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VMware vCloud Air Network Overview

VMware is your Partner in the Cloud

The VMware vCloud Air Network is the world’s largest network

Program Overview
9 of validated cloud services based on VMware technology,

vCloud Air Network providing customers with unprecedented flexibility and choice of &

(VCAN) cloud providers on a local basis. VMware vCloud Air Network mware — VMware j Cloud Partner
Service Providers deliver VMware vCloud Air Network Services ; T

Managed Service Provider to provide customers with: vCloud Air™ Network — vCloud Air ECOSyStem

(MSP) = A seamless transition to cloud for VMware customers

Mobility MSP =  Global cloud services availability and choice of validated

(AirWatch Cloud) cloud services from the VMware vCloud Air Network Service

Provider ecosystem

. = Multiple compliance certifications, managed and application
Business Process services, and vertical market specializations that meet
customer requirements

= Data sovereignty provided through local VMware vCloud Air
Network Service Providers

Support

Bypass the risks and uncertainties of commodity public clouds
and incompatible hybrid clouds with robust and secure,
infrastructure services you can use with confidence. VMware
vCloud Air Network Services are built on the same proven
VMware cloud technology that more than 500,000 enterprises
depend on in their datacenters and offer you the true IT agility,
efficiency, and cost savings of the public cloud.

The world’s largest network of
validated cloud services based on
VMware technology, providing our
customers with unprecedented
flexibility and choice of cloud
providers on a local basis

As the world’s largest network of validated cloud services based
on VMware technology, the vCloud Air Network Program
enables partners to consume VMware products on a pay-as-you-
go, pay-as-you-grow, monthly subscription model. By offering a
wide range of VMware-based cloud services on a geographical
basis, VMware Service Provider Partners can now offer hybrid
cloud services that quickly and seamlessly extend the customer’s
data center into the cloud using the same VMware products and
tools they already use on premise.

vCloud Air Network Mobility Managed Services Handbook - November 2016 /ﬁ\ € PREVIOUS PAGE NEXT PAGE = 4
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Support

Freedom of
Choice

Build the cloud business you
want and your customers need
with the flexibility of diverse
business models - allowing for
continued growth and
profitability

e Build your cloud with a
subscription-based license
rental model

e Utilize open licensing options
for offering cloud services on-
and off- customer premises

¢ |everage the managed
services provider (MSP)
model and differentiate
through your managed
services portfolio

Deliver Cloud
Services

Enable efficiency, agility, and
security for your customers
across their choice of clouds,
devices, and workloads.
VMware-based services solve
your customers’ challenges of
moving workloads freely and
enabling digital business safely

¢ Common SDDC Platform
o vCloud Director
o Networking & Hybridity
o Storage

¢ Cloud Management Solutions
0 VRealize
o Usage Meter
o Chargeback Manager

¢ Cloud Service Enablement
Solutions
o Common SaaS Platform
o Cloud Native Apps

¢ VMware and Partner Solutions
o Disaster Recovery
0 Horizon

vCloud Air Network Mobility Managed Services Handbook - November 2016

VMware vCloud Air Network Partner Journey

Differentiate Your
Business

Tap into a market of over
500,000 VMware customers
looking to move workloads to a
compatible cloud. VMware-led
awareness and demand-
generation campaigns
communicate the power of the
vCloud Air Network ecosystem

» VMware validated services
give your customers
confidence and give you
access to additional
marketing benefits

* Ensure prospects find you by
listing your validated services
on vcloudairnetwork.com

* Announce your milestones
through VMware supported
press releases

* lllustrate your business wins

with jointly published
customer case studies

()

vmware

vCloud Air” Network

Be a Trusted
Advisor

With the freedom to deliver
differentiated services and
enabled through IP which helps
you design, implement, and
operate your cloud platform,
you will become your
customer’s trusted advisor for
their cloud strategy

Example Use Cases
«  Workload Mobility

¢ Streamlining Customer On-
boarding

e Storage as a Service with
Virtual SAN

€ PREVIOUS PAGE NEXT PAGE =
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VMware-based Cloud Services that meet

Program Overview your Business Needs VCAN License Rental vCAN Managed Services
The VMware vCloud Air Network (vVCAN) is an
vCloud Air Network ecosystem of over 4,000 service providers located in S ST
(vVCAN) more than 100 countries offering VMware-based cloud SP Managed SP Managed customer
services that address every business case, data TOS
Managed Service Provider sovereignty need, compliance requirement, and vertical

(MSP) market. There are two programs within the vVCAN model

» - License Rental and Managed Services.
Mobility MSP

(AirWatch Cloud)

GEO
Expansion

VCAN License Rental

Under the License Rental model in the vCAN Program,
Business Process Service Provider partners leverage VMware software
licenses to build out their own infrastructure offerings
and managed services in their own data centers.

Disaster
Recovery

Support

vCAN Managed Service Provider

Under the Managed Services Provider (MSP) program,
partners purchase VMware Cloud services and offer
managed services on top to resell to their customers

OnDemand

A key requirement of participating in MSP is that the
Service Provider owns the terms of service and all
support for their end customers. Geographic
expansion is a key use case for the MSP model, where
partners can quickly expand to new regions without
expensive data center investments. In addition, partners
can leverage VMware Air Certifications to reach into

Service Provider’s VMware's
Data Center Data Center

Vertical
Expansion
SP leveraging VMware as-a-

new customer verticals. And as we continue to add SP leveraging VMware service offerings without

services to the VMware portfolio, MSP partners will be software technology to stand investment in their own data

well positioned to capitalize on these technologies to up their own infrastructure center infrastructure and M
enhance their own customer offerings. and deliver managed services astructure a ware

LEEN)
Technology

deliver managed services on

on top top

vCloud Air Network Mobility Managed Services Handbook - November 2016 /ﬁ\ € PREVIOUS PAGE NEXT PAGE = 6
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Requirements and Benefits of the MSP Program

How Will Partners Benefit?

You will have more choice and greater flexibility in how to
build and offer cloud solutions by leveraging VMware Cloud
Services as your core infrastructure. As a Managed Services
Provider, you can offer VMware Cloud Services, gain
additional managed services revenue, and still own the terms
of service with customers to further strengthen your trusted
advisor status.

This program extension means you can continue to leverage
license subscription to build your own cloud and look for
new opportunities with VMware Cloud Services, giving you
more options to accelerate your growth.

Requirements to Become a MSP

Service Providers must sign a new agreement with a
monthly committed MSRP spend (“monthly spend”) through
an Aggregator partner. As a participating partner, you will
own the terms of service with your customers and must
include support and managed services.

How Will Your Customers Benefit?

By providing more flexibility in how you build and offer
cloud solutions, the vCloud Air Managed Services Provider
model will give your end-customers more choice.

Your customers will benefit from the vCloud Air
infrastructure’s compatibility and agility and from the
managed services you deliver to them. They can focus on
their business, rather than IT because you are managing and
monitoring their servers, desktops, networks, and more. You
can also leverage vCloud Air compliance and certifications
adding your value added managed services and vertical
market expertise to the core infrastructure.

vCloud Air Network Mobility Managed Services Handbook - November 2016

vmware

vCloud Air” Network

Requirements

|
Benefits \

Join VMware Partner Network
and vCloud Air Network
Program

Complete requirements of
preferred tier

Sign Aggregator contract:
monthly recurring revenue
(MRR) commit

Own terms of service and
provide support

Provide fully managed services

Complete training: Sales &
technical accreditations within

o Mobility Management
Competency

o Hybrid Cloud Competency
o DaaS Competency

(Vary by Tier) /
1

» Volume based discounts
» Production level support
» Partner branding

» Badge and portal listing
» Development funds

» Press release support

» Co-branded marketing and
social media

» Lead generation

» Joint success stories / webcasts

2) € PREVIOUS PAGE NEXT PAGE 9 7
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Program Lifecycle
Program Overview Below is an overview of the vCloud Air Network MSP lifecycle.

Join MSp
vCloud Air Network 1. Commit to a 12-month Contract - Partner signs a VMware Air
(vVCAN) Managed Service Provider contract with a VMware Aggregator.
Partner then commits to VMware a monthly MSRP spend for 12
Managed Service Provider months.

(MSP) 2. Service Provider builds MSP Pipeline - Partner initiates go to
Mobility MSP market activities and starts building their business for Managed
(AirWatch Cloud) Services. YOL,_l can_refer to the MSP Use Cases sec_tl_on in this
handbook to identify potential business opportunities. -
. 3. Deliver Managed Services and Own the Terms of Service - Once - SP builds
Business Process the opportunity has been identified, order Cloud Service from y ) MSP
VMware and provide Managed Services as part of the offering to pipeline
your customers. Partners must provide their own terms of service
Support to their end-user customers. Partners must provide managed
services as part of the offering to the customer. At a minimum this
must include technical support for the service and all functions ) MANAGED SERVICES PROVIDER J

associated with service configuration, add-ons, renewals and
anything pertaining to billing

4. On-Board and Provide Support to your Customers - Partner will
have access to VMware onboarding services at time of initial

———

SP delivers

VMware Subscription Services provisioning. Subsequently, Partner JSP provides . ToS
may obtain technical support from VMware via Global Support support manag’ed

Services with the following provisions. In turn, Partners are
responsible for all End User on-boarding and support, which may
include but not limited to End User communication, any managed
services, answering installation, configuration and usage questions,

services

5. Complete Monthly End Customer Reports and Pay Invoices - On
the 1st of every month, Partner will log into the Business Portal and
review the prior month’s usage. Partner will review the report and
submit it to their Aggregator. Following that, the Aggregator will
send the Partner an invoice for the month.

vCloud Air Network Mobility Managed Services Handbook - November 2016 2) € PREVIOUS PAGE NEXT PAGE 9 8
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vCAN Managed Service Provider Route-to-Market Model

Program Overview There are four participants in the VCAN Managed Service Provider model - the End user for the services (“Customer”), the Managed Service Provider ("MSP”), the
Billing Agent (“Aggregator”) and VMware.

4\ 4 Managed Service Provider Route-to-Market

vCloud Air Network

(VCAN) The Managed Service Provider (MSP) will work with both an Aggregator and VMware in order to transact and purchase the cloud services.

Managed Service Provider The Aggregator is a billing agent for VMware and the will work with the MSP to get a commit contract level signed. By committing to a monthly MSRP spend, the

(MSP) MSP will be entitled to a discount for the cloud services purchased from VMware. Additionally, the MSP will be granted access to VMware’s ordering portal
(MyVMware) in order to purchase cloud services directly from VMware. All purchases made from VMware will be at MSRP (list price). At the end of the month,

Mobility MSP the MSP will receive a consolidated bill from the Aggregator for the services consumed from VMware during the prior month, and it is at this time that their

(AirWatch Cloud) contracted discount will be applied to those purchases.

The MSP owns the terms of service (ToS) for their customers and is responsible for all of the transactions and support for them, which includes contract, order,
support and billing. Please refer to the graphic below for more details.

Business Process

Support
Customer MSP
= End user for the Managed = Commits to a MSP Sets up MSP on a Commit Sells and provisions Air
Services contract level Contract level with Services to MSP’s
VMware

= Purchases Air Services
directly from VMware

= Provides managed

= Receives support from the services on top of Air
MSP Services and resells to

their customers

Contract &
Billing

Contract &
Billing

Contract &
= Purchases Air Services Billing

from the MSP

Owns Terms of Service for
MSP only (not for end
user)

Serves as billing agent for

VMW for services

consumed by the MSP’s
Provides escalation

Does not provide support support only to the MSP
= Has no direct contact with = Owns the Terms of (not to the end user)
VMware Service for their
customers Bills the Aggregator for
= Receives escalation services consumed by the
support from VMware, MSP

Order & however provides support
Support directly to their customers

= Pays the Aggregator for
Air Services consumed

Order & Support

vCloud Air Network Mobility Managed Services Handbook - November 2016 /ﬁ\ € PREVIOUS PAGE NEXT PAGE = 9
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Choosing MSP as the Right Business Model

Program Overview

vCloud Air Network
(VCAN)

Managed Service Provider
(MSP)

Mobility MSP
(AirWatch Cloud)

Choosing the Right Business Model

VMware provides our Service Provider partners
several business models to choose from. In
determining what is the right model, the first
question to consider is: “Do you want to own
the Terms of Service (ToS) and Support?”

If the answer is “No” and you prefer VMware to
own the ToS and Support, then the correct model
to adopt is the Solution Provider Program.

However, if the answer is “Yes” and you rather
own the ToS and Support, then the vCloud Air

pm———

“Do you want to own your customer’s
Terms of Service and Support?”

C—

Yes, but...

YES

No

Business Process Network Program is the right model for your v" | want to own my customer’s ToS 7 e e G iy QU ETERS oS & 1do not want to own my
business. Within this Program, there are two v customer’s ToS
options to choose from. | watnt to own support for my e e e support for my X 1q t . y
Support customer SISO ¢ oCrLc;tc\)Nrjgr 0 own support for
Determining MSP is the Right Fit X I do not want to leverage v o b Vi Cou y
want to bu ware Clou
= |f you do not want to leverage VMware’s VMware’s services and data - v | want to resell vCloud Air-based

services and data centers and rather build
services yourself in your own data center, then
the vCloud Air Network License Rental
Program is the right model for you.

=  On the other hand, if you want to buy VMware
Cloud offerings to provide fully managed
services on top, with or without using the
VMware brand, then the vCloud Air Network
Managed Service Provider Program is the
right choice for your business.

centers; | want to build services
myself, in my own data center

vCloud Air Network
Program:
License Rental

vCloud Air Network Mobility Managed Services Handbook - November 2016

based offerings to provide fully
managed services on top, with or
without using the VMware brand

vCloud Air Network
Program:
Managed Service Provider

()

€ PREVIOUS PAGE

offerings as-is, potentially
wrapped with professional
services
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New in Q4 2016 - Mobility MSP
Program Overview There are several type of contract commitments within the vCloud Air

Air Network MSP program. As of Q4 2016, we added the Mobility Service Availability by MSP Horﬁg; Al
vCloud Air Network MSP Commit Contract to the program, which enables our partners Contract Type
(VCAN) to purchase AirWatch Cloud services, in addition to the existing Air Contract Contract

and Horizon Air offers.

Managed Service Provider

(MSP) Please note that in order to purchase AirWatch products, partners vCloud Air Dedicated Cloud
need to sign up for a separate commit contract from Air and/or \/
Mobility MSP Horizon Air. Additionally, the commit and discount levels for the
(AirWatch Cloud) Mobility MSP contract are different than those of Air and Horizon
Air. For the Mobility MSP commit and discount levels, please refer vCloud Air Virtual Private
to the next page. Cloud
Business Process
VCAN MSP Contract Types vCloud Air Virtual Private

Cloud on Demand

Support

= Air MSP Commit Contract - This allows you to purchase any
vCloud Air and Horizon Air products from VMware. The total
spend from both product categories will count towards your
minimum monthly spend commit. Please note that with the Air
MSP Commit Contract, you will not be allowed to purchase
AirWatch Cloud products. To do so, you will need to sign a
Mobility MSP Commit contract (see below).

vCloud Air Disaster
Recovery

Horizon Air Desktop and

= Horizon Air MSP Commit Contract - If your focus and target is Apps
to provided managed services for Desktop-as-a-Service (DaaS),
then this is the right contract for you. You will only be able to ) } ;
purchase Horizon Air Desktop and Apps Services and their total Horizon Air Disaster
spend will count towards your minimum monthly spend commit. Recovery

N X X X X

=  Mobility MSP Commit Contract - This is the choice for Service
Providers who want to focus on enterprise mobility
management. You will only be able to purchase AirWatch
products and their spend will count towards your minimum
monthly spend.

AirWatch Cloud

AN

vCloud Air Network Mobility Managed Services Handbook - November 2016 /ﬁ\ € PREVIOUS PAGE NEXT PAGE = 1



AN 4 Mobility MSP Commits and Discounts vmware

| ' vCloud Air” Network

Commit Levels and Discounts for MSP Mobility Contracts (Levels 1-5)

Program Overview The commit levels and discounts for Mobility contracts are shown in chart A below.. The discounts for the vCAN MSP program are volume based, therefore the higher

the spend, you commit to the higher the discount you will be entitled to. There are five commit/discount levels (1 through 5) and any new or existing vVCAN Partner is

vCloud Air Network eligible to sign up for them.

(VCAN)

Managed Service Provider Eligibility to purchase Mobility MSP Services with a vCAN Rental Commit Contract (Levels 1R - 5R)

(MSP) Additionally, any vVCAN Partner who currently has an existing active Rental Commit Points Contract is eligible to purchase Mobility MSP products at a discount without
having to sign up for incremental dollar spend. This will allow the partner to enroll into the vVCAN MSP program in order to purchase Mobility products at a discount with

Mobility MSP a $0 dollar commit. See table B for the rental point requirement and discounts entitled for Mobility products. Again, this is only eligible for current vVCAN Rental

(AirWatch Cloud) partners with existing point commit contract.

Important - vVCAN Rental partners must become a MSP partner first before they can purchase Mobility services. Consumption of MSP services do not count towards the
Business Process burn down of the rental points commit. Partners cannot apply rental points towards the purchase of MSP services. Billing for MSP products are in currency values.

Support

A. Eligibility: For all New and Existing vCAN Partners B. Eligibility: Only for Current vCAN Rental Point Partners
Level 1 10% $500 $450 Level 1R 0% $0 360 points
Level 2 15% $1,000 $850 Level 2R 10% $0 1,800 points
Level 3 25% $10,000 $7,500 Level 3R 15% $0 . 0800 points |
Level 4 35% $50,000 $32,500 Level 4R 30% $0 30,000 points
Level 5 40% $100,000 $60,000 Level 5R 40% $0 1%2}2&0

vCloud Air Network Mobility Managed Services Handbook - November 2016 /ﬁ\ € PREVIOUS PAGE NEXT PAGE = 12
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Services Included in AirWatch Bundled Packages

Program Overview The following AirWatch color bundles are available for purchase through the Mobility MSP program. Please note that all Color Management Suites offered
through the vCAN MSP program include the Production Level Support. To learn more, please refer to the Support section in this handbook.

vCloud Air Network
(VCAN)

Managed Service Provider Feature Description ORANGE
(MSP)
" Mobility Device Enables businesses an efficient way to manage and secure all mobile devices, including
Mobility MSP R g ] 5
) Management smartphones, tablets, laptops, and peripheral devices across OS’s
(AirWatch Cloud)

Provides complete separation of work and personal data on devices, securing corporate

Container S )
resources and maintaining employee privacy
Business Process Catalo Allows IT to secure and dynamically deploy applications to end user devices in an app
9 catalog.
S Boxer ** Provides end users a better-than-native email experience with turbo-charged
upport productivity features while also meeting IT security requirements
App Wrapping *** Adds security and management capabilities to already developed applications
Enables secure browsing and provides organizations with the ability to configure
Browser } . ; ) )
customized browser settings to meet their unique business and end-user needs
Content Locker Protects sensitive content in a corporate container and provides users with a central
Standard application to securely access the latest documents from their mobile devices

VMware Identity . . L o : I
Manager Delivers one-click access to any application with single sign-on capabilities
Telecom Enables IT to easily monitor data and roaming usage alongside devices

Content Locker
Advanced ****

AT N AS N1 A N1 A N S N

Builds upon Content Locker Standard with collaboration and sharing capabilities

* AirWatch Mobile Device Management includes native email management with PowerShell integration.
** VMware Boxer includes the AirWatch Secure Email Gateway (SEG).

** AirWatch App Wrapping includes AirWatch Tunnel (i0S and Android only).

*x - AirWatch Content Locker Collaborate includes AirWatch Content Locker Standard.

vCloud Air Network Mobility Managed Services Handbook - November 2016 /ﬁ\ € PREVIOUS PAGE NEXT PAGE = 13
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Mobility MSP AirWatch Product Packaging Package Options

Program Overview AirWatch is a comprehensive enterprise mobility platform
that delivers simplified access to enterprise apps, secures
vCloud Air Network corporate data and enables mobile productivity. . Green
(VCAN) AirWatch _
Mobility MSP begins with a subscription to one of the Management Suite
Managed Service Provider AirWatch Color Management Suites. There is a minimum

(MSP) requirement on the initial customer order to purchase at

least 25 units of one color suite. For example, you may

Mobility MSP purchase 25 units of the Blue Suite and 10 units of the Orange

(AirWatch Cloud) Suite on the first order. However, you may not purchase 10 Cloud Type Shared
units of Blue and 15 of Orange. This requirement goes away
for add-on orders for the services.

Yellow

Business Process

At this moment we are offering Device-based licensing for Pricing Type
organizations in which employees use a single device or share

support devices. As we broaden our product offerings in the future,

user-based licensing will be added to our product line.

Per Device

All of the suite subscriptions are for 12 months. Service Term 12 month

Currently only Commercial SKU’s are offered through the
MSP program. We are looking to enhance our offerings with
Federal and Academic products in the near future. Segment Commercial

We offer two types of billing methods - prepaid upfront and
monthly recurring invoicing.

Billing Monthly

All of the AirWatch Color Suites comes with Production Prepaid

Support included. To learn more about Production support,
please refer to the Support section of this handbook.

Support Production

vCloud Air Network Mobility Managed Services Handbook - November 2016 /ﬁ\ € PREVIOUS PAGE NEXT PAGE = 14
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Program Overview

vCloud Air Network
(VCAN)
Use Case

Managed Service Provider
(MSP)

Mobility MSP Business Need

(AirWatch Cloud)

Business Process

Support

MSP Value Add

Key Metrics

Business Outcome

Identify Use Cases for your Customers

Below are some examples of use cases to get your customer started with Mobility Managed Services. Leverage our AirWatch Cloud offerings to enhance security
and compliance, improve customer satisfaction, and gain cost efficiencies and increase agility.

#1 - Enhance Security and
Compliance

Unified management of smartphones,
tablets, laptops, peripherals and 10T,
across all operating systems and device
ownership types, in a single platform
Secure access to applications and
internal networks to prevent data
leakage

Configuration & support

Policy & compliance management
Performance & security monitoring
Change management & education

Reduction in compliance violations and
risk mitigation

Consolidation of point solutions, cost
savings

Enabled IT with a single pane of glass
for endpoint management

Consistent way to protect corporate
data

Increase utilization and ROI of existing
infrastructure by seamlessly extending
to mobile

vCloud Air Network Mobility Managed Services Handbook - November 2016

#2 - Improve customer and internal

user satisfaction

Enable users to work from anywhere, on
the device of their choice (BYOD)

Enable easy, single sign on access to the
business apps that are critical to end
user workflows

Consulting & education
Configuration & policy management
Migration support

Performance & security monitoring

Utilization of apps
Reduced time to complete a work task

Increased end user productivity and
efficiency

Improved end user satisfaction
Removed complexity for end users

G)

€ PREVIOUS PAGE

vmware

vCloud Air” Network

#3 - Gain cost efficiencies and
increase agility

Transform existing business processes
by leveraging mobile technologies

Migrate legacy processes and systems to
a modern, mobile architecture

Professional services & change
management

Configuration and policy management
Migration support
Performance monitoring

Cost savings in eliminating paper-based
workflows

Reduced time spent on daily operations

Self service and automation of traditional
IT tasks, thus reducing internal IT costs

NEXT PAGE =
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Program Overview

Business Process
End-to-end Flow
Join the MSP Program
Get Trained on Mobility
Test the Service
Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

) € PREVIOUS PAGE

vmware

vCloud Air™ Network

NEXT PAGE =

Mobility MSP
», Business Process

16



A
4
4 B

.
4

Program Overview

Business Process

End-to-end Flow

Join the MSP Program
Get Trained on Mobility
Test the Service
Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

Mobility MSP - End to End Business Process

End-to-End Operations Flow

vmware

vCloud Air™ Network

Please follow these eight steps below to begin participating in the vCloud Air Network Mobility MSP program. Details on each of these steps are in the laid out in

this chapter of the handbook.

!

©

6

i ©

© o EEE—— i
@
-—
} -— o
PARTNER
JOIN TRAIN TEST COMMIT ENVIRONMENT ORDER REPORT INVOICE
Contact vCAN Access Partner Apply the knowledge Contact your A production isolated Access MyVMware Access iAsset portal Receive monthly
Operations to enroll University and get you acquired during Aggregator and sign multi-tenant portal to order to review monthly consolidated invoice
into the MSP trained on AirWatch training towards a up for a MSP Mobility  environment is set up.  AirWatch services for usage and submit from your
Program products hands-on test drive Commit Contract for you to manage your customer - report to your Aggregator

Access:

VMW Partner
University

Contact:

vCAN MSP
Operations

of the service

Request:
Demo Sandbox

Contact:

Aggregator

your customer
accounts

Access:

AirWatch
Console

New, add-ons,
renewals, upgrades

Access:

MyVMware
Portal

Aggregator

Access:

iAsset Business
Portal

Pay:

Aggregator

One time initial setup

As Needed

Once a Month

vCloud Air Network Mobility Managed Services Handbook - November 2016
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Program Overview

Business Process

End-to-end Flow

Join the MSP Program

Get Trained on Mobility
Test the Service
Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

Join the MSP Program

vmware

vCloud Air” Network

Become a vVCAN MSP Partner

Once you have decided that the vCloud Air Network
Managed Service Provider Program is the right model
for your business, join the program with VMware.

For Partners Not Currently Enrolled with the
vCloud Air Network Program

If you have not already joined the VMware vCloud Air
Network Program Agreement, then sign the Program
Agreement (1). Please go here and click on the “Enroll
Now” button.

For Partners Already Enrolled with the
vCloud Air Network Program

If you are already part of the vCloud Air Network
Program and have a License Rental agreement in place,
then complete the Subscrition Service Addendum (2).
Please contact MSP@VMware.com to get the process
started

k1 vmware

VMWARE VCLOUD AIR NETWORK PROGRAM AGREEMENT

This Viiware vCloud Air Metwork Program Agreemant (this "Agresment’) 15 bedween You
You'" or "Partner’), and aither {a) Vidwans, Inc having its pancipal place of business at 3401
Hillvigw Avenue, Palo Alte, Califormia 94304, if You are located in the United States, or (b)
Vhiwane Intam abonal L., having its pancpal place of business &t Pamell House, Barack
Square, Ballincollig, County Cork, Ireland, if You are located elsewhers {Vilware'), The
Agresment is effective as of the date that You click "Agres” to the terms of this Agreement (the
*Agreement Effective Date”), and capitalized terms used but not definedin the body of this
Agreament shall have the maanings asonbad in the Parmer General Terms atached as Appen.
dix 1, or the Commercial Tems attached as Appendix 2. Both the Parmner Seneral Terms and
the Cormmercial Terms are incorporated in this Agreement by reference

1. DEFIMITIONS.

14 CAggregator means a company designated by Vidware as avCloud Air Network Pragram
Aggregatorn

12 "Business Portal’ rmeans the online tool identified by Viviwane from time to time for ad-
rrinistration of vClowd Alr Metwork activity, andwhich may currenthy be found at

1 2 4 VYMWARE VCLOUD AIR HETWORK PROGRAM
‘ ¥ SUBSCRIPTION SERVICE ADDENDUM

I COMTRACTIMNG ENTITY

A) I Service Provider is locabed in the United States, this Addendum is between Service
Frevader and Yitware, Ing, havingits pancipal place of business 21 2407 Hilkvigw Ave-
nue, Palo Alte, Calitomia 84304,

B} If Serdos Frovider islocated cutsida the United States, this Addendum is bebween Sar
it Prgridar end Witware International Ltd,, haang its pandipal place of busingss &
Pamell Heuse, Bamack Square, Ballinedllig, Caunty Coak, Ireland.

In thiz Addendum, YWidware, Inc. and Widrene Intemeton sl Lbd. are individually snd collec
vy rofeirod 10 &5 " Witware.”

Wi s changed the name of the Vidwang Senice Provdes Brogram (VEFS) 1o the vCigud
Air Metwnork Program” and 211 el eren c&s to the Vidwens Sepvice Provder Program or VSRR shall
Bir oo redorences w the vCloud Ar Metwork L This WiEreane wClowd Air Motk
Programn Subscipiion Sendca Addandurm {this “Addendum’) supplements and becomes part of
the Program Agreemant, Dafined temms used bul nol dalingd in this Addandum shall have the
meanings set forth in the Frogram Agresment o the Terms of Service, &5 applicable.

1. DEFIMITIONS

A)"Busingss Pm.tal'_l_'.\'rja-_‘lﬂ_mgl_ﬁs'llmt_rlw :U_l)ﬂh‘l:trq [h' VI_LM&‘L'I Teom UFr K DY ot &'U-
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116 “wCloud Alr Network Program Product® mean s the Software, in object code form only,
listed in the wCloud Air Metwork Program Froduct Usage Guide and made available to Service
Prowicer by Viviware under the vClowud Air Network Frogram

2. APPQINTMENT. Subjectto all terms of the Agreement and satisfaction of the Program
civtedia, Viiwane appoints Pamner as a Senvice Prowider in the Temtory. Partner may procuns
and use Licenses and Substrplion Senvices in accondance with e Sxpress tenms of this
Agreement. Partner must establish a separate relaionshipwith each Aggregator in the Temtory
frornwhich Pamn er desines to procure License points of Subsciption Senices. The nghts and
raspon sibilites applicable 1o the Pregram aré more fully described in the Guids.

3. PROGRAM LICENSES.

31 Neotfor-Resale (“NFR") Licenses. Should Serace Provider oblan NFR Licenses for
Softwara &5 specified in the Guide, Pamnar shall usée such NFR Licensas subject 1o the tems of
the Licénse Agreement accompanying such Software, éccept as futher resmcted as follows: (a)
MNFR Licen ses may be used by Parner only during the tem of this Agresment solely for product
demon stration of ianing pumposes, and [b) nobwithstanding sny ¢on rary provisions in the L.
cense Agreement, Parner may not use such MFR Licenses for its own information processing
of computing of redisiribution needs. Upon temmination o expiration of this Agreement for any
réason , Parner shall ceage using all NFR Licenses andwill rétum 1o Viderane all copies of the
Seftware (including backup copies) in any and all media, and delete any such copies that are
resident in the memory or hard disks of computers ovned or controlled by Parner

32 Internal Use Licenses. Farner may procune Licenses for intemal use from Vivivan re-
sallars im th e conrine wihste e Softeans will be peed Patnars nss of Softeans for inremal

) “Service Provider® maans the business entity identified in the " Company Narma® fisld
of the Vidwane Patner Mebwork ("WPN') application form associeled with the Farner
Central Account used o agree to this Addendum,

K) SUBSSAPHON SErvISes” moans Semces IEnIhod 25 Sech o e wCloud Aar Metwon:
Brogram Guidi & diorvClowd Ar Mot ok Prograem Produ ot Usage Gurde.

L} ' Terms of Servige’ means the terns of senvics for the apghicable Subscription Sendce
svgilatle from Viirrens, a5 modified from Bme o ires (e.9., the approps ate terms of e
i e wClowd Air ane ovplalli a2 Bap Mecone vrraaee eomidovnloadiala),

. AUTHORIZATION

&) Furchase end Use of Subsonplion Senices. Vidware suthenzes Service Providar to
purchase Subsoription Services in_accordenca with the terns of this Addendum end
e Guide. Subject 10 Secuon 1l (S)of this Acdendum, Semvice Providars use of e
Swbscription Services shall be subject to the Temns of Sarvice.

E1 Cugtomar Actess and Use. Metwithstgnding anything to the contrésy in the Terms of
Seoice, SUNNG the e of the Program Agaement. Senace Prowder may allow its Cus-
tomens to access and use the Subsciplion Sendcesintegratedinte atdan aged Services
Cfformg for 3 Cusiomer's ovi bendtitn aotordan covath (o tonms of the Guido, Eadh
Customers's ysa of the Subschption Services shall be deemad use by Service Providar
g2l for purposes of the Terms of Service, including without limiteton (1) all other rele.
vant gaeumeniEien regerding he Subsonpion Senices. such as the Serice Descop-
tion, Service Level Agrearnant, Data Privacy Addendum, and Third Pamy Termns, end(ii)
vy charis i tuired of 2ddibonal products of $onatas ondored by Cuslome tidugh
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vCloud Air” Network

Get Trained and Certified on AirWatch Technologies

End-to-end Flow Before you start transacting with Mobility MSP products, complete the AirWatch trainings and accreditations. AirWatch courses are available within the Mobility
Management Competency - Solution Competency section of VMware’s Partner University site. To access these courses, please go here.

Program Overview

Business Process

Join the MSP Program

Once you have completed these courses, you will have the opportunity to access a free test sandbox for hands-on experience and apply the knowledge you acquired
Get Trained on Mobility from the trainings.

Please note that there are mandatory courses, which must be completed by a certain number of resources in your company prior to start transacting AirWatch products.
Additionally, there are courses and accreditations that are strongly recommended to be completed in order to enhance your knowledge of the products and their

Test the Service

Commit to a MSP Spend technologies. For the Mobility MSP program, we have a requirement for two resources per region for each partner to complete both the Sales (VSP) and Pre-Sales
(VTSP) courses. In addition, we are recommending one resource to complete the post-sales accreditation (Associate and Professional). Please refer to the table below
Partner Environment is for details.
Created
. Resources s . . .
Order Mobility Services Requirement Required Phase Course and Accreditation Pre-Requisite Duration Cost Link

Complete Monthly Reports

Mandatory 2 Sales VSP - Mobility None 2.5 hours Free Start Course
Invoice and Billing

Support Mandatory 2 Pre-Sales VTSP - Mobility VSP 5 hours Free Start Course
VMware AirWatch
Skl 1 Post-Sales Associate Accreditation: VSP & VTSP 2 days $1.650 Start Course
Recommended . o per person
Enterprise Mobility
VMware AirWatch
Sty 1 Post-Sales Professional Accreditation: Associate 1 day $1,650 Start Course
Recommended per person

Enterprise Mobility
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Program Overview

Business Process

End-to-end Flow

Join the MSP Program

Get Trained on Mobility
Test the Service
Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

Test the Mobility Air Service

vmware

vCloud Air” Network

Mobility MSP Demo/Test Capacity

Once your have completed your training on AirWatch products, you now have the option to test the service. This will allow you to apply the knowledge you gathered
from those courses for an hands-on experience in a demo sandbox. The vVCAN MSP program offers several options to allow you to try the Mobility Air services. Please
refer to the table below for trial options and decide which suits your needs the best. Important: You must complete the AirWatch training courses before you can access

these trial offers.

Trial Option

Description

Requirements

Conversion to
Production

Get Started

TestDrive - Using Your
AirWatch Sandbox

Obtain a personal demo AirWatch sandbox
and enroll devices to it. This sandbox is your
personal AirWatch playground where you
can make custom admin configurations in
the AirWatch console and then enroll
devices to see the corresponding features
on the device.

Complete AirWatch VSP and
VTSP courses. Sign up for a
valid account in the VMware
TestDrive sandbox. No need to
sign up for a Mobility Commit
Contract

No. All services created in
this sandbox are for test
drive purposes and cannot
be converted to a
production site.

Visit the AirWatch

TestDrive site to get

started.

Internal Sandbox within
AirWatch’s Management
Console

Once you have signed up for a MSP Commit
Contract, an isolated environment will be
created for you. You can access the demo
feature within this console to create a
sandbox to test the service

Sign up for a Mobility MSP
Commit Contract. A production
environment will be then created
for you, allowing to access the
demo sandbox feature

No. All services created in
this sandbox are for test
drive purposes and cannot
be converted to a
production site.

Sign up for a MSP
Mobility Commit
through your
Aggregator and your
AirWatch Environment
will be created

MSP Service Credits for
Testing and Demos

Partners may request a credit up to
US$1,000 MSRP for test capacity and apply
to the initial order for the first month of
usage. Once the credits have been

Sign up for a Mobility MSP
Commit Contract. Service will
continue unless Partner explicitly
requests it be canceled before

Yes. All services are in
created in an actual
production environment,
so if customers wishes to

Credits must be
requested via email to
MSP@VMware.com and

are redeemed within

consumed or expired, service will continue the usage or expiration of these continue services, there is MyVMware.
and be billed per standard program rules. credits. To cancel, please no action required.
To cancel the service, partner must contact contact MSP@VMware.com.
VMware prior to the end of the first month.
vCloud Air Network Mobility Managed Services Handbook - November 2016 /ﬁ\ € PREVIOUS PAGE NEXT PAGE = ple]
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Program Overview

Business Process

End-to-end Flow

Join the MSP Program

Get Trained on Mobility
Test the Service
Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

Decide which Test Option Suits your Needs

vmware

vCloud Air” Network

Your Need

Mobility Test Option

Get Started

“l want to test the service before
taking training courses.”

None available

In order to access one of our test sandboxes, you must have completed the
mandatory AirWatch training courses first. Without this pre-requisite, your ability to
navigate through the AirWatch console and fully experience its capabilities will be
limited.

Please complete the AirWatch
training courses before
requesting a test sandbox.

“I have completed the training, but |
want to test the service before having
to commit to a MSP spend contract.”

TestDrive for AirWatch

You can request a personal AirWatch demo sandbox to be provisioned for you.
Through this you will be able to enroll devices to it. This sandbox is your personal
AirWatch playground where you can make custom admin configurations in the
console and then enroll devices to see the corresponding features on the device.

Visit the AirWatch TestDrive site
to get started.

“l have already committed to a
contract, but | want like to test the
service before | place an actual
customer order.”

Demo Sandbox within Partner’s AirWatch Console

Once you have signed up for a Mobility Commit Spend Level, VMware will set an
isolated multi-tenant environment for you to manage your customer accounts and
hierarchies. Additionally, an internal organization will also be created. You can use
this internal organization to create demo sandboxes for customers or to use as
practice to train your own employees.

Sign up for a MSP Mobility
Commit through your
Aggregator and your AirWatch
Sandbox will be created.

“l want to test the service but, | want
the instances | created to be
converted into production.”

MSP Service Credits for Testing and Demos

Partners may request an initial one-time credit up to US$1,000 MSRP for test
capacity and apply to the first month of usage. You will need to sign up for Mobility
MSP Commit contract, which will allow you to place an actual production order for
your customer through VMware’s portal (MyVMware). The first $1,000 consumed
within the first month of the service will be credited towards your account. Once the
credits have been consumed or expired, service will continue and billed per standard
program rules. However, if you do not wish to continue, you will need to cancel the
service by contacting VMware prior to the end of the first month or the consumption
of the first $1,000, whichever comes first.

Credits must be requested via
email to MSP@VMware.com and
are redeemed within MyVMware.
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Sign up for a Mobility MSP Contract Commitment LS

vCloud Air” Network

Program Overview

Business Process

Sign a MSP Contract with your Aggregator (Level 1 - 5) Table 1 - Mobility MSP Commit Levels for New and Existing vCAN Partners
End-to-end Flow When you are ready to sign a MSP commit contract, select an aggregator MSP Discount Monthly Committed Minimum Monthly
' you wish to work with. The contract is for a 12-month period and requires a Off MSRP MSRP Spend (USD) Billing (after discount)
Join the MSP Program committed monthly spend. There are five levels of monthly spend
: » commitments available, with associated partner discounts increasing with Level 1 10% $500 $450
Get Trained on Mobility each level (see Table 1on the right).
Test the Service Calculating Monthly MSRP Spend - At the end of every month, VMware Level 2 15% $1,000 $850
will calculate the MSP monthly spend. Calculation for the achievement of
Commit to a MSP Spend the Monthly Spend is based on MSRP total. However, invoicing for the Level 3 25% $10,000 $7,500
services you consume will be based on MSRP minus your contract discount.
Partner Environment is Seryige Providers will be billed for the minimum monthly spend plus any Level 4 35% $50,000 $32,500
Created additional charges consumed over that amount.
3-Billing Cycle Grace Period - When signing up for your initial Level 5 40% $100,000 $60,000

Order Mobility Services commitment period, Service Providers will have a grace period for the first

3-billing cycles, during which you can ramp your monthly spend. You will
only be invoiced for the actual services order, without the minimum monthly

Complete Monthly Reports

Invoice and Billing commitment amount being enforced during that timeframe. Table 2 - Mobility MSP Commit for Existing vCAN Rental Partners
. - . . MSP Discount Monthly Committed Minimum Monthl
Eligibility to purchase Mobility MSP Services with a vCAN Off MSRP MSRP gpend (USD) Rental Point Commit
Support Rental Commit Contract (Level 1R - 5R)

Additionally, any vVCAN Partner who currently has an existing active Rental Level TR 0% $0 360 points
Commit Points Contract is eligible to purchase Mobility MSP products at a i
discount without having to sign up for incremental dollar spend. This will Level 2R 10% $0 1,800 points
allow the partner to enroll into the vVCAN MSP program in order to purchase 10.800 boints
Mobility products at a discount with a $O dollar commit (see Table 2). Level 3R 15% $0 (3,606 dev.réountries)
Important - vVCAN Rental partners must become a MSP partner first before . i
they can purchase Mobility services. Consumption of MSP services do not Level 4R 30% $0 30,000 points
count towards the burn down of the rental points commit. Partners cannot
apply rental points towards the purchase of MSP services. Billing for MSP Level 5R 40% $0 100,000 points

products are in currency values.
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@

Program Overview

Business Process Choose an Aggregator to Partner with

End-to-end Flow Select an Aggregator you want to work with. The Aggregator will set up the MSP VMware vCloud Air Network Program

NIV ETE [

Commit contract between you and VMware and also invoice you for the services you (I';‘Sazgj;:ipaﬁng Aggregators - Americas
Join the MSP Program consumed from VMware.
Get Tl’ained on M0b|l|ty . L . ) VMware vCloud® Air™ Network Program
VMware vCloud Air Network Aggregators serve specific geographies and countries. To Vhfware vCloud A Netwark <arve specific and countries. See the table belaw 1o locate the
Est e CEdies obtain the latest list of VMware authorized Aggregators, please go here and click on B o ey Rsresatar nformatin [or EMER and A7 can b found by lagaina ke
the “Find an Aggregator” button or contact MSP@VMware.com. Govgrenhy | Aggregeior Rams — o Soved i
. Insiy it t: anada: Uni es jal insis com
Commit to a MSP Spend i K b oo —
. . . . . Amencas Ingram Micro - CAN Canada Canada VCAN@ingrammicro.com
Partner Environment is Ohce you have the list, |q|ent|fy which preferrgd AggregatorAyou would like to work | e G O P
with and contact them directly to get a Mobility MSP commit contract setup. Roea: Domiican Repushe.

Ecuador; El Salvader, Guadeloupe;
Created Guatemsls; Haiti: Honduras:
Jamaica: Nicaragua. Panama;
Peru. Puerto Rico: Trinidad And
Tobago: United States. Virgin

HH 1 Islands, British
Order Mobility Services
Amernicas Carahsoft Technology United States United States. ymwaredcarahsoficom
Corporation
Americas Sofichoice Us United States Canada: United States VCAN VMware@sofichoice.com
Complete Monthly Reports Fmencas | Sofichowe Comporaion | Canada Canada: Unied Siaies VAR ecom
Americas Armow ECS Canada Ltd | Canada Canada ECSCloudSenices@amow com
. rre Amencas Asrow Enterprise United States United States ECSCloudSenvices@armow.com
Invoice and Billing St Tehnoiogy
Group
Americas SHI International Corp. | United States Canada; United States ViwareCloud @SHI com
Amencas Officer Brazil Brazil Brazil VIwaregpoficer com br
Amencas Licencias OnLine SA Chile ‘Argentina; Bahamas; Bermuda; lolcloud @hicenciasonline.com
Bolivia; Cayman Islands; Chile;
Colombia; Costa Rica; Dominican
Support B oo S

Guadeloupe; Guatemala; Haiti;
Honduras; Jamaica: Mexico;
Nicaragua; Panama. Paraguay;
Peru: Puerto Rico; Trinidad And
Tobago: Uruguay, Venezuela,
Bolivarian Republic O Virgin
Islands, British; Virgin Islands, U 5.

Amencas DCL Brasil Distribuidora | Brazil Brazil waemontbrasl com b
Lida
Your Cloud Advantage
Acceierate IT. Accelerats Your Business
Vhbware, Ine. 3651 o usa
[ —— h
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Program Overview

Business Process Email Notification MSP Mobility Contract is Active

. vmware e
End-to-end Flow Once you have placed the order with your preferred Aggregator for a new Quick Links
vCAN MSP Mobility Air Commit Contract, they will in turn book an order with VMware US Order Confirmation # 122177 m  Knowledge Base
Join the MSP Program the VMware vVCAN Operations team. O
Hello
Get Trained on MObiIity Once your Mob|||ty Air Contract has been Created‘ you will receive a Thank you for your order with VMware. You can download your VMware products here. = Login To My Viware
. notification from VMware of this (See Sample email to the rlght) To view this order confirmation email in another language, please click one of the links below:
Test the Service Deutsch | B3 | BiEF%
Commit to a MSP Spend At this time, VMware will proceed to create an isolated multi-tenant partner Order Confirmation:
environment for your account, in which you can manage your customer Order Date : JUNE 30, 2015
. . Order No : 122177
Partner Environment is accounts and organizations. e
C t d Please refer to your order number in all of your communication with ViMware.
reate
Please do not place any orders for new AirWatch services for your mwmgzﬁgggjm e er Name
AllR A I i ifi i I My VM P t contact: Tony Gi T @ rh
Order Mobility Services customers gntll you have recelved_ the notification from VMware that this W Vihore Erocurement corlac_tory Georye tgeoreGepparirercom
partner environment and console is ready for use. My ViMware Customer contact: Tony George, tgearge@msppartner.com
Complete Monthly Reports PO Number PO Number 2583

Reseller PO Number: Reseller PO Number: AIR
End User PO Number End User PO Number AIR
Payment method:VSPP VSPP Name:COMMIT

Invoice and Billing

Bill To: Agaregator Name Ship To: Partner Name

Aggregator Address Partner Address

City, State, Zip Code City, State, Zip Code

Phone: 555-134-2345 Phone: 555-957-5845

Support

Product Quantity Price  (USD)
wCAN Mobility Air Plan, 12 Month Commitment 1 00
Tax TBD
Shipping And Handling TBD
Estimated Total 00

If you are experiencing any login or download issues to the My VMware portal, please contact VMware
Global Support Services using your local dial in number which can be found at Click here

Thank you for registering with VMware. Any information that you provide to VMware will be treated in
accordance with our Privacy Policy.

Contact us Terms of use Privacy Accessibility Site Index Help Feedback [+]
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ANV Creation of your Partner Environment

Partner
Program Overview Environment

Business Process

Partner Environment Creation

End-to-end Flow After you have signed up for a Mobility MSP Commit Contract with your preferred Aggregator, vmware airwatch
' VMware will create a personal isolated multi-tenant environment for your account. This
Join the MSP Program console will allow you to setup and manage organizations and hierarchies for your customers

as well as create sandboxes. See graphic below for the partner environment setup.

Get Trained on Mobility

Welcome to AirWatch!

Thank you for partnering with AirWatch® by ViMware®. Your
account has been created. Please follow the steps below to begin
setting up your demo environment.

Test the Service Isolated Partner Environment - (Setup for each MSP)

Log In to Your AirWatch Environment
Enter the following credentials to access your
Customer Customer Customer Q e ¢ Y
Order #1 Order #2 Order #N — ’
WSS console URL:

https://awmdm.com/AirWatch
User Name: Username@company.com

Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billin
g Customer #1 Customer # 2 Customer #N Password: Password

Organization Organization Organization

Support

Activate Your AirWatch ID

m Activate your Ai'Watch ID fo access myAirVWatch, an
online portal with partner tools and resources.

Notification Email with Login Credentials R o
. n demand webinars
Once your partner environment has been setup, you will receive an email notification with your + AirWatch Academy training
console location as well as your personal log-in credentials (see sample email to the right). +  Product documentation in the Resource Portal

This email will be sent to the key partner contact per the name specified when the Mobility » ASKAirWatch online knowledgebase

MSP Commit Contract was signed with the Aggregator.

Use these details to access your AirWatch console. vmware airwatchr
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LWV 4 Access the AirWatch Management Console
4 B

5

Program Overview

Business Process

Logging to AirWatch Console for the Partner
End-to-end Flow Environment

AirWatch Console @ AliCovered ~

Dashboard | 2l St
Once you have logged in to the console for your partner | Dashboard
environment, you will be able to manage your customer

accounts and your internal organization groups.

List View

g » Lifecycles
Devices TOTAL DEPLOYMENT : 2 4 6
* Profiles :

Join the MSP Program

Get Trained on Mobility

Important - To start creating your customer groups, place a Sl * Compliance Palicies
customer order through the vVCAN MSP Mobility portal » Certificates SECURITY
Commit to a MSP Spend *MyVMware”. Please refer to section 6 (“Order”) of this chapter

Test the Service

T
#olading & COMPROMISED NO PASSCODE NOT ENCRYPTED

to learn how to place those orders. Please do not attempt to praiioning
Partner Environment is create your own customer groups under customer accounts (G > Printers
Created within this console. New customer accounts and add-ons Disvices Settings
must be ordered through the vVCAN MSP Portal (MyVMware). <1% 8%
Order Mobility Services Failure to comply with this rule may result in improper customer
account setup, incorrect billing, transactions not counting
Complete Monthly Reports towards your monthly commit burn down, and technical issues. , . .
Setting up your own customers hierarchies is also considered a
Invoice and Billing violation of the MSP program rules.

LAST SEEN OVERVIEW

149 e

In addition to your customer groups, a separate internal
support hierarchy group is created under your company. Here you can
create your own child organization groups for internal use, such
setting up demo sandboxes for customers or for practice use to
train any of your own employees.

DEVICES SEEN IN LAST 8 HOURS

PLATFORMS
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Program Overview

Business Process

Login to MyVMware Portal

End-to-end Flow Once your Mobility MSP Commit Contract is active and

your personal partner environment has been created, you
Join the MSP Program are now ready to start placing AirWatch Orders for your B Login
customers.

my vimware’

Get Trained on Mobility Partner Programs b)) | Email adaress or customer numisar
Use your existing VCAN Partner credenhals to .Iog|.r1 to : e e e e e

Test the Service MyVMware. You should have received an email with your aidle sources, training and suppart to diffarentinte your business and increasa
username and password with access to MyVMware when peicay;Eadog kit elica snd doilschiasebeo iness Forget yous password?

Commit to a MSP Spend you first activated your vCAN contract. If you have

Password

X Rrnemier me
problems accessing your account or have forgotten your
Partner Environment is login credentials, please contact

Created partnernetwork@vmware.com.

Order Mobility Services Through MyVMware portal, you will order new services, P Register
add-ons, renewals and upgrades for all of your VMware
Complete Monthly Reports services.
Invoice and Billing 1. To begin, log in to MyVMware.com and enter your ; : :
credentials as issued by VMware. my vmware Products Accounts Support
- . | D ::‘"4 Manage Accounts View Purchases
Support Login to the vCloud Air Network Portal & ‘ -
. . . . L View & Download Manage License Keys Manage Users & Account Summarny Crder History
2. To view your vCloud Air Network information within Products Permissions Users & Permissions Subscription Biling Statements
your MyVMware account, click on the Accounts tab Account Actiiics e
Reports
H H Enterprise Purchasing Progeam
3. Then _select the vCloud Air Network option from the @ Tour this page =)
pick list. i Cloud Credits
Search Support 1 Subscription Purchasing Program
Through this portal, you will be able to place orders for _ _ = f;“m —
new services, add-ons, renewals and upgrades. | Enter any keyword vsphere, veenter... ete) W
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vCloud Air” Network

View your Account Information

N
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Al

Program Overview

Business Process VCAN MSP Contract Details

This is the vCloud Air Network home page within
MyVMware, where you can view your existing MSP
Mobility Contract.

1. You can see Reference number for your contract.

End-to-end Flow

Join the MSP Program

%# English

VMware.com Store Inner Circle Smokelest SP2 v Impersonated by U

Get Trained on Mobility my vmware Products Accounts

2. Just below that, you can view any service

Test the Service consumption for the month under this contract.

Home / wCloud Ajr Network

vCloud Air Network

3. Below the consumption, you can view your monthly
commitment level.

Commit to a MSP Spend

Partner Environment is 4. And finally, you can see the remaining balance for the 1 | ARWATCH 12422782 | Rename
Created month. The current balance amount will equal the
. . . . Account 666653645 - VMW Test Owner Smokelest SP2
commitment amount minus the SUbSC”pthﬂ &2 \I Consumption this menth @ Service Provider Pramiar —
Order Mobility Services consumption amount. .\ AMER Users  SmokeTest SP2
) ‘ \ $112‘50 ‘5 ] iAsset Contract# 12422782 Add | Remove
Complete Monthly Reports 5. On theright, you will see your company’s account ‘3 ) f;;’?.";”&;e}’fn'g = pcgregmior N o Aggte
number and name, the commit contract number, your T ' Cumency  USD $)
Invoice and Billing contracted aggregator, your authorized currencies k:" ) Corentoaince (6 ) e
H , $38750 / mo J -
and thetpmmary owner and user of your MyVMware - Dot 20150015
account.

Support

6. Thereis a 12 month contract commitment term in the
vCloud Air Network Program, and that is also
reflected here.

7. You will see the specific start and end dates of your
contract listed as well.

8. Finally, you can link from here to view billing and
payment information on the vCloud Air Network
Business Portal.

9. Once you are ready to configure and procure a cloud
environment, click on the “Start” button.

vCloud Air Network Mobility Managed Services Handbook - November 2016

Configure Subsription Services, Add-ons, and Renewals

Subscription Setvices

Service ID

M841202368

Service Status

Active

9
Product

AirWatch Cloud

1 i
“7 ',-' End Date

Monthly Consumption

$12.50

2017-08-14

View billing and payments on wCAN Portal ‘8 J

Term End

2016-12-31

2) € PREVIOUS PAGE
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V.V 4 New Service - Place Order vmware

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process

End-to-end Flow Ordering New AirWatch Services Y#T English VMwsrecom  Store  Inner Circle
. This page allows you to order AirWatch Services, Add )
D T [ el Capacity to an existing service, modify your renewal my vmware cfenlllee ccoane Support
Get Trained on Mobility preferen_ces or upgrade a service. Note that sgbscr|pt|ons
automatically renew unless configured otherwise. - Account Name :
. CO nfl g U rato r 666653845 VMW Test Ser.. AIRWATCH_ 12422 o Help
Test the Service _ ) ) _
First, let’s walk through ordering for a new AirWatch service.
Commit to a MSP Spend The Configurater helps accurately select items for new and addon Subscription Service transaction.
1. Click “Select to Start” to see your list of available 1 '\-]
Partner Environment is services, which are based on your commit contract type. t___./
Created s, New Service 'n' . Add-on Service
. . 2. Select the “AirWatch Cloud” option to provision ) )
Order MOblllty Services SngCI‘I_DtIOﬂ _MOblllty services. You will only be _a_ble to Sign up for a new Subscription Configure additional capacity or
view this option after your order for a new Mobility MSP Service, VTR (057 € ST SilrseThan
Complete Monthly Reports commit contract has been submitted and approved. oS

Select to Start - Select to Start -

Invoice and Billing

Alrwatch Cloud kz /}
VMware Horizen A

Viware vCloud Air

Support (_, _ ¢
.. Renewal Service [717] Upgrade Service
Configure the renewal of an existing Configure the upgrade of an existing
Subscription Services. Subscription Service.

Selectto Start - Selectto Start -
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Program Overview

Business Process
End-to-end Flow
Join the MSP Program
Get Trained on Mobility

Test the Service

Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

New Service - Configure

vmware

vCloud Air” Network

6.1 New Service 6.2 Add-On Service

6.3 Renewal Service

Configuring a New vCloud Air Service

Now you will see the “Configure Service” page in which you will need to
select the following:

1. “All” for Region
“AirWatch Shared” for Cloud Type
“Device” for Pricing Type

“12 Months” for Service Term

oos wN

The currency is pre-populated by default according to your enabled
currency.

Defining Service Administrator for Order

At the bottom of the configuration page, you will see an option to select
a primary service administrator.

6. If the person placing the order is the primary administrator, click on
the “Yes, | am the primary administrator of this service” button.

7. If the person who should receive the login to the AirWatch
Management Console is different from the person submitting this
order request, then click on the “No” button and enter his/her name
and email address below.

8. Click on “Continue” when finished.

vCloud Air Network Mobility Managed Services Handbook - November 2016

6.4 Upgrade Service

B Englich

VMwire com Stora Innar Circle Smokalast SP2 W Imparsonated by User Allan Hsu

my mwa re Products Accounts Support

6

Account Mame :

Purchase a Subscription Service ssmssswm s s, ammaizizms | @ s

B covmcureservice  [E selecTrropucts [ REVIEW & SUBMIT COMPLETE
Al felds are required
Service AlrWateh Cloud Sfruick Sot (MERE)
4 1 Select your service options,
! 1 | Region |
y 2 \
| Cloud Type ® AlrWatch Shared

(3 1 Pricing Type & Device
k4 } Service Tarm
(5\ ] Curreney

= 12 months

U.S Dollar (5)

Administrator of Service

This prirmary administrator of this service is the lechnical point of contact betweean
wyour arganization and ViMware. Indicate below whather you would ke to
designate administrator for this service.

Yes, | am the primary administrator of this service

#®  No, | am not the primary administrator of this service

Enter the primary administrater contact for this service

First Name Your Name
&7 )
|
= LastNeme Your Last Name
Emall Address email@domain.com ‘8 1

2) € PREVIOUS PAGE | NEXTPAGE 9
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vCloud Air” Network

ANV New Service - Select Products

Program Overview

6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service

Business Process

VMworeoom  Stons e Circe Smokelesd SPZ ¥ Impesonsted by User Alen Hesu

End-to-end Flow Choosing the New AirWatch Service

] _ my vmware pccounts Suppo
Join the MSP Program Now you will see the “Select Product” page, where you will choose
the right AirWatch Color Suite bundle to purchase. Purchase a Subscription Service S i S 0 v
Get Trained on Mobility i _ -
1. Select the AirWatch Color Suite you wish to buy. B comamesie B icrrmeovers. [ eevei S COMRET: ( \
Test the Service 6
2. Input the quantity you want to purchase for each suite. Please iy ol Iy
Commit to a MSP Spend note that for every new order, there is a minimum of 25 i g Beact o o b e ik ot
devices for at least one suite that must be placed. This Currency
Partner Environment is requirement only applies to new orders, not to add-ons. :
Created @ vinimum purenase reguired: Seiact at lenst 25 devices of 1 sute o
3. On the Billing Type, you can choose between billed on a 3 .
Order Mob|||ty Serv|ces monthly baSIS or pre—paylng the Ser\/lce upfront Products Quantity Biling Typa Billing Rate Extended Cost
) AirWatch by VMware Green Management Suite
. . . i b AirWatch by Vivware Green Managament Suite - Shared Cloud - Per Device - Data o Morney v £4.50 / manth $0.00 / month
Complete Monthly Reports 4. The Billing Rate will show the cost per device per month for k1 -}?"“u on’ Ai; L o el . .
each suite. Rt arll mansaroert, Aitch Contanae ornar Workspaca) d App Catsog ‘2 ) §_3 ) k’4 ) ls )
Invoice and Billing - - - -
5. The Extended cost will show the total cost per suite based on 8 Prapaic $64.00 or 2 Morshis $000for 12 Montni)
the number of devices you ordered.
Support _ _ _ _ oo tcioing S22
6. And the top you will see the Service Cost, which will reflect B ———
your tota| COSt per mol’]th, :i\-').'.u:rr :?-vvwman:_-;: E.m.\gnm.—-.s...ua.sw.rancm.:n.Da.vaa-nm.n.u-.n(.mza. o Mantniy ¥ $667 / manth S0.00/ manth
7. After you have selected your service, press on the “Preview
Order” button to continue
o Menthiy ¥ $975/ month $0.007 manth
7
= S
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Program Overview

Business Process
End-to-end Flow
Join the MSP Program
Get Trained on Mobility

Test the Service

Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

New Service - Review Order Details

vmware

vCloud Air” Network

6.1 New Service 6.2 Add-On Service

Preview Order

In this next step, you can review all your order details
and configuration. Again, note that all prices are shown
in MSRP and you will not be billed for these services
until the end of the month. At that time, your
aggregator will provide consolidated pricing across all
services, with applicable partner discounts.

1. Review the service configuration.
2. Review the products and quantity you selected.
3. Review the order costs.

4. Click on the agreement on the Terms and
Conditions.

5. Important - As required by the program, basic end
customer information must be provided at time of
ordering. Please go to “Click to add end customer
information” to input your end customer’s

6.3 Renewal Service

6.4 Upgrade Service

Y Engiah

my vmware

Purchase a Subscription Service

B covrcureservice [ seLecTeronucTs B REVIEW 2 suBmIT

Review Core Service configuration.
) Sorvice Type
r 1 \ Service Torm
" | Cloud Type
. Pricing Type
Curreney U5 Doller

Products Guantity Billing Type

Ajrwateh by VMware Groen Managament Suite

!2 \ Adrwat M

ant Suite - Shared Cloud - Per Device - Data 5 Monthiy

Man

Hede calculations

WMwarecom  Store e Circle SmokeTest5P2 v Impersonoted by User Allen Hsu

Billing Rate

Due Now @  $1M2.50
irstMonth Cost  $112.50

ARWATCH_ 12422782 0 Hep

Extended Cost

ks ) This Service Monthly Cost @ $M2.50/ month

information. Total Order Commitment @  $1,250.00

" All orders are finol. Once submithed, your order cannot be cancelled

" ————
;

‘5 ] e Click 1o add and customar infarmation

Aack = Caneal

NEXT PAGE = 32
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vCloud Air” Network

AN Y New Service - Enter Customer Information

Program Overview

6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service

Business Process

End-to-end Flow

InpUt End CUStomer Details e Click to add end customer information
Join the MSP Program Once you click on the “Click to add end customer information” S—
link, you will now be prompted to enter the details for the e
Get Trained on Mobility customer you intend to sell this service to. “Customer Name Customer Q] __}
Test the Service 1. Enter your end customer details. The following fields are “Country United States =
mandatory: Customer Name, Country, and Zip or Postal
Commit to a MSP Spend Code. ; .
*Zip or postal code Postal Code
Partner Environment is 2. When completed, please press on “Submit” to place the
Created order. Address 1 Enter Address
Order Mobility Services . L Address 2
Entering the End Customer details is important as that
Complete Monthly Reports information will be attached to the Service ID (SID) for your
monthly end user reporting activities in the business portal. Address 3
Invoice and Billing Additionally, it ensures that VMware sales compensation occurs,
aligning our field team to sell with you the Managed Service City Enter City
Provider
Support County
State/Province Enter State

Unique Identifier for End
Customer

Cancel

m S
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ANV New Service - Purchase Confirmation
A
o

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process
=R Order Reference ID
Join the MSP Program Now that you have submitted your provisioning request, you will see a reference ID (1) showing that your order has been submitted.

Additionally, you will receive an order confirmation via email, and then a separate email with login details once the environment is available.

Get Trained on Mobility

Test the Service

C 'tt MSP S d .‘“ Etglih VMware.com Store Inner Circle SmokeTest SP2 W Impersonated by User Allen Hsu
ommit to a pen
Partner Environment is my vmware Products Accounts Support
Created

- . . Account Mame :
Order Mobility Services Purchase a Subscription Service NRWATCH_ 2427762 @ Hep

Complete Monthly Reports

ED» conFicURE sErRvICE [ SELECTPRODUCTS  [EJP REVIEW & SUBMIT o COMPLETE
Invoice and Billing

You will receive an order confirmation via emall Manage your Service

Support Your reference ID is 15266 The Subscription Service Details page is where you can view billing
i 1 A details, manage your payment method, file a technical support
l_ ’ 4 request, and more

To see all your Subscription Services, visit the All Services Page.
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LY 4 New Service - Provisioning Request Confirmation

Program Overview

6.2 Add-On Service 6.3 Renewal Service

6.1 New Service 6.4 Upgrade Service

Business Process

End-to-end Flow

Order Booked Confirmation Email vmware
Join the MSP Program Once your order has bgen submitted, it will be routed to .the VMware Orqler Management Provisioning Request Gonfirmation
team for review. After it has successfully passed this review, your order is now booked. vl
. .y ello,
Get Trained on Mobility
: An email confirmation (see sample here) will be sent to the key administrator (as identified Vour provisianing request as been recelved and is being processed.
Test the Service during the order) informing you that your order is now being routed to our Operations team PROVISIONING RE QUEST CONFIRMATION
Commit to a MSP Spend for service provisioning. This email will include the following information: Request Date: NOVEMBER D4, 2015
P Provisioning Reguest Mo.: 12345678 (Refer to this regquest number in all of your cormmunication with
* Account Number iwarg)
Partner Environment is ¢ Account Name Wy Whiware Accaunt Mumber: 88765421
Created Iy Whdware Account Mame: YWY SR ACCOUNT
L] Contact My Whiware Procurement Contact: markiédwwsp account. oo m
My Whdware Super User: Mark Thomas, markf@vwewspaccount corm
Order Mobmty Services ° PO/PR Number Iy “hdware Customer Contact:  markig@vwwspaccount.com, W SP ACCOUNT
PO Mumber: PR Mumber: YSPP-12345
Complete Monthly Reports e Product Reseller PO Mumber: Reseller PR Number: Mot Available
. St t D t End User PO Number: End User PR Mumber: Mot Available
art Date
Invoice and Billin Deliver Ta: Ship To:
g ° End Date Wiy 5P ACCOUNT| WY SP ACCOUNT
1 MAIN STREET, STATE, CITY, ZIFP 1 MAIN STREET, STATE, CITY, ZIP
Phone: hlot Available
Support At this point, there is no further action needed from you until you receive a notification from Product Quantity

VMware that your order has beeﬁ SUCC@SSfUHy DFOV|S|oned' Whitware vCloud Government Service - Dedicated Cloud ABA - Core Subscription - S50

Accelerated - 1 Month{GED-ABACR-01MTO-F15) |
Provisioning will take B days

Estimated Term Start Date: MOY 10, 2015
Estimated Term End Date: DEC 03, 2015

Region: US - Virginia Gov 1

Whtware vCloud Government Service - Dedicated Cloud ABA - RSA Hard Token - One
Time Charge(GSD-AEART-1TCTO-F15)

Provisioning will take B days

Estimated Term Start Date: NOY 10, 2015
Estimated Term End Date: NOY 10, 2015

Region: US - Virginia Gov 1
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ANV New Service - Provision Notification

vCloud Air” Network

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process

End-to-end Flow

Notification of Service Provisioning
Join the MSP Program Once your customer order has been successfully provisioned, you will o
receive an email confirming that your customer organization is now active VImware Mm
Get Trained on Mobility (sample email notification on the right). l"'iﬂ'-_h “
o w_ma
Test the Service . . " iyie
Access your AirWatch Console to view new Customer - Sar b
Commit to a MSP Spend ® ey
Accounts Thank you Soden dor conshincing yoer service with Viaane SEROTET
Partner Environment is Please log in to your AirWatch Console and you will now see a new ) N vt . _—
Created customer organization has been provisioned for your order. E:;ﬁ'm‘:ﬂ“" o TRAT pECHESiRing has Been Compiined for the Senvioes kmed Beio for
i ; ili i i i ifi ? - 5 they haree 3% i s b ety Wit Qeher Migiony and
Order Mobility Services All of the MSP Mobility orders will carry a unique identifier, also known as Fyou parchaed any 3dc-ons. they haet stio ben providonsd. ¥
a “SID Number”. They all start with the letter “M” followed by a series of PG T SeAT Sutibar fer medd Sitads
Complete Monthly Reports numbers (1). Prowitigning Carmplyte Houtuysen
Invoice and Billing You may rename the customer account from the SID number to the text
name if you wish, by going to “Groups and Settings” within the AirWatch
Console and then to “Organization Group Details.” Under there, you will @ vCAN Testing ~
Support be able to edit the customer attributes. Since the SID number needs to be
referenced for all VMware contact issues, we recommend appending the » Content Locker
Customer Name next to the SID number for ease of reference, such as )
"M978194654 - Customer Name.” A VCAN Testing

Settings Customer Accounts

A
M978194654 _1

Apps &
Books
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Program Overview

Business Process
End-to-end Flow

Join the MSP Program

Get Trained on Mobility

Test the Service
Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

Add-on Service - Place Order

vmware

vCloud Air” Network

6.1 New Service 6.2 Add-On Service

Growing your Mobility Business

Now let’s take a look at how you can order add-ons to an
existing service.

Once you have your MSP service running with your
customer, there are several opportunities to grow the
relationship and business with them. One such opportunity
is to upsell add-ons on top of the original AirWatch core
services. Incremental capacity can be added to an existing
contract term. Please note that all add-on orders will co-
term with the original service it is being added on to.

As a reminder, per program rules, all customer orders (new
and add-ons) must be placed through the vCAN MSP Portal
(MyVMware). No new customer organizations or add-ons
should be placed within the AirWatch Console as this may
cause accounts to be set up incorrectly. Any customer
organizations or add-ons created through the AirWatch
Console cannot be properly supported, and will cause
technical and billing issues for your account.

Ordering Add-Ons

To order add-ons to an existing service:

¢ Go to MyVMware’'s Configurator’s tool for your account
¢ Click on the Add-On Service Menu

o Select “AirWatch Cloud” to continue

vCloud Air Network Mobility Managed Services Handbook - November 2016

6.3 Renewal Service

6.4 Upgrade Service

% English VMware.com  Store Inner Circle

my VIT]WEire Products Accounts Support
4 ) a . Account Name :

(1 ¥ CO ﬂfl g U I’atO I 666653645 VMW Test Servi.. AIRWATCH_124227.. | @ Help

The Configurator helps accurately select items for new and addon Subscription Service transaction.
@)
|
- _./I

'u New Service 'a Add-on Service

Sign up for a new Subscription Service. Configure additional capacity or

suppaort for an existing Subscription

Services.
Selectto Start  ~ Selectto Stat  ~
| Airwatch Cloud 3)

VMware Horizon Air —
VMware vCloud Air

(-’ Renewal Service T Upgrade Service

Configure the renewal of an existing
Subscription Services.

Select to Start -

Configure the upgrade of an existing
Subscription Service.

Select to Start -

2) € PREVIOUS PAGE NEXT PAGE 9
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4 V‘ v Add-on Service - Select Existing Service

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process

End-to-end Flow Select an Existing Service

Join the MSP Program You will now be taken to a page which displays the current existing services that you currently have. The dashboard will display the Service ID, Service Type, Region,
Term End Date and Remaining Term.

Get Trained on Mobility 1. Choose the Service that are you are looking to order the add-on.

Test the Service 2. If you would like to find out the details of the service, click on the “+” arrow to reveal its components.
Commit to a MSP Spend 3. Click on “Select” to continue
Partner Environment is %% English VMware.com  Store  InnerCircle  SmokelesiSP2 ¥ Impersonated by User Allen Hsu
Created

my Vl’nwaf’e Products Accounts Support
Order Mobility Services

A it N H

Complete Monthly Reports PU rCh aSe Ad d—Oﬂ S 6;:’6:’;64ZTJEMWTES15eNice Provider Premier ... AIRWATCH_12422782 o Help
|nvoice and B||||ng D SELECT AN EXISTING SERVICE D ADD ADDITIONAL CAPACITY B REVIEW & SUBMIT COMPLETE

Select the service to which you would like to modify service terms add-on service

Support
Service ID Service Type Region Term Ending Remaining Term
kz \( M341202368 AirWatch Cloud All 2016-12-31 2 Menths & 20 Days Select
— o
SKU E -4 Component Order Type Billing Type Remaining Term Quantity
ASD-AGMSO-12MTO-CIS Green Management Suite includes AirWatch Mobile Primary Wonthiy 2 Months & 20 Days 25

Device Management (including native email
management), Airwatch Container (former Workspace)
and App Catalog.

Cancel
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P r" Add-on Service - Configure Additional Capacity L=

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process

End-to-end Flow Configure Additional Capacity my vmware Prodiels  Accsurss  Suppon

Join the MSP Program You will now be taken to the page where you can select which add-on Purchase Add-ons provestir e newemaE | @ e
services you wish to choose.

. - B secectaneastns seevice [ apoapomonas capacry [ seviow s iy OMPLET

Get Trained on Mobility -lz ) 5
1. In this page, you will see the current existing service that you have, _ R — ] ‘a_/

Test the Service including the Service ID and Service Type. (I ‘ e s %?E”EB"‘?}?LTJ“ e e

Commit to a MSP Spend 2. Additionally, you will see what is the monthly MSRP cost for the current = S T s o e

existing service. ) :
Partner Environment is ° ety s e 5 L.

[=

Created 3. Next, select the add-on services and indicate the quantity you wish to abngnion

Order Mobility Services order.
Complete Monthly Reports 4. Select the Billing type for this add-on - monthly or prepaid. o B i s ieah Gl
Invoice and Billing 5. You will now see that the estimated MSRP monthly cost for the add-ons oner

ricipace), App
£G)

reflected in the upper right section as well.

SEI00 for Merithis) 2 Morhis) s 24 5000
Duayf)

6. When you satisfied with the add-on order, click on the “Review Order”
button at the bottom of the page..

Prapai v

Support

L] Frepaid v SHUTON far Manthis) 7 Mantfs) and 71 000
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Program Overview

Business Process
End-to-end Flow
Join the MSP Program
Get Trained on Mobility

Test the Service

Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

Add-on Service - Review and Submit Order

6.1 New Service 6.2 Add-On Service

Preview and Place Order

You will now be able to preview your add-on orders
before submitting it for provisioning.

1. You will see once more the details of your original
existing service, with the Service ID, Service Type
and Description

2. Next you can see the add-ons you are ordering,
including the Service, quantity, billing type, billing
rate, billing term and pro-rated extended costs.

3. If you wish to make any changes to the order, you
can click on the “edit” links.

4. You can also see at the bottom in the blue section,

the cost summary for the add-on and the service
overall and the total order commitment.

5. Click on the “I agree to the Terms & Conditions”
checkbox.

6. When you have completed with the review and
you are ready to place the order, click on the
“Submit” button.

6.3 Renewal Service

my vmware

Purchase Add-ons

ME41202368

vCloud Air Network Mobility Managed Services Handbook - November 2016

1 '\I Service ID
k | service Type AirWateh Cloud

Subscrption Service Add-on

6.4 Upgrade Service

D sELcT ANEXISTING SERVICE B ADD ADDITIONAL CAPACITY

CQuantity

vmware

vCloud Air” Network

B> ReviEw & suemIT

Billing Typa Billing Rate

Hilling Tarm

ot Pra AIRWATCH_12422782 0 e

Prorated Extendod Cost

Monthily $4.50/ menth 21 Dayis) 4573

Hide calculations

Due Now O
Monthly Cost

k4 ‘.:I This Service Monthly Cost @

Total Order Commitment @

All orders are final. Once submitted, your order cannot be cancelled,

Prices shown are \

with your Offering Par

« lagree to the Terms & Conditions

¢

2) € PREVIOUS PAGE

$4573
$4573

4$180.00 / month

$18073

ol include taxes. Final pricing is subject 1o the terms and condifions

NEXT PAGE =
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ANV Add-on Service - Purchase Confirmation

vCloud Air” Network

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process

End-to-end Flow Order Complete

Join the MSP Program The order is now completed and confirmed.
Get Trained on Mobility  Avreference ID is provided for this order (1).
Test the Service ¢ Additionally, you will also receive an email message confirming your upgrade purchase.

*« The order is next routed to the VMware Operations team for provisioning. Once the order has been provisioned, an email message will be sent to you, notifying that
service is now ready for use and you will be able to view these changes in your AirWatch console as well.

Commit to a MSP Spend

Partner Environment is
Created my vimware Products Accounts Support

Order Mobility Services

Account Name :

Com plete Monthly RepOI’tS P U rC h a S e Ad d _O n S 666653845 VMW Test Service Provider Premi... AIRWATCH_12422782 0 Help

Invoice and Billing ED ScLECT ANEXISTING SERVICE [P ADD ADDITIONAL CAPACITY  [ED REVIEW & SUBMIT 44 COMPLETE

You will receive an erder confirmation via email. Manage your Service

Support

Your reference ID is 15286 ‘1 ‘ The Subscription Service Details page Is where you can view
4 billing details, manage your payment method, file a technical

@ Back to Service M841202368 support request, and more.

To see all your Subscription Services, visit the All Services Page.
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ANV Renewal Service - Place Order

vCloud Air” Network

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process

End-to-end Flow :
Service Renewals my Vmware Products Accounis Support

Join the MSP Program Now let’s take a look at how you can change the terms to an
existing service at renewal time. -

. - 1 \ C f t Account Name : ) .
Get Trained on Mobility k on |g urator 666653645 VMW Test Servi.. AIRWATCH 124227 | @ Help
. As a reminder, your active services will automatically be
Test the Service renewed at the end of its term - there is no action required

. The Configurator helps accurately select items for new and addon Subscription Service transaction.
from you, unless you wish to change the preferences for the & 5 o i

renewal period. Renewals terms that can changed include

Commit to a MSP Spend

: : the color management suite (for both upgrades and .a. ) ﬁ. )
Partner Environment is downgrades) and number of seats (increase or decrease New Service Add-on Service
Created :
units).
Order Mobility Services Sign up for a new Subscription Service. Configure additional capacity or
Additionally, any changes to the terms must be made before SR R T S T8

Services

compiete Mentiy Repors eneEm e i i
Select to Start - Select to Start -

Invoice and Billing

To Change Terms and Renew a Service

To renew an existing service: &)
Support ( Renevﬁé'l"Service 1 Upgrade Service
1. Go to MyVMware’s Configurator’s tool for your account Pg
2. Click on the Renewal Service Menu Configure the renewal of an existing Configure the upgrade of an existing
Subscription Services. Subscription Service.

3. Select “"AirWatch Cloud” to continue

Airwatch Cloud k3 ;
VMware Horizon Air g

VMware vCloud Air
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ANV Renewal Service - Select a Service

vCloud Air” Network

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process

End-to-end Flow Select an Existing Service

Join the MSP Program You will now be taken to a page which displays the existing services that you currently have. The dashboard will display the Service ID, Service Type, Region, Term
End Date and Remaining Term.

Get Trained on Mobility

1. Choose the Service that are you are looking to renew.
Test the Service 2. If you would like to find out the details of the service, click on the “v” arrow to reveal its components.

Commit to a MSP Spend 3. Click on “Select” to continue

Partner Environment is
Created my Vmwa I"e Products Accounts Support

Order Mobility Services

- B - Account Name :
Renew a Subscription Service Soam 3545 M Tot Senvics Frovider ARATCLET | @ e
Complete Monthly Reports
Invoice and Billing ED SELECT ANEXISTING SERVICE [P MODIFYSERVICE TERMS  [EDp REVIEW & SUBMIT COMPLETE

Support
Service Type Term Ending Remaining Term Offering Partner
A .
‘2 v M781064521 AirWatch Claud 2017-01-03 2 Manths & 15 Days VMW Tast Sarvice Provider Pr&z )—
e i .
wiZloy N_J\Ietwork AMER Select
SKU Component Order Type Billing Type Remaining Term Cuantity
ASD-AGMSO-12MTO-C135 Green Management Suite includes AirWatch Primary Monthly 2 Months & 19 Days 25

Mobile Dewica Managemeant (including native
amail management), AirWwaich Container
[former Workspace) and App Catalog.
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Program Overview

Business Process
End-to-end Flow

Join the MSP Program

Get Trained on Mobility

Test the Service
Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

4

Upgrade Service - Place Order

6.1 New Service 6.2 Add-On Service

Upgrading your Service

Now let’s take a look at how you upgrade an existing
service.

You may upgrade your service mid-term into a higher level
management suite. Please note that all upgrade orders will
co-term with the original service.

These are available upgrade paths for AirWatch:
¢ From an active Green Suite to Orange, Blue or Yellow.
e From an active Orange Suite to Blue or Yellow.

¢ From an active Blue Suite to Yellow

To Upgrade a Service
To upgrade an existing service:

1. Go to MyVMware’s Configurator’s tool for your account
2. Click on the Upgrade Service Menu

3. Select “AirWatch Cloud” to continue

vCloud Air Network Mobility Managed Services Handbook - November 2016

6.3 Renewal Service

6.4 Upgrade Service

my vmware

@) Configurator

vmware

vCloud Air” Network

Products Accounis Support

Account Name :
666653645 VMW Test Servi... AIRWATCH_124227... o Help

The Configurator helps accurately select items for new and addon Subscription Service transaction.

ﬁ New Service

Sign up for a new Subscription Service

Select to Start -

‘ Renewal Service

Configure the renewal of an existing

Subscription Services.

Select to Start -

()

ﬁ Add-on Service

Configure additional capacity or
support for an existing Subscription
Services.

Select to Start -

I

T Upgrade Service

Configure the upgrade of an existing
Subscription Service.

Select to Start -

AirWatch Cloud &_311

€ PREVIOUS PAGE NEXT PAGE =
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Upgrade Service - Select Existing Service

vCloud Air” Network

Program Overview

6.1 New Service 6.2 Add-On Service 6.3 Renewal Service

. 6.4 Upgrade Service
Business Process

End-to-end Flow Select an Existing Service

You will now be taken to a page which displays the current existing services that you currently have. The dashboard will display the Service ID, Service Type, Region,
Term End Date and Remaining Term.

Join the MSP Program

Get Trained on Mobility

1. Choose the Service that are you are looking to upgrade.

Test the Service 2. If you would like to find out the details of the service, click on the “~” arrow to reveal its components.

Commit to a MSP Spend 3. Click on “Upgrade” to continue

% English

Partner Environment is VMwarecom  Store Inner Circle
Created
my VmwarQ Products Accounts Support
Order Mobility Services
Account Name :
P U ]’C h a S e U p g ra d e 666653645-VMW Test Service Provider Premie. AIRWATCH_12422782 Q Help

Complete Monthly Reports

Invoice and Billing Ep cHoOSE ANEXISTING SERVICE [P CHOOSE AN UPGRADE  [EBP REVIEW & SUBMIT COMPLETE

Select a Subscription Service to find eligible products to upgrade

Support

Service Type

Term Ending Remaining Term

kz ¥~ M841202368 AirWatch Cloud 2016-12-31

4 N
Products ‘1 ,-"

AirWatch by VMware Green Management Suite - Shared Cloud - Per Device - Data Center location selected post purchase

App Catalog.

Cancel

vCloud Air Network Mobility Managed Services Handbook - November 2016

2 Months & 13 Days

Quantity

25

Green Management Suite includes AirWatch Mobile Device Management (including native email management), AirwWatch Container (former Workspace) and

Actig b
%3

()
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vCloud Air” Network

V V" Upgrade Service - Select Existing Service

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process
End-to-end Flow Ch
oose an Upgrade W—
R pg . Purc ha Se Upgrade Q::Béiﬁ.r‘:ﬁ’t‘iﬁww'ﬁ--.l Service P AIRWATCH_12422782 oHeIp
Join the MSP Program You will now be taken to the page where you can select which upgrades
. - you WlSh to Choose D CHOOSE AN EXISTING SERVICE B CHOOSE AN UPGRADE B REVIEW & SUBMIT COMPLETE

Get Trained on Mobility _

1. In this page, you will see the current existing service that you have, ‘2 \ §;6 .:I
Test the Service including the suite and quantity. =

Monthly Service Cost (MSRP) Add-On Prepaid Cost (MSRP)
i . . ) $112.50 / month $33.81
Commit to a MSP Spend 2. Additionally, you will see what is the monthly MSRP cost for the current
) . existing service.

Partner Environment is
Created ) } } ) Products Cluantity HAovailable Cuantity @

3. Next, select the service you wish to upgrade to and click on button dial.

AirWatch by ViMware Green Management Suite 25 5
Order Mobmt SerViceS ] ] ) ) ) i ) AirWatch by ViMware Green Management Sulte - Shared Cloud - Per
Y 4. Next indicate the quantity you wish to upgrade. The quantity must be .QJ o - Daa ortrocation socted ostumcase
Complete Monthly Reports equal or less than the existing quantity you have for the current service. M et et comall menestsert) Atorch
|n th|S example’ you can Upgrade 25 or |eSS unlts Container (former Workspace) and App Catalog,

Invoice and BiIIing Products Upgrade Guantity Billing Type Upgrade Rate  Billing Term Prorated Extended

5. Select the Billing type for this add-on - monthly or prepaid. Cost

® AirWatch by Viware Upgrade

Support 6. You will now see that the estimated MSRP monthly cost for the add-ons &_3__\:] from Green Management Suite
reflected in the upper right section as well. 1o Oranga Nensgement Sula

AirWatch by Viviware Upgrade 15 Prapald w E1.00 for 12 2 Month{s) 533.81
Grawen to Orange - Shared Cloud ) Manth{s) and 14 Day(s)
. H H . « H i = Par Device - Dala Center ) F )
7. When you satisfied with the add-on order, click on the “Review Order ocation setotod pom purchace k4 ) )
button at the bottom of the page.. Ovange Management Sulls B .

Includes ArWatch Mabile Davice
Management [including native
amail managemeant), AiriWatch
Container (former Workspace),
App Cataleg, and Inbex

{including SEG). “ 7 1
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Program Overview

Business Process
End-to-end Flow
Join the MSP Program
Get Trained on Mobility

Test the Service

Commit to a MSP Spend

Partner Environment is
Created

Order Mobility Services
Complete Monthly Reports

Invoice and Billing

Support

4

Upgrade Service - Review and Submit Order

vmware

vCloud Air” Network

6.1 New Service 6.2 Add-On Service

Preview and Place Order

You will now be able to preview your add-on orders
before submitting it for provisioning.

1. You will see once more the details of your
original existing service, with the Service ID,
Service Type and Description

2. Next you can see the upgrade you are ordering,
including the Service, quantity, billing type,
billing rate, billing term and pro-rated extended
costs.

3. If you wish to make any changes to the order,
you can click on the “edit” links.

4. You can also see at the bottom in the blue
section, the cost summary for the upgrade and
the service overall and the total order
commitment.

5. Click on the “I agree to the Terms & Conditions”
checkbox.

6. When you have completed with the review and
you are ready to place the order, click on the
“Submit” button.

6.3 Renewal Service

%

2)

6.4 Upgrade Service

Purchase Upgrade

P cHOOsE ANEXNSTING SERVICE [P CHOOSE AN UPGRADE

| Service ID MB41202368
Y Sarvics Typa AirWatch Claud
Subscrption Senvice Add.on Cluantity

AirWatch by VMware Upgrade from Green
| Management Suite to Orange Management
Subta

AirWatch by ViMware Upgrade Green 1o Orange -
Shared Cloud - Per Device - Data Center location
selected post purchase

Orange Managemenl Suile incudes AirWalch
Mobile Device Management (including native
emall management), AlWaich Contalner (former
Workspace), App Catalog, and Inbex {including
SEG).

=~ &

vCloud Air Network Mobility Managed Services Handbook - November 2016

Account Name ;
665653645 VMW Test Service Provicer Premie...

B> REVIEW & SUBMIT COMPLETE
Billing Type Upgrade Rate Billing Tarm Prorated Extended Cost
Prepaid $N.00 for 12 Monthis) 2 Month(s) and 14 338
adit Day(s)

Due Now@®  $33.51
k4 } This Service Monthly Cost @  $112.50 / month

Total Order Commitment @ $33.81

All orders are final, Once submitted, your order cannot be cancelled,

Prices shown are VMware estimated maximum prices and do net include taxes. Final pricing Is subject to the terms and conditlons
with your Offering Partner and will be reflected in your invoice.

+ | agree to the Terms & Conditions y &
N 6
= = e

2) € PREVIOUS PAGE NEXT PAGE 9
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vmware

ANV Upgrade Service - Purchase Confirmation

| ' vCloud Air” Network

Program Overview

. 6.1 New Service 6.2 Add-On Service 6.3 Renewal Service 6.4 Upgrade Service
Business Process

End-to-end Flow Order Complete

Join the MSP Program The order is now completed and confirmed.
Get Trained on Mobility  Avreference ID is provided for this order (1).
Test the Service ¢ Additionally, you will also receive an email message confirming your upgrade purchase.

*« The order is next routed to the VMware Operations team for provisioning. Once the order has been provisioned, an email message will be sent to you, notifying that
service is now ready for use and you will be able to view these changes in your AirWatch console as well.

Commit to a MSP Spend

Partner Environment is

Created )
my Vmware Products Accounts Support

Order Mobility Services

Account Name :

Complete Monthly Reports P Urc h ase U p g ra d e 566653645-VMW Test Service Provider Premie. AIRWATCH_12422782 @ Help

Invoice and Billing

ED CcHOOSE AN EXISTING SERVICE ) CHOOSE AN UPGRADE  [EJP REVIEW & SUBMIT o COMPLETE

Support i
pp You will receive an order confirmation via email. Manage your Service

Your reference ID is 15847 \1 \. The Subscription Service Details page is where you can view billing
o details, manage your payment methaod, file a technical support

@ Backto Service M841202368 request, and more.

To see all your Subscription Services, visit the All Services Page.
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vCloud Air” Network

LY | 4 Complete Monthly Reporting
4 K

. Report

Business Process

Complete Monthly Reporting Requirements

End-to-end Flow Once a month, partners need to complete end user reporting inside 0 Click here to access the vCloud Air Network
the vCloud Air Network business portal. All of the service O!I ACCESS T R e | e

Join the MSP Program information will be prepopulated with the information that you PORTAL .
entered during ordering. https://vmware.iasset.com

Get Trained on Mobility

' This report is used to initiate the monthly billing cycle. Once your
Test the Service report has been submitted, your aggregator will provide a

: consolidated invoice, aggregating subscription and rental usage (if
Commit to a MSP Spend applicable) in a single bill and with your partner discounts applied.
. : r B S W b vCloud AIr™ Network Program
Partner Environment is Additionally, this report is used for internal compensation purposes : u 4l VIMWAlre' ciciness portal
Created and is key to ensuring the VMware field sales team is aligned with

" . our service provider channel.
Order Mobility Services

Complete Monthly Reports Timelines for Monthly Reporting
Language: |English
Invoice and Billin * Access Portal after the 39 of Every Month - Records of
9 consumption of MSP cloud services for the month will be visible User ID: |

to partners on the 39 day of the following month. Example:
records for consumption in May will be available to the partner
Support starting June 39, It is at this time that partners must access the

vCAN Business Portal to view their usage for the previous month _

and start completing pending reports.

Pasgword: |

Forgot Password
*«  Submit Report by the 5th of Every Month - Pending reports
need to completed and submitted to your Aggregator by the 5t
of every month.
To complete your end user reporting, log in to the vCloud Air SURERELE TR pESi
Network Business Portal, using your VMware-issued credentials.
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V V‘ - View Pending End User Reports LU

vCloud Air™ Network
Take action on your Pending Reports

End-to-end Flow Once logged in to the Business Portal, you will see pending monthly reports for your services. These reports require action. Any completed reports would not appear
in this list.

Program Overview

Business Process

Join the MSP Program

1. You can see report summary information here, such as the contract number, contract type, billing period, reporting due date, MSRP amount consumed, MSRP

Get Trained on Mobility commitment amount, and the buy base, which is your commitment amount after applicable partner discounts.

Test the Service 2. Click on the Edit icon at the left to access each of these reports.

Commit to a MSP Spend

Partner Environment is
Created

DO T ¢
AL L4 VMWAE Gudiepona ™

Dashboard » Confractz » Deal Referral » Maonthly Reporting » Reporis » Syzlem Admin » Storefront LMS Help

Order Mobility Services

Complete Monthly Reports -1
Monthly Reporting
fvalie B g Monthly Reports must be completed sequentially from earliest to latest
Support ‘ R - :
| Edit | Region Apgregator AggPRMID | SPPRMID | sPPOZ SP Country Hame Contract No | Contract Status | Contract Type | Usage Period | Due Date | SP Com
|’k2 /}ﬁ AMER WIMW Test Aggrega 10464713 10063006 United States 12422782 Actve AIRWATCH  August 2016 942016
T AMER VMW Test Aggrega 10454713 10063006 United States 12422782 Active AIRVATCH  September 2016 10/4/2016
A AMER I Test Aggrega 10454713 10053006 United States 12422838 Aclve ARWATCH  May 2015 BI42016
A AMER WNW Test Aggrega 10484713 10063006 United States 12422838 Active ARVATCH  June 2016 142016
A AMER VIIW Test Agprega 10464713 10053006 United States 12422838 Active ARWATCH  July 2015 BI42016
j AMER N Test Aggrega 10464713 10053006 United States 12422338 Active AIRVATCH October 2016 142016
ﬁ AMER WMWY Test Aggrega 10464713 10063006 Uniled Stales 12422838 Aclive AIRWATCH September 2016 10742016
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ANV Review MSP Air Usage LU=
4 B

@

Program Overview

Business Process End user Reporting Wizard

End-to-end Flow 1. This brings you to the end user reporting wizard. Here you can see Service ID level information, such as which SKUs were ordered for a given order. You can see
the start and end dates, MSRP amounts and quantity ordered for these services.

Join the MSP Program 2. Just above the SID details, you can see vVCAN MSP program commitment contract information, including the commit amount, your prior month’s usage, the current

Get Trained on Mobility month’s consumption, any overage charges and your total amount to be invoiced.

3. After reviewing your service information, populate the purchase order number to be used with your aggregator.
Test the Service 4. Click on the “Next” button.

Commit to a MSP Spend

T Centract Cotection Detais ]|
Partner Environment is @ P 3
Created AIRWATCH Usage AIRWATCH End User Usage Summary
Order MOb”ity Services Contract No 12422762 Status * Pending SP Billing Order — AGG Buy AGG Sell
Contract SKU WGAN-MBL-LV1-C Collection Period  Sep / 2015 Price Price
Sub-Status | <- Select -» |V|
Complete Monthly Reports Contract Dese  WCAN-MBL-LVI-C Region AMER _ Notes ;
Aggregator WAIW Test Aggregater 5P PO® " 12345880 & 3 \] | Con':wlrt $450.00 S450.00
. - ; i
Invoice and Billing Agg Contact Test Agg -
Service Provider WAIW Test Service Provider Premier Owverage $0.00 $0.00
- AMER r
5S¢ Contact SmokeTest SP2 Total S450.00 5450.00
Support
[ [ usage Repart | [) Motes || (P Versions History | [1H) Usage History | 4 "
Reporting Sku I Reporting Description I Min Commit | Prier Maonth Usage | Utiised | Min Unit | unit | Owerage Sku | Cverage | PPU l Total
VCAN-MBL-MBO-LV1-C WCAN-MBL-MBO-LV1-C 2 ss500.00 $112.50 s WCAN-MBL-OV-LVI-C 50.00 $500.00

Uzage Data

) = T (e e E e

MB41202368

ASD-AGMS0-12ZMTO-CIS  AirWatch by Vidware Green Management Suile - Shared Cloud - Per Device - Dala Center localion selected post purchase - Subscription - 12 Monthly Paymenis Y2016 30206 5450 25.00 S112.50
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A |
AN\ 4 Review End User Information

. Report
Program Overview

Business Process

Review End User Name for Service

End-to-end Flow 1. The end customer information that was entered during ordering will be automatically be populated with the SID. You can simply review the information and if no

changes are needed, no action further action is needed and you can simply click on “Next.”
Join the MSP Program
2. If however, you would like to make changes to those details for your customer, you can do so now. Click on the plus sign next to the “Select One End User” box to

Get Trained on Mobility edit the name of the end customer. When finished, click on “Next”.
Test the Service T Contract Colection Detais ==
Commit to a MSP Spend ®) () 3
Partner Environment is AIRWATCH Usage AIRWATCH End User Usage Summary
Created Contract No 12422782 Status * pending SP Billing Order USD S AGG Buy AGG Sell
Mobili . Contract SKU VCAN-MBL-LVI-C Collection Period  Sep /2016 Sub.st Price Price
ub.5tatus
Order Obl Ity SerVICeS Contract Desc VAN MBL-LVI.C Region AMER
ot . $450.00 $450.00
Complete Monthly RepOI’tS Apgregator WV Test Aggregater 5P PO= 12345ABC Commit A .|
Agg Contact Test Agg
. T ] ) VMW Test Service Provider Premier Overage $0.00 $0.00
Invoice and Billing Service Provider .
SP Contact SmokeTest SP2 Total $450.00 $450.00
Support
| f End User Usage Repert
Export
Reporting Sku | Repaorting Descriplion | Min Commit | End User | Prior Month Usage | Utilised Units | Min Unit Uit
VCAN-MBL-MBO-LV{-C VCAN-MBL-MBO-LV{-C 500.00 Dollar
———
MB41202358 Defaull: VMV Test Service Provider Premier - AMER _ nzs 125 Doliar
i 3
- Bekect One End User — - @n “2 "_.
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vCloud Air” Network

A
ANV Submit Report vmware
4 B

Program Overview

Business Process Report Summary

End-to-end Flow 1. The final step in end user reporting is reviewing the summary page. Ensure all information looks correct and accurate.
Join the MSP Program 2. Finish by clicking “Commit” to send the report back to your aggregator. Your aggregator will then use this reporting information to issue your monthly invoice.
Get Trained on Mobility
= Contract Collection Details E==)
Test the Service
- © © ®
Commit to a MSP Spend
AIRWATCH Usage AIRWATCH End User Usage Summary
Partner Environment is
Created
Aggregater VMW Test Aggregater Agg Contact Test Agg Regicn AMER
Order Mobility Services Service Provider WIMW Test Service Provider Premier - AMER SP Contact SmokeTest SP2 Currency usD
Usage Pericd Sep /2016 Billing Account Bill Te - AMER Agg Crder Buy Total sS0.00
Complete Monthly Reports Agyg Order Sell Total $450.00
Invoice and Billing
Contract Mo SKU Description Commit ity Unit Agg Buy Unit Agg Sell Total Agg Buy Total Agg Sell
Support : 12422782 VCAN-MBL-LV1-C VCAN-MBL-LV1-C $500.00
i)
~* 4 VCAN-MBL-MBO-LV1-C WCAN-MBL-MBO-LVI-C 1 £4500.00 £450.00 5450.00 5450.00
5450.00 5450.00
PO No 12345ABC
& by
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' V‘ - View Updated Report Queue LD 17

Program Overview

Business Process Confirm there are no Pending Reports Left

End-to-end Flow 1. You will now see that there are no longer pending reports awaiting action.
Join the MSP Program 2. Click on the Reports tab to view previously committed reports..
Get Trained on Mobility

Test the Service

Commit to a MSP Spend

:r ‘ ' r 'ﬁ r mware. vCloud Alr™ Network Program
“r_‘ q.éx‘ﬂ {E\ Buslneugul

) ) DashBoard 1 Contracts Deal Refemral » Monthly Reporting Reports System Admin Help
Partner Environment is it m;ma - ’ e L £ = b
> eporting > Pending
Created n - -
Monthly Reporting | |y [v] senice Provider Go Club Service Provider 2
. . ]
Order Mobility Services ok Ol Search By | [+~]
sending SP & export
Complete Monthly Reports Slosed . . :
Yerdue | Edt |Aggmgmr SP PO |c«-mmm Conlract Type | Usage Period Due Date | SP Commit| Calected Point | Biling Point Rau'enuePohl]!MyEwBase |MwaOwem;:MySanlm |U‘ar|

Invoice and Billing

No data to display t'l }

Support = Page 1 of 0 (0 ftems)
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4 V“' MSP Billing from Aggregators LD 17

) Invoice

Business Process

Aggregator Invoice
End-to-end Flow At the end of every month, the Managed Service InVOice
' Provider will receive an aggregated bill from their
Join the MSP Program Aggregator for all of the VMware services that Agaregator Name
: " have been consumed during the previous month. 123 Main Street Invoice # Invoice Date Payment Terms Due Date
Get Trained on Mobility The payment for these services is to be made to Palo Alto. CA 94303
S the Aggregator who sent you the invoice. Tel: (650) 555-1212 987654-ABC 5/5/2015 NET 30 6/5/2015
The invoice format will vary by Aggregator, but - . Monthly MSRP .
Commit to a MSP Spend they will contain at a minimum the VMware SKU MSP Name Billing Period Customer PO# Commit Discount
. . number, product description, service usage date 234 Broadway Blvd 01-03-2016 t
Partner Environment is from and to, quantity, and the SID number. New York, NY 10027 0 123454-XYZ $500.00 10% off MSRP
Created Tel: (212) 555-1212 31-03-2016
On the right is an illustrative example of how an
Order Mobility Services aggregator invoice might look.
Usage Usage to MSRP Net Price
Complete Monthly Reports As reminder, for the first 3 billing cycles of your MFR SKU Description From Dgte Qty Price (after SID#
MSP contract, you will only be invoiced for actual Date discount)
Invoice and Billing services consumed as the monthly minimum ASD-AGMSO. AirWatch by VMware Green Management
commit spend will not be enforced. This is known 1MTO-CIS Suite - Shared Cloud - Per Device - 1/1/2016 1/31/2016 30 $135.00 $121.50, M123456789
as the “grace period”. Subscription - 12 monthly Payments
ASD-ABMSO- AirWatch by VMware Blue Management
After the grace period is complete, you will be OMTO-CIS Suite - Shared Cloud - Per Device - 1/1/2016 1/31/2016 10 $66.70 $60.03| M123456789
billed for the actual services consumed if your Subscription - 12 monthly Payments
m_or_wthly MSRP spend is greater th_an the monthly Monthly Total $201.70 $181.53
minimum commit. Your invoice will be based on
the net price after discount. Overage (amount over your Monthly Commit) $0.00 $0.00
On the other hand, if your monthly MSRP spend is Minimum Monthly MSRP Spend $500.00
less than the monthly minimum commit, then you
will be billed for the monthly MSRP commit 'Your total invoice for this period (please pay this amount): $450.00
amount minus your contract discount.
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Billing with Monthly Commits

Once you have signed up for a MSRP Monthly Commit, this represents the minimum spend amount that you as a MSP need to consume in a given month. As such, your
Aggregator will be billing you for this amount as a base at the end of every month.

1. “Overage” - Should your spend exceed the monthly MSRP commit, you will be charged for the actual usage based on your purchase price after discounts.
2. “Underage” - However, should you not achieve the monthly MSRP commit, you will be billed for the full monthly MSRP commit amount.

Grace Period - Please note that when Service Providers sign up for the initial MSP commit contract, you will have a grace period for the first 3 billing cycles to can
ramp your monthly spend. During this time, you will only be invoiced for the actual service ordered, without the minimum monthly commitment amount being enforced.

Note - Commit Spend amounts are based on MSRP.

(1) Monthly MSRP Partner Buy Base
k ; Date Description Amount O " Billing SKU

Ordered Services 1/1/2016 AirWatch Green Suite Subscription x 200 units $900
Monthly Invoice 2/1/2016 MSP Commit Level 1 Monthly Billing Order (10% discount) $500 $450 VCAN-MBL-MBO-LVI1-C
2/1/2016 MSP Commit Level 1 Overage Charges $400 $360 VCAN-MBL-OV-LV1-C

TOTAL INVOICED )~ $810 -

Ordered Services 1/1/2016 AirWatch Green Suite Subscription x 50 units $225
2/1/2016 MSP Commit Level 1 Monthly Billing Order (10% discount) $500 $450 VCAN-MBL-MBO-LVI-C

TOTAL INVOICED I sn)  $450 -

Monthly Invoice
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Support Model for Managed Services

Program Overview In the MSP program, the Service Provider owns the Terms of
9 Service and all support for their end customers. While End Customer
VMware’s support teams are available for technical support
Business Process escalations, the MSP partner’s end customer would never contact
VMware directly, and the MSP partner can choose whether or not S :
to leverage the VMware brand in their customer interactions. In uppor
Support this way, the MSP partner can seamlessly extend their own service
offerings while the customer still works exclusively with their same
Mobility MSP Support Model service provider.
_ _ _ _ _ Managed Service
Production Support As such, VMware will provide technical assistance escalations p gd (MSP)
during and after the deployment. In turn, the Service Provider will rovicer
Roles and Responsibilities provide support and deliver managed services for their customers.
Support
Support Levels and Owners . .
PP Business and Operations Support
Resources For support for any non-technical issues, please contact the
vCloud Air Network Operations team at vcan- Business & Operations Technical

operations@vmware.com.

These may include questions regarding the vVCAN MSP program,
partner requirements and eligibility criteria, certification, contract VMware
setup, access to the ordering tool and business portal, support VCAN Operations
with placing orders, status of orders and provisioning, billing and
invoicing and systems and tool issues.

VMware-AirWatch

Partner Support

vcan-operations@vmware.com https://support.air-watch.com

] e Eligibility and certifications ¢ Production Support
TeCth_aI Support _ » Presale partner setup » Technical and Product
For technical support, please c_ontact the VMware AirWatch « Contract setup and access Support
Partner Support team by opening a case through
https://support.air-watch.com. * Setting partner environment * Post-sales tech support

« Order and provisioning status * Issues with partner

All of the Color Management Suites offered through the Mobility
MSP program include Production Technical Support.

. : . environment
» Billing and invoice issues

« Systems and tools issues e Technical capabilities
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Production Technical Support

AirWatch Production Support Overview

All of the Color Management Suites offered through the vCAN Mobility MSP
program include Production Support.

Our support centers are strategically placed to provide you with fast and efficient
access to the support team in your region. Each center is staffed with engineers that
can provide industry-leading expertise in mobility and have experience supporting real-
world customer environments. VMware is committed to delivering enterprise-class,
worldwide support with a focus on a single objective: your success.

Partner Technical Support Requests

Partner may submit tickets via the telephone or online through MyAirWatch. Severity
Level Tissues, must be reported via the telephone for response target SLAs to apply.
Trouble shooting steps taken and results received must be fully documented before
submitting the case.

All support requests need to be addressed individually. If more than one issue arises on
behalf of a particular end-customer, the Partner is responsible for using best judgment
during the support request submission on whether a single or multiple support
requests are required. Should the partner support cases overlap, the support team may
link or merge the support requests.

Partner Support Administrators

Partner shall appoint an appropriate number of people whom Partner will designate as
Partner agents with the authority to perform certain administrative functions on the
Subscription Services, serving as Partner’ technical contact. Partner is also solely
responsible for keeping Partner account information current through MyAirWatch,
MyVMware as well as the vCloud Air portal. Partners must have a minimum of 2 and a
maximum of 6 Partner technical contacts responsible for AirWatch support issues.

If a support request is deemed to be a professional service request, the request will be
closed and vCAN administrators will be guided to the vCAN CAM or Partner
Operations for professional support purchases. AirWatch partner support reserves all
rights to close the support request and route to presales for purchasing of professional
services. When in doubt, its recommended to submit a support ticket for qualification,
or to reach out to partneroperations@air-watch.com.

vCloud Air Network Mobility Managed Services Handbook - November 2016

FEATURE

Hours of Operation

Length of Service
Software Updates
Products Supported
Method of Access
Response Method
Response Support

Access to AirWatch Forums
and Knowledgebase

Maximum Number of Technical
Contacts per Contract

Number of Support Requests

Target Response Times
Severity 1
Severity 2
Severity 3
Severity 4

Root Cause Analysis

Business Hours
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AIRWATCH PRODUCTION
SUPPORT

24 hours/day
7 days/week
365 days/year

1year

Yes

All AirWatch Products
Telephone, Web
Telephone, Web

Yes

Yes

Unlimited

30 minutes or less; 24x7
4 business hours; 12x5
8 business hours; 12x5
12 business hours; 12x5

Provided, upon request, for
Severity 1 support requests

Monday - Friday
8AM - 8PM (Local Time Zone)
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4 V" Support Roles and Responsibilities

MSP Support Roles and Responsibilities

program Overview As a participating partner, you will own the terms of service (ToS) with your customers and must include support and managed services on top of the cloud
products purchased from VMware. Partner will have access to technical support from VMware via Partner Support with the following provisions.

Business Process

Partner is responsible for all End User support, which includes but is not limited to End User communication, any
managed services provided by Partner, and End User education questions related to the different components of the
Subscription Services offering.

Support

Partner Support Responsibilities ) ) o . . : : : .
Partner will be responsible for answering installation, configuration and usage questions, problem isolation and

Mobility MSP Support Model identification, determination if the problem is documented in VMware publications for known problem resolutions and

) attempting to re-create a customer’s problem and provide an acceptable resolution or workaround.
Production Support

. VMware will provide support for the partner as it relates to the Subscription Services platform and any design
Roles and Responsibilities engineering knowledge or expertise related to the platform or VMware Software to isolate a problem with the
VMware Support Responsibilities Platform or Software and effect a resolution.
Any escalated issues that are determined to be caused by a piece of the infrastructure under Partner’s area of
responsibility will be escalated back to Partner through an agreed process.

Support Levels and Owners

Resources

Partner may submit tickets via the telephone or electronically online through MyVMware, or through MyAirWatch for
mobility services. The parties will mutually agree upon severity level categories. Severity response target times will be
Escalation Process found at http://www.air-watch.com/downloads/AW-Production-Datasheet.pdf for mobility services.

Severity Level Tissues must be reported via the telephone for response time SLAs to apply. Trouble shooting steps
taken and results received must be fully documented before submitting the case.

VMware may provide Partner support staff with initial training on the features and functionalities of the Support

L Services via a remote delivery mechanism, and/or other mutually agreed upon methods, at no additional charge.
Partner Support Training . ) L . o ) .
For mobility services, training is required for participation in the MSP offering. Please visit Partner Central for a current

list of required and recommended trainings.

Partner shall appoint an appropriate number of people whom Partner will designate as Partner agents with the
authority to perform certain administrative functions on the Subscription Services, serving as Partner’ technical
Administrators contact. For mobility services, the minimum number of technical contacts per contract is two, and the maximum is six.

Partner is also solely responsible for keeping Partner account information current through MyVMware, as well as the
respective service portal (vCloud Air, Horizon Air, MyAirWatch and so on).
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yV V" Technical Support Levels and Ownership

Mobility MSP Support Levels

program Overview Below is the chart describing the different support level classifications for the vVCAN Mobility MSP program. In the MSP program, the partner owns all support for
their end customers including Level Tand 2 scenarios. As reminder, it is extremely critical that partners complete all required and recommended trainings in
order to be able to provide adequate front line support for their customers. VMware will be available to the partner for technical support escalations (Level 3).

Business Process

Support Level Description Owner

Support
Entitlement Partner’s initial response to an end-user initiated request for support. MSP Partner

Mobility MSP Support Model Includes: Verification and validation of services the customer is entitled to receive; logging the call and

problem details in support case management database; dispatch of the request for support.

Production Support

Roles and Responsibilities Level 1 Services provided by Partner in response to customer’s request for support. MSP Partner

Includes: Gathering and identifying errors in logs; answering installation, configuration, and usage questions;
problem isolation and identification; determination if the problem is documented in VMware publications;
review of symptoms-solutions database for known problem resolutions.

Support Levels and Owners

Resources

Level 2 Services provided by Partner to perform an in-depth analysis of the suspected problem. MSP Partner

Includes: Attempt to re-create the problem and to provide acceptable problem resolution or workaround.

Level 3 Services provided by VMware to resolve problems that are determined to be, or highly probable to be, the VMware to MSP Partner
result of a design or manufacturing defect, or the result of a complex interaction between VMware’s product
and another product that cannot be resolved by the Partner, and requires product design knowledge or
expertise to isolate and effect a problem resolution.

During Level 3 support interactions, the vCAN Partner is responsible for managing the support relationship and MSP Partner to

ongoing communication with the customer. Customer
Escalation Customer Situation/Escalation Management is the responsibility of vVCAN Operations. MSP Partner to
Management Customer

During Level 3 support interactions, the VCAN Partner is responsible for managing the support relationship and
ongoing communication with the customer.
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Resources

Managed Service Provider Questions
MSP@vmware.com

vCloud Air Network Questions
vcloudairnetwork@vmware.com

vCloud Air Operational Questions
vcan-operations@vmware.com

MSP Links

vCloud Air Network MSP Program Guide
Link

vCloud Air Network MSP Home Page
Link

vCloud Air Network Home Page
Link

vCloud Air Network MSP Datasheet
Link

vCloud Air Network MSP Video
Link

AirWatch Home Website
Link

AirWatch Twitter Page
Link

VMware Enterprise Mobility Management
Website
Link

AirWatch Customer Case Studies and
Whitepapers
Link

AirWatch TV (Videos)

Link

vCloud Air Network Mobility Managed Services Handbook - November 2016
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MSP Support & Questions AirWatch Links Support Links

AirWatch KB
Link

AirWatch Resources for Guides, Manuals,

Software Downloads, etc.
Link

AirWatch Support Community Forums
Link

AirWatch Partners Home Page
Link

AirWatch Technical Resources
Link

AirWatch Support and Tickets
Link

AirWatch Webinars
Link

AirWatch Brochures
Link
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