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Platinum-Level of Service (Included in Your SaaS Subscription)

TECHNICAL SUPPORT

Online Case Submission

Phone Case Submission

Live Chat Channel NEW

Severity 1 24/7 Coverage

First Response SLAs (Business Hours): NEW

Severity 1 = 15 min.

Severity 2 = 2 hrs.

Severity 3 = 3 hrs.

Severity 4 = 8 hrs.

Designated Support Engineer through 

Implementation NEW

Product Certified Engineers

Standard SR Dashboard – OSvC for 2 years, now 

all of cloud

Proactive SR Health Monitoring NEW

BUSINESS SUPPORT

Access to Business Help

Community Engagement

Success Planning Tools

Proactive Account  Monitoring

Proactive Lifecycle Engagement & 

Communication

ESSENTIAL EDUCATION

On-Demand 24/7 Digital Training NEW

Guided Learning - Starter Pack

Cloud Quick Start - Live Events NEW
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Platinum-Level of Service (Included in Your SaaS Subscription)

TECHNICAL SUPPORT

Online Case Submission

Phone Case Submission

Live Chat Channel 

Severity 1 24/7 Coverage

First Response SLAs (Business Hours):

Severity 1 = 15 min.

Severity 2 = 2 hrs.

Severity 3 = 3 hrs.

Severity 4 = 8 hrs.

Designated Support Engineer through 

Implementation 

Product Certified Engineers

Standard SR Dashboard

Proactive SR Health Monitoring 

Business Help
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What’s the difference?

TECHNICAL BUSINESS
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What is the difference?

TECHNICAL

Unexpected behavior in 

application

Product feature and 

functionality

Technical product-related 

assistance

BUSINESS

New account information

Subscription details

Product Best Practices

Usage & Analytics

Cloud Portal Help

Invoicing questions

Consulting and partners

Sales referral
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https://cx.rightnow.com
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https://cx.rightnow.com/
app/business
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Live Chat Coming 
Soon!
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https://cx.rightnow.com/
app/business
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Group by day: 14 
days

Group by month: 2 
years


