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DELL PROSUPPORT
MISSION CRITICAL
OPTION

Dell’s most rapid resolution option minimizes downtime on your business critical systems

TIME IS MONEY

Every minuta of unplanned downtime 1s lost productivity and quite often, lost revenue. Reducing recovery time frerr
days to hours is a must. It's for these scenarios that Dell offers the Mission Critical option with Dell ProSupport for T or
ProSupport for End Users. Mission Crizical 's Dell's most rapid resolution ootion. You can choose from 2-, 4- or 8-hour
onsite parts and or labor. Rely on Dell's proven and reliable Critical Situatior Process te get you back up and

rurning fast.

KEY FEATURES OF DELL PROSUPPORT MISSION CRITICAL OPTION

= QOnsile f?c:ponso - ?2-Hour, 4-Hour or 8-Hour onsite service' with 6-nour nardware repair available 24£x7, ‘ncluding
helidays. 2-nour response is not availacle on desktops: availac ity may vary by counlry

= Onsite Rc;pun,o 2-Hour, 4-Hour or 8-our onsite servicel. includ ng nolidays. 2-hour response is not available on
desktops.

»  CrilSit Procedures - Severily level 1issues will be reviewed by Dell and may be ncminated for CrilSiLincident
coverage Lhrough Dell Global Cemmand Centers.

*  Emergency dispatch - Ons e service technician dispatched in parallel with phone-based Lroubleshoot ng when ycu
declare a Severity level T incident.

«  Pricrity produclion - In the event of & critical situation caused by naturai disaster or other event normally excluded
frem limited warranty, Dell will expedite pvoductuon of a new system(s).

« Sterage fault monitoring - Alerts from storage fault monitoring helps you maximize uptime by identifyirg and
correcting potential issues before they occur,

NEW REMOTE SUPPORT FEATURES FOR SERVERS WITH PROACTIVE SYSTEMS MANAGEMENT‘

Spend less time troubleshooting and permit Dell to monitor and send alert notifications for most Mission Cr't

servers. Utilize Dell's new Phone Horne capability to generate support cases with pradetermined falure aralysis so you

can see eye-to-aye with Dell techn cal supcort when a hardware faillure occurs.

«  Asset Visibility and Reporting - Reduce complexity with a single Web-based portal for managing assers, warranties
and hardware fault alerts.

= Warranty Tracking and Expiranion Notifications — Avoid surprises and reduce admin costs with customizable
netificat!

»  Hardware Monitering and Alerting - Increase efficiency and optimize operational expenses with a SaaS rmon toring
connection which natifies you withur 5 minutes of a hardware fa'lure.

1

ons before your service cantracts expire.

+ Automated Diagnostics - A connection to Dell will detect and diagnose hardware faults for faster recovery and
more accurate rermediation.

«  Auto-Support Case - Accelerate resalution with proactive communication from Dell allowing you to bypass
standard troubleshooting.

_earn about a more efficient and perscnalized support experience at www.Dell.com/Froactive.




DELL CRITSIT PROCESS

During critical situation events, Dell Glebal Command Centers will activate cur CritSit Process to help
ensure that our expert resources are mooihized to get you back up ana running fast. Dell's CritSit

Process includes:

« LCmrergency Dispatch, which provides s multaneous phone and ons

= Severty 1situations
»  2roblem replication in Dell's simulatior labs (as needed)

«  Ongoing, scheduled situation updates ta «eep you informed every step of the way

e trounleshooting for customerdefined

PROCESS FOR FAST AND FOCUSED RESOLUTION DURING “CRITICAL SITUATION” EVENTS

O MINUTES 15 MINUTES 30 MINUTES 45 MINUTES 1HOUR
Lscalation Within © 30 minutes At 45 minutes, Escalation
Managerment 5 minutes, a real-time Management

Customer is engagedq. a senior analyst Management conference call  sends situation
Contacts Situatior is takes ownership sends Global takes place with report (o
declared critical. of the technical notification thar stakeholders stakeholders.
Dell

is in progress,

ABOUT DELL GLOBAL SERVICES

ssue, Critical Situation

to determine

resolution plan.

Dell Glocal Services simglify the management of your |1 environment so you ger up and running

quickly, with lower deployment costs, fewer n:
pay anly for the services you need, gain Instant access to the |z

HOW TO GET IT

25T INnovea
nfrastructure investment, and rake your ousiress from maintenance to rrorrentum.

a5, and less time spent on non-strategic tasks, You
ors without acditional

Dell 2roSupport Mission Critical Qption is only availabla for purchase along with a
Dell ProSupport service model,

_— Y

et

SIMPLIFY YOUR IT MANAGEMENT AT

Avadability varies by country. To keam more, customers and Dell Channel Partners should comtact your sales represertative for mare

informuation.

1 May be provided by (hird-garty, Techmician will be if sary lollowing ph used troubl lability varies. See
dell.conyseraceconiracis for detsils.

2 Based an an interral study ol Severity 1 time for Dell 1o Platinum Plos Enterprise Suppert, Sedect lealuras

of Platinum Plus ace now ar.nhhh in mu Defl ProSupport Iﬁsmrcmcal Option, These (valures inclede critical siluation procedures for
Severity 1 issues, gency dispatch, problem Yabs, snd 2-haur or 4-hour ensite response, August 2007,

*Based on an internal study of Sev1 resolution Gima lor Dell customers using Mission Critical support Plalinum Plus compared to other service levels. August 2007,

SOLUTIONS, S.R.L.

RNC 1-01-88755-9

Santo Domingo, R.D.
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ProSupport for Enterprise

Introduction

Dell Technologies' is pleased to provide ProSupport for Enterprise (the “Service(s)” or “Support Services”) in accordance with this
Service Description (“Service Description”). Your quote, order form or other mutually-agreed upon form of invoice or order
acknowledgment from Dell Technologies (the “Order Form”) will include the name(s) of the Product(s)?, applicable Service(s) and
related option(s), if any. For additional assistance, or to request a copy of your governing agreement applicable to the Services (the
“Agreement”), contact your Dell Technologies sales representative. For Customers who purchase from Dell under a separate
Agreement that authorizes the sale of these Services, the Dell Services Terms & Conditions Supplement? also applies to these
Services. For a copy of your agreement with your applicable Dell Technologies reseller, contact that reseller.

The Scope of This Service

The features of this Service include:

Access on a 24x7 basis (including holidays)* to the Dell Technologies Customer Service and Support organization for
troubleshooting assistance of Products.

On-site dispatch of a technician and/or delivery of replacement parts to the Installation Site or other Customer business location
approved by Dell Technologies as detailed in the Agreement (as necessary and according to the support option purchased) to
address a Product problem. See below for more details on severity levels and onsite service options.

Please review the table below for more details.
How to Contact Dell Technologies if You Require Service

Online, Chat, and Email Support: Dell Technologies website, chat, and email support available for select products at

https://www.dell.com/support.

Telephone Support Requests: Available on a 24x7 basis (including holidays). Availability may differ outside of the United States
and is limited to commercially reasonable efforts unless otherwise specified in this document. Visit https://www.dell.com/support for a list
of applicable telephone numbers for your location.

The following chart lists the service features of ProSupport for Enterprise provided under Dell Technologies's warranty and/or
maintenance terms. ProSupport for Enterprise is available to support and maintain:

1. Dell Technologies® Equipment which is identified on the Dell Technologies Product Warranty and Maintenance Table or on your
Order Form as

o including ProSupport for Enterprise during the applicable warranty period; or
« eligible for upgrade to ProSupport for Enterprise during the applicable warranty period; or
e eligible for ProSupport for Enterprise during a subsequent maintenance period.

2. Dell Technologies Software which is identified on the Dell Technologies Product Warranty and Maintenance Table or on your Order
Form as eligible for ProSupport for Enterprise during a maintenance period.

! “Dell Technologies”, as used in this document, means the applicable Dell sales entity (“Dell”) specified on your Dell Order Form and the applicable
EMC sales entity ("EMC") specified on your EMC Order Form. The use of “Dell Technologies” in this document does not indicate a change to the legal
naime of the Dell or EMC entity with whom you have dealt.

2 As used in this document, “Dell Technologies Products”, “Products”, “Equipment” and "Software” means the Dell Technologies Equipment and
Software identified on the Dell Technologies Product Warranty and Maintenance Table or on your Order Form, and “Third Party Products” is defined in
your Agreement, or in the absence of such definition in your Agreement, in the Dell Technologies Commercial Terms of Sale, or your local Dell
Technologies terms of sale, as applicable. “You” and “Customer” refers to the entity named in the purchaser of these Services named in the Agreement.
% To review the Dell Services Terms of Sale Supplement, please go to https://www.dell.com/servicecontracts/global
Support Services tab on the left hand navigation column of your local country page.

4 Availability varies by country. Contact your sales representative for more information.

RNC 1-01-88755-9
Santo Domingo, R.D



SERVICE FEATURE DESCRIPTION

PROSUPPORT—COVERAGE DETAILS

GLOBAL
TECHNICAL
SUPPORT

Customer contacts Dell
Technologies by telephone or
web interface on a 24x7 basis
to report an Equipment or
Software problem and
provides input for initiai
assessment of Severity
Level".

Dell Technologies provides (i)
a response by remote means
using a Dell Technologies
technical support resource for
troubleshooting assistance
based on the Severity Level
of the problem; or (ii) when
deemed necessary by Dell
Technologies, Onsite
Response as described
below.

Included.

ONSITE
RESPONSE

Dell Technologies sends
authorized personnej to
Installation Site to work on
the problem after Dell
Technologies has isolated the
problem and deemed Onsite
Response necessary.

Included for Equipment only.

Initial Onsite Response objective is based on the option purchased by the
Customer. The options available to the Customer are the following; either 1) a
four-hour service response during the same business day, or 2) a service
response during the next local business day, during normal business hours, after
Dell Technologies deems Onsite Support is necessary.

4-Hour Mission Critical On-site Response

Typically arrives on-site within 4 hours after completion of telephone-based
troubleshooting.

» Available seven (7) days each week, twenty-four (24) hours each day -
including holidays.

+ Available within defined four {4) hour response locations.

* 4 Hour parts locations stock essential operational components, as determined
by Dell Technologies. Non-essential parts may be shipped using overnight
delivery.

» Ability to define if the issue is a Severity 1 upon remote supports initial
diagnosis

« Critical situation procedures - Severity level 1 issues are eligible for quick
Escalation/Resolution Manager and “CritSit” incident coverage.

» Emergency dispatch - onsite service technician dispatched in parallel with
immediate phone-based troubleshooting for Severity 1 issues.

Next Business Day On-site Response

Following telephone-based troubleshooting and diagnosis, a technician can
usually be dispatched to arrive on-site the next business day.

« Calls received by Dell Technologies after local cutoff at Customer site local
time may require an additional business day for service technician to arrive at
Customer’s location.

+ Available only on select models of Products.

Onsite Response does not apply to Software and may be separately purchased.

*SEVERITY LEVEL DEFINITIONS

SEVERITY 1 Critical — loss of ability to perform critical business functions and requires immediate response

SEVERITY 2 High — able to perform business functions, but performance/capabilities are degraded or severely limit

SEVERITY 3 Medium/Low - little to no business impact.

oM

SOLUTIONS, S.R.L
RNC 1-01-88755-9
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REPLACEMENT
PARTS DELIVERY

Dell Technologies provides
replacement parts when
deemed necessary by Dell
Technologies.

Included. Replacement parts delivery objective is based on the option
purchased by the Customer. The options available to the Customer are the
following; either 1) a four-hour service response during the same business
day, or 2) a service response during the next local business day, during
normal business hours, after Dell Technologies deems that a replacement part
delivery is necessary. A Same Business Day part is one which upon failure
may prevent the Supported Product that causes the loss of ability to perform
critical business functions and requires immediate response. Parts deemed
non-critical include, but are not limited to:bezels, mechanical chassis, hard
drive blanks, rail kits, cable management accessories. Parts that may be
deemed critical are: motherboards, CPUs, select memory modules and hard
disk drives.

Local country shipment cut-off times may impact the same day/next local
business day delivery of replacement parts.

Installation of all replacement parts performed by Dell Technologies as part of
Onsite Response, but Customer has option to perform installation of Customer
Replaceable Units (CRUs). See Dell Technologies Product Warranty and
Maintenance Table for listing of parts designated as CRUs for specific
Equipment or contact Dell Technologies for more details.

If Dell Technologies installs the replacement part, Dell Technologies will
arrange for its return to an Dell Technologies facility. If Customer installs the
CRU, Customer is responsible for returning the replaced CRU to a facility
designated by Dell Technologies.

if the Dell technician determines that the Supported Product is one that should
be replaced as a whole unit, Dell Technologies reserves the right to send
Customer a whole replacement unit. Whole unit replacements may not be
stocked for same day response times and there may be extended lead times
for arrival of a whole unit replacement at your location, depending on where
you are located and the type of Product being replaced.

PROACTIVE SOLID
STATE DRIVE
REPLACEMENT

Included for Storage and
Converged Products. If the
Endurance Level (as defined
below) for any solid-state drive
prior to the device reaching its
full capacity or less (as
determined by Dell
Technologies), the Customer is
eligible to receive a
replacement solid state drive.
Endurance Level means the
average percentage of life span
remaining on the eligible SSD.

Included.

Response objective is based on the applicable Replacement Parts Delivery
and Onsite Response service features detailed above. Customer must
activate and maintain the currently supported version{s) of SupportAssist
and/or Secure Remote Support software during the applicable term of support.
SupportAssist and/or Secure Remote Support enablement, as applicable is a
prerequisite for these additional renewal service features.

RIGHTS TO NEW
RELEASES OF
SOFTWARE

Dell Technologies provides the
rights to new Software
Releases as made generally
available by Dell Technologies.

Included.

INSTALLATION OF
NEW SOFTWARE
RELEASES

Dell Technologies performs the
instaliation of new Software
Releases.

Equipment Operating Environment (OE) Software

Included with ProSupport 4 Hour/Mission Critical only for Software which Dell
Technologies classifies as Equipment operating environment Software and
only when the associated Equipment into which the operating environment
Software is being installed is covered by a Dell Technologies warranty or then
current Dell Technologies maintenance contract.

Other Software (non-OE)
Customer performs the installation of new Software Releases unless
otherwise deemed necessary by Dell Technologies.

&37to Domingo, R.D



Certain Products wili Included for Products that have remote monitoring tools and technology
24X7 REMOTE . . h .
automatically and independently  available from Dell Technologies.

MONITORING AND . ntact Dell Technologies to

REPAIR provide input to assist Dell Once Dell Technologies is notified of a problem, the same response objectives
Technologies in problem for Global Technical Support and Onsite Response will apply as previously
determination. Dell described.

Technologies remotely
accesses Products if necessary
for additional diagnostics and to
provide remote support.

24X7 ACCESS TO Customers who have properly Included.

registered have access on a
ONLINE SUPPORT 54,7 pasis to Dell

S A PRE
TOOLS Technologies’s web-based {a.ﬂ\ ;’ k2 i
knowledge and self-help B B
customer support tools via the a L - SaNS ¢
Delt Technologies Online _ gL U IR~
Support site. anC 1-01 88752

santo Domingo, R.O

ADDITIONAL SUPPORT WITH CLOUDIQ

SERVICE FEATURE DESCRIPTION COVERAGE DETAILS

CLOUDIQ Customers who have properly connected their entitled- included for the following Dell
system to Dell Technologies using either Secure Remote Technologies platforms; PowerMax,
Services or SupportAssist have access to CloudlQ, which PowerStore, PowerScale, PowerVAlut,
provides proactive health scores, performance impact Dell EMC Unity XT, XtremlO, SC Series,
analysis and anomaly detection and workload contention VxBlock and Connectrix switches.
analysis.

COLLABORATIVE ASSISTANCE

If a Customer opens a service request and Dell Technologies determines that the problem arises with an eligible third-party vendor's
products commonly utilized in conjunction with Products covered by a current Dell Technologies warranty or maintenance contract, Dell
Technologies will endeavor to provide Collaborative Assistance under which Dell Technologies: (i) serves as a single point of contact
until the problems are isolated; (i) contacts the third-party vendor; (iii) provides problem documentation; and (iv) continues to monitor
the problem and obtain status and resolution plans from the vendor (where reasonably possible).

To be eligible for Collaborative Assistance, Customer must have the appropriate active support agreements and entitiements directly
with the respective third-party vendor and Dell Technologies or an authorized Dell Technologies reseller. Once isolated and reported,
the third-party vendor is solely responsible to provide all support, technical and otherwise, in connection with resolution of the
Customer’s problem. Dell Technologies IS NOT RESPONSIBLE FOR THE PERFORMANCE OF OTHER VENDORS’ PRODUCTS
OR SERVICES. A list of Collaborative Assistance partners can be found on the Collaborative Assistance List. Please note tha
supported third-party products may change at any time without notice to Customers.

DELL TECHNOLOGIES SYSTEM SOFTWARE SUPPORT

Dell Technologies Software support included within ProSupport for Enterprise provides support for select Third Party Products,
including select end-user applications, operating systems, hypervisors and firmware when such Third Party Products are 1) purchased
from Dell Technologies, 2) purchased with Products, 3) currently installed and operating on Products at the time that support is
requested, and 4) the Product is covered by an existing ProSupport for Enterprise support and maintenance term of service. Customer
is solely responsible for correcting any problems with licenses and purchases of eligible software to be eligible to receive these
Services at any time during the coverage period. A list of eligible software can be found on the Comprehensive Software Support List.
Please note that supported Third Party Products may change at any time without notice to Customers. Situations giving rise to
Customer's questions must be reproducible on a single system, which may be physical or virtual. Customer understands and accepts
that resolutions of certain issues giving rise to Customer's service request may not be available from the publisher of the relevant
software title and may require support from the publisher, including installation of additional software or other changes to Products,
Customer accepts that in such situations where no resolution is available from the publisher of the relevant software title, Dell
Technologies's obligation to provide support to the Customer will be fully satisfied.

Additional Terms and Conditions Applicable to End Users Purchasing Product(s) from an OEM



An “OEM” is a reseller who sells the Supported Products in a capacity as an original equipment manufacturer that is purchasing

Dell Technologies Products and Services from the OEM Solutions (or its successor) business group for an OEM project. An OEM
typically embeds or bundles such Dell Technologies Products in or with OEM Customer's proprietary hardware, software or other
intellectual property, resulting in a specialized system or solution with industry or task-specific functionality (such system or solution an
“OEM Solution”) and resells such OEM Solution under OEM's own brand. With respect to OEMs, the term “Supported Products”
includes Dell Technologies Supported Products that are provided without Dell Technologies branding (i.e. unbranded OEM-ready
system), and “End-User” means you, or any entity purchasing an OEM Solution for its own end-use and not for reselling, distributing or
sub-licensing to others. It is OEM's responsibility to provide first level troubleshooting to the End User. An appropriate best-effort initial
diagnosis should be performed by OEM before the call goes to Dell Technologies. This OEM maintains responsibility for providing the
initial troubleshooting even when its End User engages Dell Technologies to request service, and if an End User contacts Dell
Technologies for service without contacting their OEM, Dell Technologies will ask the End User to contact their OEM to receive first
level troubleshooting before contacting Dell Technologies.

Dell Technologies ProSupport for Enterprise on Non-Standard Parts in Custom Server
Products

The repairs and exchanges of non-standard or unique parts (“Non-Standard Component Support Services”) are a value-added exchange
service complementing Customer's PowerEdge Product warranty that covers standard Dell Technologies components in a standard
configuration, and that require replacement due to defects in workmanship or materials (“Warranty Repairs”). Dell Technologies branded
firmware/software for “Non-Standard Components”™ is NOT available, and the Customer must use manufacturer provided utilities to
monitor and/or update the component. The Customer will also work with the manufacturer directly to resolve any quality issues related to
software/firmware, utilities, and hardware. Dell Technologies will provide Non-Standard Support Services to replace non-standard or
unique parts that Customer forecasted and guaranteed to be available as set forth above, and once Customer has made corresponding
arrangements to assist Dell Technologies in placing any orders for service stock in order to facilitate repair activity. Provided Customer
has accurately forecasted stocking needs, Dell Technologies will exchange the part that exhibits a defect according to the Customer’s
applicable response time for Warranty Repairs and install the replacement part in the Customer’s Product, but Customer acknowledges
and agrees that Dell Technologies is not liable to Customer to ensure part availability. Same day (e.g. 4 hour) parts and field response
may not be available for “non-standard” component replacement, and Dell Technologies will default to Next Business Day Service in
these cases. Replacement parts may be new or refurbished as permitted by local law, and fulfillment of Non-Standard Component Support
Services repairs and exchanges may require Dell Technologies to utilize a third party manufacturer/third party publisher's warranty and/or
maintenance services, and Customer agrees to assist Dell Technologies and provide any materials requested by any third party
manufacturer or third party publisher to facilitate utilization of the corresponding third party warranty and/or maintenance services.

Dell Technologies's engineering testing of the resulting configuration pursuant to a separate statement of work (SOW) after installation

of the non-standard or unique parts, software requested by Customer is a point in time activity and the Non-Standard Component

Support Services are available only on the specific configuration as defined by Customer and tested by Dell Technologies. Dell
Technologies will communicate the exact hardware configuration tested including firmware levels. Once engineering testing is complete

Dell Technologies will provide the results via reports with indication of Pass/Fail. Dell Technologies will use commercially reasonable

efforts to support recognition and operation of the non-standard component on the Dell Technologies Product, however modification of

Dell Technologies standard utilities (including BIOS, IDRAC, and SupportAssist) will not be supported. Customer will be responsible for
working with the manufacturer directly to resolve any non-standard component issues which arise during engineering testing (including
quality issues, software, firmware, or hardware specifications/limitations). Additional Dell Technologies engineering testing after

Customer has received a report with an indication of PASS will require a new SOW and associated non- recurnng engmeenng fees

including any engineering testing requested in connection with a repair or replacement of any.. ponent B eoniio -
warranty term of the Customer’s Equipment. .- >

:Ti‘"ﬂ\',c. o.r

ag755- 0

Other Details about Your Service - ‘TO‘

RNC 1-01 o
The warranty periods and support options (“Support Information”) on this website apply (i) only betwéen!Delf TétHtiologies and those
organizations that procure the applicable products and/or maintenance under a contract directly with Dell Technologies (the “Dell
Technologies Customer”); and (ii) only to those products or support options ordered by the Dell Technologies Customer at the time that
the Support Information is current. Dell Technologies may change the Support Information at any time. Other than changes caused by
publishers and manufacturers of Third Party Products, the Dell Technologies Customer will be notified of any change in the Support
Information in the manner stated in the then current product ordering and/or maintenance related agreement between Dell
Technologies and the Dell Technologies Customer, but any such change shall not apply to products or support options ordered by the
Dell Technologies Customer prior to the date of such change.

Dell Technologies will have no obligation to provide Support Services with respect to Equipment that is outside the Dell Technologies
Service Area. “Dell Technologies Service Area” means a location that is within (i) one hundred (100) drivable miles or one hundred sixty



(160) drivable kilometers of an Dell Technologies service location for Storage and Data Protection Equipment and/or components; and
(i) the same country as the Dell Technologies service location, unless otherwise defined in your governing agreement with Dell
Technologies, in which case the definition in the governing agreement prevails. For EMEA customers, unless stated otherwise in this
Service Description or the Agreement, on-site service is available within a distance of up to 150 kilometers from nearest Dell
Technologies Logistics location (PUDO or Pick-Up/Drop-off location). Please contact your sales representative for more information
about availability of on-site service in EMEA.

This Service is not available at all locations. If your Product is not located in the geographic location that matches the location reflected
in Dell Technologies's service records for your Product, of if configuration details have been changed and not reported back to Dell
Technologies, then Dell Technaologies must first re-qualify your Product for the support entitiement you purchased before applicable
response times for the Product can be reinstated. Service options, including service levels, technical support hours, and on-site
response times will vary by geography and configuration, and certain options may not be available for purchase in Customer's location,
so please contact your sales representative for these details. Dell Technologies’s obligation to supply the Services to relocated
Products is subject to various factors, including without limitations, local Service availability, additional fees, and inspection and
recertification of the relocated Products at Dell Technologies's then-current time and materials consulting rates. Unless otherwise
agreed between Dell Technologies and Customer, in cases where service parts are shipped directly to Customer, the Customer must
be able to accept shipment at the location of the Products to be serviced. Dell Technologies will not be held liable for support delays
due to the Customer's failure or refusal to accept shipment of parts. Multi-component storage systems require active support option
agreements on all hardware and software components of the system in order to receive all of the benefits of the support agreement for
the entire solution. Unless otherwise agreed in writing with Customer, Dell Technologies reserves the right to change the scope of
Support Services on sixty (60) days’ prior written notice to Customer.

Products or services obtained from any Dell Technologies reseller are governed solely by the agreement between the purchaser and
the reseller. That agreement may provide terms that are the same as the Support Information on this website. The reseller may make
arrangements with Dell Technologies to perform warranty and/or maintenance services for the purchaser on behalf of the reseller.
Customers and resellers who perform warranty and/or maintenance services or professional services must be properly trained and
certified. Performance of any services by untrained/uncertified Customers, resellers or third parties may result in additional fees if
support from Dell Technologies is required in response to such third parties’ performance of services. Please contact the reseller or the
local Dell Technologies sales representative for additional information on Dell Technologies’s performance of warranty and
maintenance services on Products obtained from a reseller.

Copyright © 2008-2020 EMC Corporation. All Rights Reserved. EMC and other trademarks are trademarks of EMC Corporation or other
applicable affiliates of Dell Inc.  Other trademarks may be the property of their respective owners. Published in the USA. H16453 .4

EMC Corporation believes the information in this document is accurate as of its publication date. The information is subject to change
without notice.

Rev. January 28 2020
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W% ALFREDO

GUERRERO PEREZ

% &

INFORMACION
PERSONAL

PREPARACION ACADEMICA

« UNIVERSIDAD ACCION PRO EDUCACION Y
CULTURA (UNAPEC)
* Ingeniero en Sistemas

PREPARACION TECNICA

» Técnica de Supervision : Relaciones Humanas

» Cursos de Re-Ingenierias & Calidad Total

e Cursos de mercadeo y ventas (BMC)

e Administracion Novell 4.x

+ Administracion NT.

e Ad. AS/400

DIRECCION « Instalacion & Adm. OS/2

¢ Cableado Estructurado (Hubbell)

« Configuracion de Routers (Bay Networks)

» Redes Inalambricas (BreezeCOM)

e Tecnologia Thin-Clients (WYSE)

« Partner Sales Training (BMC)

+ Cableado Estructurado (ORTONICS)

o Citrix Certified Administrador (Citrix)

+ Sun ONE Infraestructure (SUN
MICROSYSTEMS)

« Oracle Sales Training (ORACLE)

« Patrol Technical Training (BMC)

Edificio Gala 3. #34

REFERENCIAS « VMware Certified Professional
LABORALES o ) ..
¢ Citrix Certified Administrator
Heriberto Gregorio Mondest « Quantum Scalar Library

 Programacion
+ Operacion de Sistemas
e Comunicaciones Wireless
oila Fabiany Blanco « Telecomunicaciones IP
= de Operaciones y » Almacenamiento SAN EMC
« VMware
« Sistemas de Respaldo con duplicacion
e Sistemas de librerias Quantum



EXPERIENCIA LABORAL
e« Banco Gerencial y Fiduciario /1988-
1989

- Operador de Sistemas.
- Programador Analista RPG.
- Encargado de Micro computadores.

e Compania Nacional de Seguros /1988-
1996

- Programador Analista /1989-1966

- Enc. Seguridad Computacional /1992-1994

- Sub. Gerente de Soporte Técnico /1994-1996
- Instructor de Seguridad de Oficina.

Logros

Primer sistema automatizado de Seguros /
Instalacion de la Primera LAN/WAN Token
Ring.

e« Multicomputos S.A./1996-2005

- Asistente de Gerente de Redes /
- Pre-Venta de Productos

- Ejecutivo de Cuenta.

Logros

Téchico con mayor instalaciones LAN/WAN, Frame
Relay.

Enc. Mercadeo Redes Wireless, LAN, WAN.

Enc. De Mercadeo de Citrix, Lider en el Mercado
Local

Enc. De Mercadeo BMC

Enc. De Mercadeo Servidores INTEL

Enc. De Mercadeo Servidores INTEL/SUN




HYH SOLUTIONS SRL | GERENTE DE PREVENTAS
2011 - ACTUAL

Aparte de la experiencia laboral local he realizado trabajos
de implementacion y consultorias en soluciones de
respaldos y archiving para empresas internacionales
como:

Petroleo de Venezuela, PDVSA, Direccion de

Impuestos de Guatemala, Banco Maduro,

Curazao, Medellin, Colombia, Costa Ricay

Ecuador.

ENTRENAMIENTOS REALIZADOS ENVIADO POR
HYH SOLUTIONS

e Certificaciéon de Quantum Scalar i2000 | Denver,
Colorado 2008.

e Certificacion VMware | Mexico, DF 2007

e EMC Avamar Backup | Mexico, DF 200

e EMC Infraestructure | Caracas Venezuela 2007

e Administracion de Proyectos | Quality, Santo
Domingo, Rep. Dom. 2010.

e Vmware | Revalidando

¢ VxRail | Dell Technologies




ELVIS JUNIOR

MARTINEZ GARCIA

INFORMACION
PERSONAL

PREPARACION ACADEMICA

« UNIVERSIDAD ACCION PRO EDUCACION Y CULTURA
(UNAPEC) 2012-2017

e Ingenieria en Sistema

PREPARACION TECNICA

« INSTITUTO TECNOLOGICO DE LAS AMERICAS (ITLA)
2011-2012
- Cisco Certified Network Associate (CCNA)
- Ingles (semi-intensivo)

« ADVANCED ADMINISTRATION OF WINDOWS SERVER
| SCHNELL SOLUTIONS. / HYH SOLUTIONS 2018

DIRECCION

- Implementing DHCP

prados del Santo - iImplementing DNS

Domingo Este. - Implementing ADDS

' - Managing objects in ADDS

- Advanced ADDS Infrastructure

- Management Implementing and Administering ADDS sites

. and replication.

829-421-3071 - Implementing Group Policy

C/ Guayacanes

CONTACTO

- Managing user settings with Group Policy
REFERENCIAS - Securing Active Directory Domain Services

LABORALES - Monitoring, managing and recovering ADD

Ing. Heriberto Gregorio + ADMINISTRACION DE INFRAESTRUCTURA DE
é‘éi’l‘gm onos VIRTUALIZACION (VMWARE) / HYH SOLUTION
Salutions) 7

- VCenter Deployment

- VMs Migration

- VMs Creation

- Data Storage Creation

- Data Storage Assignment

829-345-4363 - Backup of Appliance VCenter Server

+ GESTION HERRAMIENTAS DE RESPALDO | HYH
SOLUTIONS (TRAINING PROGRAM)

- Veeam (Backup and Replication)
- Retrospect
- Networker (Dell EMC)



EXPERIENCIA LABORAL
« Battery Smart Shop / 2015

- Servicio al Cliente
- Gestién de compras de equipos

HYH Solutions / Encargado de Monitoreo de
Servicios y Aplicaciones.

- Velar por la salud de ia infraestructura virtual de servicios.
HYH Solutions / Soporte Técnico drea de Backup

- Implementacién de Soluciones
* Networker
* Veeam Backup and Replication
* Quantum
* Soporte, incidencias e anomalias.

HYH Solutions / Soporte Técnico drea de Infraestructura

- Especialista en Implementacién de soluciones de
infraestructura.

*Vmware

* Dell EMC : (Almacenamientos : Unity, VNX's, Avamar,
lomega).

*Qnap

* Recovery Point Appliance (RPA)

- Instalacién, configuracidon y soporte a Vmware,

- Instalacion, configuracion y soporte a Cajas de disco:
*Qnap
*EMC

- Configuracion de dispositivos de almacenamientos en los
sistemas operativos.

- Instalacion y configuracion basica de
* Switches Ethernet
* Switches FC,




HECTOR MICHAEL

SENCION SENCION

INFORMACION
PERSONAL

PREPARACION ACADEMICA

+ UNIVERSIDAD ACCION PRO EDUCACION Y CULTURA
(UNAPEC) 1996 - 2000
* Ingenieria en Sistema

PREPARACION TECNICA

« CERTIFICACIONES
« |ITIL Foundation V2 Certified
= SNIA Certified Storage Engineer
*» SNIA Certified Storage Professional
e CompTIA Server+ Certified Professional
» CompTIA Network+ Certified Professional

« ENTRENAMIENTOS
» Red Hat System Administration I, 1l y 11l
e Oracle 10g Workshop Iy (i

DIRECCION « Cisco CCNA Official Curriculum

« Panduit Network Infrastructure Essential

» #GetModern Methodology - Storage Heroes

« DellEMC Bootcamp Panama 2018: VxRail Appliance
Deployment and Implementation Dell EMC Unity
Implementation and Administration Dell EMC SC
Implementation and Administ.

C/ Miguel Duverge #3858
San G nimo | Distrito
Nac Repiblica

CONTACTO
~lui EXPERIENCIA LABORAL
Celular
REFERENCE{AS
LABORALES , .
» H & H Solutions / Arquitecto de Infraestructura Tl

Ing. Heriberto Gregorio 2017 - Actual
I_VB:Hdesl hénmcz | e BYH + BANCO BHD Leon / Subgerente Infraestructura Tl -
[{ =) o cne
oerente Seneral de Open System 2009 - 2016

) + BANCO BHD / Subgerente Almacenamiento y
8§29-299-2239 Contingencia 2008 - 2009

o . . « Verizon, Claro-CODETEL,Ingeniero Sistemas 1V /
Licda Zoila Fabiany o . . .
Blamncs : Administracion de Capacidad y Almacenamiento
(Gerente de Operaciones y 2005 - 2008
RRHH) e« Suprema Corte de Justicia / Soporte Técnico

8209-345-4363 Desktop 1998 - 2005



PERFIL PROFESIONAL

ARQUITECTO DE INFRAESTRUCTURA TI.

- Diseno e implementacion de infraestructuray
servicios de Datacenter. Virtualizacion,
Almacenamiento SAN/NAS, Networking, Respaldo y
Recuperacion de Datos.

- Desarrollo y actualizacion de Plan de Continuidad
del Negocio (BCP)y Plan de Recuperaciéon (DRP)

STORAGE ADMINISTRATOR BASADO EN TECNOLOGIA
EMC SYMMETRIX VMAX | VNX | UNITY.

- Experiencia en el aprovisionamiento de
almacenamiento, desmantelamiento y resolucion de
problemas.

- Administracién y gestion de EMC VMAX, VNX y Unity
utilizando SYMCLI.

- Creacion de LUNS y asignacion de capacidad de
almacenamiento a los servidores segun
requerimientos.

- Excelente capacidad de resolucion/de problemasy
de relacion con el cliente para las operaciones
cotidianas diarias.

- Experiencia en operaciones locales de replicacion de
TimeFinder.

- Experiencia en operaciones remotas de replicacién
de EMC Symmetrix Remote Data Facility (SRDF).

- Experiencia en la integracion de VMware, Linux
(RHEL CentOS), AlX, iSeries y Microsoft Windows OS.

DATA BACKUP AND RECOVERY ADMINISTRATOR

- Monitoreo, mantenimiento y resolucion de
problemas de Backups y Restores en diversas
aplicaciones y plataformas.

- Proporcionar pruebas de Backups y Restores para
pruebas de integracion e interoperabilidad.

- Proporcionar servicios de soporte a DBA's, analistas
de aplicaciones y otros administradores de sistemas.

- Proporcionar Restores periodicos segun lo solicitado
por usuarios finales y otros miembros del equipo.

- Experiencia con librerias de cintas virtuales y fisiscas
para la eficacia de copias de seguridad y
recuperacionel equipo.



« SAN ADMINISTRATOR CON SWITCHES CISCOMDS Y
BROCADE

- Experiencia en el aprovisionamiento de
almacenamiento, desmantelamiento y resolucion de
problemas.

- Administracion y gestion de EMC VMAX, VNX y Unity
utilizando SYMCLI,

- Creacion de LUNS y asignacién de capacidad de
almacenamiento a los servidores segun
regquerimientos.

- Excelente capacidad de resolucion de problemas y
de relacion con el cliente para las operaciones
cotidianas diarias.

- Experiencia en operaciones locales de replicaciéon de
TimeFinder.

- Experiencia en operaciones remotas de replicacion
de EMC Symmetrix Remote Data Facility (SRDF).

- Experiencia en la integracion de VMware, Linux
(RHEL CentOS), AiX, iSeries y Microsoft Windows OS.

- DBA JUNIOR ORACLE | MICROSOFT SQL SERVER.

- Responsable de desarrollar y mantener las bases de
datos de la organizacioén.

- Construir la arquitectura y los modelos de la base de
datos. - Disenar esquemas, permisos y tablas para la
base de datos segun sea apropiado para su uso.

- Instalar, configurar y actualizar el servidor para
adaptarse a las necesidades de la base de datos.

- Disenar sistemas automatizados para extraer
informacién y realizar informes.

- Proporcionar insumos para desarrollar nuevas
versiones de bases de datos adaptadas a necesidades
particulares.

- Incluir objetos en |a base de datos como tablas,
vistas, funciones, triggers, etc.

- Controlar el acceso a la base de datos mediante la
introduccion de contrasefas y permisos de seguridad.




IT SYSTEM ADMINISTRATOR VMWARE | AIX | LINUX
(RHEL, CENTOS) Y MICROSOFT WINDOWS SERVER.

- Instalacion, administracion y monitoreo de Sistemas.

- Asegurar alta disponibilidad y niveles aceptables de
rendimiento del hardware mision critica.

- Realizar Heatlh Check y Linea base del sistema para
toma de decisiones.

- Realizar monitoreo del sistema, comprobar la
integridad, la disponibilidad del hardware y los
recursos del servidor.

- Revisar los logs de aplicacion y validar la ejecucion
de los trabajos programados.

- Regularmente programar sistema de seguridad
monitorizacion para identificar posible intrusiény /o
vulnerabilidades.

- Matener al dia las actualizaciones, nuevos
lanzamientos, actualizaciones y parches del sistema.

- Disefar una estrategia de backup y un plan para
restaurar documentado.

- Realizar la solucién de problemas cuando sea
requerido.




JOSIAS NICANOR

STUBBS NUNEZ

INFORMACION

o 1 e PREPARACION ACADEMICA

« UNIVERSIDAD DOMINICANA O&M / 2001-2007
s Ingeniero Eléctrico

o INSTITUTO POLITECNICO LOYOLA /1994-1999

+ Tecnélogo en Electronica Industrial Mencion
Digital.

PREPARACION TECNICA

« Curso Proteccion Electrostatica

« Mantenimiento de Redes GSM

+ Administracion basica A/S 4000 i

¢ Manejo de Cientes > !

* Maestriay Oratoria ' i

« Implementacién de Sistemas UPS

» SAP

+ Reparacion Impresoras IEM

» Implementacion Citrix Metaframe.

+ Sistema de Radio Telecomunicaciones Digital SRT1-T1IGHZ.

+ Entrenamiento sobre equipos de telecomunicaciones
SDH-MXA.

« Administracion Active Directory Windows 2003,

= Curso instrumentacion /Automatizacién equipos.

« Instalacion, administracion y puesta a punto Exchange

2007.
» Instalacion, administracion VMWare.
REFERENCIAS « Instalacién, administracion EMC Data Domain
LABORALES « Instalacion, administracién Linux/Unix (basicay
avanzada).

« Implementacion del programa de las 5S's

» ITIL mejores practicas.

« Principios Basicos de seguridad industrial y Control de
Perdidas.

» Implementacion cajas HP StoreOne

» Técnicas de Supervision

« Seminario de Calidad

» Data Domain administracién basica / EMC - Puerto Rico

« Store One (Venta /Pre-Venta)/Tech Data - Miami

* Veeam / Republica Dominicana



EXPERIENCIA LABORAL
« HYH Solutions / Coordinador de Backup 2015 -
Actual

Administrar y coordinar los trabajos pendientes asi como
también los servicios que ofrece la compafia. En caso de
ser necesario interactuar con algunos casos pendientes de
mayor envergadura.

« Logros

- Participé activamente en las implementaciones de
equipos EMC a nivel del pais (Edenorte, Banco
Progreso, Banco BHD, Claro, Edesur, AES, Cerveceria
Nacional Dominicana, etc).

- Implementacion de varias plataformas de backup a
nivel de Latinoameérica y Puerto Rico
implementacién de sistemas Data Domain 2200 en
Trinidad Tobago (Fujitsu) y Costa Rica (Banco
Nacional).

« Banco del Progreso / Oficial del Dpto. de
BackOffice 2009-2015

Administrar toda la plataforma fisica y virtual del banco, asi
como también administrar la plataforma de correos, la
plataforma del Internet Banking y la plataforma de backup
de la parte de BackOffice.

Adicionalmente administrar los 1600 usuarios del bancoy
los 70 servidores de las sucursales dispersadas por todo el
pais.

« Logros

- Implementacion de la aplicacion de VMWare y la
posterior migracion de todos los servidores al
ambiente virtual ( se creé una granja con 10
servidores ESX y 15 TB de almacenamiento y sobre
150 servidores virtuales).

- Re estructuracion de la plataforma completa de
respaldos y la puesta a punto de 2 cajas de backup
DD2200.

- Participé activamente en la puesta a punto del
sistema SWIFT de transferencias de lineas bancarias
desde USA, México y Panama.

- Re estructuracion completa del dominio Windows
nivel de DNS y DHCP.




» Bizion / Soporte a Instalacion Producto Citrix
2008

Implementar las soluciones Citrix tanto de la plataforma
XenApp asi como de los equipos de seguridad y conexiones
VPN.

- Logros

- Participe activamente en la transferencia de nuevos
y productos y lineas de produccién desde USA,
donde fui el representante del departamento para la
obtener los conocimientos de los mismos.

- Participé activamente en la introduccion de las
tecnologias de automatizacion de procesos en las
areas de administracién remota y seguridad.

- Colaboré significativamente en la optimizacion de
todas las plataformas instaladas en el pais.

« HYH Solutions /Ingeniero de Servicios 2006-2008
Logros

- Participé activamente en las implementacion de equipos
EMC a nivel del pais (Edenorte, Banco Progreso, Banco
BHD, Claro, Edesur, AES, Cerveceria Nacional Dominicana,
etc).

- Implementacion de varias plataformas de backup a nivel
de Latinoameérica y Puerto Rico.

« Tricom Dominicana / Oficial Plataforma de
BackOffice 2003 - 2006

Control, instalacion de todos los servidores de la plataforma
Windows y administrador de los servidores de Terminal
Server. Interaccién directa con 1000 usuarios a nivel de
todas las sucursales de la empresa en el paisy fuera de ella
(panamay USA)

* Logros

- Participé en el desarrollo y la migracion del
dominio Windows NT a Active Directory 2003.

- Logré junto a un equipo de trabajo las instalaciones
a tiempo de cada unos de los sites de la sur del pais
bajo nuestra responsabilidad.

- Instalacion de Exchange 2003 post migracion AD
Puesta a punto y funcionamiento de ta Intranet y
SharePoint.




ARISTIDES ROSENDO

DIAZ MENDEZ

INFORMACION
PERSONAL PREPARACION ACADEMICA

Email : * UNIVERSIDAD PRO EDUCACION Y CULTURA /2011 - 2016

aridiazlZ@gmail.com . . L.
Ingeniero en Sistemas de Computacion

Ceédula :

402-2076130-4 PREPARACION TECNICA

S RPN I » ADVANCED ADMINISTRATION OF WINDOWS SERVER |
Yo e Mavao A 1G0T SCHNELL SOLUTIONS. / HYH SOLUTIONS 2018

Lugar de nacimiento: .
- Implementing DHCP

- Implementing DNS

Republica Dominicana

Nacionalidad : - Implementing ADDS
Dominicano - Managing objects in ADDS
- Advanced ADDS Infrastructure
DIRECCION - Management Implementing and Administering ADDS sites
and replication.
C/ Marrero Aristi #69 Ens - Implementing Group Policy
Ozama, santo domingo Este - Managing user settings with Group Policy
- Securing Active Directory Domain Services
CONTACTO - Monitoring, managing and recovering ADD
Celular : 820-764-1845 » ADMINISTRACION DE INFRAESTRUCTURA DE
Casa S0 A3 ] VIRTUALIZACION (VMWARE) / HYH SOLUTIONS
REFERENCIAS - VCENTER DEPLOYMENT

- VMS MIGRATION

- VMS CREATION

- DATA STORAGE CREATION

- DATA STORAGE ASSIGNMENT

- BACKUP OF APPLIANCE VCENTER SERVER

LABORALES

Ing. Heriberto Gregorio Mondesi

{Gerente Ceneral de HYH
Solutions)

* GESTION HERRAMIENTAS DE RESPALDO | HYH
99-2239 SOLUTIONS (TRAINING PROGRAM)

- VEEAM (BACKUP AND REPLICATION)
- RETROSPECT & AR
- NETWORKER (DELL EMC) : OLUTION o

Licda. Zoila Fabiany Blanco

te de Operaciones y



INGLES DE INMERSION | UNIVERSIDAD APEC 2015
CCNA1-3]|ITLA 2012
TECNICO EN INFORMATICA | NSPS (FAD) 2006 - 2010

REPARACION Y MANTENIMIENTO DE PC | CENTU 2007

EXPERIENCIA LABORAL

SOPORTE TECNICO EN BACKUP / HYH SOLUTIONS 2015 -
ACTUAL

- Implementacion de Soluciones

* Networker

*Veeam Backup and Replication
* Quantum

* Soporte, incidencias e anomalias
*Vmware

* Data Domain

- Configuracion e Instalacion

*Qnap

* Unity

*iOmega

*VNX's

* Switches Brocade

e« BANCO BHD LEON | 2014 - 2015

- Ejecutivo de ventas (marketing, buen manejo de gestion
en beneficios y margenes..)

* AMOV INTERNATIONAL TELESERVICES | OPITEL 2012 -
2013

- Servicios al cliente en el area de Ventas.

* BATISTA RIVAS & ASOC. | ENS. OZAMA 2010 - 2013

- Administrador del funcionamiento de todo el sistema_
computacional. P 4

4



INFORMACION
PERSONAL

Email :

omendez@hyhsolutions.com.do

Cedula :
001-0318038-6

Fecha de Nacimiento ;
07 de Abril del 1972

Lugar de nacimiento:
Republica Dominicana

Nacionalidad :
Dominicano

CONTACTO

Celular : 829-392-8019

REFERENCIAS
LABORALES

Ing. Heriberto Gregorio
Mondesi Muhoz
(Gerente Ceneral de HYH
Solutions)

829-299-2239

Licda. Zoila Fabiany Blanco
(Gerente de Operacionesy

= O v

OSCAR MANUEL

MENDEZ MERCADO

PREPARACION ACADEMICA
UNIVERSIDAD CATOLICA DE SANTO DOMINGO (UCSD)

Licenciatura en Informatica

ONS. 5.2 PREPARACION TECNICA

Instalacion y Administracion de Redes de Area Local (LAN)y
Mantenimiento de Microordenadores / Centre D’
Ensenyaments Professionals, SL. Alicante, Espana, Junio
2008

Nivel 4 Pre-Intermedio Inglés Basico / Alicante, Espana,
Enero- Septiembre 2005.

Auxiliar de Contabilidad / Centro de Estudios José Reyes.
Santo Domingo, R.D. 2002

Seminarios Servicio al Cliente, Trabajo en Grupo y
Administracion Efectiva del Tiempo /INFOTEP
SOLUCIONES EN IMPRESION DE SEGURIDAD HP
SOLUCIONES EN COMPUTO DE SEGURIDAD HP

Sales: Core Client Credential 2019 | DELL EMC

Sales: Data Protection Credential 2019

SE: Data Protection Credential 2019

Data Domain System Administration | EMC - VmWare -
RSA - PIVOTAL - VCE.

SE: Enterprise Storage Credential 2017 | DELLE

SE: Data Protection Credential 2017

SE: MidRange Storage Credential 2017

Sales: Data Center Portfolio Credential 2017

VTSP Foundation 2017 | VmWare

VSP - SV (Server Virtualization 2017) | VmWare

Sales: Data Center Portfolio Credential 2017 | DELL EMC



» EXPERIENCIA LABORAL

* Especialista en Backup | HYH Solutions S.R.L Noviembre
2014 - Actualidad

e Especialista Instalador de Redes de Datos | Avanazit.
Terminal 3, Aeropuerto de Alicante Enero- Abril 2010.

« Programador Informatico | Asesoria y Sistemas
Computarizados JRD Marzo 1999- Septiembre 2004.
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