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NEW PRODUCT 

AND TECHNOLOGY 
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%NHANCED 
SPEED AND 
AGILITY 
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��� OF RESPONDENTS RATE 
h)MPROVING THE OVERALL BUSINESS 
VALUE OF )4v AMONG THEIR TOP 

lVE )4 PRIORITIES 

��� OF RESPONDENTS RATE 
h2EDUCING 4OTAL #OST OF /WNERSHIP 
OF )4 3OLUTIONSv AMONG THEIR TOP 

lVE )4 PRIORITIES 

��� OF RESPONDENTS RATE 
h-INIMIZING RISKv AMONG 
THEIR TOP lVE )4 PRIORITIES 
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d[ dlcZgh]^e d[ >I hdaji^dch �-& eZgXZci� VcY b^c "̂ 
b^o^c\ g^h` �,, eZgXZci� Vbdc\ i]Z^g ide ÄkZ# 
;dg hZgk^XZ VcY hjeedgi egdk^YZgh i]^h egZh" 

Zcih Vc deedgijc^in id XgZViZ kVajZ VcY ]Zae 8>Dh 
VXXdbea^h] i]Z^g >I \dVah# ;dg hiVgiZgh! VXXZaZgVi^c\ 
cZl egdYjXi VcY iZX]cdad\n VYdei^dc VcY Zc]VcX" 
^c\ heZZY VcY V\^a^in l^aa ]Zae ̂begdkZ i]Z Wjh^cZhh 
kVajZ d[ >I# GZYjX^c\ >I XdbeaZm^in VcY hnhiZb 

^ciZ\gVi^dc Xdhih! Vh lZaa Vh egdk^Y^c\ egdVXi^kZ VcY 

egZkZci^kZ hnhiZbh bV^ciZcVcXZ! l^aa Xdcig^WjiZ id V 
adlZg idiVa Xdhi d[ dlcZgh]^e# 6cY Zc]VcX^c\ hZXj" 
g^in VcY ̂begdk^c\ b^hh^dc"Xg^i^XVa hnhiZb jei^bZ 
VcY VkV^aVW^a^in l^aa b^c^b^oZ g^h` [dg XjhidbZgh# 
:Vgan VcY d[iZc Zc\V\ZbZci ̂ h Xg^i^XVa! Vh Xdc" 

ÄgbZY Wn i]Z hjgkZn gZhedcYZcih! l]d WZa^ZkZ ̂ i 
ldjaY WZ kVajVWaZ [dg hZgk^XZ VcY hjeedgi egd" 
k^YZgh id eaVn V \gZViZg gdaZ ̂ c i]Z ZVga^Zg hiV\Zh d[ 
i]Z >I a^[ZXnXaZ! hjX] Vh YZh^\c �*) eZgXZci� VcY 

higViZ\n �*% eZgXZci�# I]^h ̂ h [jgi]Zg Zk^YZcXZ i]Vi 
^i¼h cdi h^bean Vc VccjVa gZaVi^dch]^e l^i] V hZgk^XZ 
VcY hjeedgi egdk^YZg! Wji V adc\"iZgb eVgicZgh]^e! 
l]^X] ZcVWaZh hjXXZhh VXgdhh i]Z >I a^[ZXnXaZ# 

#ALLING FOR 0ROACTIVE 3UPPORT 
>i hZZbh XjhidbZgh VgZ XaVbdg^c\ [dg i]Z Zci^gZ 

>I ̂ cYjhign id WZXdbZ bdgZ egdVXi^kZ# EgdVXi^kZ 
hZgk^XZ ̂ ccdkVi^dch VcY XVeVW^a^i^Zh VgZ X]Vc\^c\ 
cdi dcan i]Z lVn hZgk^XZh VgZ YZeadnZY Wji Vahd 

i]Z XjhidbZg hjeedgi ZmeZg^ZcXZ# >i¼h cdi VWdji 
¹WgZV` Ämº hjeedgi dg Vc ¹^chjgVcXZ eda^Xn!º l]ZgZ 
hdbZi]^c\ WgZV`h VcY ̂ h i]Zc ÄmZY# Eji h^bean! Vc" 
i^X^eVi^c\ VcY egZkZci^c\ >I egdWaZbh XVc ̂ cXgZVhZ 
jei^bZ VcY gZYjXZ Xdhih# 

6eegdm^bViZan -% eZgXZci d[ 
gZhedcYZcih id i]Z >9< hjgkZn hVn 
i]Zn ldjaY a^`Z i]Z^g >I hjeedgi 
egdk^YZgh id d[[Zg bdgZ egdVXi^kZ 
hjeedgi XVeVW^a^i^Zh# 

6eegdm^bViZan -% eZgXZci d[ gZhedcYZcih id 

i]Z >9< hjgkZn hVn i]Zn ldjaY a^`Z i]Z^g >I hje" 
edgi egdk^YZgh id d[[Zg bdgZ egdVXi^kZ hjeedgi 
XVeVW^a^i^Zh i]Vi ldjaY aZi i]Zb! [dg ZmVbeaZ! iV`Z 
VYkVciV\Z d[ egZkZciVi^kZ gZhdjgXZh# L]Zc Xdch^Y" 
Zg^c\ kVajVWaZ ̂ ccdkVi^dch d[[ZgZY Wn hZgk^XZ VcY 

hjeedgi egdk^YZgh! 8>Dh eaVXZ VjidbViZY hZgk^XZh 
hjX] Vh egdVXi^kZ ]ZVai] X]ZX`h VcY VaZgih WVhZY dc 
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7HAT ARE THE MOST IMPORTANT BENElTS 
OF PROACTIVE SUPPORT� 

0ROBLEMS RESOLVED
 
QUICKER WITH ACCESS TO
 
RELEVANT KNOWLEDGE
 

0ROBLEMS AVOIDED
 
WITH TARGETED
 

ADVICE�PROACTIVE ALERTS
 

0ROBLEMS PREVENTED THROUGH 
AUTOMATED PATCH NOTIlCATION 

� IMPLEMENTATION 

&ASTER SERVICE REQUEST
 
RESOLUTION
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eZghdcVa^oZY hnhiZb XdcÄ\jgVi^dc ̂ c[dgbVi^dc �*-
eZgXZci�! eViX] bVcV\ZbZci VcY egdk^h^dc^c\ �)-
eZgXZci�! VcY ZbWZYYZY VcY VjidbViZY XdcÄ\jgV" 
i^dc bVcV\ZbZci �)) eZgXZci� Vi i]Z ide d[ i]Z^g a^hi# 
HZkZcin"i]gZZ eZgXZci d[ 8>Dh eZgXZ^kZ 

fj^X`Zg egdWaZb gZhdaji^dc l^i] VXXZhh id gZa" 
ZkVci ̀ cdlaZY\Z Vh i]Z bdhi ̂bedgiVci WZcZÄi d[ 
VjidbViZY egdVXi^kZ hjeedgi! [daadlZY ZfjVaan Wn 
egdWaZbh WZ^c\ Vkd^YZY i]gdj\] iVg\ZiZY VYk^XZ 
VcY egdVXi^kZ VaZgih! VcY egdWaZbh egZkZciZY 

i]gdj\] VjidbViZY eViX] cdi^ÄXVi^dc VcY ̂beaZ" 
bZciVi^dc# 
>i¼h XaZVg i]Vi 8>Dh hZZ i]Z kVajZ d[ egdVXi^kZ 

hZgk^XZh¸hd bjX]! ̂ c [VXi! i]Vi bdgZ i]Vc i]gZZ" 
fjVgiZgh d[ i]Z gZhedcYZcih higdc\an dg hdbZl]Vi 
V\gZZ i]Vi i]Z^g XdbeVc^Zh ldjaY WZ l^aa^c\ id 

\^kZ Vc >I kZcYdg YZiV^aZY ̂ c[dgbVi^dc VWdji i]Z^g 
Zck^gdcbZcih ̂ c dgYZg id gZXZ^kZ bdgZ eZghdcVa" 
^oZY VcY egdVXi^kZ hZgk^XZ# 6h bdgZ >I dg\Vc^oV" 
i^dch h]^[i [gdb gZVXi^kZ egdWaZb gZhdaji^dc id 

bdgZ egdVXi^kZ VcY ZkZc egZkZciVi^kZ bZVhjgZh! 
VjidbViZY VcY eZghdcVa^oZY hZgk^XZh l^aa Xdci^cjZ 
id ide i]Z a^hi d[ kVajVWaZ ̂ ccdkVi^dch hZgk^XZ VcY 

hjeedgi egdk^YZgh XVc d[[Zg# 
6c ̂ cXgZVh^c\an ̂bedgiVci XdbedcZci d[ i]Z 

egdVXi^kZ hjeedgi ZmeZg^ZcXZ ̂ h dca^cZ 
Xdbbjc^i^Zh# 8>Dh hVn i]Zn lZaXdbZ i]Z 
Zm^hiZcXZ d[ LZW '#% hjeedgi [dgjbh VcY 

gZXd\c^oZ i]Z kVajZ d[ hjX] Xdbbjc^i^Zh# 
HeZX^ÄXVaan! gZhedcYZcih hVn i]Zn ÄcY 

hjX] XdaaVWdgVi^dc hZgk^XZh kVajVWaZ [dg 
\V^c^c\ egdYjXi ̀ cdlaZY\Z VWdji Zm^hi" 
^c\ VcY [jijgZ d[[Zg^c\h �^cXajY^c\ i^eh! 
l]^iZ eVeZgh VcY hd dc� VcY [dg VXXZhh^c\ 
]VgY"id"ÄcY dg ̂ ccdkVi^kZ hdaji^dch# GZ" 
hedcYZcih hVn i]Zn lVci id ̂ ciZgVXi! h]VgZ 
XdaaZXi^kZ ̀ cdlaZY\Z VcY ]Zae hdakZ ZVX] 

di]Zg¼h >I egdWaZbh! kZghjh gZan^c\ dc i]Z 
kZcYdg Vh i]Z hdaZ hdjgXZ d[ ̂ c[dgbVi^dc# 
CZVgan i]gZZ"fjVgiZgh d[ i]Z gZhedcYZcih 
ldgaYl^YZ �,( eZgXZci� ZmeZXi LZW '#% 
iZX]cdad\^Zh id eaVn V aVg\Zg gdaZ ̂ c i]Z^g 
hjeedgi deZgVi^dch ̂ c i]Z [jijgZ# I]Z 
cZZY [dg egdVXi^kZ VcY XdaaVWdgVi^kZ hje" 

BdgZ i]Vc i]gZZ"fjVgiZgh d[ 
gZhedcYZcih higdc\an dg hdbZl]Vi 
V\gZZ i]Vi i]Z^g XdbeVc^Zh ldjaY 

WZ l^aa^c\ id \^kZ Vc >I kZcYdg 
YZiV^aZY ̂ c[dgbVi^dc VWdji 
i]Z^g Zck^gdcbZcih ̂ c dgYZg id 

gZXZ^kZ bdgZ eZghdcVa^oZY VcY 

egdVXi^kZ hZgk^XZ# 

edgi ̂ h [jgi]Zg YZbdchigViZY l^i] c^cZ dji d[ &% 
8>Dh hjgkZnZY ldgaYl^YZ hVn^c\ ̂ i ̂ h ̂bedgiVci [dg 
>I egdk^YZgh id Xdci^cjVaan ̂ ckZhi ̂ c egdYjXi VcY 

hZgk^XZ ̂ ccdkVi^dc# 

,OOKING FOR THE /NE 
BdgZ i]Vc ild"i]^gYh d[ gZhedcYZcih [ZZa ̂ i ldjaY 

WZ kVajVWaZ dg kZgn kVajVWaZ id ]VkZ V h^c\aZ >I egd" 
k^YZg i]Vi ̂ h VWaZ id bV^ciV^c jei^bZ VcY egZkZci 
djiV\Zh VXgdhh i]Z XdbeaZiZ iZX]cdad\n hiVX`# 6cY 

l]^aZ 8>Dh X^iZ gZhedch^kZcZhh id egdWaZbh! ]Vk" 
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WORKING DIRECTLY WITH AN )4 VENDOR FOR SUPPORT� YViZh VcY je\gVYZh Vh hdbZ d[ i]Z bdhi 
^bedgiVci WZcZÄih i]Zn gZXZ^kZ# I]^h ̂ h 

0RODUCT %XPERTISE � !CCOUNTABILITY
 
FOR 0RODUCT 0ERFORMANCE
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Xdch^hiZci l^i] ÄcY^c\h hjeedgi^c\ i]Z 
^cXgZVh^c\an higViZ\^X gdaZ d[ >I hZgk^XZh $EPTH � "READTH OF 3UPPORT
 

2ESOURCES� +NOWLEDGE
 VcY [jgi]Zg YZbdchigViZh i]Vi WZndcY 

VXXZhh id ̂ ccdkVi^dc ̂ ihZa[! WZhi egVXi^XZh !CCESS TO 3OFTWARE 
5PDATES � 5PGRADES VcY ZmeZgi^hZ id YZeadn i]Vi ̂ ccdkVi^dc 

VgZ d[ Xg^i^XVa ̂bedgiVcXZ Vh lZaa# 6cY 0ROACTIVE AND 0ERSONALIZED 3UPPORT 
i]Z kVajZ dcan ZmiZcYh [gdb i]ZgZ l^i] 

,EARN 6ENDOR 4ECHNOLOGIES i]Z WZcZÄih d[ egdVXi^kZ hjeedgi adlZg" 
FROM THE 3OURCE 

^c\ idiVa Xdhi d[ dlcZgh]^e# ;jgi]ZgbdgZ! 
Vabdhi i]gZZ"fjVgiZgh d[ gZhedcYZcih a^hi 

^c\ V h^c\aZ ed^ci d[ gZhdaji^dc VcY VXXdjciVW^a^in! 
VcY egZY^XiVWaZ! hiVWaZ XdcigVXi eg^X^c\ Vh i]Z^g ide 

i]gZZ [VXidgh l]Zc gZcZl^c\ VcY ejgX]Vh^c\ hje" 
edgi! i]Zn VgZc¼i i]Z dcan Xdch^YZgVi^dch/ :^\]in"ild 

eZgXZci d[ gZhedcYZcih egZ[Zg Vc ̂ ciZ\gViZY hjeedgi 
d[[Zg^c\ �Z#\#! ]VgYlVgZ! b^YYaZlVgZ! Veea^XVi^dch� 
i]Vi XVc VYYgZhh V l]daZ hiVX`! kZghjh hjeedgi d[[Zg" 
^c\h i]Vi VYYgZhh dcan dcZ iZX]cdad\n aVnZg# I]^h ̂ h 
^bedgiVci WZXVjhZ Vc ̂ ciZ\gViZY hjeedgi VcY hZg" 
k^XZh egdk^YZg i]Vi VXih Vh V h^c\aZ ed^ci d[ gZhdaj" 
i^dc XVc VaaZk^ViZ XdbeaZm^in ̂ c i]Z Zck^gdcbZci¸ 

i]jh hVk^c\ i]Z XjhidbZg i^bZ VcY bdcZn# 

7ZndcY i]Z kVajZ d[ hjeedgi ̂ ihZa[! 
8>Dh i]^c` VWdji ̂ i Vh i]Z kVajZ d[ 
i]Z^g iZX]cdad\n ̂ ckZhibZcih# 

6cY! WZndcY i]Z kVajZ d[ hjeedgi ̂ ihZa[! 8>Dh 
i]^c` VWdji ̂ i Vh i]Z kVajZ d[ i]Z^g iZX]cdad\n ̂ c" 
kZhibZcih# 8>Dh VgZ ̂ ckZhi^c\ id gZXZ^kZ VcY YZeadn 
i]Z aViZhi iZX]cdad\n ̂ ccdkVi^dch! ̂ cXajY^c\ Xdc" 
i^cjdjh VXXZhh id jeYViZh VcY je\gVYZh! l]^X] ]Zae 

ZcVWaZ >I hjXXZhh# I]Z bV_dg^in d[ gZhedcYZcih egZ" 
[Zg id ldg` Y^gZXian l^i] hZgk^XZ VcY hjeedgi egdk^Y" 
Zgh! X^i^c\ YZei] VcY WgZVYi] d[ hjeedgi gZhdjgXZh¼ 

) #)/ �# )/ 3%26 )#% !.$ 3500/24  

egdYjXi ZmeZgi^hZ VcY jai^bViZ VXXdjci" 
VW^a^in [dg egdYjXi eZg[dgbVcXZ Vh i]Z 
ide WZcZÄi d[ ldg`^c\ Y^gZXian l^i] Vc >I 

egdYjXi kZcYdg [dg hjeedgi# 
L]^aZ ,) eZgXZci d[ gZhedcYZcih WZa^ZkZ i]ZgZ 

VgZ deedgijc^i^Zh l^i]^c i]Z^g >I dg\Vc^oVi^dch id 

bdgZ [jaan ji^a^oZ i]Z kVajZ"VYYZY hZgk^XZh ̂ c i]Z^g 
Zm^hi^c\ hZgk^XZ V\gZZbZcih! i]Zn Xdch^YZg VYkVcXZY 

VcY ZmeZgi hZgk^XZh hjX] Vh ZhXVaVi^dc bVcV\ZbZci 
VcY eg^dg^i^oZY hjeedgi! Vh lZaa Vh YZY^XViZY iZX]c "̂ 
XVa gZhdjgXZh! Vh Xg^i^XVa id hjeedgi^c\ i]Z^g Wjh^cZhh# 

#ONCLUSION 
>i¼h XaZVg i]Vi higViZ\^X! adc\"iZgb eVgicZgh]^eh¸cdi 
h^bean Vc VccjVa gZaVi^dch]^e¸l^i] hZgk^XZ VcY 

hjeedgi egdk^YZgh VgZ Xg^i^XVa id ZcVWa^c\ 8>Dh >I 

hjXXZhh# I]Z gZVa kVajZ [dg 8>Dh ̂ h id egdiZXi VcY 

jcadX` i]Z dc\d^c\ kVajZ d[ iZX]cdad\n ̂ ckZhi" 
bZcih VXgdhh i]Z >I a^[ZXnXaZ# 8>Dh WZa^ZkZ i]Zn XVc 

bdgZ [jaan ji^a^oZ i]Z kVajZ d[ i]Z^g Zm^hi^c\ hZgk^XZ 
V\gZZbZcih VcY egZ[Zg id ldg` Y^gZXian l^i] i]Z 
>I kZcYdg [dg hjeedgi# 8>Dh Vahd kVajZ i]Z aViZhi 
hZgk^XZ ̂ ccdkVi^dch YZbVcY^c\ bdgZ egdVXi^kZ 
hjeedgi! VcY i]Z WZcZÄih d[ ̂ ciZ\gViZY hjeedgi id 

VaaZk^ViZ Xdhi VcY XdbeaZm^in ̂ c i]Z Zck^gdcbZci¸ 

gZYjX^c\ idiVa Xdhi d[ dlcZgh]^e d[ >I hdaji^dch# 

&OR MORE INFORMATION� GO TO WWW�ORACLE�COM�SUPPORT 


