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1 New Orchard Road 

Armonk, New York 10504-1722 

Dear IT Manager, 

The IBM Master Services Attachment for ServiceElite (MSA) is the attachment to your existing agreement with 
IBM that includes terms for IBM's Technology Support Services (TSS) standard maintenance and related services 
offerings. The MSA simplifies contracting using an evergreen "library card" approach, requiring only the 
transaction specifics for each order. IBM is pleased to announce that the MSA has been updated to incorporate 
Client feedback and better reflect how IBM does business today. IBM's goal is to always present a clear, concise, 
and simplified contract to improve the contracting process for all our Clients. The MSA offers the most robust, yet 
simplified set of TSS terms to date. All Clients will benefit from offerings now incorporated into the MSA and 
enjoy fewer signature requirements than ever before. 

Terms for Hardware Support Extension and Augmented Reality Assistance are now part of the MSA, without 
need for a Statement of Work or any additional signatures at the transaction level. Hardware Support Extension 
can be attached to any IBM Logo machine withdrawn from IBM Hardware Maintenance and approved for 
extension. This is a significant Client advantage, as this offering provides hardware service as defined in the 
MSA for a known price, instead of relying on time and materials or incident-based service options. 

Also new to the MSA, the IBM Augmented Reality Assist Tool, enables IBM TSS technical representatives to 
expedite escalation to a subject matter expert for assistance, to support a continually expanding scope of 
products and services in the marketplace. Augmented Reality provides technical capabilities that equip IBM's 
field technicians and Clients with the best tools available to perform repairs on IBM and non-IBM equipment using 
leading edge technology connections to IBM's remote support technical experts. This speeds repair time and 
reduces down time. 

There have been many versions of the MSA over time. To ensure all Clients are acquiring TSS Services under 
consistent terms, effective September 1, 2019 (the Effective Date), the new MSA will govern all ServiceElite 
maintenance and related services offerings. A copy of the new MSA is attached to this letter. Clients who require 
ink signatures may return the signed MSA to IBM at msainfo@us.ibm.com for countersignature. Clients who 
prefer electronic acceptance may request an invitation for electronic signature at the same address, 
msainfo@us.ibm.com. Alternatively, Clients accept the terms of the new MSA by ordering, using, or making a 
payment for a Service after the Effective Date. 

Answers to our most frequently asked questions are available online at http://ibm.com/terms/tss-qa . We look 
forward to sharing a simplified contracting experience. 

Sincerely, 

Juhi Jotwani McClel land 
General Manager, TSS North America 
Global Technology Services (GTS) 
IBM Services 

IBM is a registered trademark of International Business Machines Corporation in the United States or other 
countries or both. Other company, product or service names may be trademarks or service marks of others. 




