1. The Business Environment

Your customers are making an important decision to
purchase a Hewlett-Packard Corporate Business System.

More than buying just a box, customers rely on our
philosophy, our reputation for technological innovation
and leadership, and our commitment to their success. Their
careers and businesses ride on their investment decisions,
and they're counting on Hewlett-Packard to make them
successful. HP has created the new HP Premier Account
Support program especially for the Corporate Business
System buyer. The new Corporate Business Systems were
just a concept in our technology labs when we started
meeting with potential corporate business systems
customers, studying our future competition, and laying out
the foundation for a new best-of-class level of post-sales
services that would give you the competitive weapon you
need to close the sale.

At the heart of a customer-focused organization is the
ability to understand customers. At the heart of HP's
Premier Account Support program is the concept that our
customers' success defines our success. We've built a
program to help make the Corporate Business Systems
customer successful in the three key areas on which they
are measured:

Solution Availability

Computing power within a corporation can be compared to a
public utility. When a blackout makes power unavailable,
users suffer and productivity stops. System managers are
measured on whether their business solutions are available
to their end users when they say they'll be. These systems
managers rely upon computer vendors to anticipate as many
problems as possible and provide the highest-level
response possible when problems do occur.

Resource Management
Systems managers and Information Technology (IT) managers

are managers: they manage people, equipment, and budgets.
Corporate Business Systems users are measured on how
effectively they plan and manage their resources. They

rely upon a vendor to effectively plan their support needs
at the beginning of the year and develop a single contract
that covers their needs. They don't want to be nickel
and dimed by vendors with charges that are within the
spirit of the original plan.



Technology Planning

System managers and IT managers are responsible for
tracking complex, rapidly evolving systems technologies
and recommending technology implementations that provide
the maximum benefit with minimum disruptions. They need a
business partner who can create a plan for implementing
technologies that create the greatest competitive
advantage for their organizations.

HP's Premier Account Support Program

We have discovered that Corporate Business Systems
customers want one packaged set of services that will
ensure successful implementation and ongoing operation of
their high-end systems - a package that ensures the right
support for their systems hardware, software, network, and
the people using it. HP has packaged the services we
think are truly essential for their systems support into
one fixed-price product. But we also realize that there
are a range of services that they may need to ensure the
success of their entire organization, and these services
are discussed in section 3.

HP has structured a new Premier Account Support program
based upon the needs of the Corporate Business Systems
manager. This program features new support capabilities
packaged together in a single, integrated service and
support product.

Here are some key details of this new fixed-price
package

Quota Credit and Commission!

Sell this package up front with the system, and HP will
give you full revenue credit toward your quota.

One Product Number

We've made it easy to quote support! One product number
does it all! Each new HP 3000 Corporate Business System
and HP 9000 Corporate Business Server has a specific
support package associated with it. Each support package
bears the name of the specific processor version it
supports. Add the product to the quote, and you're done!
Your customer gets everything they need to support their
new system configuration.
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One Integrated Support Package

Each support package includes the primary services
customers need to support their new corporate business
system. Each Premier Account customer is supported by a
fully integrated support team with account-assigned
representatives from the Systems Support Organization
(SSO), the Professional Services Organization (PSO), and
the HP Response Center. Each product contains the
following premium deliverables, all designed to make the
Corporate Business Systems manager successful:

4 A new 24 x 7 hardware support service level with
immediate response

4 An enhanced level of software support with expanded
24 x 7 software coverage

4 A new account-assigned Response Center engineer who
handles daily technical problems as well as ensuring that
the customer receives the highest level of remote support
possible.

4 An enhanced level of 24 x 7 network support for the
system

4 Two person weeks of customer training

4 An account containing on-site consulting time, so
that the customer gets consulting activities focused on
meeting their unique business needs. For example, a
customer can receive one day every other week for account
planning and general consulting or a combination of
general consulting and specialist activities over a number
of days.

See the next section for more details about the new
support capabilities for the Premier Account customer.

One Fixed Price

Customers pay just one price; the package includes all of
the above service and support deliverables for the SPU,
configured peripherals, and software that are part of the
corporate business system configuration at initial
purchase.
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Easy HP Financing Available

In many cases, the up front purchase of fixed-price
packages can be financed through the Finance and
Remarketing Division (FRD). This helps customers to
better manage their cash flow and makes it easier to
purchase support for their corporate business systems.

Out distance the Competition with HP Premier Account
support!

Communicate the following critical benefits to your
customers.

Maximum Uptime

For Corporate Business Systems managers, the best solution
to a problem is not to have the problem. Every aspect of
Premier Account Support is designed with this concept in
mind: to anticipate as many problems as possible and
execute solutions before they impact business operations.
If problems do occur, HP's unprecedented level of response
ensures that the impact is minimized. HP combines
knowledge of products and strategies with a familiarity of
customers' systems environments. The bottom line? The
Corporate Business Systems manager can rely on the HP team
which has the resources and understanding to prevent many
problems and quickly resolve those that do surface. This
adds up to maximum solution availability and maximum
customer satisfaction.

Complete Primary Coverage with No Surprises

The annual account plan and a single comprehensive
contract form a flexible solution covering all your
customer's general systems, network, and, planning and
support needs.* It is an effective way to maximize
productivity and to simplify support for Corporate
Business Systems. The bottom line? Your customer will
have the confidence that the HP team can generate
solutions — clearly, productively, and regardless of the
course of the future.

* Note: The annual account plan may recommend a range
of consulting not included in the standard package. This
can be planned up front for your customer, with the
additional charge included in a single quote, single
solution package.
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A Technology Leader on their Team

Corporate Business Systems customers are often just
starting to use open systems technology, and they need to
develop an overall plan to minimize risk. As part of the
consulting in Premier Account Support, Corporate Business
Systems customer's can opt to have HP help them move
toward an open software environment, tailored to their
unique business and technology needs. HP can show your
customers how to make the most of their existing IT
investments, by building open systems solutions that
leverage the hardware, software, networks, and people that
they already have, while still showing them ways to
incorporate future technologies. The bottom line? Your
Corporate Business Systems manager gets an open systems
road map that they can share with their management - a
road map that is tailored to their unique business needs
and which takes into account their existing investments in
people, hardware, software, and networks.

* Note: Many of these activities may require
additional consulting time that is not included in the
standard package. Additional open systems activities are
available. See the section entitled Additional
Professional Services.

Quote the fixed-price, fixed-deliverable HP Premier
Account Support product for your Corporate Business
Systems customers. They will know that HP will do
whatever it takes to keep their system running smoothly =
now and in the future. That's good business for both you
and your customer. Good selling!
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ndapplicationsevolutionandcoe

Xx 1 s tence
lotplans

14

er systems

p i

customereducation,

’

anddetailedimplement

14

aswellasaddresspeo

14

ationplans

a nd

14

organdiizational
operationalissuesessentdialfor

asuccessfultransitionplan

’

p le

Page 31

HP Premier Account Support Sales Guide



Page 32 HP Premier Account Support Sales Guide



s OpenSoftwarekEnvironment Co

nsul¢ting

P

s CorporateBusinessSyste
mscustomer sknowthatopensystenmn

s offersalotofbenefits

1

T oday

C

’

Still

ustomersoftenfindroadblocksbe
tweenwheretheyaretodayandthetf

ullbenefitsofopensystems

hasaprovenwaytohelpcustometzrsg
etpastthesoftwaretechnologyro

adblocks

CorporateBusinessSystemscusto
merstodayaredealingwiiththepro

blemsofamul¢ti-vendorITenwvdiyir onnm

andmanyareconsideringOpen

’

e n t

Becausehdigh-en

Systemstodoth is

dsystemsrepresentlargeinvestmn
entsandcriticalapplications

t

’

hemovetoOpenSystemsmus¢tbecare

fullyplannedtominimizerisk

S p

eciallytrainedconsul¢tantsinth
e PSOprovideyvyourCorporateBusin

essSystemscustomerwdilithspeciiefi
cguidelinesforbuildingopena

1l 1ications

p P
s f

andrecommendatiion

14

orselectingsoftwarestandarcrdsa

OSEisanapproachtod

efiningthisarchitectureandbui
ldingopensystemsapplications

ndproducts

14

onethatmaximizesflexibildityan

investment

OSEcoverskeyvapplicationdevwve

lopmentareassuchascomputer-aid

edsoftwareengineering

1

dprotectscustomers

S

d

andnet+tw

14

)

CASE

(

Uuserinterface
Itisnotavendor-de f ineda

14
rchitectureorlistofproducts
utasetofguideldidines

atabase
or king

b
d

14

a n

4

mode 1l s

4

processestohelpcustomercrsmakes
oftwarechoicesthatmeetthedilrin

dividualbusinessneeds
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NetworkPlanningandDesdign

canhelpcustomersanalyzethecos

tsandbenefitsofalternativesol
utionsforplanninganddesigning

networks

Asuccessfulnetworkso

lutionreguiresthoroughplannin

Thisinvolvesperformingandin-d

epthnetworkreguirementsanalys

g
i s

providingahigh-levellogical

14

completingadetailedphy

design,

conductingaconnec

14

sicaldesign

andcreatingani

14

tivityanalysis

T heH?P

mplementationplan

Consultantensuresthatthenetwo

rkaccommodatesupgrades

hnologdiles

newtec

4

andorganizationalch

’

angeseasilyandcost-e ff e

ctively
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TheCompetition

4

PremierAccountSupportisIBM
heyhavebeeninthehigh-endservic
ebusinessforalongtimeandarearp

YourprimarycompetitioneforHP
erceivedmarketleader

T

DECandot

alsoofferawidevarietyofservic

eproducts

herhigh-endvendorssuchasAmdahl
l soexist

Serviceonlyvendorsa

includingDisasterPla

14

Readonforsom

nningandCOMDTISTCDO

ehintsforallofthesecompetitivwv

eenvironment s
lablebasis—-aspartofthesystemp

4 IBM'"'"spracticeistoprovideacer
tainlevelofaccountsupporttodit
urchaseprice

sdatacentercustomer sonanon-bil

SellingAgains¢tIBM

tletyourcust
Theyarepayiling fo

|

D on

omer sbefooled

isprovidingthesame

rtheservice-comparesystempric
t-t a k e s

e s
4 S tressthatH?P

whatevwver-i

S uUupportpart

nership-butweputourdeliverabl

esinwriting
{HP'"spersonalizedserviceisunm

atched

Ouraccount-assignedcons

s busin

|

ultantsknowthecustomer

stryexperiencetoprovideqgualdit

e ssandhavethetechnicalandindu
yvplanning

Ourconsul¢tantsareH?P
notthirdpartyhiredh

’

empl oyees

and s

4 StressHP'"sfull-systemproducta

SellingAgainstDELC
ndsupportsolutions

w or k s t

’

P C s
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high-endsystems-wehavea

14

ations

4 EmphasizeHP'ssuccessandexper
iencedirectlysupportingmultivwv

ndunder standthemall

DECclaims¢tooffe
rmul tivendornetworkconsult¢tin

endornetworks

butreliesheavilyonVABSsS¢toact

uallydeldiverdit

’

g

4 Ourserviceiliscomprehensive, we

ll-definedanddocumented
4 EmphasizeHP''"sabilitytoprowvid

IndependentServiceCompandiaies
easystemsolutionthatgoesbeyon
ddailymaintenanceorconsul¢tin

SellingAgainst

Manyservicefirmslackthehdig

h-l evelperspectiveandexperienc

g

ereqguiredtoassistinstrateqgicoc
ompanyplanningandimplementati

o n

hasavestedinterestinkeepingth
ecustomersatisfiedandonthelea

dingedge

Unhappyvorpoorlyequip

pedcustomersdonotstaycompetit

iveanddonotbuymoresystems
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A

&

Question:
S omeof HP

scompetitorsdonotcha

|

WhyshouldHP
customer sinthisenvironmentharw

—-endsystemscustomersfor
etopayforsupport?

<P

Answer:
Althoughitmaynotappearthatsom

eofourcompetitorschargeforsup

thecostisactuallybundled

14

p or t

W ith

intothepriceoftheproduct

HP

PremierAccountSupport

tomerwdillget

Yy Ourcus

’

4 acomprehensivesupportpackage

thatincludesallofthe

servicesneededtosupportthedirc
orporatebusinesssystemorserve

r

4 adetailed, writtendescription
ofthespecificdeliverablesHTP

iscommittedtoproviding

4 personalizedservice

Question:
WhomdoIcontactforfinancingdinf

orma¢tion?

Answer:
TheSalesFinancerepresentatdiaive

inyourlocalsalesoffice

Question:
Canlsell1HP
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PremierAccountSupportformoret
hanoneyearcr?

Answer:

HP
PremierAccountSupportcanbesol
dformorethanoneyearonaspecial
sbasis.Pleasecontactyourlocal
supportmarketingcenterformore
information

Question:
Canmycustomerfinancemult¢ti-ye ar
supportcontracts?

Answer

Y e s . Inmanycases, customerscantf
inancesupportcontractscoverin
gmul¢ti-yearperiodsaccordingtot
heirneeds CheckwithyoursSaleseEF
inancerepresentativefordetail
S

Question:
CanlwsellH?P

PremierAccountSupporttocustom
ersthatarebuydingH?P

systemsotherthantheHP
3000CS 99 2seriesandH?P
9000890 series?

Answer:

T he HP

PremierAccountSupportpackages
areconfiguredspecificallyforH
P

3000 ndHP

9 000 orporateBusinessSystems
ComprehensiveSuppor

tforPremierAccountsisrecommen
dedwhensellingsystemsothertha
ncorporatebusinesssystemsorwh
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enmoreorlesscoverageilsreqgudilre

dt hanincludedwdilththeHTP

PremierAccountSupportpackages

ThenewcapabilitiesincludeddinH

PremierAccountSupportfortheCCo
rporateBusinessSystemsintimew
illbemadeavailabletootherHHP

Pleasecheckwithyourl
ocalsupportmarketingcenterfor

availabilityand/ororderinginft€t

S ystems
ormation

Question:
I stheremorecustomervaluedinthe

up frontpackagethanintheindivi

duallyguotedservices?

Answer:
Absolutely

Sincecustomerspayo

nepriceregardlessofwhatconfig
uredperipheral sandsoftwareare
includedintheconfiguration,

t h

erecanbesignificantlymorevwvalu

einpurchasingthepackage,

t hani

nbuyingsupportforeachspeciftic

Themoreitemsdinclude

dwiththeCorporateBusinessSyst

component

emconfigurationatinitialpurch

thebetterthevalue

4

a s €

Question:
DoesHP

Pr e

mierAccountSupportcoverperdiph

equipmentandmemoryinclu
dedinthecorporatebusinesssyst

emconfiguration?

14

e ral s

Answer:
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PremierAccountSupportiscontig
uredandpricedatthesystemleve

Thiseliminatestheneedforcom

plexandlengthycomponent-1evelc
onfigurations

1

Allperipheralsa

ndmemoryincludedinasinglecorp
oratebusinesssystemcontfigurat

ionatinitialpurchase

r t ed

aresuppo

14

Question:

P =

s PremierAccoun
ogramavaililableworlld

|

I s HP

Answer:
Y e s

althoughlocalavailabildity

ofspecificcapabilitiesmayvary

4

Checkwilit

hyourlocalcountrysupportmarke

fromcountrytocountry
tingcenter fordetails

Question:
Whataboutguotaandcommissiontto

rsellingHTP

PremierAccountSupport?

Answer:

HP

willgiveyoufullrevenuecredi1ltt

owardyourguotaforeachH?P?P

PremierAccountSupportpackages

ol dupfrontwiththesystenmnmn

Question:
Whataboutguotaandcommissionfo

rsellingconsultingservices?

Answer:
IfyouraccountispartoftheVPFY92Pp

ilotoftheConsultingQuotaandCo

mmissionprogranm

andtheseconsu

4
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ltingservicesmeettheordermindi

youwil

’

(variesbygeography)

lreceiveguotacreddi1Ht

m u m

Question:
Howmuchconsultingtimedoesthec

Uus tomerreceivewdllthHTP

PremierAccountSupport?

Answer:

HP

PremierAccountsupportprovides

on-sitetechnicalconsulting fora
pproximatelyonedayevervyotherw

Thiscanbeusedforgeneralco

nsultingorforotherspecialilstoc

e e k

onsultingsuchasperformancecon

sul¢ting
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Question:

Does HP

PremierAccountSupportcovermul

tivendornetworkeguilipment?

Answer:

PremierAccountSupportof fersne
tworkfaultisolationandproblem
management foralldirectcorpora

tebusinesssys¢ten

Additio

t oHP-deviceconnections

nalnetworkcoverageforthecusto

sentirenetworkcanbeinclud

edinsinglelinepriceguotesorth
roughComprehensiveSupportfor?P

\}
remdiler Account s

me r

Question:

Whatarethebenefitstothecus¢tom

er oft heHP

PremierAccountSupportpackage?

Answer:

HP

PremierAccountSupportofferscu
stomerstheserviceandsupportth
eyneedfortheircorporatebusine
Ssssystemorserverconitiguratio

Customersgettheassuranceoifm

aximumuptdime

completecoverage

14

andatechnologyleaderonthedirte

allforasinglefixedprice

14

a m

Question:

WhatarethebenefitstoHP

insellingtheHd?P

PremierAccountSupportfixedpri

cepackage?

Answer:
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Therearecostsavingsinreducing
thetimeittakestosellsupport

H

alsobenefitsfromtheimprovemen
tincustomersatisfactionasares
ultofhelpingcustomersincrease
theirsolutionavailabildi¢ty;

e £ £

ectivelyplanandmanagethedlzrres

a n d,
mapnewtechnologytobusinessgoa

.
14

O urxr ce s

Question:
Whatistheprocessforselectingt

heaccount-assignedResponseCent

erEngineer

?

)

A R CE

(

Answer:
WhenanorderisplacedfortheH?P

4

PremierAccountSupportpackage
theResponseCenterisnotifiedan
dimmediatelystartstoworkwith t

saccountteamtoprolf

1

hecustomer

's corporatebusi

i lethecustomer

nesssystemconfigurationandsys

ThegoalistomatchA

RCEexpertisetothecustomer

pportreguirements

temsoftware

S

|
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Order Informatdion

'_l
3
«Q

FortheH?P
3000

2
c
3
o}
)
=
o
0
0
Q
=
-
gel
o
e
o
5

Fixed-PricePackages.:

H5331A CS 992/100 Support

HP Premier Account
Support
H5332A CS 992/200 Support for
regular and DX systems
H5333A CS 992/300 Support |
H5334A CS 992/400 Support |
H5340A CS 990 Support |

Flexible Solution:
H5329A Comp Sup 3000 CS
HP Comprehensive Support
for
Premier Accounts
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Description
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H5335A 890 1 CPU Support
HP Premier Account

Support

H5336A 890 2 CPU Support |

H5337A 890 3 CPU Support |

H5338A 890 4 CPU Support |

Flexible Solution:
H5330A Comp Sup 9000
HP Comprehensive Support
for
Premier Accounts
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