
BlackBerry Technical Support Services Program Levels Comparison Chart

Program Level Level 1 Level 2 Level 3 Level 4 Level 5

Contract Length 1 year 1 year 1 year 1 year 1 year

Telephone Support
12x5 

New York (UTC-4) 
London (UTC+1)
Toyko (UTC+9)

24x7 24x7 24x7 24x7

Email Support ü ü ü ü ü

Named Callers 2 callers 4 callers 5 callers 10 callers 10 callers

Software Releases ü ü ü ü ü

Support for BlackBerry® Connect™ ü ü ü ü ü

BlackBerry® Enterprise Server 
Advanced Administration Training

Discounted 
Open Session

Discounted 
Open Session

1 Free Open 
Session

1 day Onsite 
Training*

1 day Onsite 
Training*

BlackBerry Application Development 
Support Incidents

10 free 
incidents

15 free 
incidents

20 free 
incidents

Priority Queuing ü DART DART

Non-Production Server Support ü ü ü

BlackBerry Enterprise Server 
Migration Support ü ü ü

Emergency PIN Alerts ü ü ü

Code Signing for controlled API’s ü ü ü

Support Account Manager ü ü

Direct Advanced Response Team ü ü

Enterprise Volume Licensing ü ü

BlackBerry® Infrastructure 
Notifications ü ü

BlackBerry Technical Support Services 
Secondary Access Code ü ü

Tech-to-Site Assistance ü

Executive Sponsor ü

BLACKBERRY TECHNICAL SUPPORT SERVICES

* Where available. Restrictions on global availability may apply�
** Optional reduced rate for a second day of training available.



About Research In Motion
The BlackBerry Enterprise Solution is a complete wireless solution developed by Research In Motion Limited. 

Founded in 1984, Research In Motion® is a world leader in the mobile communications market.

For More Information 
Learn more about how BlackBerry Technical Support Services can help protect your BlackBerry investment:

Telephone: 1-800-327-9085 or 1-519-888-9137

Email: sales@blackberry.net

Web: www.blackberry.com/support/tsupport/index.shtml

or by contacting your BlackBerry sales representative

Purchase Tx1 or Tx2 Online 
https://www.blackberry.com/storefront/uscan.asp

 
 

* BlackBerry Technical Support Services for hardware and software issues are solely provided for hardware and software developed by RIM. Software upgrades, to be made commercially available by RIM as an upgrade for the software being licensed, may be made 

available prior to general commercial availability. Your use of third party software shall be governed by and subject to you agreeing to the terms of separate software licenses, if any, for those products or services.  Any third party products or services that are provided 

with RIM’s products and services are provided “as is”.  RIM makes no representation, warranty or guarantee whatsoever in relation to the third party products and services and RIM assumes no liability whatsoever in relation to the third party products and services 

even if RIM has been advised of the possibility of such damages or can anticipate such damages.

© 2009 Research In Motion Limited.  All rights reserved.  BlackBerry®, RIM®, Research In Motion®, SureType®, SurePress™ and related trademarks, names and logos are the property of Research In Motion Limited and are registered and/or used in the U.S. and 
countries around the world.


