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This Information Form should be submitted together with the Customer’s Purchase Order when ordering Preferred Support Services.  The Information Form assists Citrix to set up the Customer account and to provide the technical support as ordered by the Customer. 

Customer Information

	Company Name:
	PLS INSERT FULL CUSTOMER NAME
	Street Address:
	PLS INSERT STREET ADDRESS OF CUSTOMER

	City:
	PLS INSERT CITY
	State/Province:  PLS INSERT STATE 
  /PROVINCE
	Zip/Postal code:  PLS INSERT ZIP CODE

	Telephone:  PLS INSERT TELEPHONE NO.
	Ext:  PLS INSERT EXTENSION
	Fax:  PLS INSERT FAX NO.

	Country:   PLS INSERT COUNTRY
	
	


Billing Information

	Billing Contact:
	PLS INSERT BILLING CONTACT
	Street Address:
	PLS INSERT STREET ADDRESS OF CUSTOMER

	City:
	PLS INSERT CITY
	State/Province:  PLS INSERT STATE/

 PROVINCE
	Zip/Postal code:  PLS INSERT ZIP CODE

	Telephone:  PLS INSERT TELEPHONE NO.
	Ext:  PLS INSERT EXTENSION
	Fax:  PLS INSERT FAX NO.

	Country:   PLS INSERT COUNTRY
	
	


Support Information
 FORMCHECKBOX 
 New order for Preferred Support - The 12 month support term shall commence on Preferred Support Services activation by Citrix.

Note: Customer may renew the Preferred Support Services by submitting a purchase order to Citrix prior to the expiry of the current support term.  Renewals must be purchased directly from Citrix and no discount applies.

	Preferred Option
	Description of Services

	 FORMCHECKBOX 
 Support Software Maintenance for XenApp
	· 24x7x365 Coverage hours

· Up to 5 incidents for every 50 CCU’s, in one Region1, during each 1 year term
· Phone, Web & Email Support

· Monthly Technical Newsletter

· Quarterly Webcasts

· Coverage for XenApp Products only

	 FORMCHECKBOX 
 Support Software Maintenance for VDI-in-a-Box
	· 24x7x365 Coverage hours

· Unlimited incidents
· Phone, Web & Email Support

· Coverage for VDI-in-a-Box Products only

	 FORMCHECKBOX 
  Preferred Extended Hours Global Support – Software

	· 24x7x365 Coverage Hours  (covers all regions (Americas, EMEA, APAC & Japan))
· Up to 60 incidents per year

· Phone, Web and Email support
· Annual Training Event (TechEdge)
· Monthly Technical Newsletter
· Quarterly Webcasts

· Coverage for all Citrix Software Products2

	 FORMCHECKBOX 
  Preferred Extended Hours Support – Software


	· Up to 50 Incidents, in one Region1, during each 1 year term

· 24x7x365 Coverage Hours

· Phone, Web & Email Support

· Monthly Technical Newsletter

· Quarterly Webcasts
· Coverage for all Citrix Software Products2

	 FORMCHECKBOX 
  Preferred Business Hours Support – Software
	· Up to 25 Incidents, in one Region1, during each 1 year term

· Basic Coverage Hours (Monday through Friday from 8:00 a.m. to 6:00 p.m. relative to Customer’s time zone within the Continental U.S., and excludes Citrix observed holidays)

· Phone, Web & Email Support

· Monthly Technical Newsletter

· Quarterly Webcasts
· Coverage for all Citrix Software Products2


	 FORMCHECKBOX 
 Preferred Extended Hours Support -  XenServer & Citrix Essentials


	· Up to 5 Incidents, in one Region1, during each 1 year term

· 24x7 Round-the-Clock Coverage Hours
· Phone, Web & Email Support

· Monthly Technical Newsletter

· Quarterly Webcasts

· Coverage for XenServer & Citrix Essentials Products only

	 FORMCHECKBOX 
  Preferred Extended Hours Support -  NetScaler VPX
	· Up to 5 Incidents, in one Region1, during each 1 year term

· 24x7 Round-the-Clock Coverage Hours

· Phone, Web & Email Support
· Monthly Technical Newsletter
· Quarterly Webcasts
· Coverage for NetScaler VPX Products only

	 FORMCHECKBOX 
  Preferred Extended Hours Support -  Branch  Repeater VPX
	· Up to 5 Incidents, in one Region1, during each 1 year term

· 24x7 Round-the-Clock Coverage Hours

· Phone, Web & Email Support
· Monthly Technical Newsletter

· Quarterly Webcasts
· Coverage for Branch  Repeater VPX Products only


Add-on Options:
	Add-on Type
	Description
	Availability

	 FORMCHECKBOX 
  TRM Add-on3
	200 hours of Technical Relationship Manager  (TRM) services in one region1 with unlimited incidents4
	All Preferred Options

	 FORMCHECKBOX 
  Extra 100 TRM hours Add-on

	100 extra hours of Technical Relationship Manager  (TRM) services 
	All Preferred Options with 200 hours of TRM services 

	 FORMCHECKBOX 
  On-site Days Add-on5
	On-Site Technical Support Services 
	All Preferred Options


To include Preferred Support Services for the following Citrix software products, you must check those that apply:

 FORMCHECKBOX 
 Citrix NetScaler VPX

 FORMCHECKBOX 
 Citrix Branch Repeater VPX "Crypto License Key"
 FORMCHECKBOX 
 Citrix Access Gateway VPX
1 Breakout of Regions: (a) Americas; (b) EMEA – Europe, Middle East and Africa; (c) AsiaPac – Asia and Australia, but not including Japan.  (For support in Japan, please contact Citrix Japan to learn about available support options).
2 Excludes all Citrix Online products.

3 TRM Add-on may be purchased with any support agreement.
4 TRM add-on options are hourly based services which include unlimited number of incidents that are added to the base contract. TRM hours will remain active until the contract hours run out or until the base contract expires, whichever comes first.
5 On-Site Days Add-on is available for TRM customers only.
Customer Support Manager (CSM):

A CSM is an individual designated by the Customer who will be the contact for any notifications regarding Support Services (i.e. support price increases, renewal notification, etc.).
	Name:   PLS INSERT NAME

	Address:   PLS INSERT ADDRESS

	City:  PLS INSERT CITY
	State/Province:   PLS INSERT STATE
/PROVINCE
	Zip/Postal code: PLS INSERT POSTAL CODE

	Country:   PLS INSERT COUNTRY
	Telephone: PLS INSERT TEL NO.
	Email:  PLS INSERT EMAIL ADDRESS


Technical Contacts:

The following individuals are authorized to contact Citrix for technical support issues.  Different support options have different number of named technical contacts.  Please refer to the corresponding support option to determine the number of named technical contacts. Use additional page, if necessary.

	Technical Contact Name:   PLS INSERT NAME

	Address:   PLS INSERT ADDRESS

	City:  PLS INSERT CITY
	State/Province:   PLS INSERT STATE
/PROVINCE
	Zip/Postal code: PLS INSERT POSTAL CODE

	Country:   PLS INSERT COUNTRY
	Telephone: PLS INSERT TEL NO.
	Email:  PLS INSERT EMAIL ADDRESS


	Technical Contact Name:   PLS INSERT NAME

	Address:   PLS INSERT ADDRESS

	City:  PLS INSERT CITY
	State/Province:   PLS INSERT STATE
/PROVINCE
	Zip/Postal code: PLS INSERT POSTAL CODE

	Country:   PLS INSERT COUNTRY
	Telephone: PLS INSERT TEL NO.
	Email:  PLS INSERT EMAIL ADDRESS


	Technical Contact Name:   PLS INSERT NAME

	Address:   PLS INSERT ADDRESS

	City:  PLS INSERT CITY
	State/Province:   PLS INSERT STATE
/PROVINCE
	Zip/Postal code: PLS INSERT POSTAL CODE

	Country:   PLS INSERT COUNTRY
	Telephone: PLS INSERT TEL NO.
	Email:  PLS INSERT EMAIL ADDRESS


	Technical Contact Name:   PLS INSERT NAME

	Address:   PLS INSERT ADDRESS

	City:  PLS INSERT CITY
	State/Province:   PLS INSERT STATE
/PROVINCE
	Zip/Postal code: PLS INSERT POSTAL CODE

	Country:   PLS INSERT COUNTRY
	Telephone: PLS INSERT TEL NO.
	Email:  PLS INSERT EMAIL ADDRESS


	Technical Contact Name:   PLS INSERT NAME

	Address:   PLS INSERT ADDRESS

	City:  PLS INSERT CITY
	State/Province:   PLS INSERT STATE
/PROVINCE
	Zip/Postal code: PLS INSERT POSTAL CODE

	Country:   PLS INSERT COUNTRY
	Telephone: PLS INSERT TEL NO.
	Email:  PLS INSERT EMAIL ADDRESS


Please either email this form to preferred.support@citrix.com or fax to: 954-267-8401

For any questions about this document, please send an email to preferred.support@citrix.com
Support terms are contained in the end user license agreement for the supported products. Nothing contained in any purchase order or any other document submitted by Customer to Citrix or a Reseller shall in any way modify or add to the terms and conditions contained in the end user license agreement. All purchases are final with no right of refund.
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