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Prisma Cloud Compute Edition 
Customer Success Plans

At Palo Alto Networks, we strive to be the cybersecurity partner of choice, protecting 
our digital way of life. To that end, our Customer Success team partners with you to 
help secure your business and drive the technical outcomes that means the most to 
you. We are your advocates, product experts, and strategic advisors to help you operate 
and grow your business securely.

Maintaining your security infrastructure is mission-critical. Our Customer Success team 
is dedicated to helping you get the most value from your security investments and 
giving you the utmost confidence that your business is safe. 

Success Plans 
Success is a partnership. That’s why every customer gets a Standard Success plan that 
includes online support and training. The recommended Premium Success plan gives 
you access to Customer Success experts who will orchestrate and tailor your strategy to 
ensure you get the most out of your Prisma™ Cloud investment. Whether it is conducting 
regular executive business reviews or ensuring you follow best practices, the Customer 
Success team will continuously assist you in optimizing your security posture.

Choose either plan:

• Standard Success, included with every Prisma Cloud subscription, makes it easy for 
you to get started. You’ll have access to self-guided materials and online support 
tools to get you up and running quickly.

• Premium Success, the recommended plan, includes everything in the Standard 
plan plus guided onboarding, custom workshops, 24/7 technical phone support, 
and access to the Customer Success team to give you a personalized experience 
to help you realize an optimal return on investment (ROI).

Get the most out of Prisma Cloud Compute Edition with guided onboarding,  expert 
technical support, and access to the Customer Success team

Benefits

Continuous Assistance
Rest easy knowing you have access 
to industry-leading security experts 
with 24/7 technical support.

Expedite Time to Value
Ensure your security infrastructure 
is set up and optimized quickly after 
purchase.

Follow Best Practices
Get guidance and assistance from 
Customer Success managers in 
implementing best practices for 
maximum protection.

Become the Expert
Access our digital content and 
custom training to become a 
cybersecurity hero and protect your 
company.
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Figure 1: Success Plan features comparison

Onboarding Assistance
Our Customer Success team will help you get started, ensuring that you have the first-time connection to Prisma Cloud Compute 
Edition and are ready to take advantage of your investment. Our team will assist you during initial configuration to help you expedite 
your setup and follow best practices. Our guided onboarding includes expert guidance to help you shorten time to value for your 
Prisma Cloud Compute Edition investment.

Table 1: Onboarding Assistance

Activation Step Standard Premium

Customer journey kickoff X X

Prisma Cloud Compute Edition activation X X

Installation assistance X

Vulnerability management and compliance policies X

Runtime protection and cloud native firewall policies X

Access and alerting X

Access to the Customer Success Team 
Premium Success gives you access to Customer Success resources who will orchestrate and tailor your strategy to ensure you get 
the most out of your investment. Whether through regular executive business reviews or by helping you follow best practices, the 
Customer Success team will be there to support you in optimizing your security posture.

Table 2: Optimized Experience

Customer Success Engagement Standard Premium

Annual health check X X

Monthly operation reviews X

Executive business review X

Tailored Customer Success plan X

Regular review of product releases X

Expert guidance during upgrades X

Best practices review and engagement X
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* “Business hours” means Monday through Friday, 9 a.m. to 5 p.m. local time, excluding (local) holidays. 

Education Training 
We believe the most successful organizations have deep understanding of the products they use. Our Customer Success plans include 
key knowledge transfer and training options to best take advantage of Prisma Cloud Compute Edition. You can use the Palo Alto 
Networks Learning Center to access digital learning on Prisma Cloud Compute Edition. In addition, Premium Success offers a custom, 
two-hour training session to educate your team on what matters most to your organization.

Table 3: Education Training

Available Resource Standard Premium

Access to Knowledge Base and online documentation X X

Access to online training X X

Custom basic training (two-hour session) X

Technical Support 
Our award-winning support organization gives you timely access to technical experts and online resources to ensure your business is 
protected. We take our responsibility for your success seriously and continuously strive to deliver an exceptional customer experience. 
Our entire support organization is there to ensure maximum uptime and streamlined operations.

Table 4: Technical Support

Support Feature Standard Premium

Access to LIVEcommunity X X

Access to Customer Support Portal X X

Online support X X

24/7 telephone support X

Table 5: Support Response Times

Severity Description Standard Premium

1 Severe impact to your production environment, such as loss of production data or 
systems not functioning. <1 business hour <1 hour

2 Software functioning, but use in a production environment is severely reduced. 2 business hours 2 hours

3 Partial, non-critical loss of use of software in a production environment, but you 
can continue using it with a workaround. 4 business hours 4 hours

4 General usage question, reporting of a documentation error, or  
recommendation for a product enhancement or modification. 8 business hours 8 hours

Response Time: Your Time Is Valuable 
When you need help, we’ll be there for you. Our timely, expert assistance helps keep your security up and running. Support response 
times for both Standard and Premium Success plans are based on incident severity. Hours shown reflect our business operating hours.

https://paloaltonetworks.csod.com/LMS/catalog/Welcome.aspx?tab_page_id=-67&tab_id=20000157
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More Information
To learn more about Palo Alto Networks Support offerings, visit 
 paloaltonetworks.com/support or contact your local account manager. 
For product information, visit paloaltonetworks.com/products.

Why Palo Alto Networks?
Palo Alto Networks is committed to your success in preventing successful 
cyberattacks. Our award-winning services and support organization gives 
you timely access to technical experts and online resources to ensure your 
business is protected. We take our responsibility for your success seriously 
and continuously strive to deliver an exceptional customer experience. 
Our entire services organization and Authorized Support Centers are 
there to ensure maximum uptime and streamlined operations.

2015, 2016, 2017, 2018, and 2019: 
Palo Alto Networks, Inc. has been 
 recognized by J.D. Power for five 
consecutive years for providing 
“An Outstanding  Customer Service 
 Experience” for its Assisted  
Technical Support.

2015, 2016, 2017, 2018, 
and 2019: TSIA  certification 
recognizes that Palo Alto 
Networks meets the 
highest industry  support 
standards and has achieved 
Global  Rated  Outstanding 
 Assisted Support for a fifth 
 consecutive year. 

http://paloaltonetworks.com/support
http://paloaltonetworks.com/products

