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SERVICE DESCRIPTION 

Information Security Specialist (ISS) 

Overview 

Trustwave's Information Security Specialist (ISS) service (“Service”) is an add-on service that offers 

Client access to a Trustwave representative with security expertise who acts as an extension of Client’s 

information security team. The ISS serves as a primary point of contact and liaison between Client and 

Trustwave. The following description sets out the parameters of the Service, as may be further modified 

by and applicable a SOW or Order Confirmation between Trustwave and Client.  

Service Features 

The Service includes the following features: 

The ISS serves as Client’s primary point of contact for some Trustwave services during the Term of the 

applicable SOW or Order Confirmation. As fulfillment of the Service to Client, the ISS will offer the 

following capabilities: 

• Data Analysis and Reporting Support: The ISS will assist with improving Client’s ability to 

generate and utilize meaningful data relevant to its business operations.  

• SOC Ticket Escalation and Management: The ISS will facilitate communications between 

Client and Trustwave's MSS delivery teams (to the extent such services have been purchased 

by Client) by assisting with the escalation of ticketing requests in the Trustwave Fusion platform.  

• Trustwave Service Expertise: The ISS will offer guidance related to other Trustwave services 

that may be relevant to Client.  

• Client Service Implementation and Support: The ISS will support any ongoing 

implementation and maintenance workstreams offered as a part of Client’s other current 

Trustwave Managed Security Services.  

• Regular Meetings and Communication: The ISS and Client will meet regularly to discuss 

security status, tuning opportunities, incident reviews, and service updates.  

 



 

 

 

Trustwave Information Security Specialist (ISS)  

  

 

Copyright © 2025 Trustwave Holdings, Inc. All rights reserved. 2 

 

 

Client Obligations 

To enable Trustwave to provide this Service, Client will: 

• Procure and pay for a Trustwave service which enables Trustwave to provide this Service. If 

Client is not receiving a service from Trustwave compatible with this Service, Trustwave will 

have no obligations under this Service.  

• Provide clear, written requests for any roles and responsibilities that Client requests the ISS to 

perform (subject to Trustwave confirmation that such actions are within the scope of the 

Service); 

• Establish and maintain communication with Trustwave; 

• Collaborate with Trustwave as required; 

• Configure systems as required to enable the Service and any other services purchased from 

Trustwave;  

• Provide access to the appropriate IT system to accomplish agreed upon tasks; 

• Provide information and documentation to Trustwave as required; 

• Resolve deviations from any agreed project plan in a timely manner; and 

• Reimburse Trustwave's travel and expenses when incurred from activities requested by Client.  

Trustwave Obligations 

For this service, Trustwave will: 

• Provide the Service up to the number of hours agreed to in the applicable SOW or Order 

Confirmation; 

• Review relevant documents with Client to coordinate and manage technical activities; 

• Work with Client to maintain communication throughout the Term of the Service;  

• Coordinate, manage, or execute technical and advisory tasks as agreed upon with Client; and 

• Help resolve service issues, escalating with Client or within Trustwave, as applicable] 

Definitions 

All capitalized terms not defined in this document have the meanings ascribed to them in Trustwave’s 
Master Terms and Conditions available at https://www.trustwave.com/en-us/legal-documents/contract-
documents/ or in the applicable Statement of Work or Order Confirmation between Trustwave and 
Client. 
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