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SWIFT Professional Services —what’s offered

Develop

Adopt and

and design deploy

Partners for
performance

Advisory
senices

Deployment
senices

Our expertscan help you design
solutionsthat address current
and future challenges. They will
advise you on technical,business
and standards solutions; and
help you achieve operational
excellenceand increase
efficiency inyour organisation.

Our expertswill supportyouin all
aspects of installation, learning and
onboarding, including configuring
software to your specific needs.
They help you maximise your
investment by providing expertise,
shortening the implementation cycle
and ensuring smooth adoption.

SWIFT Support and Care Services

Integrate

Integration
senices

Whetheryou’re migrating from a
legacy system or managing
changesto your back-office
applications, SWIFT'send-to-end
service can solve yourintegration
challengesand integrate your
back-office systems more
effectively.

Whetheryou prefermanaging
operationswith our support team,
or outsourcing maintenance to
SWIFT’s in-house team, our
advanced support and care
services portfoliohasthe
solutionsto meetyourneeds.



Your SWIFT Support customer experience starts with
SWIFT Community Support

Community Support Q
I

SWIFT Supportand Care Services



With many opportunities to upgrade within our
Advanced Support and Care Services portfolio

Community Support Q Premiuma Premium PIusQ Premium Plus Custom Q

Care 0

SWIFT Supportand Care Services



Community Support Q




Community Support

Your gateway to
essential support services

As a SWIFT customer, you are entitled
to SWIFT community Support.

It is an unlimited support by web,
telephone and various self-support
tools or material.
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Community Support O

Self-Service Support

e mySWIFT
 Download Center
¢ Knowledge Center
¢ Documentation

¢ How to videos

e SWIFTSmart

Assisted Support

o 24Xx7

e Online Case Manager

e Phone

* Follow-the-sun for
blocking cases

Monitoring and Alerting

* Notification Center
e Operational Status
» myConfig
» Automated Monitoring:
o Disconnectionsto registered users

o0 Leasedline disconnections
o Databreach notifications

e Leased Line Usage Reports
» Planned Changes



Community Support O
Community Support

247

Global Support Coverage

Americas, Asia-Pacific, EMEA Telephone Support 24x7 Knowledge center

20 languages covered

6 global support delivery centers Registered users can 24 hours support through Self-senice capabilities
contact a regional support the case manager. through knowledge base
center by telephone. and self-help guide.
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Community Support Q Premium Q




Premium

Preventative and reactive
support from SWIFT experts

Get special attention from SWIFT
experts and receive tailored
recommendations for maintaining your
SWIFT environment. Get exclusive
insights during the Premium Services
Forum from peers and industry experts.
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Remote Access
Service Module 1

A secure and efficient
way to diagnose and
solve your problems in
real time under your
supendsion.

Case Reviews and

Management Escalation
Service Module 6

Escalate your problems
to management within 30
minutes, and discover
trends and areas of
improvement.

Dedicated Access to
Expertise service Module 2

Dedicated access to
SWIFT team of expertise,
regardless of the problem’s
impact classification.

Premium

On-site Troubleshooting
Course service Module9

Learn how to
troubleshoot most
commonly encountered
problems and provide
relevant diagnostic
information when
reporting a problem.

Online Monitoring Tool
(OMT) ServiceModule7

Monitor your traffic from a
technical and operational
perspective.

Premium Services
Forum (PSF)

An unrivalled opportunity
to network with peers and
industry experts, discuss
challenges and exchange
practices to maintain high
levels of operational
security and efficiency.

Health Check

Service Module 5

Thorough analysis of one of
your SWIFT infrastructures
and procedures to identify
gaps and recommendations
for improvement.

Business Continuity Test

Service Module 8

Yearly disaster tests such as
outage scenarios to evaluate
the impact of certain events
on your infrastructure.

Optional Payable Add-ons

Additional Health Check

Service Module 5

This add-on is available in
case you need an additional
health check for another
SWIFT infrastructure.
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Premium Plus Q

Community Support Q Premium Q Premium Plus Q Premium Plus Custom




Premium Plus

Proactive support from
SWIFT experts

On top of our Premium offer, benefit
from proactive monitoring of your
infrastructures, and collaborate with a
Service Manager to receive
personalised guidance and advocacy.
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Includes
Everything
in Premium

Proactive Monitoring
and Alerting

Service Module 3

Real-time monitoring by
experts, which allows
SWIFT to inform you
about detected problems
before you notice them.

Service Management
Service Module 10

Senice Management allows
you to do business knowing
that you always have a
SWIFT expert on-hand.

You will get personalized
advocacy and guidance from
a Senice Manager on your
SWIFT-related activities.

In case of blocking situation,
the escalation process to
command center is triggered
and handled by senior
management on both sides.

Premium Plus Q

Optional Payable Add-ons

Additional Health Check
Service Module 5

This add-on is available in
case you need an additional
health check for another
SWIFT infrastructure.

On-site Emergency

Intervention
Service Modules 20-21

This add-on allows you to
request on-site intenention in
case a blocking problem
cannot be resolved with the
assistance of SWIFT Support
Centre.
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Premium Plus Custom Q

Community Support Q Premium Q Premium PIusQ Premium Plus Custom O




Premium Plus Custom Q
Premium Plus Custom

Customised support for P ——— Optional Payable Add-ons
your specific needs Includes
EVerythlng e Additional SWIFTNet Additional Health Check
in Premium Plus Link monitoring servieelodules
Includes all the features included in the + Customised reporting This add-on is awailable in
Premium Plus support package, and . Community_ assistance case you need an additional
' for market infrastructures health check for another

additional features that you may SWIFT infrastructure.
require.
On-site Emergency
Intervention
Service Modules 20-21
This add-on allows you to
request on-site intervention
in case a blocking problem
cannot be resolved with the
assistance of SWIFT
Support Centre.
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AlliancelLite?2

Hands-on help for your
Alliance Lite2 maintenance

Practical help for specific tasks
related to maintenance of your

SWIFT environment with main

messaging software application
Alliance Lite2.
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Remote Access
Service Module 1

A secure and efficient
way to diagnose and
solve your problems in
real time.

Hands-on assistance
Service Module 11

Direct access to experts,
detailed explanation on
Alliance Lite2 usage and
guidance on tasks that are
performed less regularly.
This assistance is delivered
by phone or through
remote access.

Optional payable add-ons

Case Reviewsand
Management Escalation
Service Module 6
Management escalation
for the highest attention
for resolution and reports
to identify points of
improvement.

Additional Days of Effort

Service Modules 15-16-17-18
Additional days of SWIFT
effort which can be used
on your request to
perform a multitude of
tasks including change
management, major or
minor release, etc.

Care Q
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Alliance Entry and Alliance Access

Hands-on help for your
Alliance Entry/Access
maintenance

Practical help for specific tasks
related to maintenance of your
SWIFT environment with main
messaging software application
Alliance Entry or Alliance Access.
These activities are delivered under
the supervision of your Care
Manager.
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Remote access
Service Module 1

A secure and efficient
way to diagnose and
solve your problems in
real time.

Light check

Service Module 4

Receive a light and fast spot-
check of your interfaces and
recommendations in line with
SWIFT best practices.

Updates Management
Service Module 12

Hands-on help with the
installation of one yearly
planned mandatory
functional update and
quarterly security
updates. Up to two
infrastructures cowvered.

Optional payable add-ons

Additional Light Check

Service Module 4

This add-on is available in
case you need an additional
light check for another SWIFT
infrastructure.

Additional Days of Effort

Service Modules 15-16-17-18
Additional days of SWIFT
effort which can be used on
your request to perform a
multitude of tasks including
change management, major
or minor release, etc.

On-Site Emergency

Interventions
Service Modules 20-21

This add-on allows you to
request on-site intervention
in case a blocking problem
cannot be resolved with the
assistance of SWIFT
Support Centre.

Care Q

Additional Infrastructure

for Updates Management
Service Module 13

Additional infrastructure for
the scope of module “Updates
Management Entry/Access”

Disaster Recovery
Assistance serviceModule 19
Planning and review of your
disaster recovery testing
scenarios related to SWIFT
products and senvices.
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Alliance Messaging Hub

Hands-on help for your
Alliance AMH maintenance

Practical help for specific tasks
related to maintenance of your
SWIFT environment with main
messaging software application
Alliance AMH. These activities are
delivered under the supervision of
your Care Manager.
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Remote Access
Service Module 1

A secure and efficient
way to diagnose and
solve your problems in
real time.

Health Check

Service Module 5

Thorough analysis of one of
your SWIFT infrastructures
and procedures to identify
gaps and recommendations
for improvement.

Release and Change

Management
Service Module 14

Hands-on help with activities
such as: installation of AMH
release, functional and
security updates, but also
change management.

Optional payable add-ons

Additional Health Check

Service Module 5

This add-on is available
in case you need an
additional health check
for another SWIFT
infrastructure.

Disaster Recovery
Assistance

Service Module 19

Planning and review of
your disaster recovery
testing scenarios related
to SWIFT products and
senvices.

Care Q

Additional Days of Effort

Service Modules 15-16-17-18

Additional days of SWIFT
effort which can be used on
your request to perform a
multitude of tasks including
change management,
major or minor release, etc.

On-site Emergency

Interventions
Service Modules 20-21

This add-on allows you to
request on-site intervention in
case a blocking problem cannot
be resolved with the assistance
of SWIFT Support Centre.
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Alliance Cloud

Hands-on help for your
Alliance Cloud maintenance

Practical help for specific tasks
related to maintenance of your
SWIFT environment with main
messaging software application
Alliance Cloud. These activities are
delivered under the supervision of
your Care Manager.
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Remote Access
Service Module 1

A secure and efficient
way to diagnose and
solve your problems in
real time.

Dedicated accessto
expertise service Module 2
Priority handling of the

support cases, regardless
of the impact classification

Alliance Cloud Maintenance
and Handholding

Service Module 25

A series of planned, recurring,
proactive activties to reduce
operational risks, and ensure
that your SWIFT Environment
is maintained according to
SWIFT best practices.

Care Q

Optional payable add-ons

Additional Days of Effort

Service Module 15

Additional days of SWIFT effort

which can be used on your

request to perform a multitude

of tasks including:

e Additional configuration
changes

e SIL Upgrades for additional
instances

e Hands-on training on Alliance
Cloud

e Operational support during
planned and pre-agreed
special events

» Re-installation of SIL

19



Advanced support and care services
Service modules explained




Detailed overview of packages

Package family Advanced Support Care
) . Alliance
. . Premium Plus . . Alliance Entry &, f p
Package Premium Premium Plus CUSIO Aliance Lite2 AIIianceAccessMessagmg Hub Alliance Cloud
(AMH)
Aliance Entry, Alliance Access, Alliance Aliance Entry/a Alliance
Messaging software application Messaging Hub (AMH) & Proprietary On- Aliance Lite2 AIIianceAcceyssMessaging Hub Alliance Cloud
Premises solutions (AMH)
1 Remoteaccess ®© ®© ® ®© ® ® ®
2 Dedicated access to expertise ® ® ® ®
© 3 Proactive monitoring and alerting ® [1] ® [1]
g 4 Lightcheck ® [3]
© | 5 Health check ® [4] ® [4] © [4] ® [4] [1] service modules not aveilable when the
g . . subscribed customer environment is used in
S 6 Management escalation and case reviews ® ® ® connection with real-time payments thirc-
= | 7 Operational monitoring tool (OMT) ® ® [1][2] © [1][2] party network solutions
= i P [2] certain features of the service module not
g 8 Bu5|.ness continuity t_eSts o © © available when the subscribed customer
S | 9 On-sitetroubleshooting course ® ® ® production environment is in India and used
= : . in connection with SWIFT India's domestic
S 10 Service manatt;ement(l'ncl. Command Centre attention) ® ® financiallmessaging Serices
= |11 Hands-onassistance Lite2 © [3] replaced by “Service module 5: Health check
© | 12 Updates management Entry/Access (2 infrastructures) ® when subscribing to both advanced support
Premium or Premium Plus and Care Alliance
14 Release and change management AMH © Entry / Access packages at preferential rate
22 Custom ® [4] only one health check is performed when
i i subscribing to both advanced support
s RS SR AT ® © © Premium or Premium Plus and Care AMH
25 Alliance Cloud Maintenance and Handholding ® packages at preferential rate
" 4 Additional light check (@) [5] availability subject to location, pleasg contact
= L. your account manager or nearest office for
S | 5 Additional healthcheck o ©) @) ®) itz
S 6 Management escalation and case reviews o
g 13 Additional infrastructure for updates management Entry/Access (@) ® includedin the package
§ 15 Additional days by unit (1 to 9 days) O (@) O O _
@ |16 S5additional days (o) o) O optional payable add-ons
Tg 17 10additional days (@) o
S | 18 20additional days (@) O
S | 19 Disaster recoveryassistance O [5] O [5]
20 On-siteemergency interventions O [5] O [5] O [5] O [5]
21 On-site emergency interventions—24x7 O [5] O [5] O [5] O [5]

SWIFT Supportand Care Services
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Remote Access

A secure and efficient way to diagnose and solve
your problemsin real time. Access to your systems
is secure, auditable and permission-based.

Your needs

+ Faster time to resolution.

+ Secure and auditable third-party
assistance or troubleshooting.

+ Reduced operational riskand cost
vs. having to bring expertise on
site.

TSN
i
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What is it?

In today’s complex environment, you are
faced with a growing number of challenges
Remote access offers a secure channel to
diagnose and solve problemsefficiently. It
enablesdirect and secure access from one
computerto another.

Underyour control and supervision, SWIFT
enters your network area to help diagnose
and solve ‘SWIFT Interface’issues.

You choose the level of access you give to
SWIFT to diagnose a problem or helpwith
a task

Available in:

Premium
Premium Plus
Care

Why?

Thisservice significantly speedsup the
process finding and solving a problem, and
consequently reducesdowntime andthe
related costs of being out of business. It
also speeds up care service activities.

With Remote access, you get maximum
benefits. The efficiency with which
Advanced Support and Care engineers
handle yourissue ortask dependson their
ability to quickly and accurately determine
whatis wrong and what can be done about
it. Working in real time, via Remote access,
meansyou geta more accurate diagnosis,
which leadsto a faster case resolution. As
aresult, the necessary evidence is
collected quicky, mistakesand
misunderstandingsare less likely and first
contactresolution isincreased.

Thisservice is hosted at SWIFT. Remote
access is designed to work transparently,
through firewalls, enabling connectionwith
any internet-connected computerin the
world.

Available for:

Alliance Lite2

Alliance Entry

Alliance Access

Alliance Messaging Hub (AMH)
Alliance Cloud

This service increases our “peace of mind” since we
know we can rely on SWIFT expertsto help us solving
major issues.

The method used is very reliableand secure asituses
SWIFTNet to access ourinfrastructure and since all
actions are recorded on a movie FLV file.

It enhances our confidence in the SWIFT infrastructure
and is anincentiveto build more on that platform.

Italian Advanced Support Customer
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Dedicated Access to Expertise

Faster support and problem solving thanks to a
direct accessto SWIFT expertswho understand

your SWIFT environment.

Your needs

+ Problem resolution timeframe
significantly impactsyourtime
critical and/or high volume
infrastructures.

+ Personalised service by technical
experts who understand your
SWIFT environment.

faam
SWIFT Support and Care Services

L/
AN g

What is it?

SWIFT guaranteespriority accessand
problem solvingwhen you contact our
global support centres. SWIFT routesyou
directly to the SWIFT team of expertise for
thispurpose.

All problemsimpacting the main message
flow (impact classification: Blocking and
Severe) will immediately be handled.

To ensure the cases are handled without
delay, Severe and Blocking casesmust be
reported by phone, not via the online case
manager.

In orderto have a good understanding of

your SWIFT environment,a member of the

team of expertise will:

e perform a health checkof your SWIFT
infrastructure

e deliveran on-site troubleshooting
course

e maintain quarterly an oversightof open

cases and reviewthem on a quarterly
basis

Available in:

Premium
Premium Plus
Care

Why?

SWIFT understandsthat time critical and/or
high volumeinfrastructuresare dependent
on the SWIFT network and SWIFT
operations.

Consequently, SWIFT enablesdirect
access to the dedicated team of expertise
to speed up problem resolution, provide
preventive and proactive support and
personalised knowledge to help you
maintain your SWIFT environment.

Available for:

Alliance Entry

Alliance Access

Alliance Messaging Hub (AMH)
Alliance Cloud

We have a very good relationship with
your support group. They understand
our environment and business. As a
result, it's easy to deal with issues or
discuss future projects. This helps us
to provide and maintain a stable
environment.

Canadian Premium Plus customer
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Proactive Monitoring and Alerting

Proactive system monitoring.
Reduces operational risks.

Your needs

+ Need to manage and monitor your
SWIFT infrastructure and
guarantee availability beyond
standard business hours.

+ Monitoring SWIFT applications
takes time and effort. Navigating
the complexlandscape of
monitoring solutionsavailable and
selecting the right monitoring tools
requiresplanningand detailed
configuration. Complex linksoften
need to be set up and outdated
alerting mechanismsupdated.

+ Need toreduce costs, mitigate
risks and support optimal business
performance.

TSN
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What is it?

SWIFT monitorsthe availability of your
connectivity, and informsyou by phone if
problemsare detected.

SWIFT centrally monitorsqueue build-up and
session drops, and proactively notifiesyou
when predefined thresholdsare reached.
SWIFT also monitorsand alertsyou in case
of store-and-forward queue build-up.

Three SWIFT global support centresmonitor
activity daily using follow-the-sun principle.
Thisassures 24x7 cover forour disaster
recovery infrastructure to deliver SWIFT
services in a failure-is-not-an-option (FNAO)
way. As part of the service, quickcorrective
actionsare initiated to minimise service
disruption.

Available in:

Premium Plus

Why?

In orderto maximise your SWIFT infrastructure
efficiency, a proactive ratherthan a reactive
approach isbest. Aim to identify andresolve
issues affecting your SWIFT components
before they impact your businesscritical
services.

SWIFT isuniquely placed to undertake this
monitoring taskforyou. We have advanced 24
X 7 monitoring solutionsin place and can
immediately identify if one of your critical
componentsisdown. SWIFT can notify you
when one of your connectivity componentsis
impacted evenbefore you detect it.

No need to install software ordeploy new
hardware.

Available for:

Alliance Entry
Alliance Access
Alliance Messaging Hub (AMH)
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Health Check

Proactively identify and mitigate operational risks.
Best practices to maintain the security, configuration
and performance of your SWIFT environment.

Your needs

+ Challengeto keep the applications
in line with best practicesand on
the latest security update.

+ Compliance with financial
regulationsand industry best
practices.

TSN
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What is it?

Health checkidentifiespotential security,
configuration,and performanceriskand provides
recommendationsforthe implementation of best
practices.

The service performsa snapshot analysisto
identify gapsin your primeinfrastructure, covering
one set of the following components: 1 SWIFT Net
Link, 1 Alliance Gateway, 1 Alliance Web platform,
1 SWIFT messaging interface (Alliance Access,
Entry, or Messaging Hub) and itsunderlying OS.

Additional health checksto coveradditional
components (forexample, multiple SWIFT Alliance
Gateways) orinfrastructures (for example, Disaster
Site) are available on request under a separate
Consulting Servicesagreement.

As a Care Alliance Entry / Accesscustomer, you
will benefit from a Light Check, with the primary
focus on helpingyou and your coordinator plan
updatesmanagementactivitiesand daysof SWIFT
effort more effectively.

Available in:

Premium
Premium Plus
Care AMH

Why?

Health checkallowsfinancial institutionsto identify
potential issues, learn how to mitigate them by
implementing best practicesto prevent problems
and avoid reputational risk.

1. Security risks: SWIFT will verify aspectssuch as
software integrity, SSL enablement, plusthe
validity of SSL certificatesused for application
communication. Amongst others, SWIFT will check
if back-up procedures are in place.

2. Configuration risks: SWIFT will verify if
parameters, such as disk space, filesystems,
memory configuration (swap space), TCP/IP and
DNS are correctly set-up. Variousconfigurations
related to routing, database, failover, HSMsand
application monitoring are reviewed.

3. Performance risks: SWIFT will verify if the
network bandwidth issufficientto cope with your
institution'sneeds. We verify the system
performance using a performance monitoring tool
and will analyse the resultsforabnormal resource
consumption and potential bottlenecks.

Available for:
Alliance Entry

Alliance Access
Alliance Messaging Hub (AMH)

It is very useful for stable operations.

Canadian Premium Plus customer
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Case Reviews and

Management Escalation

Escalate your issuesto management within 30
minutes. Discover trends and detect areas for

improvement.

Your needs

+ Fast support fortime critical
infrastructures.

+ Enhance in-house expertise and
detect trends.

faam
SWIFT Support and Care Services
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What is it?

Thisservice module comprisestwo elements
that furtherenhance your problem resolution
and prevention experience.

1. Management Escalation: SWIFT activates
the management escalation processwithin
30 minutesafterthe problem affecting the
main message flowhasbeen reported. This
ensures that the problem getsresolved as
quicky as possible.

2. Case Reviews: support staff or your
Service Manager* will review with you all
cases submitted on a quarterly basis. This
helpsto identify trendsand detect areasfor
improvementin your operational expertise
and enhance your SWIFT Smart training or
On-Site Troubleshooting Course experience.

Available in:

Premium
Premium Plus

Optional add-on to:
Care Alliance Lite2

Why?

SWIFT understandsthat time critical and/or
high volumeinfrastructuresare dependent on
the SWIFT network and SWIFT operations.

Consequently, SWIFT assures management
escalation of yourissue and providesquarterly
analysisof submitted cases.

Available for:

Alliance Lite2

Alliance Entry

Alliance Access

Alliance Messaging Hub (AMH)

Our proactive discussions and
escalation arrangement, give us
confidence in the ongoing operations,
system maintenance, management,
and projects.

Canadian Premium Plus customer
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Operational Monitoring Tool (OMT)

Monitor your own traffic from a

technical and operational perspective.

Your needs

+ Understand your traffic patterns,
operationalimpactson throughput,
volumesand queue status.

+ Turn datainto actionable business
insights.

TSN
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What is it?

SWIFT’s operational monitoring tool allows
you to monitor customer traffic from a
technical and operational perspective
(throughput, data sizesexchanged, current
queue status, etc.).

The traffic monitoring featuresenable you to
monitorand display traffic for both
Throughput and Volumes. It covers all FIN,
InterAct and FileAct datafrom the last 60
days.

The throughputscreen allowsyou to see the
number of transactionsper second (TPS).

The volumesscreen allowsyou to measure
the traffic passing through your institutions,
services or SWIFT Net Links (SNL).

Queue status info enablesyou to access
information about the statusof your
SWIFTNet queuesor FIN delivery subsets.

Available in:

Premium
Premium Plus

Why?

Analyse yourown SWIFT traffic data to identify
anomaliesin behaviour, unusual patternsor
trends in traffic flows, hiddenrelationships,
validate existing processes, significantlevelsof
activity in high-riskareas and attain a global
view of SWIFT traffic.

Available for:

Alliance Entry
Alliance Access
Alliance Messaging Hub (AMH)
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Business Continuity Tests

Test the impact on your environment with
SWIFT'syearlytesting of outage scenarios.

Your needs

+ Demonstrate the functional
capability of yourrecovery in the
event of different outage scenarios.

TSN
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What is it?

SWIFT conductsannual disaster tests with
customers to allowto test the impact of
certain eventson customers' infrastructures.

SWIFT strongly recommendscustomersto
participatein these annual testsand to align
the planning of their Disaster Recovery
Infrastructure (DRI) testing with SWIFT's
business continuity rehearsal testing.

Available in:

Premium
Premium Plus

Why?

Verify yourlevel of preparationfor different
outage scenarios- the tests offeryou the
opportunity to exercise and validate your
readinessunderless stressful circumstances.
You can assess resource availability or
capability, trainingteam membersfortheir
recovery roles, determinethe actual length of
recovery time to determine the true functional
recovery of the areas tested.

Available for:

Alliance Entry
Alliance Access
Alliance Messaging Hub (AMH)
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On-site Troubleshooting Course

Personalised training with recommendations and
guidelinesto maintain your SWIFT environment.

Your needs

+ Solve the mostcommonly
encountered problemsyourself.

+ Provide relevant diagnostic
information when reporting a
problem to speed up the issue
resolution process.

TSN
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What is it?

Thisannual course provides
recommendationsand guidelinesto help you
maintain your SWIFT environment, to solve
the most commonly encountered problems,
and provide relevant diagnostic information
when reporting a problem. The course is
particularly useful fortechnical experts. Prior
to this course, which is delivered on customer
premises, you are are encouraged to follow
the troubleshooting modulesavailable on
SWIFT Smart.

The service entitleseach registered user of
the customerto attend the course.

Travel costs are covered foran annual trip,
which iscombined with the annual Health
check Any othertrips will be chargeable.

Available in:

Premium
Premium Plus

Why?

Through enhanced informationand knowledge
sharing, your business and technical teamscan
act promptly and independently for problem
detection and solving.

Available for:

Alliance Entry
Alliance Access
Alliance Messaging Hub (AMH)
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Service Management

Benefit from personalised advocacy and guidance to
proactively keep your SWIFT environment operationally
efficient andin line with SWIFT best practices.

Your needs

+ Personalised preventive and
proactive support and account
documentation.

+ Monitoring and problem escalation
up to Command Centre linked to
individual needs.

+ Compliance with financial
regulationsand industry best
practices.

+ Needto ensure applicationsare in
line with best practicesand on the
latest security update.

+ Proactive informationsharing and
reporting.

TSN
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What is it?

SWIFT providesa designated professional —
the Service Manager—to ensure advocacy and
guidance, keeping your SWIFT environment
operationally efficient andin line with SWIFT
best practices.

In orderto deliver preventive, reactive and
escalation servicesto the highest standard, the
service managerworks in collaboration with
SWIFT account managers, dedicated team of
expertise at global support centres, Centre of
Expertise and SWIFT Command Centre.

In case of a blocking situation, the
management escalation processactively
involvesseniormanagement on both sides:
yours and SWIFT's including SWIFT Command
Centre Attention. Thisprocess triggersa rapid
resolution and ensuresefficientcommunication
between the partiesinvolved.

When relevant, the service manager
coordinateswith the SWIFT projectmanagers
in charge of SWIFT consulting projectson the
customer's site to understand issues and
transfer knowledge to relevant SWIFT teams.

Available in:

Premium Plus

As part of thisservice, SWIFT also providesa
monthly connection availability summary report,
which includesthe availability of customerlines
and monitored SWIFT Net linkinstances. A
report also shows the availability of the
customer’s FIN destinations (8-character BIC)
and logical terminals.

Why?

Service Management isa customer-focused
approach to provide a frameworkto structure
SWIFT -related activitiesand the interactions
between you and SWIFT.

It allowsyou to do business knowing that you
alwayshave a SWIFT expert on hand.

Available for:

Alliance Entry
Alliance Access
Alliance Messaging Hub (AMH)

All support services provided by the Service
Manager exceeded our expectations. We also
observed excellent coordination with internal
teams, both in HK and HQ, to resolve our
problems.

Hong Kong Premium Plus customer

Having someone to listen to our problems and
helpingus to resolve themmakes SWIFT's
service stand out.

Colombian Premium Plus customer

With the Service Manager proactively involved,

problems are resolved faster.
Singaporean Premium Plus customer
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Hands-on Assistance Lite2

Receive hands-on assistance when
contacting global support centers.

Your needs What is it?

+ Predictable cost. With thismodule, you get Alliance Lite2,
including hands-on assistance, either overthe

+ Easy SWIFT connection. phone orover SWIFT remote access when

contacting the SWIFT global support centres.
You get direct access to experts, a detailed
explanation on Alliance Lite2 usage and

) o ) guidance on tasks that are performed
+ Recuring trainingand advice on infrequently.

best practice.

+ Access to experts.

The service also covers additional standard and
specific configuration changes. Hands-on
assistance relatesto questionsregarding
AllianceLite2 usage, such ashelp creating a
message, explanation of a NAK code, or
assistance unlocking or resetting security
tokens.

Through SWIFT remote access, we can
perform changeson behalf of, and underthe
supervision of, the customer, including creating
new operators, creating templates, or creating a
new AutoClientinstance.

SWIFT Supportand Care Services

Available in: Available for:
Care Alliance Lite?2
Why?

Get full peace of mind — the service covers:

e Updatesmanagement assistance formandatory Alliance Lite2 and Personal Token software update
e Creating new useror AutoClienttoken

e Unlocking orresetting tokens

¢ Renewing token certificates

e Ad-hocexplanationof message fieldswhen manually creating FIN messages
e Creating message templates

e Explanation of NAK code

e Creating an RMA request

¢ Responding to (accept/reject) an RMA request

e Additional configuration changes (routingrules, profiles)

* Assistance with the AutoClient installation on another machine

e Locating a message (forexample, hasthe message been sentto SWIFT?)

Sl



Updates Management
Alliance Entry/Alliance Access

Hands-on help with the installation of one mandatory
functional (annual) and quarterly security updates.

Your needs

+ Help from a SWIFT certified
specialist for SWIFT updates
management activities.

+ Proactive information sharing on
SWIFT updates.

+ Increased predictability and
transparency for budgeting and
planning of SWIFT environment
maintenance.

+ Mitigation of operational risks.

TSN
i

SWIFT Supportand Care Services

L/
AN g

What is it?

Hands-on help with the installation of one
mandatory functional (annual) and quarterly
security updates.

A Care Managerisassigned to ensure the
smooth delivery of updatesmanagement
activities. Regular meetingsare organised
throughout the yearto plan activitiesin line with
release policy.

As part of the service, you will be entitledto a
day during the first yearthat can be used to
implement quick-win fixesand/or solve
problems, based on the resultsof the Health or
Light Check

Up to two infrastructures covered.
Additional Infrastructurescan be covered at
additional cost.

Available in: Available for:

Care Alliance Entry
Alliance Access

Why?

Benefit from hands-on help and SWIFT expertise
for updatesmanagement activities.

Updatesmanagement activitiesare aligned with
the release policy.

When possible, we aim to deliverthe service in
yourlocal language.

All updatesmanagementservicesare delivered by
SWIFT certified specialiststo help you maintain a
fully functional environment.

32



Release and

Change Management AMH

Assistance activitieson a mutually agreed scope limited to
technical aspects on SWIFT AMH and its applications.

Your needs

+ Help from a SWIFT certified
specialist for specific infrastructure
maintenance tasks.

+ Proactive information sharing on
SWIFT updates.

+ Increased predictability and
transparency for budgeting and
planning of SWIFT infrastructure
maintenance.

+ Mitigation of operational risks.

TSN
i

SWIFT Supportand Care Services

L/
AN g

What is it?

SWIFT providesassistance on a mutually
agreed scope limited to technical aspectson
SWIFT and itsapplications, such as:

- Installation of Alliance software updates
- Change management

- Knowledge transfer

A Care Managerisassigned to ensure smooth
delivery of updatesmanagement activities.
Regular meetingsare organised throughout the
yearin line with release policy to plan activities.

Thisservice module includes20 daysto be
used atyourrequest forreleases, updatesand
change management activities. The scope and
planning of activitiesisagreed with the service
coordinator during touchpointmeetings.

Additional daysof hands-on assistance in
packages (per unit or per package) of 5/10 or
20 days at a preferential rate.

Available in:

Care

Why?

Benefit from hands-on help and SWIFT expertise
for specific infrastructure maintenance tasks.
Release and change management activitiesfor
AMH are tailored to your needsif you need help
with updatesand configuration management.

When possible, we aim to deliverthe service in
yourlocal language.

All release and change management servicesare
delivered by SWIFT certified specialiststo help you
maintain a fully functional environment.

Available for:

Alliance Messaging Hub (AMH)
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Days of SWIFT Effort Service

Assistance activitieson a mutually agreed scope limited to
technical aspects on SWIFT and its applications.

Your needs

+ Help from a SWIFT certified
specialist for specific infrastructure
maintenance tasks.

+ Increased predictability and
transparency for budgeting and
planning of SWIFT environment
maintenance.

+ Mitigation of operational risks.

+ Lackofin-house resources and
need foroperational outsourcing.

+ SWIFT isone of many
responsibilities.

TSN
i

SWIFT Supportand Care Services

L/
AN g

What is it?

You can request additional daysof SWIFT
effort at any time during your care contract. It
can be a one-off orrecurring upgrade.

Days of effort are sold per unit or per package
of 5/10 or 20 days at a preferential rate.

Depending on the mainmessaging software
application, additional dayscan be used to
perform activitiessuch as:

¢ Handholding assistance

e Update installation

e Operational support during special events/
time periods

« Change management

¢  RMA management

¢ HSM management

Available in:

Care

Why?

Benefit from hands-on help and SWIFT expertise
for specific infrastructure maintenance tasks. The
scope of additional daysof SWIFT effortistailored
to your needs.

When possible, we aim to deliverthe service in
yourlocal language.

All release and change management servicesare
delivered by SWIFT certified specialiststo help you
maintain a fully functional environment.

Available for:

Alliance Lite2

Alliance Entry

Alliance Access

Alliance Messaging Hub (AMH)
Alliance Cloud
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Disaster Recovery Assistance

Review and document disaster recovery testing scenarios.

Your needs
+ Mitigation of operational risks.

+ Lackofin-house resources and
need foroperational outsourcing.

+ SWIFT isone of many
responsibilities.

+ Increased predictability and
transparency for budgeting and
planning of SWIFT environment
maintenance.

TSN
i

SWIFT Supportand Care Services
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What is it?

Disaster recovery assistance helpswith the
planning and the review of your disaster
recovery testing scenarios. SWIFT-designated
engineersreview disaster recovery
documentation and provide recommendations
on the variousscenarios to be tested.

Following a customer'sdisaster recovery
testing, SWIFT reviewstest results and gives
appropriate recommendations.

Typical scenarios:
- Alliance Connectfailure
- Alliance Gateway failure

- Alliance Accessfailure

Available in:

Care

Availability issubject to location,
please contact youraccount
manager or nearest office for
clarification.

Why?

Disaster can strike any business, but speedy
recovery is expected by today’sstakeholders —and
thiscan be achieved by an effective disaster
recovery plan. With the help of SWIFT, you can
develop and maintain an effective disaster
recovery plan, protectingyou from downtime — and
helpingyourbusinesssurvive.

When possible, we aim to deliverthe service in
yourlocal language.

Disaster recovery assistance services are delivered
by SWIFT certified specialiststo help you maintain
a fully functional environment.

Available for:

Alliance Entry
Alliance Access
Alliance Messaging Hub (AMH)
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On-site Emergency Interventions

Our guarantee to be on site in case of blocking issues

which cannot be solved remotely.

Your needs

+ Minimal downtime fortime critical
infrastructures.

+ Mitigation of operational risks.

TSN
i

SWIFT Supportand Care Services

L/
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What is it?

In case of a blocking situation, the global
support centre advises thata SWIFT certified
engineer might speed up the resolution of an
issue. The SWIFT certified specialist will work
on-site, providing emergency assistance to
restore the normal operationsof your SWIFT
infrastructure. Availability subject to location.

Available in:

Premium Plus
Care

Availability issubject to location, please
contact youraccount manager or
nearest office for clarification.

Why?

All SWIFT customersbenefit from the self-service
facilitieson www.swift.com/support and unlimited
assisted support by global support centresvia
phone, case managerore-mail. Our support
centres are available 24 hoursa day, 7 daysa
week, ensuring round-the-clocksupport. The staff
at support centresare best placed to ensure timely
follow-up and response to your query orissue:

- Support staff work globally and are aware of
the latestissues and updates.

- Each contact with support centresis allocated
a unique case number, ensuring traceability
and timely monitoring of the progress
responding to yourquery orissue.

Available for:

Alliance Entry
Alliance Access
Alliance Messaging Hub (AMH)
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Custom

Available in:

Premium Plus Custom

Customise your Premium Plus package.

Your needs What is it?

+ Customised monitoring, reporting SWIFT allowsyou to customise certain service
or problem resolution processes to featuresof the support services as an add-on
suit specific needs. to the Premium Pluspackage.

+ Pressure toreduce operational A support package you can take on on a
risk and cost. recurring basis.

+ Lackofin-house expertise and Some itemsthat can be customised:
need foroperational outsourcing. .

additional terminal or monitoring

+ Compliance with financial * customised reporting

regulationsand industry best e community assistance for market

practices. .
infrastructures

SWIFT works directly with the you to provide a
program that meetsyour specific requirements.

TSN
i

SWIFT Supportand Care Services
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Available for:

Alliance Entry
Alliance Access
Alliance Messaging Hub (AMH)
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Pl’eml um SeI’VI ces FOFU m (PS F) Exclusively upon invitation to the customers of:

Premium
Premium Plus

Experience an unrivalled opportunity to network with peers and
industry experts, discuss challenges and exchange practices to
continue to enhance levels of operational security and efficiency.

What is it?

Thisannual forumisan opportunity forour Premium
Support Suite community to come together, exchange
ideasand work on solutionsto common challenges.
Every year, SWIFT organisesthree regional PSFs- in
Americas, Asia Pacificand Europe-to enable
worldwide attendance.

The agenda reflectsour continuing goal of operational
excellenceand buildson constructive discussionson
arange of topics, including:

+ Technologyinnovation anditsimpact on
messaging

+ Security controlsand cyberchallengesaffecting
the financialindustry

+ Optimal management of your SWIFT environment

+ Knowledge sharing withyour peers

We lookforward to meetingyou at one of our
Premium ServicesForums.

7SN
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SWIFT Support and Care Services
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Alliance Cloud Maintenance and
Handholding

Leverage SWIFT’s operational expertise for the
maintenance of your Alliance Cloud

Your needs What is it?
+ Reduce youroperational risks. Thismodule consistsof a series of planned,
recurring activities, deliveredin a proactive way
+ Frequentexchangeswith a SWIFT underthe supervision of your Care Manager:
expert.
* Dedicated quarterly touchpoints: interactive
+ Benefit from a pointof contact who questionsand answers session to provide
coordinatesall your maintenance feedback, identify recurring issuesthat
activities. need to be addressed, and discuss

SWIFT’s and customer’s operational
roadmapsand initiatives.

e AllianceCloudhousekeeping: annual
review of the information and sanity check.

e Configuration changes: ensure that your
Alliance Cloud configuration correspondsto
yourrequirements.

e Upgrade of SIL instances: SWIFT performs

the installation of allmandatory and
relevant optional SIL upgrades.

TSN
i

SWIFT Supportand Care Services
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Available in:

Care

Why?

Get full peace of mind foryour Alliance Cloud:

The operational maintenance services
offered not only cover the technical aspects,
butalso include the related processes and
people.

As aresult, yourenvironmentismore
resilient to issues, and cases resolution time

isminimized.

Available for:

Alliance Cloud
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A

dvanced support & care services

to maintain operational stability and security best practices of SWIFT environment

Your needs

Premium Q

Preventative support to
help maintain a fully
functional environment

Fast and preventive support for time critical infrastructures

High-volume institutions w ith specific needs managing
complex infrastructures

Customised monitoring / escalation linked to individual
needs

Pressure to reduce operational risk and cost

Lack of expertise in house and need for operational
outsourcing

SWIFT is one of many responsibilities

Compliance w ith financial regulations and industry best
practices

Challenge to keep applications in line with security best
practices and the latest security update

Premium PlusQ CareQ

Proactive support and Planned hands-on
personalised services for activities

highly resilient

infrastructures

E SWIFT Support and Care Services
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