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Standard Support Premium Support

Problem Diagnosis ✔ ✔

Resolving Incidents ✔ ✔

Software Update ✔ ✔

Product Usage ✔ ✔

Index Management ✔

Policy Rules ✔

Expert Coaching ✔

Developer Support ✔

Admin Assist Optional 

8am – 5pm Online Support 24 /7 Online and Phone Support 
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As a global company, Archive360 provides worldwide 24/7 support 
from multiple regions to deliver follow the sun  support. 
Our global support team members are senior information 
management experts with multiple years of experience. To ensure 
optimal Customer Support, we rely on some core pillars:
1. ONE Tier Support structure. Support Engineers are enabled to 

escalate directly to the Archive360 Engineering team.
2. All Support Engineers are full time Archive360 employees.  No 

third parties are ever contracted.
3. All Support Engineers must complete a thorough training 

curriculum to become certified and are required to complete 
ongoing training and certifications.  

The Archive360 Customer Support System allows you to log 
incidents, track incidents and search our knowledge database 
online.  

For full details of Archive360’s Customer Support, please 
reference our Customer Support Guide.

For details of Archive360 Admin Assist, please reference our 
Admin Assist Guide, or speak with your Archive360 
representative. 
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