What is BlackBerry Technical Support Services (BTSS)?

BlackBerry Technical Support Services (BTSS) delivers technical support for BlackBerry enterprise through
BlackBerry’s own in-house support teams. Customers have direct access to BlackBerry technical experts who
specialize in BlackBerry Secure Communications. The goal of BTSS is to maximize system uptime by responding
quickly to issues, and ensuring BlackBerry Secure Communications solutions perform reliably and as intended.

Who is BTSS for?
Organizations of all sizes using BlackBerry enterprise software, from small environments to large, global
deployments.

What benefits does BTSS provide?

Key benefits include:

* Prioritized handling of high-severity issues
* Access to expert technical resources

* Intelligent self-service tools

* Training and documentation access

* BlackBerry Software Assurance.

Where can | find detailed BTSS program information?
Full BTSS service details are outlined in the official BTSS Program Description and brochure, which describe
services by support level.

Support Levels

What support levels are available?
BTSS offers two levels: Advantage Support and Premium Support.

What is Advantage Support best suited for?
Small to mid-sized organizations (typically under 500 managed devices) that require reliable business-hours
support and robust self-service capabilities.

What is Premium Support best suited for?

Organizations where BlackBerry solutions are mission-critical and downtime may significantly impact
business operations, often across multiple regions, and that require 24x7 access and
relationship-based services.

Can | mix support levels across products?
No. All covered software, licenses, subscriptions, and value-added services must be covered at the
same support level.

Accessing Support

Once | have BTSS, how do | engage BlackBerry for support?

Named Contacts on your organization’s BTSS contract receive access to myAccount, BlackBerry’s
online support portal. myAccount provides a single entry point to submit, track, and manage all
support interactions.

How do | submit a support request?

Support requests can be submitted through the myAccount portal.

Premium Support customers may submit new cases either through the myAccount support portal or call in via
phone.

Advantage Support customers may submit new cases through myAccount.


https://s3.amazonaws.com/a.storyblok.com/f/286245462458556/f4fa484148/btss-program-description.pdf
https://myaccount.blackberry.com/

Is support available 24/7?

Advantage Support: 24x7 ticket submission via myAccount, with responses during business hours.
Premium Support: 24x7 phone access for high-severity issues and expanded response windows for all
priorities.

Can | get support via the Phone?
Customers at any support level may call in for assistance with active (open) support case using the numbers
available at the below link: https://www.blackberry.com/en/secure-communications/contact

What languages are supported?
Services are delivered in English unless otherwise specified.

myAccount Portal

What is myAccount?
myAccount is BlackBerry’s secure online support portal providing one-stop access to technical support
services and self-service resources.

What can | do in myAccount?

Named Contacts can:

* Submit new technical support requests

* Monitor ticket status and review updates from assigned support analysts

+ Edit active tickets, including adding data files, revising impact details, and changing severity as needed

* Access intelligent self-service tools powered by machine learning to help diagnose and resolve issues
faster

* Access BlackBerry technical documentation for the full BlackBerry software portfolio

» Use troubleshooting tools such as Enterprise Activation readiness checks and email troubleshooting
assistants

* Manage licenses, subscriptions, and Software Assurance upgrades and updates (for supported products)

* View recorded BlackBerry online tutorials covering new releases, configuration, monitoring, value-added
services, and myAccount usage

Is training included?
Yes. myAccount includes access to BlackBerry technical training resources, labs, and knowledge articles

How do I log in to myAccount?

You can access myAccount at https://myaccount.blackberry.com/myaccount/ using the credentials provided
by email when your BTSS subscription was activated. If you experience login issues, you may access case
creation directly via the Community Case Creation page or use regional support contact numbers.

Who is eligible to use myAccount?
All BTSS subscribers—both Advantage and Premium—are entitled to use myAccount.

Note: Advantage Support customers are required to submit all new support requests through myAccount.
Phone support is available to Premium Support customers for initiating new cases. Customers at any
support level may call in for assistance with active (open) support cases.

Named Contacts

What is a Named Contact?
A Named Contact is an authorized individual who can submit and manage support tickets.



How many Named Contacts are included?
» Advantage Support: 10 included
* Premium Support: 50 included

Can end users contact BlackBerry support directly?
No. Only Named Contacts may engage BlackBerry Technical Support.

Severity and Response Times

How are issues prioritized?
Issues are classified as High, Medium, or Low, based on business impact.
Please see the BTSS Program Description for severity definitions

What is a High severity issue?
A High severity issue involves a total loss of service with no available workaround and results in critical
business impact.

What are the response time targets?

Response time targets vary by severity and support level, with Premium Support receiving the fastest
response.

Please see the BTSS Program Description for severity definitions

BlackBerry Software Assurance

What is BlackBerry Software Assurance?
BlackBerry Software Assurance provides upgrade and update rights for covered BlackBerry software for the
duration of an active BTSS subscription.

What’s the difference between an Upgrade and an Update?
» Upgrade: A new major version with significant platform-level enhancements
» Update: A minor release that delivers new features, improvements, or service packs

Are new products included?
No. New Product Releases may require additional licenses or fees

Premium Support Enhancements

What is a Technical Account Manager (TAM)?
A TAM is a designated technical resource who provides proactive, relationship-based support and acts as a
customer advocate within BlackBerry.

Is a TAM included?
A TAM is optional at an additional cost and available exclusively with Premium Support.

What services does a TAM provide?
TAM services may include proactive case management, escalation handling, customized reporting, onsite
visits, and advance notification of relevant product updates.


https://s3.amazonaws.com/a.storyblok.com/f/286245462458556/f4fa484148/btss-program-description.pdf
https://s3.amazonaws.com/a.storyblok.com/f/286245462458556/f4fa484148/btss-program-description.pdf

Tech-to-Site Assistance

What is Tech-to-Site Assistance?
Tech-to-Site Assistance is an optional, per-incident service where a BlackBerry technical expert is dispatched
onsite to assist with a specific technical issue or planned system change.

How quickly can onsite assistance be arranged?
A BlackBerry resource is typically dispatched within 48 hours of request and execution of the required
agreement.

Software Lifecycle and Responsibilities

How long are software versions supported?
Support is generally provided for the current software version and the previous version for up to 12 months
after a newer release. Software Lifecycle Link

What are customer responsibilities?

Customers are responsible for maintaining trained staff, performing initial troubleshooting, providing
accurate system information, maintaining logs and backups, and supplying requested data to assist
BlackBerry in issue resolution.

Renewals, Purchasing, and Lapsed Support

How do | purchase or upgrade BTSS?
Customers can purchase or upgrade BTSS by contacting the BlackBerry Sales team by phone or through the
BlackBerry enterprise contact web form.

What happens if support coverage lapses?
If support coverage lapses, customers may be required to pay back-dated support fees and reinstatement
charges before technical support services can resume.

Is support required for new purchases?
Yes. New perpetual license purchases require a minimum of one year of BTSS.

Additional Services

Are professional services included with BTSS?

No. Services such as deployments, upgrades, migrations, custom development, security consulting, and
advanced configuration assistance are available through BlackBerry Professional Services for an additional
fee.
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https://docs.blackberry.com/en/endpoint-management/compatibility-matrix/blackberry-enterprise-software-lifecycle-reference-guide/software-lifecycle-blackberry-enterprise-servers/software-lifecycle-blackberry-uem
https://www.blackberry.com/en/secure-communications/contact

