BES EXxpress
Order and Download Process
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Placing your order
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1. From the BlackBerry.com landing page
www.blackberry.com/besexpress
Click ‘order now’

Notes: Pre-requisite system requirements/server configuration overview is available on
the page for download

North America
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Home » Softwsre » Business Software » Se

BlackBerry Enterprise Server Express

BlackBerry"
Enterprise Server

support System Regquirements
nd capabilities to help you efficiently manage your iew full system requirements

Security
Enjoy peace of mind with controls and advanced security features
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http://www.blackberry.com/besexpress

2. Next screen: ‘Your cart’
Select the number of downloads required.
Click on ‘Checkout’

Notes: The complementary BlackBerry support incident is allocated to the company that
is registered on the download form not to the download itself, for example, a cart of 3
downloads will be allocated 1 x complementary support incident

‘2z BlackBerry.
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3. Next screen: ‘Contact Information’

Enter the contact information of the download site: name, address, email, phone
number.

Enter the verification code shown in the image.
Click ‘Next’

2z BlackBerry.
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Contact Information
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4. Next screen: ‘BlackBerry Product Terms and Conditions’
Read the Terms and Conditions

Accept or decline the Terms and Conditions.

‘I accept’ takes you through to the next screen

Notes: The customer agrees to be legally bound to the terms of the agreement: accepting that the product will be
used by the accepting entity on the entity’s premises and that no product copies will be made for further
distribution. Multiple servers within the same company require multiple downloads.

=iz BlackBerry.
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BlackBerry Product Terms and Conditions
You must read and accept the Terms and Condi
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5. Next screen: ‘Confirm your order’
Click ‘submit’ to confirm the order or ‘cancel’ if the order details are incorrect

Notes: The customer is informed that with the download of BES Express, he/she can access the
BlackBerry Expert Support Centre and is also eligible to receive a complimentary BlackBerry support
incident. Information will follow on how to utilise the complementary support incident shortly.

"2z BlackBerry.
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Your Cart Co Terms and Conditions

ntact Information Confirm Order

Confirm Your Order

Order Information

Item Descri ption Quantity Unit Price Total
lackBerry Enterpri Exp
Customer Information G i
First Nam Address: JOOBEEHNRN Ll 0
Last Nam City: NP 1.4, ¢ Total: $0.00
Compan Region: B
Emal Country: G Britain (UK)
Phon Zip/Postal: JOEIODENX Cancel

E
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6. Next screen: ‘Thank You for your Order’
Thank you for your software order.
You will receive information on how to utilise your complementary support incident shortly

Notes: The information regarding the BlackBerry Expert Support Centre and the complimentary
BlackBerry support incident is repeated. Plus call out panels at the bottom of the page to get more
information about purchasing BlackBerry smartphones or to get online help including quick
answers, user guides and demos.

"2z BlackBerry.

Thank You For Your Order

Order Information Item Description Quantity Unit Price Total
Order Number: BlackBerry Enterprise Server

10708 Express

Order Date:

02/25/10 12:22:46 GMT

Complimentary BlackBerry Support Incident

Customer Information

Sub Total: $0.00
First Name: Zos Sales Tax: $0.00
LaseN Total:  $0.00
Company: Research In Maotion
Country: tain (UK)
Zip/Postal: KEMXIENX
Purchase BlackBerry Smartphones Get Help for Your BlackBerry Solution Official BlackBerry Blog
Find buy BlackBerry Find quick answers, user guides, demos Get your BlackBerry information from the

Q.
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Downloading BES EXxpress
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1. The customer receives 2 x HTML emails
Email #1: Confirming the order number and
the product code and informing the customer
that they will receive a second email from
‘BlackBerry Electronic Software Distribution’
with a link to download the software and
instructions on how to access free resources
designed to help with the installation and | _
management of BES Express e e

helpful resources rlesmnerlto asmst |th the mmIIatmn and man agement of EIacI-Eerr
Enterprise Server Exprass.

*:BlackBerry.

Thank you and congratulations for choosing BlackBerry® Enterprise Server Express

This email confirms that we have received vour order for the BlackBerry Enterprise Server
Express software

You're now just steps away from taking vour business to the next levell

Notes: no action required -

Customer Service

Your Order Details:

Order: 10709
Date Ordered: 02/2510 12:22:46 GMT

Customer Contact Information
Zoe Anderson

Great Britain (UK)
01753 667394

Shopping Cart Items

Description Product Code Quantity | Price

BlackBerry Enterprise Server Express PRD-24255-025 1 $0.00

Flease do not reply to this e-mail. For additio

to comman groduct

nd answers

Reseanch In Motion Limited - 295 Phillip Street - Wateroo, Ontario - Canada - N2L 3W2
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2. Email #2: Has two steps in it:

Step 1: Link to download the software and license keys.
With a prompt to remember to make a note of your
SRP ID, SRP Authentication Key and Client Access
Licenses

Step 2: Link to the BlackBerry Expert Support Centre
with a prompt to check your existing configuration in
preparation for download; an explanation of what can
be found on the BESC; and a unique password
(associated with the customer’s email address) that
should be used in accessing the BESC

Notes: the customer should retain this email and

remember to make note of the SRP information and
CALs

*22BlackBerry.
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Dear Zoe Anderson

Thank you for choosing BlackBerry&
just steps away from taking produ
found at the bottom of this email.

Enterprise Server Express™ software. Your team is now
vity to the next levell A summary of your order can be

Pick-up your BlackBerry Enterprise Server Express and/or license ke

D=8 BT4&FPD

If you have ordered the BlackBerry Enterprise Server Express software
please make note of the following information while picking up your software:

« SRPID
s  SRP Authentication Key
+ Client Access Licenses

To help ensure a trouble-free installation, we recommend that you check that y ms
a atil lackBerry Enterprise Server Express by logging into the g

r and viewing the BlackBerry® Enterprise Server Compatibility secti

onin

What is the BlackBerry Expert Support Center?

The BlackBerry Expert Support Center is an online resource designed to provide you with
tools to assistin the installation and ongoing management of your BlackBerry Enterprise
Server Express.

‘You will also be able to retrieve details on the complimentary support phone call to the
BlackBerry® Technical Support Services team included with your BlackBerry Enterprise
Server Express.

BlackBerry Expert Support Center Features include:

+ One Complimentary Support Incident’ to receive expert advice from a member of
the BlackBerry Technical Support Service team at any time

« Access to online self service tools and resources designed to help with installation
and ongoing management of your BlackBerry solution including demonstrations

+ Access torelevant guides, articles and other resources to increase your
BlackBerry solution know-how

Log-in to the BlackBe
visiting hitps:w b

pert Su

Centre after you've downloaded the software by
qa and entering your credentials below.

Email address: za
Password: DIhaU.

Qrder Number 320601353

Order Date Feb 25,2010 07:39 EST
G .50, 1: 66,1, 4
Address MEKNENMXEXX
ROROXCED
GB

eBES Express v5.0.1 for Exchange

Product(s) Ordered

In Motion®, 5 =@
ch In Mation Limite:



3. Next screen: Distribution Centre for BlackBerry Software

Complete the information form
‘Agree’ / ‘Disagree’ to move onto next screen

Notes: the customer is bound by this consent form to the use of the customer-supplied
information in accordance with RIM’s privacy policy — which allows the use of customer
communication for product/service updates only

*iz BlackBerry.
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4. Next screen: Distribution Centre for BlackBerry Software ‘Software eligibility
requirements’

Eligibility declaration to assure compliance with government authorities where the
software is being exported to

Click ‘agree’ / ‘disagree’

*#z BlackBerry.

me = Distribution Center for BlackBerry Software

Distribution Center for BlackBerry Software

Software Downloads

Please read l\ Softwar EI|g|L|I|l Requirements, the Important Note, and the Eligibil
the Eligibility Declaration in order to LK permitted to download BlackBerry Enterprise

eclaration below. You must comply with and agre
ver Software (the "Software")

The Eligibility Declaration is

luded to assure your an d RIM's I'V'|L|Ial ce with the av n d r gulal\ ns of tI =n ational and/or othe L‘,-
ver the col d/o o

national and/or supranation. ernment authorities with autho ) from which the Software is being
exported or to which the So is being imported L you (the "
Please Read This Important Note:
The Software incorpo encryption technology that may be subject to laws and regulations of Government Authorities. You must comply with
and agree to the Ehg\LlI\ Dszla'ahs\‘ below in order to be permitted to download the Software.
1 warrant that I:
ity
pro . vare:
derlying te \l"\ gy, may be subject te impo 1 export, and/or use centrols by Gowvernment
r regulations of any Government Authority,
» failing to obtain any applicable government permits, lic or authorizations;
» distributing or exporting the Software to any country - entity to which distribution or export is prohibited

® agree O Disagres
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5. Next screen: Distribution Centre for BlackBerry Software ‘Order Information’
SRP ID, SRP Authentication Key and Client Access License ID
Click ‘download’

Notes: Print out the page and keep for your records

*#z BlackBerry.

rware

Product Download Available

eBES Express v5.0.1 for Exchange
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6. Next screen: Distribution Centre for BlackBerry Software
‘BlackBerry Enterprise Server Installation Resources’

There are two options.
Option one - Click download using download manager

*22BlackBerry.
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Home > Distribution Center for BlackBerry Softwar

Distribution Center for BlackH

foid

e

f\? ke [@Download Manager

- |§, http:,l’;’downloads.blatv| 3 || x |

R

If you have purchazed BlackBerry Enterprize Sef
requirements prior to attempting the installation
resources at the website below:

To cbtain your software, vou can:

H

» Download the file without D

What is Download Manager?

The Download Manager provides for more effecty
Key features include:

d load

» P ing and r
The Download Manager allows you to pause
broken downleads that occur from lest conn

» Automatic Installation of the Downloady
The Download Manager will be automatically
Manager.

Save As

Sawe in: |D ky Dacuments j

2x

= o E-

I Blustooth Exchange Folder [C3)PST
@CDBurnerxP Projects @Tx 2 Presentations
My Data Sources ) WebEx

éMy TMusic

[ﬂMy Pictures

BMV Videos

File narne:

Save

Save as ype: | dat

j Cancel

ge files.

ume

ad

Done

e Internet

H 400 T




6. Next screen: Distribution Centre for BlackBerry Software
‘BlackBerry Enterprise Server Installation Resources’

Option two - Click download without download manager

Notes: BES Express file is approx 700mb (download time approx. 20mins)

*22BlackBerry.
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Distribution Center for BIackBerr\/ Software

Ir ou have purchased BlackB Elt prise S
|,tu‘g tI t llatior

r software, please ensure yvour systems are configured l m et the minimum system
iew the minimum system requirements ard gain acces: other helpful ir II tion

To obtain your software, you can: File Download El

Do you want to save this file. or find a program online to open
it?

] Mame: test.dat
Type: Unknown File Type, 100ME
From: downloads, blackberry.com

The Download Manager provides for m browsers, especially for large files
Key fi Find ] [ Save ] I Cancel
»
low you to recover and resume
m|
i "‘I ‘While files from the Internet can be useful, Dmefllss an potentially
'y haim pour computer, IUI d Il Ilh e, do not find a d a file using the Download
!a ez S AT o BT S Fs Rl o0 = e weing s




Access to BlackBerry Technical Support
- BlackBerry Expert Support Centre
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1. Access to BlackBerry Technical Support via
the BlackBerry Expert Support Centre

Email #2: Has two steps in it:

Dear Zoe Anderson

Thank you for choosing BlackBerry&
just steps away from taking produ
found at the bottom of this email.

Enterprise Server Express™ software. Your team is now
vity to the next levell A summary of your order can be

Step 2: Link to RIM Technical Support options via the

BlackBerry Expert Support Centre. The content includes: a

prompt to check your existing configuration in preparation Cen

for download; an explanation of what can be found on the b Cleticas st

BESC; and a unique password (associated with the
customer’s email address) that should be used in accessing |
the BESC

tools to assistin the installation and ongoing management of your BlackBerry Enterprise
Server Express.

Pick-up your BlackBerry Enterprise Server Express and/or license ke

&l & D=8: 88748P0

If you have ordered the BlackBerry Enterprise Server Express software
please make note of the following information while picking up your software:

ms

onin

‘You will also be able to retrieve details on the complimentary support phone call to the
BlackBerry® Technical Support Services team included with your BlackBerry Enterprise

Notes: the customer should retain this email and remember

BlackBerry Expert Support Center Features include:

to make note of the unique password to gain access to BESC + Cne Complmontary Suert gt o et 501 e o member

the BlackBerry Technical Support Service team at any time

« Access to online self service tools and resources designed to help with installation
and ongoing management of your BlackBerry solution including demonstrations

+ Access torelevant guides, articles and other resources to increase your
BlackBerry solution know-how

Log-in to the BlackBe
visiting hitps:w b

pert Su

Centre after you've downloaded the software by
qa and entering your credentials below.

Email address: za
Password: DIhaU.

Qrder Number 320601353

Order Date Feb 25,2010 07:39 EST
G .50, 1: 66,1, 4
Address MEKNENMXEXX
ROROXCED
GB

eBES Express v5.0.1 for Exchange

Product(s) Ordered

*22BlackBerry.
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2. BlackBerry Expert Support Centre
www.blackberry.com/besc

Using the unique password found on the HTML email, log into BESC to access online self-help tools,

user guides on how to install BES Express and how to utilise the complementary BlackBerry support
incident

North America Norld 2 “artners ) BlackBe

SUPPORT & SERVICES

Welcome to the BlackBerry Expert Support Center

. - L . Already registered? Sign in here.
The BlackBerry Expert Support Center is a Web 2.0 application, which i= designed to allow ady g 9

direct access to Enterprise grade tools and resources, and to give you the ability to manage

yvour Technical support agreement and support related inguiries easily and independently. Errail
Password:
Register today to get instant and free access to: Lenguage: | English ~

» One Complimentary Support Incident to receive expert advice from a member of the
BlackBerry Technical Support team at any time

Purzuant to the Terms

» Online self service tools and resources designed to help with installation and ongoing you, by logging into the BlackBerry Expert
management of yvour BlackBerry solution including step-by-step demonstrations ;USSCI'T Center, ECkflc'~_‘»'|5d§5dthﬁtth:~‘0; hta':E_EII
) ) ) £ necessary permission and authority to view
» A4l the relevant guides, articles and other rezources to increase your BlackBerry s Y

and =ubmit information within the BlackBerry

solution know-how Expert Support Center.

Get access to the BlackBerry Expert Support Center Express. Register Mow Forgot my password Login

*22BlackBerry.



3. BlackBerry Expert Support Centre
www.blackberry.com/besc

When first logging in, you will be asked to create a profile.

Note: An opt-in option is available here for marketing purposes

Roberts

Mrs. et

t Marketing / PR 2

Update |

*22BlackBerry.



4. Next screen:

Choose an option — to utilise the complementary BlackBerry support incident — select ‘My Service

Requests’

Note: The complementary BlackBerry support incident is for 1-incident only, i.e. the issue is related to a
specific installation issue, whilst this issue is ongoing there could be numerous exchanges between RIM and
the customer during resolution but once this issue has been resolved the customer may NOT use the
complementary BlackBerry support request for a different installation issue without incurring charges.

If other non-related issues are identified the customer would be asked to purchase either Incident based

support or take a T-support contract to resolve.

Incident Based Support cost: $225

Annual Technical Support Packages start from $485
http://na.blackberry.com/support/programs/technical/

*22BlackBerry.

Menu

Tools Downloads Resour rces Accoun t Help

ﬁ Enterprise Activation Readiness

B v Subscriptions

B My Service Requests

EBlackBerry Server Connection Status
BlackBerry Training and Certification

Latest News


bsklar
Typewritten Text
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Typewritten Text

bsklar
Typewritten Text

http://na.blackberry.com/support/programs/technical/

5. Next screen: ‘My service requests’

The customer would be asked to create a service request
Click on ‘create service request’

My Service Reguests
My Service Requests allow you to manage your technical support incidents including:

» Submit yvour complimentary BlackBerry® support incident®
View the status of vour open service requests and interact with BlackBerry Technical Support using free-form text

>

updates
» After taking adwvantage of your complimentary support ticket, learn more about paid support options like
BlackBerry® Technical Support Services or BlackBerryE Incident Based Support
Service Reguest ID Status Dietailz a= de=zcribed by uzer

“Wiew / Edit Creation Date

]

| M

[ Create Service Reguest

*22BlackBerry.



6. Next screen: ‘Describe your issue’

Describe Your Issue

Categorize Your
Description
Issipe

Possible Solutions

Dl Vo Tasise Wwhat is the wversion of the BeckBerry Enterprise Servar that ks currenthly installed?

Additional Details
wWhat is the version of the BlackBerry Enterprise Server that you are migrating or upgrading

to?
Confirmation

Comments and | .o 00 moving the BlackBerry Enterprise Server to new hardwara?
Attachments

By completing and submitting the abowve imnformaton to RIM, you consent to the collecton, use and
disdosure of such informaton by RIM for the purposes D'F {a) providing services to yvou, (b) RIMs internal
use, andfor (c) any other purposes as set out in RIMs Privacy Policy.

*2zBlackBerry.



7. Next screen: ‘Additional Details’

And then the customer will be asked to categorise the issue and confirm their SRP ID

from a drop-down menu and indicate their preferred method of response (email or

phone)

Categorize Your

Issue

Possible Solutions
Describe Your Issue
Additional Details
Confirmation

Comments amd
Attachments

*22BlackBerry.

Additional Details

Urgency (Classiiic
d-Liowy

Affected SRP ID
I

543048005

First MName
Last Mame
Phone Mumber
Ermail Address

Preferred Contact Method

TS5
Program

12345678902681

Ermail

<= Back

j Mext ==

Cancel

1
A
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