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SentryOne is your partner in 

performance. When you decide 

to implement solutions from 

SentryOne, you are choosing a 

world-class software solution and 

aligning with the top minds in the 

world of database operations and 

performance management. 
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SentryOne Support Guide

Welcome to the SentryOne family

Our support professionals understand the 

problems you face, and they speak your language. 

With our software solutions—coupled with 

SentryOne Support—achieving and maintaining 

peak performance is no longer out of reach.

Our mission is to improve the quality of 
life for Microsoft data professionals and 
their customers.

The SentryOne Customer Success team is devoted to 
this mission, ensuring our customers receive value and 
assure their success from our solutions.  

This guide will walk you through all facets of SentryOne 
Support. You can also learn more online on our 
SentryOne Support page.
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Standard Support

Standard SentryOne Support is available during the 
3 a.m.-8 p.m. EST and 8 a.m.-10 p.m. BST. With the 
purchase of a SentryOne software subscription or 
standard Annual Software Maintenance (ASM), you 
have access to the following support services: 

• Unlimited access to the SentryOne Support Portal

• Unlimited access to the SentryOne Support 
Community, documentation, and online training

• Online service request management

• Basic troubleshooting assistance

• Latest software upgrades and enhancements

• Email and phone support during  
regular business hours

While SentryOne attempts to respond to all issues 
and cases promptly, issues that impact our customers’ 
business performance 
 (i.e. Level 1, Level 2) take priority.

Premier Support 

SentryOne Premier Support is designed for customers 
with complex environments that require a closer 
service relationship and a more proactive approach to 
maintain peak performance. One of the key features 
of Premier Support is the provision of a SentryOne 
Customer Success Manager (CSM) and Customer 
Success Engineer (CSE). In addition to our Standard 
Support services, this highly personalized level of 
support features the following services: 

• On boarding and product adoption assistance

• A dedicated CSM and CSE

• 24x7 support for Level 1 severity issues, including 
weekends and public holidays. All other severity 
level issues will be handled during local  
business hours

• Faster response times, escalation, and resolution

• Proactive product updates and knowledge sharing 

• Proactive risk mitigation

• Annual Joint Technical Review (JTR)

• SentryOne Summit training annual voucher

SentryOne Support Guide

Support Services

Just as our corporate mission avows, SentryOne Support is focused on empowering the Microsoft data 
professional to achieve breakthrough performance across physical, virtual, and cloud environments. The 
systems you manage are critical to your business’ operations, which is why we strive to help you maximize 
your software investment by providing you the assistance you need from technical professionals you trust.

The SentryOne Support team uses a collaborative model—not a tiered system—so you don’t have to 
restate your issue multiple times to different technicians to arrive at a resolution for even the most 
complex problem. This collaborative approach—where everyone on the team has a hand in supporting 
you—has earned SentryOne a 98% customer satisfaction rating.

We Offer Two Levels of Support
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Support Features Standard Support Premier Support

Online forums, documents, videos, and Knowledge Base

Online service request management

Basic how-to and troubleshooting software

Latest software upgrades

Email support

Phone support

24x7 Phone support

Designated Technical Account Management team

Annual Joint Technical Review

SentryOne Summit training annual voucher

For a broader walk-through of SentryOne Support,  
please visit our Welcome Aboard site.

SentryOne Support Guide

Support Service Comparison

If you have questions about Premier Support, or to upgrade, 
please contact your SentryOne Customer Success Manager.
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Technical Support Specialist 

Your support cases and requests are assigned to a 
Technical Support Specialist (TSS), who will serve as 
your primary contact. They are responsible for: 

• Responding to support requests via phone and 
online

• Managing escalation to the research and 
development (R&D) department for resolution 

Escalation Engineer

If your situation requires a more experienced 
hand—or you discover an anomaly in the SentryOne 
product suite—your TSS will engage an Escalation 
Engineer. They are responsible for:

• Recreating your environment to troubleshoot 
the issue

• Researching, identifying, and resolving the incident

You will continue to work with both the TSS and 
the Escalation Engineer until you are not only 
satisfied—but delighted—with the solution.

Premier Support Representatives

In addition to the support assistance of a SentryOne 
TSS and Escalation Engineer, customers who purchase 
Premier Support also receive assistance from the 
following experts.

Customer Success Manager

The Premier CSM is a designated resource for 
customers who have purchased SentryOne Premier 
Support. The CSM’s responsibilities include, but are not 
limited to: 

• Managing your on boarding session, providing you 
with product and support overview

• Helping you get started with your solution to 
receive the most value as quickly as possible

• Conducting regularly scheduled review calls and 
provides status reports to help identify and prevent 
issues before they occur

• Reviewing support activity, including trend analysis 
and product updates

Customer Success Engineer

The CSE works in tandem with the CSM to help 
customers who have purchased SentryOne Premier 
Support. The CSE’s responsibilities include, but are not 
limited to:

• Perform premier on boarding configuration 
and support

• Performing Tips & Tricks, alert tuning, 
and optimization-type sessions 

• Conducting regular JTRs 

Support Representatives

SentryOne Support Guide

Support Team

SentryOne has many team members that 
comprise our Support organization. 
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SentryOne serves a community of resourceful technical 
professionals. We understand that, at times, you may 
want to complete necessary research on your own 
rather than submitting a service request. We provide 
several options to facilitate this need.

support.sentryone.com

docs.sentryone.com

courses.sentryone.com

SentryOne Support Guide

Support Portal Registration

Upon signing with SentryOne, the primary contact is emailed a license key, initial information 
for on boarding, and access to the SentryOne Support Portal. The Support Portal is your 
primary source of information about your SentryOne services. It enables you to perform license 
management, which includes the ability to add more licenses (subscription only) or even modify 
existing license keys in the event of database migrations. You can also download the latest builds 
and stay informed on all SentryOne product updates and enhancements. The Support Portal also 
provides access to support, training information, and service request submissions.

NOTE: If additional members of your team need access to your SentryOne licenses or support 
services, they can create an account in the Support Portal. Once new accounts are created, 
please let your SentryOne Customer Success Manager know.

Self-Help Services 

Online training

•  End-user and partner training for SentryOne solutions

•  Includes video content and practical exercises

•  Coursework and certification quizzes

Documentation 

• High-quality, intuitively organized documentation

• Fully searchable

•  Includes text, video, and imagery

Support Community

• Search the Support Community articles and prior case records

• Post questions to solicit help from other community members

• Monitored by senior technical staff at SentryOne
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Contributing to the Community 
When you contribute to the SentryOne Support 
Community, you drive learning and creativity, 
make the Community a one-stop-shop for 
inquiries, and help the SentryOne team generate 
informative content.

Customers can discover ways to use our tools 
to best suit their needs that they never thought 
possible. In our Community, you can share 
solutions and receive endorsements for your 
area(s) of expertise. As you guide others, you’ll 
be rewarded with badges—and in some cases, 
SentryOne swag.

We suggest sharing low-level support requests 
in our Community forum—versus submitting a 
case—as it fosters collaboration and could help 
other Community members. However, submitting 
a Support case is still acceptable.

The SentryOne Support Community was designed 
to help our customers learn and interact with each 
other and our team members. We regularly upload 
helpful content to the Community, so before you 
submit a case, be sure to explore the resources 
available on the Resources tab—there’s  good 
chance you’ll find the information you’re 
looking for. 

We look forward to your participation in 
the SentryOne Support Community.

Contacting Support  
If you require assistance from SentryOne Support 
for high-level or critical issues, please submit a 
case via our online form.

To escalate your submitted case for immediate 
support, please call the SentryOne Support team 
at the number below that best applies to you. We 
provide assistance in English with local languages 
accommodated when possible.

• SentryOne US: +1 704-895-6241

• EMEA: +353 1-566-1945

SentryOne Support Guide

Support Community

The SentryOne Support Community provides you with all the resources you need to learn 
about and receive assistance with our products. Knowledge Base articles, product feedback, 
and case history and management are just some of the features enjoyed by Community 
members. Central to the Community is the discussion forum, where SentryOne customers 
and our internal team members can share SentryOne product knowledge. 
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Level of 
Severity

Description of Severity Characteristics First 
Response

Level 1 - Critical
Large number of users are unable 
to use SentryOne in any way

1. SentryOne database is offline 
2. Monitoring service(s) are offline 
3. Users unable to access client

2 Hours

Level 2 - High

Major issues are occurring. Large 
number of users are affected but 
they are still able to use SentryOne 
in a limited capacity

1. Significant performance degradation 
2. Important functionality not available 4 Hours

Level 3 - Medium

Issues causing a partial or  
non-critical loss of functionality

1. Certain features are unavailable 
2. Minor performance degradation 
3. Incorrect product behavior causing some                                                           
     impact on use

8 Hours

Level 4 - Low

General questions, feature requests, 
non-critical issues

1. Incorrect product behavior with  
     little to no impact
2. Product Question
3. Assistance with feature configuration
    (e.g. alerts)

24 Hours

SentryOne Support Guide

Support Request Management Process

Support Request Severity Levels and Response Times

Escalation Guidelines

Service request escalation is time-boxed. If your 
assigned TSS cannot discover resolution within two 
hours of their initial response to you, your request 
will transfer to an Escalation Engineer. If the 
Escalation Engineer cannot resolve the issue within 
three business days, they will bring in a Principal 
Escalation Engineer or product development 
resources. At this point, we will work with you as 
a team, until you are happy with the resolution.

Closing a Support Request

There is no need to close a support request. 
Once you have indicated that you are happy with 
the solution, we will close it for you. You will 
be notified when the case is closed and asked 
to provide feedback. We take your feedback 
seriously, so please let us know what you think.
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Transactional Survey

Your opinion matters to us. Therefore, each time a 
support case is closed, we ask for your feedback on 
the quality of assistance you received. In the survey, 
you are asked to rate the engineer’s performance 
and expertise, as well as your overall experience. All 
responses are reviewed by the Support Management 
team and addressed as needed.

NPS Survey

Each year, we conduct a Net Promoter Score (NPS) 
survey designed to measure customer satisfaction. 
NPS consists of a single question concerning your 
willingness to recommend SentryOne products and 
services. We are always excited to review results 
and feedback from NPS responses. We are proud 
to maintain an astounding NPS score of 70+—in an 
industry where 31 is the average.

Product Input

At SentryOne, we covet customer feedback—we use it 
as a chief source for product enhancements. If you’re 
interested in sharing feedback or submitting a product 
enhancement request, simply go to the Ideas section  
of the SentryOne Support Community and submit 
your idea. 

The SentryOne Product team periodically reviews new 
feedback and enhancement requests and considers 
them for inclusion for future product releases. Note 
that enhancements are not implemented in current or 
prior product releases, and there’s no guarantee that a 
specific request will be adopted. It’s possible that new 
product functionality will be offered for an additional 
charge. All suggested enhancements become the sole 
and exclusive property of SentryOne and used in any way 
by SentryOne without restriction or obligation to you. 

SentryOne Support Guide

Commitment to Customer Satisfaction

SentryOne has maintained a 98% or higher customer satisfaction rating since our inception. 
This rating underscores our deep commitment to customer success. Our priority is to help 
improve quality of life for our users and their customers.

In the rare event that you are not delighted with your SentryOne Support experience, we 
invite you to provide feedback through our satisfaction surveys. This feedback is extremely 
important to us, and it will be used to improve the end-to-end SentryOne customer 
experience, including product engineering where necessary.
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Additional Services

If your support request leads to a greater need than we 
can provide through Standard or Premier services, we 
have options available for acquiring more resources. 
Your time is extremely valuable, and our Paid Services 
provide an option to fully preserve the time of your 
technical staff when the need goes beyond your service 
request.

Paid Services are perfect for: 

• Hands-free implementation for faster time to value 

• Custom solutions that fall outside of designed 
functionality

• Allowing internal resources to remain focused on 
business objectives

• Introducing an objective consultant to manage 
internal stakeholders

Paid Services at SentryOne will be evaluated on a case-
by-case basis, and we may choose to fulfill the need 
ourselves or request assistance from our extensive 
partner network. If you believe Paid Services are 
right for you, be sure to discuss this option with your 
SentryOne Customer Success Manager.

Product Customizations

SentryOne Technical Support does not perform 
customizations. Assistance from our Technical Support 
team is limited to ensuring our product’s functionality. 
You may obtain additional guidance through product-
specific support sites or the SentryOne Community.

Customization is defined as any functionality or 
configuration added to a SentryOne product that 
isn’t part of the generally available product release. 
It can include custom reports, dashboards, rules, and 
automated actions, or modified scripts used within 
or alongside SentryOne products. Customizations are 
outside the scope of the support and maintenance 
services provided for our generally available products. 

SentryOne Support Guide

Support for Trial Users

Engaging in a trial or Proof of Concept (PoC) is a valuable, low risk way to learn how SentryOne can bring 
value to your organization. Trials and PoCs are fully integrated with our Standard Support services. While your 
trial or PoC is in progress, you will be treated as if you were already part of our customer community.

Self-run trials will receive the standard support experience.
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Full Support and Maintenance Policy

You are required to purchase maintenance and 
support services for all copies of each licensed 
SentryOne product, or none at all. You may not cancel 
maintenance on licenses to reduce maintenance fees.

Renewing Your Support 
If you have questions regarding your support 
maintenance contract or upgrading to another support 
offering, we can help. Just contact your SentryOne 
Customer Success Manager, and they will send you a 
renewal notice before the end of your current contract. 

For questions regarding renewals, visit 
SentryOne.com/Renewal. 

Upgrading Your Support Program 
We know your business requirements will fluctuate and 
change. As they do, you have the flexibility to modify 
your level of SentryOne support to best align with 
your needs. Contact your SentryOne Customer Success 
Manager to discuss further or make a change. 

Lapsed Support  
It is crucial that you keep your SentryOne Support 
contract current to receive technical assistance or to 
access the SentryOne Support Portal and SentryOne 
Community. We are unable to assist if your support 
contract lapses or if you choose not to purchase 
SentryOne Support until after an issue or  
incident occurs. 

About SentryOne

SentryOne empowers Microsoft data professionals 
to build, test, document, and monitor SQL Server, 
Azure SQL Database, and the Microsoft Data Platform. 
We help companies accelerate performance across 
the data lifecycle with unmatched scalability, best-in-
industry customer support, and the most powerful data 
performance management capabilities available. Our 
world-class team includes multiple Microsoft MVPs and 
is located in Charlotte, NC; Jacksonville, FL; Boston; and 
Dublin, Ireland.

SentryOne.com

SentryOne Support Guide

Support Policies
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