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Technical Support Services provides comprehensive 

technical support and software maintenance services for 

the BlackBerry Enterprise Solution through a flexible, 

annual subscription-based program.

Technical Support Services, also known as TSupport, is an essential component of any

BlackBerry® Enterprise Solution deployment that helps to ensure you are extracting full value

from the solution at all times. The annual Technical Support Services subscription ensures 

your IT budget remains manageable and helps protect your BlackBerry® investment and the 

productivity enhancements it provides.

Choose the program level that matches your current 

support requirements.

All Technical Support Services Program Levels (Tx1 – Tx5) 

provide subscribers with:

• Professional technical expertise that is specific to your messaging and

collaboration environment. Technical Support Services is available for 

the BlackBerry Enterprise Solution for IBM® Lotus® Domino®, 

Microsoft® Exchange and Novell® GroupWise® environments.

• Flexible points of contact that allow you to access support services by

telephone or email, whichever is more convenient for you. 

• Free BlackBerry software upgrades via electronic download that provide

the latest productivity-enhancing and administration features as soon as

they become available.

• Online self-help via the TKC for 24x7 access to support articles, 

frequently asked questions and technical documentation, as well as 

software downloads and upgrades.

• Proactive notification of service pack releases, new software versions and

relevant events.

Premier Technical Support Services Program Levels (Tx4 and Tx5) 

provide subscribers with these additional services:

• A Support Account Manager (SAM) who will be your dedicated point of 

contact for support issues. Your SAM will work closely with the Direct

Advanced Response Team (DART) and will have a deep understanding of

your organization, its business and its specific BlackBerry Enterprise

Solution implementation and environment. 

• Access to the DART, which specializes in resolving difficult issues.

Through DART, premier support level customers have a higher

percentage of their issues resolved on first contact and will experience

fewer situations which require escalation.

• Tx4 and Tx5 customers can take advantage of onsite BlackBerry® Enterprise

Server Administration Training. This training ensures your IT department is

equipped with the skills needed to better manage and leverage the

capabilities of your BlackBerry solution. 

• Tx5 customers get tech-to-site assistance for serious or critical BlackBerry

Enterprise Server issues that, by mutual agreement,  cannot be resolved

remotely. In as little as 24 hours, a technical representative will be at your site

helping your team meet its internal requirements for critical services and

providing peace of mind that  your issue is receiving the attention it deserves. 

• Enrollment in the BlackBerry Enterprise Licensing Program offering you

discounted Client Access License (CAL) fees while simplifying CAL

purchases and adding more flexible purchase options. 

Technical Support Services Overview Technical Support Services Program Levels Comparison ChartTechnical Support Services Program Levels

Single Point of Contact

Technical Support Services provides a single point of contact for accessing

professional BlackBerry support expertise and free software upgrades

directly from the manufacturer, regardless of where or how you initially 

purchased your solution. It also provides support for the software 

components of BlackBerry Connect™ and BlackBerry Built-In™ devices.

Flexible Support Options

Technical Support Services is a flexible program that allows your organization

to access the degree of support it requires to make the most efficient and

productive use of the BlackBerry Enterprise Solution. Choose from five 

program levels knowing that your level of support can evolve to meet your

organization’s mobility requirements as you deploy more BlackBerry

devices, utilize more advanced features and mobilize business critical 

applications in addition to email. 

“Although our group develops many 
applications for the bank and have a 
well-established process, we had not 
developed anything like this for a small
screen. We relied on BlackBerry Technical
Support Services to guide us through many
aspects of the process. BlackBerry met all
the ideal requirements for this project.”

Luis Uguina, 

CTO of the Innovation Group at Bankinter 

Lower Maintenance and Support Costs

Technical Support Services can help your organization save money by

ensuring you resolve any technical questions or issues as quickly as possible—

so you can reduce or even eliminate the impact and cost of downtime. 

A Technical Support Services subscription is easy to manage and budget

for. It allows you to stay up-to-date with free software upgrades via

electronic download and support via phone, email, online chat or self-help

through enhanced access to the Technical Knowledge Center (TKC).

Application Development Support

A Technical Support Services subscription can help you take your wireless

solution beyond email and help you mobilize applications by providing

BlackBerry Application Development Support. Technical Support Services

levels Tx3, Tx4 and Tx5 include application development support 

incidences that ensure your organization has access to support services 

that can help facilitate your wireless applications initiatives and accelerate

your time to results. 

Program Level Tx1 Tx2 Tx3 Tx4 Tx5

Period 1 year 1 year 1 year 1 year 1 year

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

Email Support Yes Yes Yes Yes Yes

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

BlackBerry Enterprise Server Support Yes Yes Yes Yes Yes

Support for BlackBerry Connect 

and BlackBerry Built-In
Yes Yes Yes Yes Yes

BlackBerry Device Support Yes Yes Yes Yes Yes

Software Releases Yes Yes Yes Yes Yes

Enhanced Technical Knowledge Center Yes Yes Yes Yes Yes

Priority Queuing Yes Yes Yes

Non-Production Server Support Yes Yes Yes

BlackBerry Enterprise Server 

Migration Support
Yes Yes Yes

User Alerts Yes Yes Yes

BlackBerry Enterprise Server Advanced

Administration Training

Open session

reduced rate

Open session

reduced rate

1 day free open

session

1 day onsite training

(optional reduced

rate for second day)

1 day onsite training

(optional reduced

rate for second day)

BlackBerry Application 

Development Incident Support

10 free 

incidents 

15 free 

incidents 

20 free 

incidents 

Code Signing for Controlled APIs Yes Yes Yes

Support Account Manager Yes Yes

Direct Advanced Response Team Yes Yes

BlackBerry Infrastructure Notifications Yes Yes

Secondary Technical Support 

Services Access Code
Yes Yes

BlackBerry Enterprise Licensing Program Yes Yes

Tech-to-Site Assistance Yes

Executive Sponsor Yes
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Technical Support Services 
for BlackBerry

Protect the Competitive Advantages Provided by Your BlackBerry Enterprise Solution

Technical Support Services

Technical Support Services provides comprehensive technical support and software

maintenance services for the BlackBerry Enterprise Solution.About Research In Motion: 
The BlackBerry Enterprise Solution is a complete wireless solution developed by Research In Motion Limited. 

Founded in 1984, Research In Motion is a world leader in the mobile communications market.

For More Information 
Learn more about how Technical Support Services can help protect your BlackBerry investment: 

Telephone: 1-800-327-9085 or 1-519-888-9137 

Email: sales@blackberry.net 

Web: www.blackberry.com/support/tsupport/index.shtml 

or by contacting your BlackBerry sales representative

Purchase Tx1 or Tx2 Online 
https://www.blackberry.com/storefront/uscan.asp

* Technical Support Services for hardware and software issues are solely provided for hardware and software developed by RIM. Software upgrades, to be made commercially available by RIM as an upgrade for the software being licensed, may be made available

prior to general commercial availability. 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.

© 2006 Research In Motion Limited. All Rights Reserved. The BlackBerry and RIM families of related marks, images and symbols are the exclusive properties and trademarks of Research In Motion Limited. RIM, Research In Motion, “Always On, Always Connected”,

and BlackBerry 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 specifications and features contained in this document are subject to change without notice. Printed in Canada. MKT-14001-001 

TECHNICAL SUPPORT SERVICES

Technical Support Services provides access to the resources

you need to ensure that your organization is using the

BlackBerry Enterprise Solution to its maximum potential.

Technical Support Services is an affordable way to protect your 

investment in the BlackBerry Enterprise Solution.

Adding Technical Support Services to any BlackBerry Enterprise Solution

deployment helps ensure you are getting the most from your investment. 

An annual Technical Support Services subscription is an easily managed 

IT expense that helps guarantee your BlackBerry solution remains not only

operational, but also fully supported as your organization explores 

innovative ways to use it for boosting productivity and efficiency.

Technical Support Services can scale to meet all your current and

future support needs.

Choose the level of support you need, when you need it. Like your

BlackBerry Enterprise Solution, Technical Support Services is flexible and

adapts easily to meet your needs. The program offers five different 

support levels, allowing you to choose the one that best suits your 

immediate requirements. As your wireless initiatives grow and your 

organization relies more heavily on the BlackBerry Enterprise Solution, 

you can migrate to a more comprehensive service level.

Technical Support Services provides you with a single source for

BlackBerry technical support and software upgrades.

No matter where or how you purchased your BlackBerry Enterprise Solution,

Technical Support Services provides a single point for you to access the

people who know it best—the manufacturer, Research In Motion (RIM).

Choose to contact Technical Support Services by phone, email, online chat

or through online self-service options—whichever is most convenient for

you. You can be confident that the team providing support are BlackBerry

experts trained by RIM to have an intimate technical knowledge of your

solution. Whenever new versions of software become available, your 

subscription entitles you to free upgrades via electronic download so you

can stay current with the latest productivity enhancing features. 

Technical Support Services can help save your organization money.

A Technical Support Services subscription can help save your organization

money. Without a support contract, your organization will incur a cost for

software upgrades and can run the risk of losing productivity and business

effectiveness, should a technical question or issue occur. Technical Support

Services subscriptions include free software upgrades to the latest versions

via electronic download as they become available. Technical Support Services

can also pay for itself by helping to minimize the incidences and impact of

downtime for the business critical communications and applications that

run over your BlackBerry Enterprise Solution. 

Why Choose Technical Support Services?
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