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Pre-Upgrade Support Program

• Enterprise Software Customers 

• Preparing Customers for Upgrades
– Pre-Upgrade Review
– Written Plan Review & Prerequisite Review
– Hot Site Setup
– Internal Support Awareness

Current State
Existing pre-upgrade support program for core customers

The Pre-Upgrade review was able to show what needed to be 
concentrated on and what could be an issue within the upcoming 

upgrade. This helped in reinforcing what parts of the upgrade could be 
problematic and to create procedures that mitigated that possible issue... 

- Raymond James Financial
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For Our Customers
– Better Experience
– Reduces Risk
– Improves Time-to-Value

For Our Partners
– Synergistic Support
– Sharing Best Practices
– Services Value-add

Pre-Upgrade Review with Partners for Non-Core Customers
Program that builds on proven success

Pre-Upgrade 
Support for 

Partners

Professional 
Services

Enhancement

Wolken Integration 
& Hot Site
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Get Ahead of Pitfalls
– Uses Wolken
– Customer Hot Site
– Increased Support Awareness
– Faster Problem Resolution

Pre-Upgrade Review with Partners for Non-Core Customers
Leverages established processes and tools
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Expert Advantage Partners
– Better CX Engagement
– More Services Opportunities
– Customer Referrals by Support

Pre-Upgrade Review with Partners for Non-Core Customers
Opens engagement possibilities
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EAP Pre-Upgrade Review
Established Workflow

What Happens During a Pre-Upgrade Review?
• Review written upgrade plan, discuss suggested changes or additions
• Ensure customer has backups (databases, customizations, etc.)
• Support Team reviews the Pre-Upgrade Checklist with the partner
• Collaboratively decide if prepared for the upgrade
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Expert Advantage Partner is
responsible for providing the 
case information by opening
a Support Case in Wolken and
attaching the Pre-Upgrade
review form which embeds 
the customer's Upgrade Plan
and site-specific variables. 

EAP Pre-Upgrade Review - Workflow
Get started
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Knowledge exchange

https://knowledge.broadcom.com/external/article?articleId=244150

EAP Pre-Upgrade Review - Workflow
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EAP Pre-Upgrade Review - Workflow
Personalized review & internal Support awareness

1:1 Meeting with Support
Reviewing Plan & Prerequisites
Create Customer Hot Site

Troubleshooting Support

Weekdays – Standard Support
Weekends - Sev1, on-call

Advantage to Partners: 
Heightened awareness of the 
Event for the Call Center, Support 
& Engineering
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EAP Pre-Upgrade Review - Workflow
Close the case
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• Phase I – July
– Open to Expert Advantage Partners, globally – July 11th
– Supported Products - Enterprise Software 

• Phase II – This Quarter
– Add Symantec Cybersecurity products
– Consider including EAP in Weekend Support sessions

• Phase III – This Year
– Enable for Advantage Partner Program
– Larger global scale around product release cycles

Roadmap - Launch & Expansion
Graduated growth of the program
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• Partners: Partner Portal => CA Tech Page
• Partners: Partner Help Desk / Broadcom Support
• Internal Broadcom:  SRC – Sales Resource Center/Partners/Programs

Resources 
Finding videos and the Pre-Upgrade PDF
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• Mathew Arnell
• Rich Carlson
• Guy Evans
• Kevin Harrison
• Matt Johnson
• Edmund Jones
• Troy Rondeau
• Ruth Wunderle

Recognizing the Crew
Adding value to the Expert Advantage Partner Program


