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Test 10 common assumptions before 

10 Microsoft 
1 One accountable owner

2 The next action is clear
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MYTH MAP

10 Microsoft Support Myths

1

Escalation

2

Microsoft 
relationship

3

Safety

4

Delivery
model

5
Cloud

coverage

Global 
enterprises

7
End 
of 

Life

8

Access & 
outcomes

9

Proactive 
value

10

Bundling 
economics
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MICROSOFT MYTHS

MYTH 1

“3RD

OUTCOME METRICS

1 2 3
Escalation Rate Time to Engineering Time to Rt Resollution

4 5
Customer Effort SLA Attainment

ESCALATION QUESTIONS

What exact Microsoft escalation 

Which Microsoft technologies can 

What agreements or entitlements 
enable that path?

escalation?

Who owns communication after 
Microsoft joins?

enterprise examples?

(800) 200-8440 USCLOUD.COM 4
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MICROSOFT MYTHS

Market Guide for Microsoft Product Support Services

“3rd parties can’t escalate to Microsoft.”MYTH 1

1 OPEN & DIAGNOSE

2 TRIGGER & ESCALATE

3 OWN THE HANDOFF

4 MEASURE THE OUTCOME

entitlements enable the path?1

2

closure?3

4

SO
U
RCIN

G IN
SIGH

T

THE BUYER 
TEST

BUYER ACTION
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MICROSOFT MYTHS

Negotiate or Use Third Parties

25-50%

-
7 Questions Enterprise Buyers Should Answer 

after Microsoft’s FY26 Earnings

RISKS TO EVALUATE

Relationship pressure 
suggests sourcing 

elsewhere could affect 
access, responsiveness, 
or executive attention.

3

Commercial Negotiation

Negotiations may 
change discounts or 
concessions without 

creating a contractual 
dependency.

2

A contractual 
dependency exists only 

when written terms 

to another purchase.

1

91%

MYTH 2
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MICROSOFT MYTHS

Microsoft relationship.”
MYTH 2

CONTRACTUAL DEPENDENCY

COMMERCIAL NEGOTIATION

DISCRETIONARY RELATIONSHIP BENEFIT

QUALIFIED DECISION

entitlements enable the path?1

2

closure?3

4

SO
U
RCIN

G IN
SIGH

T

Ask for written 

before accepting 

BUYER ACTION

THE BUYER 
TEST
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MICROSOFT MYTHS

Market Guide for Microsoft Support Services

WHAT SECURE SUPPORT 
LOOKS LIKE

of support actions

Limit permissions

Authorize access

MYTH 3
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MICROSOFT MYTHS

“Microsoft is automatically the safest 
option.”

MYTH 3

EXPERTISE

SECURITY

SLAs

CONTINUITY

Which controls are 1

2

3

4

SO
U
RCIN

G IN
SIGH

T

performance against 

RESPONSE

RESOLUTION

ESCALATION

SATISFACTION

BUYER ACTION

THE BUYER 
TEST
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MICROSOFT MYTHS

Managed Services Outlook

87%

99%

UNDERSTAND THE DELIVERY MODEL

MYTH 4
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MICROSOFT MYTHS

“Direct Microsoft is the only legitimate 
support model.”

MYTH 4

1

2

What commitments are 
enforceable?3

4

SO
U
RCIN

G IN
SIGH

T

CONTRACTING ENTITY

DELIVERY TEAM

MICROSOFT INVOLVEMENT

GOVERNANCE

Market Guide for Microsoft Product Support Services

BUYER ACTION

THE BUYER 
TEST
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MICROSOFT MYTHS

“3

A CLOUD INCIDENT CAN START ELSEWHERE

Business application

Network

Azure infrastructure

78%

73%

MYTH 5
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MICROSOFT MYTHS

“3rd parties can’t support Azure and 
cloud.”

MYTH 5

1

2

3

4

SO
U
RCIN

G IN
SIGH

T

MAP THE ENVIRONMENT

DEFINE SCOPE & ACCESS

TRACE THE SERVICE BOUNDARY

PROVE COORDINATED RESOLUTION

Market Guide for Microsoft Product Support Services

BUYER ACTION

THE BUYER 
TEST



USCLOUD.COM(800) 200-8440 14

MICROSOFT MYTHS

“3

GLOBAL COVERAGE MUST PRESERVE CONTINUITY

EMA APACAMERICAS

24-HOUR COVERAGE / One accountable operating model

50+
US Cloud has replaced Microsoft 
support for over 50 Fortune 500 
companies.

Market Guide for Microsoft Product 
Support Services

15-25%
MYTH 6
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MICROSOFT MYTHS

“3rd parties can’t support global 
enterprises.”

1

2

3

4

SO
U
RCIN

G IN
SIGH

T

COVERAGE & CONTINUITY

DELIVERY AT SCALE

SECURITY & COMPLIANCE

GOVERNANCE & RESILIENCE

The Current State of Independent Third-Party Software Support

BUYER ACTION

THE BUYER 
TEST
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MICROSOFT MYTHS

Use support as a bridge to a 
controlled transition, not as a 
substitute for vendor updates. 

EOL PATH

ASK INSTEAD

DON’T ASK

1

MICROSOFT EOL

2

STABILIZE & PLAN

3
RESPONSIBLE TRANSITION

MYTH 7
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MICROSOFT MYTHS

“End of Microsoft support means 
you’re on your own.”

MYTH 7

supportable?1

2

3

4

SO
U
RCIN

G IN
SIGH

T

MICROSOFT END OF SUPPORT

STABILIZE & PLAN

RESPONSIBLE TRANSITION

MAKE THE BOUNDARY EXPLICIT

BUYER ACTION

THE BUYER 
TEST
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MICROSOFT MYTHS

WHAT THE ENTERPRISE SHOULD MEASURE

Escalation Frequency

Customer Effort3

Business Impact5

restore service or 

Time to Resolution2

Case Ownership4

Time to Expertise1

These describe what resources 
may be available.

Engineering Access

specialist paths

Entitlements

Priority Routing

escalation rules

Support Tier

structure

ACCESS INPUTSMYTH 8
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MICROSOFT MYTHS

better outcomes.”
MYTH 8

the last 12-24 months?1

outcome?2

to that outcome?3

4

SO
U
RCIN

G IN
SIGH

T

same as accountable 

ACCESS INPUTS

SPEED & CONTINUITY

EFFORT & ESCALATION

BUSINESS VALUE

Finance Teams

BUYER ACTION

THE BUYER 
TEST
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MICROSOFT MYTHS

Remove

Reassess

REALITY

Keep/resize

Do we need this service?

Can we show its value?

Yes
No

YesNo

The State of Service Management in 2026

most important measures of 

77%

37%

MYTH 9
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MICROSOFT MYTHS

“Proactive services automatically 
justify the premium.”

MYTH 9

we consume?1

engagement?2

3

4

SO
U
RCIN

G IN
SIGH

T

PAID FOR

USED

OUTCOME

RENEWAL DECISION

FROM AUDIT FINDING TO REPEATABLE CONTROL

Audit concern Automated review Repeatable control
BUYER ACTION

THE BUYER 
TEST
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MICROSOFT MYTHS

Azure

M365

Copilot/AI

Licensing

Security

5 Spend Streams

Negotiate or Use Third Parties

Microsoft support
Market Guide for Microsoft Support Services

30-60%

MYTH 10
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MICROSOFT MYTHS

“Bundling everything with Microsoft 
saves money.”

MYTH 10

we consume?1

engagement?2

3

4

SO
U
RCIN

G IN
SIGH

T

Benchmark the 
categories then 
compare the 

LICENSING & MICROSOFT 365

AZURE & COPILOT/AI

SECURITY & SUPPORT

NET SCENARIO COST

Why 

BUYER ACTION

THE BUYER 
TEST
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MICROSOFT MYTHS

SOURCING FRAMEWORK

Document

Test

Benchmark

Measure

Microsoft Support 
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MICROSOFT MYTHS

BUYER CHECKLIST

CLAIM

Escalation

Microsoft relationship

Safety

Delivery model

Cloud coverage

Global enterprise

End of life What remains supportable?

Unique access

Proactive services

Bundling



Why US Cloud

About US Cloud

24/7 SENIOR 30-50%

Request a Support Benchmark

Benchmark Your 
Microsoft Support

Talk to an Expert

Talk to a Microsoft
Support Expert

(800) 200-8440
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MICROSOFT MYTHS
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