
Premier Support
As your business embarks on its Zoom journey, you can rely on Zoom’s Global Support & Services to help
you navigate the challenges every step of the way. 

Our Premier Support programs offer priority response, speed to resolution, while maximizing uptime
availability of the Zoom Service. Account administrators receive prioritized routing to trained technical
resources. Technical Account Managers to be your trusted advisor for service-related activities.

-   24x7 Global Access

-   Self Service

-   Tier 1 Support - Chat, Web, Ticket 

-   Direct Tier 2 Support

-   Priority Response

-   Automated

-   Technical Account Manager

-   Marketplace & APO/SDK Support

-   Global Technical Account Managers

-   Global Assigned Elite Technicians

-   Custom Operational Terms



Premier Support Features

Premier 

Speed to Resolution is the objective of
Premier Support. Zoom’s Premier program
provides Access support tools with agent
based Chat and web based ticket creation
to help resolve issues quickly., Account
Administrators correspond directly with
our global Direct Tier 2 support agents
with experience diagnosing the toughest
problems.

Premier +
 
Our Premier+ program adds proactive
engagement with an assigned Technical
Account Manager, Automated Escalation,
and Service Level Agreements. 

Premier Elite
 
This is our high touch service with
assigned resourcing supporting select
customers. The Premier Elite program
offers assigned Global Technical Account
Managers AND Technical Account
Engineers that assist with the day to day
operational strategies and support
necessary to drive adoption and business
critical use of Zoom Unified
Communication Product Suite. 




Premier Managed Services
 
Zoom’s Premier Managed Services is
designed to move the operational readiness
to us, so you know that the conference room,
video devices or phones are operating
properly. Included in our offer is remote
monitoring, 24/7 Service Desk, and a global
Technical team who proactively monitor and
maintain your systems. If necessary, this can
be customized with an onsite function at
your facility. 

Optional On-Site Services

Technical Engineer - On-site Services

Technical engineers are available for on-site visits to provide troubleshooting services and
parts replacements for Zoom Room components.

Technical Engineers can be contracted to be on-site to be the focal point for your Zoom Phone
solution. They act as an escalation point for Zoom Phone issues, questions and tickets. They
also perform troubleshooting and provide proactive monitoring.




 
 Premier Premier +




24x7 Global Access 
 


Self Service
Knowledge Base Chat Bot


 





Tier 1 Support - Chat, Web Ticket 
 


Tier 1 
Support Phone


 


Direct Tier 2
Chat, Web Ticket, and Phone


 



 Service Level Objective 
 



 Service Level Agreement 
 





Automated Notification/Escalation 
 


Technical Account Manager 
 


Marketplace & API/SDK Support 
 





Global Technical Account Managers 
 


Global Assigned Elite Technicians 
 


Custom Operational Terms 
 


A
ll 

M
e

m
b

e
+ 

A
d

m
in

s
Li

c
e

n
se

d
M

e
m

b
e

rs
S

e
rv

ic
e

Le
ve

l
In

c
lu

d
e

d
P

re
m

ie
r 

E
lit

e
 O

p
ti

o
n

Premier Support



Thank you for your interest
in Premier Support

For more information:

Email GS-Sales@zoom.us
Visit zoom.us/en/global-services


