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Introduction
Organisations have invested a great deal of time and budget for years implementing and stabilising their 

Oracle systems. Although Oracle software is relatively mature and reliable now, the vendor is still charging 

high fees to support and maintain it – paying up to 22% of your license fees every year for support and 

maintenance represents a substantial percentage of Oracle cost of ownership.

With low levels of support incidents being raised on such robust systems and inconsistent service levels being 

reported in the press, even more organisations are unhappy with the poor return on their support investment 

and are looking for alternative options to maintain their Oracle solutions. This is where third-party support can 

help.

If you are considering moving away from Oracle vendor support this paper will discuss what it really means for 

your system performance, your users, your software licenses and business.

Oracle licensing and support
The standard Oracle license agreement comes in two parts; the fi rst part are the licenses themselves that are 

purchased outright and which give the customer the right to use the products “in perpetuity”.  The second 

part is the software support and maintenance agreement which Oracle invoices on an annual basis. 

An Oracle support and maintenance agreement will typically cost up to 22% of the perpetual license fee 

each year. Many organisations don’t realise that the support agreement is optional and can be placed 

elsewhere and at any time.

With recent updates delivering only bug fi xes and minor changes that don’t necessarily enhance the user 

experience, people are questioning the true reason for these high support fees. Are they really paying for 

support of current systems or is this revenue being channelled into R&D for future developments? Vendor 

support fees appear to be buying an expensive insurance policy.

Support is not extra – its most of the cost
For those organisations that don’t realise there are better value support options available, Oracle will usually 

provide Premier Support for around 5 years from initial software release. Thereafter they will usually provide 

Extended Support for an extra three years, reducing the level of support and potentially charging an additional 

fee. After that the software slips in to Sustaining Support, where even higher fees have been known to be 

charged for reduced levels of service. These annual charges mean that over time the cost of support far 

outstrips the cost of the initial perpetual licenses. With a third-party support option cutting charges in half as a 

minimum, considerable savings can be made on your Oracle cost of ownership.

By looking at the total amount paid for Oracle vendor support and dividing by the number of incidents raised 

you will likely see a high cost per support request. This might lead you to question the value of the service that 

Oracle are really providing for such a robust and stable platform.

Moving away from Oracle support
Oracle software has evolved in to a robust and mature platform over the years. Many fi nd that upgrading at 

regular intervals simply isn’t necessary and paying so much for support for software that works without many 

incidents just isn’t offering value for money.

Organisations now have the added dilemma of potentially moving across to Oracle’s cloud offering. Oracle’s 
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customers seem reluctant to migrate across and be locked-in to the vendor, with only a small percentage 

having taken the step so far. This isn’t surprising given the issues of cost, complexity, length of transition and 

potential unexpected issues due to the platform being so new and, as yet, unproven. Why would most 

organisations want to move away from a robust product to the relatively unknown and pay heavily for the 

pleasure, when all they really need is good quality support for their existing robust systems.

What is the alternative?
There is a way to avoid vendor lock-in and remain on your stable and proven system and that’s to use a third-

party support partner who can support and maintain current and legacy systems indefi nitely. Organisations 

taking this route gain signifi cantly with system stability, cost savings and fl exible support.

Third-party support simply replaces your support and maintenance agreement with Oracle. It replaces the 

level 3 support you’d traditionally go to the vendor for with a far more proactive, bespoke and cost-effective 

partnership. You’ll have direct access to a help desk, either to call incidents through or report them via an 

online portal. You’ll receive acknowledgements and issue resolutions within strict timelines in compliance 

with pre-agreed Service Level Agreements. You’ll deal with a team of experienced consultants that fully 

understand your business requirements and Oracle deployment intimately, so they can offer the most 

informed recommendations. The transition process is far easier than you’d imagine and fully managed by the 

new provider.

The icing on the cake is that third-party support will deliver a signifi cant cost saving compared to the fees paid 

to Oracle. Customers save a minimum of 50% and many up to 90% depending on their specifi c circumstances.

Many organisations are unsure about the future of their Oracle systems and which path to navigate, but while 

they are evaluating and planning, most are still paying up to 22% each year to Oracle for support. The more 

enlightened IT teams are moving across to third-party support and banking the savings while deciding which 

direction to take.

What will change by moving to third-party support?
Obviously, moving away from vendor support has some consequences, and it’s important to understand  

what these are:

• Licensing rights – The Oracle license agreement is completely separate from the support agreement. 

Customers retain their perpetual licenses irrespective of who provides their support and maintenance and 

can, therefore, continue to use and modify their Oracle systems. When in third-party support, you can still 

buy new licenses and expand your Oracle platform to suit your requirements.

• Software archives - An archive of the Oracle software that you are entitled to will be created. After 

leaving Oracle support, you will not be entitled to new versions released, but you can still use your current 

version or any software in your archive for as long as you wish.

• Security patches – you will be kept informed about any security risks.  If you choose to use our virtual 

patching security solution, you will receive proactive security patches to intercept any potential security 

vulnerabilities.  With our solution, there is no resource intensive user testing.  (See our White Paper on Virtual 

Patching for more information).

• Support bills – your support bills will be greatly reduced – at least cut in half and many customers realise 

savings of up to 90%.

• Upgrade cycles – you’ll avoid Oracle dictated upgrades, remain on a stable system, saving money, 
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internal resources and signifi cant business disruption.

• Customisations – you’ll be able to have any customisations that you’ve made fully supported as part of 

a third-party support contract.

• Service Level Agreements – you may not be familiar with the concept of an SLA for support incidents, but 

you’ll see guarantees when it comes to response and resolution times.

• Regular meetings – you won’t just hear from us if you log an incident, we like to have monthly service 

reviews to check on issues raised and SLA compliance as well as regular onsite meetings with a non-

commercial account manager.

• Consultancy – as well as providing third-party Oracle support and maintenance, you can take advantage 

of additional services from Oracle experts including migrating on-premise systems to the cloud, technical 

training and consultancy days.

Choosing a third-party provider
With less than a handful of specialist Oracle third-party support providers in the market, it’s important to 

evaluate the differences in services offered to customers. When choosing a third-party provider, we 

recommend preparing your own criteria, but we think these are vital when making a decision:

• Location - being able to speak to an Oracle specialist is obviously a must, but is the support team able to 

provide face-to-face support at short notice?

• Service Level Agreement compliance - does the company operate SLAs and what levels of compliance 

are they able to demonstrate for responding to and resolving incidents?

• Availability - is the service available 24/7?

• Breadth of support - can the provider demonstrate supporting very large clients as well as smaller systems? 

Do they understand your line of business enough to offer appropriate advice?

• Accreditation - quality of service should be demonstrated by ISO9001 accreditation, and information 

security should be ISO27001 accredited and regularly tested by external auditors.

• Experience - does the provider have experienced Oracle professionals with the knowledge to support the 

complete Oracle product suite?

• Savings - of course, it’s important to know what savings you can make by switching provider - not all 

providers offer the same deal.

• Additional services - what other value-added services are available through this partnership - what 

else can they deliver over and above Oracle third-party support? For example, technical consultancy, 

training, cloud migrations or development resources.

• Additional Licenses - can the provider also supply additional Oracle licenses that you may need in the 

future?
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About Support Revolution
Support Revolution is the only independent, third party software support provider for Oracle and SAP systems 

with a parent company that is an Oracle and SAP partner. Due to an unparalleled depth of industry and local 

knowledge and over 20 years’ experience, Support Revolution provides fi rst-class support and maintenance 

whilst saving customers between 50% and 90% on their support bills – signifi cantly reducing support costs and 

releasing funds for pioneering new projects. Our sister company is an Oracle Gold partner, meaning that we 

are the only third-party support partner that can provide any additional Oracle licenses should you need 

them.

Unlike Oracle that enforce software upgrades and discontinue support for older systems, Support Revolution 

enables organisations to remain on existing versions for as long as they wish – supplying necessary patches 

and fi xes and supporting all customisations – giving complete control back to customers.

For further information see the Support Revolution website.

Contact Support Revolution for a no obligation estimate of immediate and ongoing savings to be made by 

using independent support services for your Oracle platform.

support_revo

EUROPEAN HEADQUARTERS

Support Revolution, 40 Bank Street, Canary Wharf, London E14 5NR, UK
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Appendix: 

Oracle support dates
When Oracle products are fi rst released a ‘Premier Support’ option is available for a number of years. After 

this, customers can usually pay a higher support fee for ‘Extended Support’ for around three years. When this 

period is up, or if the customer doesn’t upgrade, ‘Sustaining Support’ begins.

The tables below outline the dates for the various support options for Oracle E-Business Suite and Oracle 

Database releases. Please contact us to fi nd out specifi c support dates for other Oracle products.

  

Oracle E-Business Suite 

Releases

GA Date Premier 

Support Ends

Extended 

Support Ends

Sustaining 

Support Ends

11.0.3 May 1999 Feb 2007 Not Available Jan 2009

11.5.1 May 2000 Jul 2006 Not Available Indefi nite

11.5.2 Oct 2000 Jul 2006 Not Available Indefi nite

11.5.3 Jan 2001 Jul 2006 Not Available Indefi nite

11.5.4 Jun 2001 Jul 2006 Not Available Indefi nite

11.5.5 Sep 2001 Jul 2006 Not Available Indefi nite

11.5.6 Jan 2002 Jul 2006 Not Available Indefi nite

11.5.7 May 2002 May 2007 Not Available Indefi nite

11.5.8 Nov 2002 Nov 2007 Not Available Indefi nite

11.5.9 Jun 2003 Jun 2008 Not Available Indefi nite

11.5.10 Nov 2004 Nov 2010 Nov 2013 Indefi nite

12 Jan 2007 Jan 2012 Jan 2015 Indefi nite

12.1 May 2009 Dec 2021 Not Available Indefi nite

12.2 Sep 2013 Sep 2023 Not Available Indefi nite

Oracle Database 

Releases

GA Date Premier 

Support Ends

Extended 

Support Ends

Sustaining 

Support Ends

8.1.7 Sep 2000 Dec 2004 Dec 2006 Indefi nite

9.2 Jul 2002 Jul 2007 Jul 2010 Indefi nite

10.1 Jan 2004 Jan 2009 Jan 2012 Indefi nite

10.2 Jul 2005 Jul 2010 Jul 2013 Indefi nite

11.1 Aug 2007 Aug 2012 Aug 2015 Indefi nite

11.2 Sep 2009 Jan 2015 Dec 2020 Indefi nite

Enterprise Edition 12.1 Jun 2013 Jul 2018 Jul 2021 Indefi nite

Standard Edition (SE)12.1 Jun 2013 Aug 2016 Not Available Indefi nite

Standard Edition One 

(SE1) 12.1

Jun 2013 Aug 2016 Not Available Indefi nite

Standard Edition 2 (SE2) 

12.1 

Sep 2015 Jul 2018 Jul 2021 Indefi nite
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