
 



 

When your data center hardware is EOL, EOSL, or your support just expires, you may be considering 
renewing your support agreement with the original manufacturer (OEM), but is that your only 
choice?  What if there was another way to get the coverage you need at a price you could afford? 
 
 
 
 
 

Could Third-Party data center maintenance be a viable option? 
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• Online Asset Management Portal: You should have visibility and control when it comes to managing 
your support. Some third-party providers offer a customer portal that allows you to easily quote 
assets, renew contracts, and track important details. Can you manage your asset and contract details 
with ease?  

 
Owlytica, Reliant's IT Asset Maintenance platform, is your cloud-based customer portal that makes 
saving time and money on maintenance easy..  

 
• Online Ticketing: Opening a support ticket with a third-party provider should be simple and 

convenient. Does the TPM provider offer easy access to open a ticket and view your ticketing history?  
 

• Multiple SLAs: You should have plenty of options. Can you determine the SLA by asset? Are you given 
the option to co-term and consolidate? You should be able to customize the terms and time period, 
from 3 months to 3 years.   
 

• Multi-vendor Support: An experienced TPM provider should be able to cover a wide range of 
products, across 10+ OEMs and 50+ product families. 
 

• US and International Capabilities: Can you get guaranteed service and quick response in any location? 
Opt for an OEM that delivers both domestic and global with in-country help desks, and rest assured 
they have the infrastructure and operations to get you what you need, when you need it.  

• Hardware Expertise: Do you have access to expert-level engineers for consultations and 
troubleshooting? Be armed with expertise when solving for challenges and deciding the best options 
for your environment.  
 

• Broad Experience with Similar Size Clients: Ask for customer testimonials and a list of client 
partnerships. Third-party maintenance providers that have a well-established history serving large 
companies equates to solid service and reliability. 
 

A Friendly Team: A personal approach makes a big difference. Your third-party provider should not only give 
you the time and attention that you deserve, but they should go the extra mile and prove their dedication to 
your success.  
 

#6 What Should I Look For in a Third-Party Maintenance 
Provider? 

 

https://rtam.reliant-technology.com/users/sign_in


 

What can you expect when you actually need help? This is the support process you can expect from Reliant: 
 

1. Service Request Opened: A ticket is opened in our customer portal, phone, email, or proactive call 
home system feature. Our support team immediately verifies the serial number, location, and point of 
contact.  
 

2. Engineer Assigned - The ticket is uploaded in the Reliant database and assigned to a Level 2 or 3 
engineer. 
 
 

3. Troubleshooting - Engineers complete troubleshooting and root cause analysis, updating the 
customer with the action plan for resolution. If the case can’t be resolved on the spot via remote 
assistance, a primary field engineer (FE) is notified.  
 

4. Resolution - The FE picks up the part at the forward stocking location and delivers to the customer 
site and completes the repair. Upon customer approval, the case is closed and ticket status is changed 
to “Resolved.” 

 

#8 What OEMs and Product Families Are Covered? 
 

We support 10+ brands and over 95 product families. Visit our Maintenance Overview page for a full list 
of all the products we support. 
 

https://reliant-technology.com/maintenance-overview/


 

If you have made it this far, you must be curious about exploring Third-Party Maintenance. 
 
Reliant Technology offers a 3 Step Process: 
 

1. Connect: Chat with an expert at a time that's convenient for you. 
2. Discuss:  Talk through your equipment, locations and clarify your requirements. 
3. Discover: Get the pricing, options and answers you need to support your infrastructure, with terms, 

pricing and flexibility that make sense for you.. 
 
The best providers are trained and equipped to talk not just about maintenance, but also your hardware 
capacity and performance needs and limitations.  Ideally, you’ll want to work with a provider who can 
discuss your ideal outcome, current environment, and provide multiple paths to get you what you need.  
 

 

• Same SLA, Better Service: Escalate directly to Level 3 engineers for expert guidance and support 
• Save Money: Save up to 50% or more compared to the OEM 
• Resolve Tickets Faster: Easy ticketing, seasoned engineers, and quick response times  
• Granular Maintenance Plans: Choose the term and SLA that meets your needs, per asset 
• On-Site Spares: Rest easy knowing you have parts on hand to resolve your issue 
• Buy Time: Extend the life of your hardware rather than be forced into a forklift upgrade 
• Save Admin Hours: Co-terminate and consolidate contracts into 1 simple agreement 
• Reallocate Resources: Be free to focus your time & money on other projects 
• Increase Stability: Keep your systems on a stable firmware and OS that’s known to work 
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