for managing cloud investments, 
or you’re ramping into the cloud and need adoption guidance, Microsoft 
is uniquely positioned to partner with you and increase the impact of your 
initiatives. These support services can also expand your IT team’s technical 
skillset to complement digital transformation and cloud migration, and 
streamline IT project planning with Microsoft recommended practices. 

All of this fosters higher and faster return on support investment by 
helping you nurture internal talent, satisfy more technical needs in house, 
and benefit from new technology solutions sooner.
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Powerful digital experiences to help you 
drive new efficiencies and take control of 
your support
The Services Hub offers one central location to access all your support 
tools and resources, with access to the latest Microsoft support services 
and scheduled events available in your area—plus as-needed use of on-
demand education to improve your IT staff’s knowledge. This allows you 
to maximize your time, money, and resources through:

SECURE, FAST 
COLLABORATION WITH 
YOUR ACCOUNT TEAM AND 
MICROSOFT EXPERTS

With one consolidated view of 
your product roadmap—including 
new product information, updates, 
events, and even user-specific 
recommendations—you can 
anticipate changes from Microsoft 
without impacting users, and report, 
track, and see issues resolved faster.

 
AUTOMATION ALIGNED TO YOUR BUSINESS OUTCOMES

Leverage a breadth of future-forward tools like on-demand assessments 
that you can set and run on your own schedule to gain proactive alerts 
and predictive, prescriptive guidance. These tools help you reduce risk, 
maintain a healthy environment, and stay ahead of service changes.

 
CONTINUOUS TECHNICAL TRAINING ACROSS A GROWING 
LIBRARY OF THE LATEST TOPICS

More than just education to improve issue resolution, Services Hub 
includes a vast collection of on-demand training—such as virtual, 
interactive labs available anytime, anywhere—that make it easier for IT to 
proactively support revenue-making efforts.
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“ Within a couple of weeks, my TAM told me 
all of the possible solutions I was looking 
for would be available for production in the 
next couple of weeks... I was able to provide 
feedback, I was heard, and got exactly what 
I was looking for.

Sean Mackey-Marcella
Manager – Infrastructure Architecture & Operations
City of Vaughn, Ontario, Canada
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Support pricing that 
balances IT needs with 
TCO objectives

Competitively-priced and industry-aligned
Purchasing and managing support across dozens of licensing agreements 
every year can be complicated and time-intensive. Microsoft Unified 
Support offers a simpler, more industry-aligned model that can lower your 
total cost of ownership as you progress in your digital transformation. 

Informed by extensive customer, competitive, and industry research, this 
model provides three Base support offerings to meet your common and 
ongoing needs. Your Microsoft Unified Support price is customized based on 
a percentage of your organization-wide licensing spend and a unique mix of 
historical product, cloud implementation, and supportability requirements. 

Your price under this model will typically range from 6-12% of product spend 
and is well within the industry range for comprehensive support by software 
and cloud vendors. For organizations who have historically paid to support 
only a portion of their licenses and cloud usage, Microsoft Unified Support 
presents a holistic approach to achieving the transformational outcomes 
those organizations need to grow and compete. This includes as-needed 
reactive and advisory support across their complete portfolio of Microsoft 
solutions. 
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Price protection for the future
When evaluating your return on support investment, it’s 
important to consider the total amount of IT spend and 
corresponding IT benefits rather than simply comparing rates, as 
products across the industry vary and will have different prices. 

Microsoft is the only provider offering price protection. This 
benefits your growing organization in that once you set your 
contract, you can use additional products—and thus more 
support services—for the life of your contract at no additional 
cost. Regardless of which support offering your organization 
uses, you can count on your entire Microsoft investment is 
covered.

Your Microsoft account team can help you navigate Microsoft 
Unified Support pricing and leverage existing support options 
and investments from your current support plan to reduce your 
total cost of ownership over time.

11
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A customizable experience that supports 
your evolving organization
On top of your support, enhanced Add-ons are available in all offerings, 
including end-to-end support solutions designed to enrich your 
experience and drive the outcomes you need most. You can add new 
Add-ons to your support contract as your needs change. This combination 
of Base plus Add-ons makes it easier for Microsoft to support your entire 
organization with competitively-priced support that matches your needs.

Microsoft is committed to improving this new support model based on 
your feedback and new innovation to address your evolving needs and 
strategic goals. The Microsoft Unified Support you purchase today will 
include regular updates based on applicable innovation and customer 
feedback, helping Microsoft keep pace with changes in technology and 
ensure your organization can gain a richer support experience over time. 

Choose support that helps fuel your 
transformation
With support designed to cover both what your organization uses today 
and what’s next on your journey, you can innovate without fear of failure. 
No matter where you are in your digital transformation, Microsoft Unified 
Support eliminates the burdens of operational pressures so you can focus 
your time and energy on collaboration, productivity, and driving greater 
value across your technology investment.
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“ When we went through what it was going 
to cost us for the uplift of using the new 
support, plus the new services we were 
getting and knew we would utilize upfront, 
it was a no-brainer. Because it ends up 
being considerably cheaper to use Microsoft 
Unified Support.

Ian Stegman
Ian Stegman, Manager – Technology Infrastructure
Toronto Public Library
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Ready to experience 
it for yourself?  
Let’s get started.

Contact your Microsoft Account 
Representative to learn more


