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Agenda 

• Introduction 

• Support programs 

• Services workflow 

• My Support & other online offerings 

• Release Life Cycle 

 

 



OpenText Confidential. ©2018 All Rights Reserved. 3 

Introduction 

• OpenText Customer Support 
• Maintenance renewals  
• Customer Support Representatives (CSRs) 
• Global Technical Services  

 

• Gupta Technical Support 
• Advanced, high standard technical support for all Gupta solutions 
• Part of OT GTS organization 
• ‘Follow The Sun’ services to hundreds of customers around the globe 
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Support Maintenance Programs 

OpenText Protect Anytime 
 
Unlimited support for production down issues, 24 hours a 
day, 7 days a week 
 
1h initial response time 
 
Direct connection with an expert with the experience 
necessary to rapidly resolve the most urgent issues 
 
Software updates for all subscribers include new versions 
of the covered software and product patches. 
 

OpenText Protect 
 
Unlimited support for critical, serious and normal issues 
Monday through Friday, except for OT published holidays, 
during local business hours  
 
Initial response time based on ticket priority: 
- 1h for critical, 2hs for serious, 4hs for normal incidents 
 
 
Software updates for all subscribers include new versions 
of the covered software and product patches. 
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Included Services 
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• Direct services or via certified Support Partners 

• Maintenance Program Handbook  
• Policies 
• Processes 
• Hours of operation 
• Support Request classification and more 
 
 
Link to Software Maintenance Program Handbook 

https://knowledge.opentext.com/knowledge/cs.dll/Open/smp


OpenText Confidential. ©2018 All Rights Reserved. 7 

Services Workflow 

Start Completion 

Support Requests 
Contact Support via Partner or 
OT directly using phone, email, 

chat or My Support 

Solution Provided 
With focus on customer 

satisfaction  

Join Program 
Purchase or renew your 

maintenance program via 
certified Support Partner or OT 

Customer Support 
Technical questions, License 

keys, Website issues, General 
questions all in one place 
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Knowledge Centred Support – KCS  

• Knowledge as key asset 

• Content created and evolved on demand 

• Ever growing knowledge base 
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My Support 

• Our online portal for answers, guidance, key product resources and more 
Link to My Support  

https://support.opentext.com/
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My Support demos 
Account and contacts, products, software downloads,  
knowledge base, tickets, My Support online help 
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Managing your account and contacts 

• Self-service option for customers to control their My Support account 

• Customer Admin can edit contacts and assign access rights 
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Finding your OpenText products 

• Our Product Finder will take you to your favorite product’s landing page  
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Downloading software 

• Access to all versions of products under maintenance 

• Behind paywall 
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Searching the knowledge base 

• Our knowledge base keeps growing 
• KBAs created and updated based on ticket resolution 

• There to help you self-serve! 
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Creating and managing your tickets 

• Select ticket type to help us expedite your request 
 
 
 
 
 
 
 
 
 
 

• Gupta customers can open a ‘License Key’ ticket to request an installation key or PMC  
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Simple three-step process 

• ‘Remember-me’ functionality 

• Tips  
• Add more phone numbers and email addresses as needed 
• Create new system 
• Watch ticket notifications 
• Watch development details 
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• Links available while navigating 

• Search in wiki functionality 

My Support Help 
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• A place for the community of employees, customers and partners 

• Follow a wide range of OpenText groups 

• New home in 2019! 

 

Discussion Forums 

https://forums.opentext.com/forums/
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Support Life Cycle 

• Release dates  

• Current and sustaining maintenance  

• Link to Support Life Cycle 

https://knowledge.opentext.com/knowledge/cs.dll/Open/LifeCycle
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Faster Fixes for Team Developer 
• Shorter wait time for receiving updates and fixes for Team Developer 

• Old 
• Same priority for updates for the current and previous versions, with 4-month wait between 

releases 
• Wait time prevented customers from proceeding with their projects 
• More one-off requests ending with resources redirected from quality releases 

• New 
• Updates for the current TD version available in a 2-month cycle approximately 
• For earlier versions of TD 

• Updates available every six to eight months as part of our regular release schedule 
• For important issues, customers can request a patch from OpenText Support to receive a fix on a priority basis. 
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Roadmaps and release schedule 

• Up-to-date roadmaps per OpenText product  

• Future releases plan 

• Link to roadmaps 

https://knowledge.opentext.com/knowledge/cs.dll/Open/Roadmaps
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Q&A 
Any questions or comments welcome! 
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opentext.com 

twitter.com/opentext 

linkedin.com/company/opentext 

Thank you 
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