PSS Partner Online Technical Support Escalation Process

Protect what you value.

The following contains screen shoots for a step by step guide to submitting a PSS Partner Escalation as per
the Escalation Guide that can be found at www.mcafeepartner.com.au/pss under the toolkits tab.

1. Login in to the McAfee service portal: https://mysupport.mcafee.com/eservice

a McAfee ServicePortal - Microsoft Internet Explorer provided by McAfee, Inc.
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2. The home page of the Service Portal:

e Here you can change your profile and password

Protect what you value.

e Access additional services — Please refer to the Easy Reference Guide for PSS Partners (which can
be found at www.mcafeepartner.com.au/pss under the toolkits)

a McAfee ServicePortal - Microsoft Internet Explorer provided by McAfee, Inc.
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Protect what you value.

3. Submitting your technical support escalation:

This is the last step in submitting your request

Please be sure to follow the mandatory steps as per the — PSS Escalation Guide

Mandatory fields must be filled in for a service request to be created and passed to McAfee tier
2 technical support

As a default for point product select TOP-sSMB-AV

Service pack is the .dat version

Please refer to the help about by clicking on the McAfee icon on the system tray for all the
required product information
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Once completed submit the request by clicking on continue.



You have now successfully submitted your technical support escalation to McAfee.

Protect what you value.

Notice that a Service Request number has automatically been generated which will allow you to track the

progress and refer too.
Portal request are allocated to a tire 2 level support technician every 4 hours.

The allocated technician will then contact you directly to help resolve the issue.
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If you have any questions or require further assistance please contact Raj. Sharma on +612 9761 4297.



