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H
ow

 technology vendors are leaving the door 
open to enterprise security threats
A

R
E Y

O
U

 A
T

 R
IS

K
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F A
 C

Y
B

ER
A

T
T

A
C

K
?  

In the past, the m
ost at-risk industries targeted by 

cybercrim
inals w

ere those in m
ission-critical 

sectors like healthcare and finance. In today’s 
w

orld, hacking is an equal opportunity threat, w
ith 

virtually every industry feeling the heat. 

From
 retail and healthcare to local infrastructure 

and governm
ent agencies, so m

any organizations 
have reported that they have received an 
unprecedented num

ber of threats in recent years 
in the form

 of cyberattacks, security breaches, 
and ransom

w
are. Bad actors are looking for any 

portal to extort, m
anipulate, and harm

 their 
targets. And m

ore and m
ore, they’re accessing 

the data through you, the technology vendor.

Four out of five CEO
S report they’ve been a victim

 
of a cyberattack via a third party. 1

P
O

IN
T

IN
G

 T
H

E FIN
G

ER
  

Typically, w
hen a m

ajor data breach occurred at a 
com

pany, it w
as the enterprise itself that took the 

fall. Think of high-profile breaches at Target and 
Equifax. The 2014 Target breach w

as caused by 

If you don’t believe us, let’s 
think about a recent 
exam

ple w
ith AM

CA, the 
vendor used by a couple of 
w

ell-know
n m

edical 
organizations like Quest 
Diagnostics and LapCorp. 
Today, Q

uest Diagnostics 
and LapCorp, the 
enterprises, are still 
around and doing 
business. W

e, 
unfortunately, cannot say 
the sam

e for AM
CA. Soon 

after the breach, AM
CA 

filed for bankruptcy and 
w

ent out of business. 
Don’t be the next AM

CA.² 

an H
VAC vendor, and Equifax blam

ed its 2017 
breach on a flaw

 in an external softw
are platform

 
it w

as using. It blam
ed a m

alicious dow
nload link 

on its w
ebsite on yet another vendor. 

The public and the m
edia didn’t care w

ho w
as at 

fault, w
hether it w

as Target itself or one of the 
thousands of technology vendors they have in 
place. But tim

es are changing, and the vendors 
responsible for breaches are increasingly in the 
spotlight. It’s no longer just the enterprise 
affected during a third-party data breach, but the 
technology vendor associated w

ith the 
cyberattack.

The truth is, w
hen it com

es to pointing the finger 
at the guilty party, it’s typically the system

s that 
are in place, not the vendor w

ho becam
e the 

access point, nor the enterprise custom
er w

ho 
didn’t properly m

anage their technology vendors.

 

1Opus and Ponem
on Institute Announce Results of 2018 third-Party Data risk 

Study, Businessw
ire 

²Em
bracing cybersecurity for better vendor access risk m

anagem
ent, SecureLink
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The real cost of a breach: 
It’s m

ore than just m
oney 

Rem
em

ber AM
CA? In 

2019, Retrieval-M
asters 

Creditors Bureau, the 
parent com

pany of 
AM

CA, filed for Chapter 
11 protection after an 
eight-m

onth system
 

hack breached the 
personal, financial, and 
health data of up to 20 
m

illion Quest 
Diagnostics, LabCorp, 
and BioReference 
patients.œ Do w

e have 
your attention yet?  

The fallout from
 the rising security breaches is significant. It 

can cost the enterprise dearly in term
s of custom

er loss, 
reputation dam

age, and regulatory penalties.

A
 data breach costs a U

.S. com
pany over $8 m

illion, m
ore than 

tw
ice the global average.³ W

hat’s w
orse, the financial losses to 

an enterprise are, on average, higher w
hen the breach occurs 

via a third-party provider.Œ N
ow

 custom
ers are changing how

 
they m

anage their technology vendors, requiring providers to 
invest in higher liability coverage levels or find a better, m

ore 
secure platform

 for rem
ote access. For you, the technology 

vendor, the im
pact of a data breach attached to your nam

e can 
be deadly, leading to fines, reputation dam

age, and, m
ost 

critically, the loss of your custom
ers’ loyalty. If a bad actor 

infiltrates your netw
ork successfully, they m

ay gain access to 
all the organizations you serve, w

hich has even led som
e 

technology vendors to file for bankruptcy.

³Cost of the average U.S. data breach is $8 m
illion, Axios

ŒCost of a Data Breach Report 2020, IBM
 Security

œAM
CA Files Chapter 11 After Data Breach IM

pacting Quest, LabCorp
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L

As a technology vendor, you are 
indispensable to your custom

er. The fact is, 
m

ost day-to-day businesses could not exist 
w

ithout som
e level of third-party rem

ote 
access.

W
hat does this m

ean for you, the 
technology provider? As a vendor, you 
probably w

ork off-site and require rem
ote 

access into a netw
ork to support an 

enterprise technology.  You m
ay have 

dram
atically scaled up your VPN

 
connections to support your rem

ote 
technicians and prevent disruption to client 
services. H

ow
ever, you have dozens, if not 

hundreds, of custom
ers to support, requiring 

you to use m
ultiple rem

ote access solutions 
to m

eet your custom
ers’ needs.

T
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H
ackers exploit know

n vulnerabilities in 
VPN

s and other rem
ote access platform

s, 
including desktop sharing tools and 
consum

er video conferencing apps. If you 
don’t securely m

anage this netw
ork access, 

your vulnerable surface area grow
s.

In addition to the vulnerability of VPN
s, they 

are cum
bersom

e and challenging for the 
end-user to m

anage. W
ithout a standardized 

rem
ote access tool in place, you and your 

team
 are reliant on a custom

er-provided 
solution. W

ith hundreds of custom
ers and 

support representatives to m
anage, each w

ith 
their ow

n login and credentials, this system
 is 

arduous, at best. G
aining initial access and 

setup from
 your custom

er can be lengthy, and 
it depends on the custom

er’s IT team
's 

availability to create an account. 

The result?

1. Precious tim
e lost for resolving issues.

2. Your reps, eager to com
plete the 

m
ission at hand, are m

ore likely to share 
passw

ords am
ongst them

selves than w
ait 

for custom
ers to grant access.

3. W
hile your people are w

aiting for that 
custom

er to coordinate attended access, 
you m

ay end up paying your technicians 
overtim

e.

The Ponem
on Institute 

Cyber Risk Report found that 
m

isuse or unauthorized 
sharing of confidential data 
by third parties w

as the 
second -biggest security 
w

orry for 2019 am
ong IT 

professionals, w
ith 64%

 of 
the tally.Ŕ

M
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T
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Relationships betw
een vendors and 

enterprise organizations are grow
ing 

exponentially, even as high-stakes 
breaches m

ake headlines w
eekly. To 

prevent a data breach, every organization, 
from

 the enterprise to the technology 
provider, m

ust take the necessary steps 
to protect them

selves, their custom
ers, 

their data, and their reputation. The 
answ

er: adopt a protective rem
ote 

access platform
 that allow

s for 
scheduling and auditing.

D
espite the high risk of a breach 

through a supplier, 77%
 of 

respondents said they had lim
ited 

visibility into those vendors.Ŕ

6Supply chain attacks show
 w

hy you should be w
ary of third-party providers
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Four best practices to reduce 
your exposure to a data breach

FO
R
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D
O
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R
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And, w
hat’s even better, is that you w

ill be com
pliant w

ith your 
custom

ers’ m
andates no m

atter the industry. 

U
S

E A
 S

T
A

N
D

A
R

D
IZ

ED
 R

EM
O

T
E A

C
C

ES
S

 T
O

O
L

This w
ill satisfy security requirem

ents for all of your clients 
and substantially reduce the risk to your clients’ netw

orks.

D
ELIV

ER
 FA

S
T

 S
ER

V
IC

ES
 A

N
D

 IM
P

R
O

V
E C

U
S

T
O

M
ER

 A
C

C
EP

T
A

N
C

E

The m
ore standardized your security, the less tim

e it w
ill take your 

custom
er to respond.

A
U

T
H

EN
T

IC
A

T
E

M
anaging login credentials for your em

ployees dem
onstrates a 

com
m

itm
ent to security. U

se a confidential, unique, and m
ulti-factored 

authentication m
ethod that ensures your assigned technicians have 

rem
ote access to your clients’ netw

ork.

The Enterprise

For Vendors
 

The num
ber of third parties w

ith access to confidential or sensitive inform
ation has increased by 25%

 since 2016.ŕ

D
EFIN

E T
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A
P

P
LIC

A
T

IO
N

Know
 all the entry points into the system

, including w
hen and w

here data can 
be extracted.

P
ER

FO
R

M
 D

U
E D

ILIG
EN

C
E

Before choosing your technology vendor, be sure to research and understand their 
security policies and protocols. W

ithout clear visibility into rem
ote netw

orks and 
third-party system

s, it can be hard to know
 if a current or potential vendor m

ay be 
vulnerable or com

prom
ised. Routinely review

 your vendors’ protocols, m
onthly or 

quarterly. This task can be difficult for com
plex organizations that have thousands 

of vendors to m
anage w

ithout a standardized platform
.

The Enterprise
O

nly 17%
 of enterprises rate their effectiveness in m

itigating third-party risk as highly effective.ŕ 

M
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 C
O

N
T

R
O

L

Em
ploy the sam

e role-based perm
issions to your technology 

vendors as you do internally. You hired the vendor, but not each 
of their reps—

you need com
plete control, all the w

ay dow
n to the 

individual. Em
ploy a rem

ote access solution that lim
its each 

user’s access to O
N

LY the system
s they need to perform

 their 
job.

A
U

D
IT

 A
LL U

S
ER

 A
C

T
IV

IT
Y

 O
N

 Y
O

U
R

 N
ET

W
O

R
K

 

Your rem
ote access platform

 should track access of any 
authorized users on a server on a granular scale.

7Data Risk in the Third-Party Ecosystem
, Second Annual Study, Ponem

on Institute

securelink.com
 

7

T
H

E
 U

L
T

IM
A

T
E

 G
U

ID
E

 T
O

 R
E

M
O

T
E

 S
U

P
P

O
R

T
F

O
R

 E
N

T
E

R
P

R
IS

E
 T

E
C

H
N

O
L

O
G

Y
 V

E
N

D
O

R
S

 

©
 2021 SecureLink, Inc

©
 2021 SecureLink, Inc



IN
EFFIC

IEN
T

 A
N

D
 T

IM
E-C

O
N

S
U

M
IN

G
 R

EM
O

T
E A

C
C

ES
S

 T
O

 P
R

O
V

ID
E S

U
P

P
O

R
T

W
ithout a standardized rem

ote access solution, a vendor is dependent on 
custom

er-provided solutions. M
anaging these disparate platform

s for hundreds or even 
thousands of custom

ers, each w
ith unique logins and credentialing, is untenable and 

difficult.

•  This decreases the efficiency of access and increases the tim
e to resolve large 

and sm
all issues.

•  If your tech reps are accessing system
s via attended access (Team

View
er, 

LogM
eIn, etc.), they m

ay need to coordinate w
ith custom

er schedules, w
hich 

increases the tim
e to resolve an issue and requires you to pay them

 overtim
e pay.

Vendors that use SecureLink 
typically see a 65%

 
reduction in tim

e spent 
m

anaging and supporting 
rem

ote access.Ŗ

The challenges of current rem
ote 

access m
ethodologies

• Inefficient and tim
e-consum

ing rem
ote access 

to provide support

• Increasing security dem
ands from

 enterprise 
custom

ers and com
pliance requirem

ents

• G
reater exposure due to unlim

ited custom
er 

access and increasing cyberattacks

8ROI Calculator for technology vendors, SecureLink

Inefficient and tim
e-consum

ing 
rem

ote access to provide support.

Increasing security dem
ands from

 
enterprise custom

ers and 
com

pliance requirem
ents.

G
reater exposure due to unlim

ited 
custom

er access and increasing 
cyberattacks
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Custom
ers w

ant to know
 w

hat steps their 
technology vendors are taking to protect their 
inform

ation and netw
orks. M

any of these 
custom

ers are now
 requiring vendors to 

com
plete questionnaires and risk assessm

ents 
around how

 they handle rem
ote support. 

Im
agine com

pleting a form
 or tw

o for each of 
your hundreds of custom

ers.

Com
pliance doesn’t apply solely to the 

enterprise. Increasingly, business associates 
are subject to the sam

e com
pliance w

ith 
industry regulations that the enterprise is. This 
includes H

IPAA, CJIS, SO
C2, and m

any others. 
Current rem

ote access solutions m
ake it 

difficult to dem
onstrate and ensure 

com
pliance. You need proof of access in the 

form
 of an audit trail.

G
R
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N
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R
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S
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C
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B
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A
T

T
A

C
K

S

If som
ething goes w

rong w
ithin a custom

er 
environm

ent, it can be challenging to prove that 
the technology vendor didn’t cause it. W

ithout 
granular tracking and auditing of all access, the 
provider m

ay be held accountable for 
som

ething that w
asn’t their fault.

Role-based access is a critical issue for 
technology providers w

ho are using 
traditional rem

ote access m
ethods. If 

your reps have access to m
ore than they 

need to do their jobs, you are further 
exposed to the threat of cyberattack.
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An easy-to-im
plem

ent 
standardized rem

ote 
access tool w

ill 
change your business 
for the better.
The right rem

ote access solution w
ill deliver a 

standardized platform
 w

ith increased visibility 
for both the custom

er and the vendor. A
nd it w

ill 
help you surpass your custom

ers’ dem
ands and 

expectations.

A
 STA

N
D

A
RD

IZED
 PLA

TFO
RM

O
ne of the biggest struggles for technology 

vendors is that they use m
ultiple products per 

custom
er, and keeping track of them

 all can be 
daunting. Standardization allow

s you to use one 
platform

 to connect to all custom
ers w

hich 
decreases tim

e spent connecting and having to 
rem

em
ber w

hat tool is used for w
hat client.

IN
C

REA
SED

 V
ISIBILITY 

As a vendor, you shouldn’t be responsible for your 
custom

er’s netw
ork credentials. W

ith the ability to 
connect by literally clicking a button, you gain 
confidence in know

ing you could not be the 
reason for a privileged credential- related breach. 
Role-based access enables you to provide all the 
access your reps need w

ithout the struggle, and 
credential storage is secure, so you don’t need to 
know

 passw
ords.

EX
C

EED
IN

G
 C

U
S

T
O

M
ER

 D
EM

A
N

D
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 A
N

D
 

EX
P

EC
T

A
T

IO
N

S

Because the num
ber of vendor breaches continues 

to rise, highlighting only the enterprise's m
issteps, 

custom
ers today expect a new

 level of security 
and accountability. The w

ay to accom
plish this is 

to provide an audit trail. Audit trails can m
ake all 

the difference w
hen it com

es to retaining current 
custom

ers and w
inning new

 ones. 

Com
pliance is 

m
ission-critical

The im
portance of m

aintaining com
pliance 

requirem
ents for your custom

ers and your ow
n 

business concern cannot be overstated. 
Regardless of industry, noncom

pliance can cause 
your custom

ers to pay fines and lose their ow
n 

clients. Enterprises are increasingly seeking 
visibility into the vendors’ activities and access.

C
O

M
P

LIA
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C
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A
N

 B
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O
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A
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N
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P
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S
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E

Requirem
ents by regulatory agencies have never 

been broader and m
ore stringent than they are 

today. The EU
's G

eneral D
ata Protection 

Regulation (G
D

PR) has been described as a 
“261-page beast,” and the California Consum

er 
Privacy Act (CCPA) is packed w

ith requirem
ents   

—
 som

e m
ore extensive than the G

DPR —
 for 

ensuring that consum
ers have control of their ow

n 
data: specifically, w

hat data a com
pany has 

collected from
 them

, and how
 it’s being used.

The average com
pliance cost for 

organizations across all industries 
w

orldw
ide is $5.47 m

illion.ŗ

G
DPR com

pliance applies to all com
panies that 

collect personal inform
ation from

 European 
citizens, not just those based in the EU. G

DPR 
fines are up to 4%

 of total global revenues.ŏŎ

M
ost industries have dozens, if not hundreds, of 

disparate regulatory rules and requirem
ents that 

businesses m
ust deal w

ith, w
ith som

e CISO
s 

reportedly spending 30%
 or m

ore of their tim
e 

dealing w
ith com

pliance issues.¹¹ 

Despite the intensive staff-hours and tens of 
m

illions of dollars spent on com
pliance, over 90%

 
of businesses have system

ic IT w
eaknesses that 

leave them
 vulnerable and potentially 

noncom
pliant.¹²

Regulations like G
DPR and CCPA have prom

pted 
com

panies to get m
uch m

ore serious about 
privacy and better understand w

here their data 
“lives”—

how
 it is processed, stored, and used. As 

com
panies have becom

e m
ore reliant on a 

netw
ork of collaborators to get things done, the 

attack surface for cyber intruders has grow
n. 

Increasingly, security breaches reveal trails that 
lead back to the technology vendor. Regulators are 
focusing m

ore and m
ore on how

 com
panies 

m
anage outsourcing in general; as regulatory 

agencies train a sharp eye on com
panies’ 

com
pliance, com

panies are sharpening their focus 
on their vendors.

9The True Cost of Com
pliance, Corporate Com

pliance Insights       10G
eneral Data Protection Regulation (G

DPR): W
hat you need to know

 to stay com
pliant, CSO

11 Aw
ash In Regulations, Com

panies Struggle W
ith Com

pliance, Forbes     11 Despite spending m
ore on com

pliance, businesses still have basic IT w
eaknesses, H

elp N
et Security
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C
R

EA
T
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D
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A
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T
A
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 C
U

LT
U

R
E O

F C
O

M
P

LIA
N

C
E

To show
 custom

ers you take security and com
pliance seriously, it's 

essential to create a “culture of com
pliance” am

ong your ow
n em

ployees 
and team

 m
em

bers. The ability to provide your custom
ers w

ith com
pliance 

records can go a long w
ay tow

ard gaining loyalty and m
arket share w

ithin 
your target industry.

 A
U

D
IT

IN
G

: FO
R

 P
EA

C
E O

F M
IN

D
 A

N
D

 O
V

ER
S

IG
H

T

A truly secure rem
ote access solution w

ill track the granular actions of any 
authorized users on a server via an audit trail. An audit trail is a journal of 
every action taken w

ith your data, including creation, m
odification, and 

deletion of records, and a sequence of autom
ated system

 actions.

Effective auditing gathers detailed log files about each sign-on event, 
delivering priceless valuable forensic and diagnostic benefits —

 and peace 
of m

ind —
 for your custom

er. W
ith greater control and security via m

asked 
credentials, plus a com

prehensive audit trail, your custom
er is m

ore likely 
to approve access and respond to com

m
unications quickly. M

ost 
im

portantly, this level of detailed docum
entation lim

its your liability and 
provides definitive docum

entation of w
ork done, com

plete w
ith keystroke 

logs. Beyond the obvious benefit of an audit trail—
 success and business 

continuity —
 having an audit trail helps ensure you adhere to com

pliance 
requirem

ents.

C
O

N
V

EN
IEN

C
E, W

IT
H

 C
O

N
T

R
O

L

Discuss your secure rem
ote access solution w

ith your custom
ers. Both 

vendors and enterprises should avoid the liability of unsecured 
open-access solutions such as a W

ebEx desktop sharing solution or other 
VPN

 alternatives. These are designed for internal solutions, not third-party 
rem

ote access. Instead, select a dedicated, standardized rem
ote access 

tool solution that features unique, corporate em
ail-based authentication —

 
flexible enough to lim

it access to the necessary services you and your reps 
require w

hile retaining speed of access and ease of use.
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e
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 e
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.
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n
o

te
 th

e
ir v

a
rie

d
 c

re
d

e
n

tia
ls
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l file
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n
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, o
r o

n
 m
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 s
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s
.
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t-tim
e
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e
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r fo
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 th
e
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.

?

T
h
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o
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rk

e
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 s
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y
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e
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c
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s
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R
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 h
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TH
E JOURN

EY OF A SH
ARED LOG

IN
:



N
o m

ore 
shared 
credentials.
R

eceiving a passw
ord from

 your 
custom

er and hoping it isn’t 
shared or accidentally 
com

prom
ised is no longer 

acceptable. A
ccess betw

een 
your custom

er and your team
 

should be restricted to 
need-to-know

 access.You should 
be using a secure rem

ote 
support platform

 to access the 
netw

orks of your custom
ers.

Choosing the Right 
Access.
Your goal is to resolve custom

er issues in 
a tim

ely m
anner and m

aintain custom
er 

satisfaction. You require a solution that 
w

ill m
aintain or increase custom

er 
satisfaction by providing support and 
resolving problem

s quickly and efficiently. 
In short, you require a rem

ote access 
solution that can balance your need for 
security, efficiency, speed, and 
cost-effectiveness. A

 standardized rem
ote 

support platform
 w

ill satisfy security 
requirem

ents for all of your clients’ 
netw

orks.

B
efore settling on the ideal rem

ote 
access solution, consider these critical 
aspects:

•  Security and com
pliance: W

ill it m
eet 

internal security, custom
er security, and 

com
pliance requirem

ents? Does it lim
it 

exposure and decrease liability?

•  U
sability for your support reps: W

hat 
is the learning curve? Does it fit into your 
current processes and allow

 your reps to 
provide support quickly and easily?

•  Infrastructure requirem
ents: W

ill the 
solution fit into your current 
infrastructure? W

hat is the burden of 
m

aintenance on the IT team
? H

ow
 m

uch 
effort is required for im

plem
entation?

B
E P

R
O

A
C

T
IV

E, N
O

T
 R

EA
C

T
IV

E

The goal: Be proactive rather than reactive 
w

hen it com
es to data security in relation to 

third-party risk. Unfortunately, m
any vendors 

don’t self-police their security protocols or 
docum

ent their responses regularly, leading 
to significant breaches and steep fines.

As a vendor, vetting yourself w
ill go a long 

w
ay in establishing your credibility am

ong 
covered entities. Vendors should have clear 
procedures in place for protecting sensitive 
inform

ation and identifying and anticipating 
threats and vulnerabilities. These actions and 
responses should be docum

ented and ready 
to dem

onstrate to covered entities w
ho need 

your expertise.

H
igh-risk vendors often lack established or 

form
ally docum

ented m
ethodologies to 

prioritize and address identified risks.¹³ The 
right rem

ote access solution is a single, 
standardized platform

 that allow
s for both 

attended and unattended support, securely 
and efficiently. W

ith greater control and 
security via m

asked credentials, your 
custom

ers w
ill have greater peace of m

ind 
and w

illingness to approve access. Best of all, 
you, the vendor, w

ill have a single point to 
access your custom

ers.

Vendors that use SecureLink 
typically see a 75%

 reduction in tim
e 

spent establishing rem
ote 

connections w
ith custom

ers.Ŗ

Choosing the right access

13Third-Party Vendors Behind 20%
 of H

ealthcare Data Breaches 
in 2018, H

ealth IT Security 

T
H

E
 U

L
T

IM
A

T
E

 G
U

ID
E

 T
O

 R
E

M
O

T
E

 S
U

P
P

O
R

T
F

O
R

 E
N

T
E

R
P

R
IS

E
 T

E
C

H
N

O
L

O
G

Y
 V

E
N

D
O

R
S

 

securelink.com
 

12
©

 2021 SecureLink, Inc
©

 2021 SecureLink, Inc



1
. S

h
o

re
 u

p
 th

e
 g

a
p

s
 in

 V
P

N
s

 a
n

d
 

V
P

N
 a

lte
rn

a
tiv

e
s

 to
 in

c
re

a
s

e
 

s
e

c
u

rity
.

2
. M
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.

3
. In

c
re
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e
 e

ffic
ie

n
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s

 w
ith

 

q
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e
r tim
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.

4
. L

o
w

e
r IT

 s
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p
p

o
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o
s
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Top 5 
benefits of 
standarizing 
rem

ote 
support.
A

 standardized rem
ote access 

tool w
ill sim

plify and fortify safe 
access to your custom

er—
for 

fast, effective, and com
pliant 

productivity.



14N
early half of firm

s suffer data breahces at hands of vendors, H
elp N

et Security

Shore up the gaps in VPN
s 

and other rem
ote support 

tools to increase security.

Ensure m
ulti-factor 

authentication w
ith a tim

e-
based one-tim

e passw
ord 

(TOTP) m
obile authentication 

application, em
ail verification, 

and SM
S tw

o-factor 
authentication.

Generate detailed audit records 
that docum

ent w
ho accessed 

the system
, actions and 

keystrokes they perform
ed, 

specific files accessed, and 
tim

e logged on and off.

N
early half of all data breaches can be 
attributed to a third party.ŏŒ W

ith a 
standard rem

ote access solution, you can:

Com
pliance w

ith industry standards is essential for 
vendors:  it ensures your custom

ers don’t incur penalties, 
and it guards both your reputation and theirs. 

Dem
onstrating that you take protecting your custom

ers’ 
data seriously can lead to higher custom

er retention and 
future revenue. A

 standardized rem
ote access tool w

ill:

W
ith nearly half of all vendors relying on m

ultiple 
platform

s to access individual client netw
orks, 

m
anagem

ent can quickly get out of hand. This 
increases tim

e to resolution and low
ers custom

er 
satisfaction. Choose a single, integrated platform

 to 
support all of your clients. To m

inim
ize com

plexity, 
your rem

ote support platform
 should:

G
rant granular 

least-privileged access 
to the user, tied to 
specific hosts and 
application port.

Set a specific w
indow

 
of tim

e in w
hich a user 

can receive access.

M
eet com

pliance requirem
ents 

for your custom
er —

 and your 
ow

n operation.

Enable adm
ins to 

assign, m
ask, and pass 

credentials for uses 
connecting to a system

.

View
 credentials in 

detailed audit reports 
generated through the 
platform

.

Support easy access to 
client netw

orks for all 
authorized em

ployees 
and contractors 
w

herever they w
ork.

G
ain client trust by 

standardizing your rem
ote 

support in a single platform
 

that offers a consistent 
user experience for both 
the vendor and client.

Elim
inate disruptive 

patching and upgrade 
cycles for m

ultiple 
rem

ote access tools.

Increase efficiencies w
ith 

shortened tim
e to 

resolution.
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Low
er IT support costs

Elim
inate the m

anual 
collection of system

 logs 
and utilization data.

Assign users role-based 
access that provides the 
least-privileged w

ith granular 
perm

ission controls.

W
ith a single platform

, all changes can be deployed 
autom

atically, w
hich allow

s IT to spend tim
e on m

ore 
valuable client services, like updating credentials 
requirem

ents and installing security upgrades on 
m

ultiple solutions. To help low
er support costs, your 

rem
ote support platform

 should:

Protect your reputation and 
your custom

er’s revenue.

D
ata breaches not only erode client trust; they create 
endless w

ork for your internal team
s w

ho need to 
contain the dam

age, prevent it from
 happening in the 

future, and rebuild the client relationship (if possible). To 
help prevent breaches that can expose client data, the 

SecureLink rem
ote support platform

 w
ill:

Efficiently provide rem
ote support by 

enabling technicians to securely 
connect, control, and collaborate 
precisely w

here and w
hen needed.

Autom
ate routine 

m
aintenance and 

m
onitoring tasks.

*Vendors that use SecureLink see a 1%
 increase in revenue on average through im

proved custom
er service and visibility into service levels.Ŗ

Prevent breaches by em
ploying 

FIPS-validated cryptographic 
m

odules that use, at a m
inim

um
, 

AES 128-bit ciphers for all.

Encrypt audit data at 
rest at 256-bit AES.
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The bottom
 line about rem

ote support
Standardized operations practices result in m

ore efficient access, quicker tim
e to resolution, and increased custom

er satisfaction. 
Standardization of all rem

ote access into a single view
 for each vendor rep saves tim

e and increases efficiency. Shorter resolution tim
e 

results in higher custom
er satisfaction.

•  Vendors are being held accountable for data breaches m
ore often—

don’t allow
 your access to be the reason your custom

er gets hacked.

•  M
ake your job easier: A standardized rem

ote support platform
 can save you hours, plus your sanity.

•  Enjoy the peace of m
ind that com

es w
ith having an accurate audit trail for m

eeting com
pliance requirem

ents.

•  Close m
ore cases in less tim

e than w
ith desktop sharing alternatives.

C
O

N
T

IN
U

ED
 ED

U
C

A
T

IO
N

.

As a vendor w
ho needs to service custom

ers rem
otely, the tool you use to access custom

er netw
orks can either introduce high-risk 

com
plexities or provide a stream

lined solution that prom
otes inter-departm

ental efficiency and success. Dow
nload our rem

ote support 
checklist to see how

 the right rem
ote support tool can m

eet your client’s needs, increase efficiency, and create m
ore grow

th opportunities 
for you and your business.

T
H

E
 U

L
T

IM
A

T
E

 G
U

ID
E

 T
O

 R
E

M
O

T
E

 S
U

P
P

O
R

T
F

O
R

 E
N

T
E

R
P

R
IS

E
 T

E
C

H
N

O
L

O
G

Y
 V

E
N

D
O

R
S

 

securelink.com
 

16
©

 2021 SecureLink, Inc
©

 2021 SecureLink, Inc



H
e

a
d

q
u

a
rte

re
d

 in
 A

u
s

tin
, T

e
x

a
s

, S
e

c
u

re
L

in
k

 is
 th

e
 le

a
d

e
r in

 th
ird

-p
a

rty
 s

e
c

u
rity

, p
ro

v
id

in
g

 

s
e

c
u

re
 th

ird
-p

a
rty

 re
m

o
te

 a
c

c
e

s
s

 fo
r b

o
th

 h
ig

h
ly

 re
g

u
la

te
d

 e
n

te
rp

ris
e

 o
rg

a
n

iz
a

tio
n

s
 a

n
d

 

te
c

h
n

o
lo

g
y

 v
e

n
d

o
rs

. S
e

c
u

re
L

in
k

 s
o

lv
e

s
 a

n
d

 s
e

c
u

re
s

 th
e

 g
re

a
te

s
t p

o
in

t o
f ris

k
 in

 th
e

 

th
ird

-p
a

rty
 life

c
y

c
le

 fo
r m

o
re

 th
a

n
 3

0
,0

0
0

 o
rg

a
n

iz
a

tio
n

s
 w

o
rld

w
id

e
, p

ro
v

id
in

g
 c

o
m

p
a

n
ie

s
 

a
c

ro
s

s
 m

u
ltip

le
 in

d
u

s
trie

s
, in

c
lu

d
in

g
 h

e
a

lth
c

a
re

, m
a

n
u

fa
c

tu
rin

g
, g

o
v

e
rn

m
e

n
t, le

g
a

l, a
n

d
 

g
a

m
in

g
, w

ith
 s

e
c

u
re

 re
m

o
te

 a
c

c
e

s
s

 w
ith

 id
e

n
tity

 m
a

n
a

g
e

m
e

n
t, a

c
c

e
s

s
 c

o
n

tro
ls

, a
u

d
it, a

n
d

 

c
o

m
p

lia
n

c
e

 a
s

s
u

ra
n

c
e

.

Securelink.com
| 888.897.4498| contact@

securelink.com
 

About SecureLink

©
 2021 SecureLink, Inc

©
 2021 SecureLink, Inc

T
H

E
 U

L
T

IM
A

T
E

 G
U

ID
E

 T
O

 R
E

M
O

T
E

 S
U

P
P

O
R

T
F

O
R

 E
N

T
E

R
P

R
IS

E
 T

E
C

H
N

O
L

O
G

Y
 V

E
N

D
O

R
S

 

securelink.com
 

17


