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YOUR RED HAT SUBSCRIPTION - MORE THAN 
JUST GREAT SUPPORT

Participate in the 
creation of your IT 
platform – a 
collaborative 
process led by 
Red Hat with 
many partners.

Collaborate with 
Red Hat on the 
design and planning 
of your deployment.

Operate and maintain your 
enterprise IT deployment safely 
with Red Hat.



LEADING BETTER SOFTWARE 
DEVELOPMENT THROUGH OPEN SOURCE 
AND COLLABORATION

Hardware 
vendors

ISVsengineering engineering

Open Source Community

Users



RED HAT'S RESEARCH & DEVELOPMENT TEAM

19.83% of revenue spent on R&D team

Open source leadership in Middleware and Linux

Network Stack
KVM Virtualization
x86 Architecture

Scheduler & Realtime
Storage Management

SATA I/O
SELinux Security

Filesystem
Graphics

Timers & Interrupts
Tracing / debugger

Leadership examples in 
Linux development



RED HAT'S OEM PARTNERS AND HARDWARE 
CERTIFICATION



ADDITIONAL STRATEGIC PARTNERS – 
ALLIANCE, SI, ISV



RHEL PRODUCT STABILITY
Uniquely positioned to identify distribution components from universe 
of possibilities

Fedora incubation -> RHEL hardening

The same crew upstream & RHEL maintenance

Unparallelled testing

Broadest hardware diversity

Substantial regression matrix, built from years of growing history 

Highly engaged with OEMs & customers for beta

Stability and compatibility are paramount in minor releases 

Strict acceptance criteria, incremental targeted fixes, careful change 
control



REAL PERFORMANCE WORK FOR YOUR IT 
LIFECYCLE
Example Red Hat Enterprise Linux
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Continuous performance work on every update ensures that you can deploy 
during the long product lifecycle with minimal risk!



PRODUCT LIFECYCLE 
Example Red Hat Enterprise Linux



PARTICIPATE – SHAPE YOUR FUTURE

Joining forces on vertical solutions

Customer input shaping technology advancement

It's not just where we are today, it's working together for where 
you want to go tomorrow

Use cases & real-world optimization like performance

Joint test efforts

Increasing trend of co-development

Examples: Messaging middleware in establishing AMQP, Joint 
stack optimization, cluster testing and enhancements, real time 
extensions



COLLABORATION STARTS AT DEPLOYMENT

Reference Architectures

Solution Architects

Global Support Services for 
proactive help and guidance

Unlimited calls, proactive 
and reactive help

Deploy with the company building the products. Nobody else 
can help you better and more complete.

Red Hat Documentation and 
Whitepapers

Webinars by our lead engineers

New Customer Portal

How can you plan the best implementation of your Red Hat 
products?



REFERENCE ARCHITECTURES

redhat.com/rhel/resource_center/reference_architecture.html

Real guidance with details

Many ISV apps

Verticals

Special workloads



 Updates for security issues provided through 
entire Enterprise Linux lifecycle and extended-life 
programs

 Prioritized release of errata based on public 
severity impact ratings

 Backporting security patches minimize risk for 
your deployment

 Providing SCAP support for vulnerabilities we 
address (Mitre CVE, CVSS, Mitre OVAL)

 Transparency, publishing risk reports, metrics, and 
raw data about every vulnerability Red Hat 
addresses

“Red Hat has had the best 
vendor track record in dealing 
with third-party vulnerabilities.”
-- Symantec, 2007

“(Red Hat is) the best practice 
example for security response 
amongst Linux distributions” 
-- Microsoft, 2007

TRANSPARENT, OPEN SECURITY



Red Hat Enterprise Linux 4 AS/ES vulnerabilities
 full install, Feb 2005-Feb 2010 (total 1545 CVE issues)
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TRANSPARENT, OPEN SECURITY MEANS 
SAFETY FOR YOUR ENTERPRISE DEPLOYMENT



CRITICAL FLAWS: DAYS OF RISK

Time from an issue being known to the public, until 
the day that a fix is available via Red Hat Network.

98% of critical vulnerabilities had a fix available the 
same or next day
(Red Hat Enterprise Linux 5 full install, Mar 2007-Feb 2010)



“Repair or replace” Remedy

Upon finding of infringement, Red Hat will obtain right for 
client to continue using code, Modify the software, or 
Replace infringing portion of code

IP Infringement Indemnification

Upon filing of IP lawsuit, Red Hat will (a) defend a customer 
(i.e., hire and pay for a lawyer) and (b) pay damages that 
result from a judgment or settlement.

Open Source Assurance designed to:

Ensure business continuity 

Mitigate legal risks 

OPEN SOURCE ASSURANCE



Who is Covered? Customers with (a) active, fully-paid subscriptions 
who (b) agree to the terms of Open Source Assurance Agreement.  

What is Covered? (1) All generally available, Red Hat-branded software 
products and (2) all customer systems with a fully-paid, active 
subscription (“pay to play”).  The protection is part of our subscription 
service. 

How does a customer sign up for the OSA Program?  Go to Red Hat 
Network and click to accept terms of Red Hat's Open Source Assurance 
Agreement (confirmation page available).

Does it work? Read more:
http://bit.ly/aCO5Da
Total victory for OSS in patent lawsuit

OPEN SOURCE ASSURANCE

http://bit.ly/aCO5Da


RED HAT GLOBAL SUPPORT SERVICES

Staffed 24 x 7, around the globe

RHCE, RHCA, or JBoss certified representatives

We ship it, we support it. For the whole lifecycle.

Proactive & reactive

Transparent

Unlimited

Simple

KNOWLEDGEBASE

PRODUCTION
SUPPORT

TAM
SUPPORT

DEVELOPER
SUPPORT

YOU

COLLABORATIVE SUPPORT NETWORK



SUPPORT CENTER LOCATIONS



RED HAT'S COLLABORATIVE SUPPORT 
NETWORK

Vendors working together in service of mutual customers:

Prevent finger-pointing

Find solutions for multi-vendor problems

Avoid dead-end support

Technical and management escalations

Built upon TSANet framework

“Nomura Bank recently experienced a 
complex issue involving multiple 
technology providers. It was a great 
comfort and relief to rely on Red Hat for 
taking the issue, working it out with the 
other vendors and providing us with 
quick and effective resolution.”

Leon Chen, Director of Corporate 
Technology
Nomura Bank



MANAGEMENT ESCALATION CONTACTS

https://access.redhat.com/support/policy/mgt_escalation.html



NEW TREASURE: INTRODUCING THE 
RED HAT CUSTOMER PORTAL



 Access the same knowledge systems developed and used by our 
support staff

 Intelligent search results matched with staff recommendations

 Product manuals, whitepapers, user guides, and more 
consolidated into a single online reference library

 Technical webinars and rich media streamed to your desktop

 Integrated subscription & renewal information

 Easy access to product evaluations

 Localized to 9 languages - English, Spanish, Italian, German, 
French, Simplified Chinese, Japanese, Korean, Portuguese

 Access the customer portal now at https://access.redhat.com/

CUSTOMER PORTAL: SUPPORT CASES + 
DOWNLOADS + KNOWLEDGE + MORE

https://access.redhat.com/


  


