
Support Flyer

OpenText Premium  
Dedicated Support Engineer (DSE)
A dedicated full-time support engineer, providing technical guidance and problem resolution

Premium Dedicated Support 
Engineer at a Glance
■  Senior engineer with deep technical expertise, 

tailored to your unique environment

■  Strategically partners with you to optimize your 
product environment to ensure business continuity

■  Dedicated to one customer, unlimited problem  
resolution up to resource time

■  Dedicated full-time at your site 4 days a week, 1 day 
remote (full-time remote resources also available)

■  Business hours availability, with 24x7x365 prioritized  
handling for severity 1 issues 

■  Prioritized target response time of 15 minutes for  
severity 1 issues, and 1 hour for severity 2 during  
business hours

■  Escalation Management from a Support Account  
Manager

When you need the best possible care of your 
complex environment, turn to OpenText Pre-
mium Support. With Premium Support, you get 
people on your side who are as immersed and 
invested in your world as you are. The leading 
experts in the industry become an extended 
part of your team. Build a team of named and 
dedicated support experts that understand 
your business—helping you to optimize even 
the most complex software environments and 
resolve issues quickly if they arise.

Personalized Onsite Technical 
Guidance and Problem Resolution 
with a Senior OpenText  
Dedicated Support Engineer
Your Premium Dedicated Support Engineer 
(Pre mium DSE) provides the highest level of 
support OpenText offers. Dedicated full-time, 
your Premium DSE develops an in-depth un-
derstanding of your implementation, which 
allows them to optimize your product environ-
ment to ensure business continuity, while pro-
viding speed to resolution when issues arise. 

Your Premium DSE will become a trusted ad-
visor and an integral part of your organization, 
strategically partnering with you to ensure your 
OpenText solutions provide maximum benefit. 
Your Premium DSE will collaborate with other 
OpenText experts, and will submit enhance-
ment requests and defect reports as needed. 
With deep technical expertise and an intricate 
understanding of your systems and business, 
the Premium DSE is the resource of choice for 
large scale enterprises, where business conti-
nuity is paramount. 

With this package, you will also have access 
to a Support Account Manager (SAM), who is 

responsible for quarterly incident reviews and 
escalation management for Severity 1 issues.

Outside of business hours, you will receive pri-
oritized handling for Severity 1 issues.

Your Premium DSE Package 
Includes the Following Coverage 
and Primary Responsibilities

Coverage
■ Custom support tailored to your needs

■ Business hours availability, plus prioritized 
handling 24 x 7 x 365 for severity 1 issues 

■ Prioritized target response time of  
15 minutes for severity 1, and 1 hour for  
severity 2 incidents during business hours

■ Dedicated to support 1 customer

■ Access to a Support Account Manager, 
who supports up to 20 customers 

■ 4 days onsite, 1 day remote/week (full-time  
remote resources are also available)

Primary Responsibilities
Your designated Premium DSE will:

■ Be your full-time OpenText partner

■ Develop an in-depth understanding of your 
product environment and implementation

■ Act as your single point of contact, 
providing technical guidance and owning  
problem resolution for support incidents  
opened for you within an agreed product  
area 

■ Provide deep technical expertise on  
products included in this product area,  
and facilitate issues outside this area  
as needed

■ Provide fast updates on open incidents

Find out more about our Premium Support and 
Flexible Credits offerings at: 

Premium Support

Flexible Credits

https://www.microfocus.com/premium-support
https://www.microfocus.com/flexible-credits


■ Develop a strong working relationship with  
your team, and work closely with them and  
OpenText experts to resolve issues quickly  
and efficiently

■ Tap into OpenText backline and engineering  
resources as needed; and submit 
enhancement and defect reports  
as required

■ Provide a centralized understanding  
of your incidents and their causes,  
and recommend strategies for reducing  
the risk of recurrence

■ Apply best practices to help you minimize 
operational risks and avoid common pitfalls

■ Offer technical support mentoring to 
increase your team’s knowledge

■ Provide product roadmaps to inform your  
future plans and to assist in upgrade and  
migration planning

■ Act as a strategic partner in developing 
plans to proactively improve and maintain  
your software investment

■ Participate in consultative project teams  
to represent supportability needs and  
best practices

■ As agreed, perform operational tasks to 
free up capacity within your IT team

Your designated Premium SAM provides:

■ Onboarding and education on support  
resources and processes

■ Quarterly incident reviews

■ Escalation management for severity 1  
incidents

■ Advocacy for issues important to you

Description of Premium DSE Package Key Benefits 
What How 
Premium Onboarding Your SAM will provide a personalized welcome package and host a conference call 

to introduce your Premium DSE. During this process, the SAM will review all details  
pertaining to your OpenText Premium Support contract and will educate you on  
available support resources and processes. Your SAM will also provide you with an  
annual Support Summary Report.

Focused, in-depth 
problem resolution

Your DSE is on site, immersed in your environment; and this proximity to and  
familiarity with your environment enables them to prevent most issues from  
occurring, and to resolve any issues with speed. They will partner with your team,  
and leverage ties into the OpenText backline and engineering teams to give your  
issues the priority they deserve. 

Experienced, expert 
technical guidance

Your DSE will take a proactive approach to providing technical guidance that  
ensures your environment is configured optimally to maximize business continuity.  
With full participation in your project planning, critical patch and maintenance  
practices, as well as best practice advice and planning, you will realize the benefits  
of having an experienced, expert engineer personally overseeing your environment.

Enhanced response  
times and priority  
handling after-hours 
and weekends

You will receive the following prioritized target response times when opening an  
incident during business hours with your DSE: 
■ Severity level one: 15 minutes 
■ Severity level two: 1 hour

After-hours/weekend response: 
■ Severity level one: 1 hour

Incident management 
and advocacy 

Your SAM will host quarterly incident review meetings to ensure your incidents are 
progressing and to review your support experience and make any adjustments. 
Your SAM will also be your advocate for any issues important to you.

Escalation Management Your SAM will manage the escalation of any Severity 1 incidents to ensure  
OpenText management and all needed resources are engaged and to keep your  
management team updated on progress.
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OpenText Premium Support 
Software environments can be complex. In to-
day’s fast-paced IT climate, having someone 
you can trust and who understands your soft-
ware configuration can make all the difference. 
OpenText Premium Support gives you named 
and dedicated support personnel who really 
know your IT environment. A flexible blend of 
problem resolution, technical guidance and 
strategic support personnel that champion 
your success and ensure you’re getting the 
most out of your software investment.

Contact Us
Contact us today to learn about the Premium 
Support difference.

Support That Steps Up to Today’s Business 
Challenges. That’s Premium Support

OpenText Premium Support.
Built for You and Your Business.

Connect with Us
OpenText CEO Mark Barre nechea’s blog

https://resources.opentext.com/premiumsupport?elqTrackId=94A7A472ADA830AA65DE4C1C2E2EB12A
https://blogs.opentext.com/category/ceo-blog/
https://twitter.com/OpenText
https://twitter.com/OpenText
http://www.linkedin.com/company/opentext
https://www.linkedin.com/company/opentext



Accessibility Report


		Filename: 

		2610006-en.pdf




		Report created by: 

		Sar Dugan

		Organization: 

		




 [Personal and organization information from the Preferences > Identity dialog.]


Summary


The checker found no problems in this document.


		Needs manual check: 0

		Passed manually: 3

		Failed manually: 0

		Skipped: 1

		Passed: 28

		Failed: 0




Detailed Report


		Document



		Rule Name		Status		Description

		Accessibility permission flag		Passed		Accessibility permission flag must be set

		Image-only PDF		Passed		Document is not image-only PDF

		Tagged PDF		Passed		Document is tagged PDF

		Logical Reading Order		Passed manually		Document structure provides a logical reading order

		Primary language		Passed		Text language is specified

		Title		Passed		Document title is showing in title bar

		Bookmarks		Passed		Bookmarks are present in large documents

		Color contrast		Passed manually		Document has appropriate color contrast

		Page Content



		Rule Name		Status		Description

		Tagged content		Passed		All page content is tagged

		Tagged annotations		Passed		All annotations are tagged

		Tab order		Passed		Tab order is consistent with structure order

		Character encoding		Passed		Reliable character encoding is provided

		Tagged multimedia		Passed		All multimedia objects are tagged

		Screen flicker		Passed		Page will not cause screen flicker

		Scripts		Passed		No inaccessible scripts

		Timed responses		Passed		Page does not require timed responses

		Navigation links		Passed manually		Navigation links are not repetitive

		Forms



		Rule Name		Status		Description

		Tagged form fields		Passed		All form fields are tagged

		Field descriptions		Passed		All form fields have description

		Alternate Text



		Rule Name		Status		Description

		Figures alternate text		Passed		Figures require alternate text

		Nested alternate text		Passed		Alternate text that will never be read

		Associated with content		Passed		Alternate text must be associated with some content

		Hides annotation		Passed		Alternate text should not hide annotation

		Other elements alternate text		Passed		Other elements that require alternate text

		Tables



		Rule Name		Status		Description

		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot

		TH and TD		Passed		TH and TD must be children of TR

		Headers		Passed		Tables should have headers

		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column

		Summary		Skipped		Tables must have a summary

		Lists



		Rule Name		Status		Description

		List items		Passed		LI must be a child of L

		Lbl and LBody		Passed		Lbl and LBody must be children of LI

		Headings



		Rule Name		Status		Description

		Appropriate nesting		Passed		Appropriate nesting






Back to Top


