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For Informational Purposes Only 

This presentation was based on current information and resource allocations as of May 2018 and is subject to change or withdrawal by CA at any time without notice. Not

withstanding anything in this presentation to the contrary, this presentation shall not serve to (i) affect the rights and/or obligations of CA or its licensees under any existing or

future written license agreement or services agreement relating to any CA software product; or (ii) amend any product documentation or specifications for any CA software

product. The development, release and timing of any features or functionality described in this presentation remain at CA’s sole discretion. Notwithstanding anything in this

presentation to the contrary, upon the general availability of any future CA product release referenced in this presentation, CA will make such release available (i) for sale to

new licensees of such product; and (ii) to existing licensees of such product on a when and if-available basis as part of CA maintenance and support, and in the form of a

regularly scheduled major product release. Such releases may be made available to current licensees of such product who are current subscribers to CA maintenance and

support on a when and if-available basis. In the event of a conflict between the terms of this paragraph and any other information contained in this presentation, the terms of

this paragraph shall govern.

Certain information in this presentation may outline CA’s general product direction. All information in this presentation is for your informational purposes only and may not be

incorporated into any contract. CA assumes no responsibility for the accuracy or completeness of the information. To the extent permitted by applicable law, CA provides this

presentation “as is” without warranty of any kind, including without limitation, any implied warranties or merchantability, fitness for a particular purpose, or non-infringement. In

no event will CA be liable for any loss or damage, direct or indirect, from the use of this document, including, without limitation, lost profits, lost investment, business

interruption, goodwill, or lost data, even if CA is expressly advised in advance of the possibility of such damages. CA confidential and proprietary. No unauthorized copying or

distribution permitted.



Speaker Bio: Iuliana Condé

➢ Married to Sekou with a baby on the way

➢ I enjoy gardening, mountains lover and sports 

(former professional handball player)

➢ 3 Years with CA, currently being Global Support 

Delivery Manager

➢ 10 years in the industry of Customer Support

➢ First role as Customer Services Analyst at 

Groupe Renault Romania



Topics

OUR MISSION

THE CUSTOMER EXPERIENCE

OUR PEOPLE
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OUR INDUSTRY LEADING OFFERINGS4



Our DNA is what makes CA unique as a competitor.

This is what we believe and what we do 
when we’re at our best.

ca.com/mission

The CA Mission:

We eliminate 
the barriers 
between ideas 
and outcomes.

5

RESILIENT

RESULTS ORIENTED

COLLABORATIVE

SOCIALLY AWARE

UNCOMPRIMISING INTEGRITY

SELF AWARE

AUTHENTIC

CUSTOMER CENTRIC

CREATIVE

AGILE
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Our people Optional 
support services

Foundational 
maintenance

Customer 
experience

We provide world-class 
expertise unlike any other.



Customer
Experience
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Our customer 
promise…

To consistently deliver a superior 

experience by putting your organization 

at the center of all we do. The ultimate 

measure of our success is through your 

success and earning your trust as a 

strategic partner. 

Invest to build 

long-term relationships

Deliver innovative 

business outcomes
Commit to each 

customer’s success 



Culture is defined by 
a shared mindset, a shared purpose

CA Technologies

Mission - Eliminate the barriers between ideas and outcomes

CA DNA   – (What we look like at our best) 

Resilient, Results-oriented, Collaborative, Socially Aware, Uncompromising Integrity, Self-aware, Authentic, Customer-

centric, Creative, Agile

Care Principles   – Show Empathy

Share Expertise

Deliver Value

Act with Speed

EX begins with a shared vision for CX



Our Enduring CX Mindset

know them and 

advise them as 

their trusted 

partners

be product, 

domain, and 

industry 

experts

anticipate their 

needs and 

deliver business 

outcomes

be 

responsive 

and act 

quickly
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Develop 
Strategy

Research 
& Trial

Research Decide Purchase Onboard & 
Install

Adopt Maintain Support Renew

From start to finish, we work 
with customers throughout 
the entire product lifecycle.
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• Communities• Product feedback opportunities• Annual Relationship Surveys

• Case Management Feedback• Support content feedback• Social Media Monitoring

Experience with support

Our Customer’s voice matters.
We seek feedback so we can 
listen and take action.

Experience with CA
Experience with products 

and services



Our People
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Face of CA to our customers. Answers all incoming inquires for help globally.

Opens support cases originated via phone.

Registers new customers and generate software license keys.

THE CUSTOMER ASSISTANCE TEAM
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Your Hands-on Experts

Award winning global support and 

ready to help in over 16 major languages.

CA SUPPORT
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Here to help from registration and product onboarding

to product roadmaps and business adoption.

THE CUSTOMER SUCCESS TEAM
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For critical, time-sensitive situations, this team ensures 

all objectives are on schedule with hourly status meetings.

THE GLOBAL ESCALATION TEAM
The Emergency Specialists



Global Support Sites

Latin America 
Sao Paulo, Brazil 
Santiago, Chile

North America 
Bellevue, Boulder, Ewing, 
Framingham, Herndon, 
Islandia, Lisle, Montreal,
Pittsburgh, Plano, Portsmouth, 
Santa Clara, Vancouver

Europe 
Barcelona, Belgium, 
Darmstadt, London, 
Milan, Paris, Prague, 
Utrecht, Vienna APJ

Hanoi, Hyderabad, 
Jilin, Sydney, Tokyo

29 centers worldwide
• Local language and 24/7 coverage for severity 1
• Augmented by partner-delivered support



Our Industry Leading
Maintenance
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With CA Maintenance, 
support is just the beginning.

Extended self-service options Support for the most recent 
versions

Remote problem analysis
Latest release announcements

and upgrades
Chat with a CA Support Engineer

Cross-channel
technical Support
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Knowledge Base 
Articles

Demo VideosProduct 
Documentation

Communities

We empower users with 
self-service support.
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CLICK, CALL OR CHAT
How to Contact Support

Utilize our online case 

management for severity 

levels 2-4.

Choose to speak with a 

customer representative or a 

CA Support engineer.

Start a live chat with a CA 

Support engineer.

support.ca.com ca.com/phone ca.com/chat

http://www.ca.com/chat
http://www.ca.com/phone
https://www.ca.com/us/services-support/ca-support/contact-support.html
http://support.ca.com/
http://ca.com/phone
http://ca.com/chat
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Severity Levels and 
Response Times

SEVERITY LEVEL 1

1 hour - 24/7

SEVERITY LEVEL 2 SEVERITY LEVEL 3 SEVERITY LEVEL 4

Your system is down, and 

it’s impacting a production

environment.

2 business hours

Severely limited 

functionality is 

impacting business.

4 business hours

Majority of software 

functions are usable, low 

impact to business.

1 business day

Software is functioning 

with minor problems.
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FY16 TSIA Industry Certification 

for Global Support Excellence 

FY16 CXPA Customer Experience 

Impact Award

FY15 Gainsight Award for Innovation 

in Customer Success 

FY17, FY16, FY15, FY14, & FY13 Omega 

Awards for Customer Satisfaction 
FY15 Brandon Hall Award for Best Results 

of a Learning Program

FY15 Excellence Award for regional 

APJ Customer Success Programs

We deliver award-winning 
service every time.



Optional
Support Services



CA Technologies © 2018 CA. All rights reserved. 26

Global Customer Success 
Support Services Overview

Add to Standard Support: Optional Support Services 

Upgrade Support

Services

Short-term 

designated support 

engineer during 

upgrade services

engagement

Direct access to senior-

level CA Support 

resources

Fast track Support 

Services 

Long-term designated 

product support engineer 

assignment

CA Designated 

Support Engineer 

Personal concierge

provides coverage of 

your entire CA solution 

portfolio

CA Customer 

Technical Manager

CA Customer 

Success Manager

Designated resource 

focused on the CA 

product family (BU) of 

your choice
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Upgrade Support Services
If you choose to engage with CA Services for your next 

upgrade, you'll get your own dedicated transition specialist 

who will help guide every step.

Pre-upgrade Upgrade Post-upgrade

Named support advisor provides 

support throughout the upgrade
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Fast Track Support
Train and certify your own employees so they 

become in-house experts on your CA solutions.

Train Get certified Enroll

Get the product-specific 

training, current information 

on features, installation, 

configuration, 

troubleshooting and more.

Certification requirements 

include exams, interviews 

and, in some cases, hands-

on labs.

Enroll and you’ll be able to 

ensure your highest priority 

issues get routed directly to 

senior support staff.
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CA Designated Support 
Engineer

Go beyond standard maintenance with a designated support 

engineer who delivers specialized support.

Faster Issue Resolution Increased Productivity Improved ROI

Contact your designated 

support engineer directly.

Work with a product support 

expert that can help you get 

more done, faster.

Make the most of your 

investment with your 

personal subject matter 

expert.
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CA Customer Technical Manager

Detailed knowledge of your entire CA portfolio to deliver personalized 

service and help you accelerate your return on investment.

Industry Insights Improved Adoption Stronger ROI

Assessment of your 

adoption maturity against 

industry standards

Positive user experience 

and helps accelerate your 

return on investment (ROI)

Analysis of current usage 

and suggestions for 

increasing business value
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CA Customer Success Manager

Detailed knowledge of your implementation and provides 

proactive analysis of usage and problems.

Personalized 
Onboarding

Priority Queueing Differentiated Service

Product expert works 

alongside your team during 

the entire onboarding 

process.

Get priority queueing and 

initial response to new 

support cases for a specified 

number of products.

Receive proactive analysis 

and guidance.



Support Delivery Manager, Global Customer Support

iuliana.conde@ca.com

Iuliana Condé

@cainc

slideshare.net/CAinc

linkedin.com/company/ca-technologies



Thank You.
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Call for Speakers Now Open

Share your experience. Be the teacher. Enhance your resume.

Register your session today!

Learn more: ca.com/caworld


