
Reflect     
Stoplight    

TestComplete    
VisualTest    

Zephyr Enterprise    
Zephyr Scale    

Zephyr Squad    

you need, when you need it.  

what help you may need, but also when you may need 
it. There are also other resources listed within that you may find valuable to consult when searching for an 

In the end, your goals are different than everyone else’s, so your support needs may be different as well. 
Consider your roadmap, and which Enterprise Support Plan may be the most viable. 

Together, there’s nothing we can’t deliver. 
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Support is about you. Not us.  
 
 

 

 
 

    
  

 
 

 
 

 
 
 
 

Support Plans 
  

 
Standard Support               
12x5 (EST) 

Enterprise Support         
24x7 

Enterprise Support           
24x7 Plus 

Products     
AlertSite    
API Hub    

BitBar    
Collaborator    

CucumberStudio    
Insight Hub    
LoadNinja  

Plan details
  

PactFlow    
QAComplete    

QMetry    
ReadyAPI    

 

https://smartbear.com/insight-hub/gold-support/


 
Definitions 
 

1  Case Severity: The mpact o  an ssue on the customer's bus ness opera ons or o erall user e per ence  It s a 
measure o  the ser ousness o  the problem and ts poten al to cause s n cant harm to the customer's opera ons 
or reputa on  For e ample, a s re ssue could be a cr cal system outa e that a ects a lar e number o  users, 
resul n  n a s n cant loss o r e or produc y  

a  Severity 1 – A s n cant number o  customers are mpacted by the se ce, product, or major eature 
be n  una a able and/or one customer has a cr cal produc on down ssue   No reasonable workaround s 
a a abl   

 Severity 2 – Se ce Beha ors de ned under s r y 1 mpac n  a moderate number o  customers   Issue 
s reproduc ble  Issue has a workaround that s reasonable n the short-term, but not n the lon -term   

c  Severity 3 – M n mal opera onal mpact 
2  First Response: The rst commun ca on rom a support en neer acknowled n  rece pt and r ew o  a support 

request or n-product chat wh ch may or may not nclude the nal resolu on  
 
 
I you h e any ques ons about our Support o er n , please contact your sales representa  
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Channels    
Live Chat  24x5 24x5 

Phone (Outbound)    
Web Form    

Community    

 

First Response Time SLAs    
   

     
   

Additional Services    

Scheduled Upgrade 
Assistance  

 
  

Check-in calls with your 
Technical Account Manager  

 
  

Monthly 

Participation in our Customer 
Advisory Board  

 
  

Extended support hours for          
urgent cases to support your 

global team (24x7) 

  
Production Down 

Severity 1 

 
Production Down 

Severity 1 

 

2 hours
8 hours

48 hours

1 hours
4 hours

24 hours

30 mins
2 hours

12 hours

 
Severity 2
Severity 3

Severity 1


