
 

 

 

 Standard Support Premium  Support* 

Operating hours Mo - Fr 
Business hours only 

Mo - Sun 
24 hours 

Initial  Response Times 
Priority 1 
Priority 2 
Priority 3 
Priority 4 

 
2h 

24h 
48h 
96h 

 
2h 
4h 

12h 
24h 

Contact methods Phone / 
Support Portal 

Exclusive Phone* / 
Support Portal 

Proactive Support Engineer (shared) - Y 

Technical Engineer (shared) - Y 

Support Delivery Manager (shared) - Y 

Automated SLA reporting - Y 

SLA reviews - Y 



 

 

 

 



 

 

 


