
 

 
   

 
Support offerings 
All Kyndryl Cloud Uplift subscriptions include Standard 
support at no additional charge. All new Kyndryl Cloud 
Uplift subscriptions default to paid Enterprise support. We 
offer three levels of paid premium support to best suit your 
business needs.   

Developer: Minimum recommended support level for 
running production or business-critical workloads in 
Kyndryl Cloud Uplift. (< 5 VMs across Kyndryl Cloud 
Uplift subscriptions). 

Enterprise: Default subscription level. Recommended if  
you have production or business-critical workloads running. 
(5 to 15 VMs across Kyndryl Cloud Uplift subscriptions). 

Platinum: Recommended for customers with a Kyndryl 
or third-party Managed Service Provider (MSP), or if 
you have mission-critical production workloads. (15+ 
VMs across Kyndryl Cloud Uplift subscriptions).

 
 

Platinum Enterprise Developer Standard 

Support Hours 24×7×365 
Sunday 4:00PM PT — 
Friday 6:00PM PT 

Sunday 4:00PM PT — 
Friday 6:00PM PT 

Sunday 4:00PM PT — 
Friday 6:00PM PT 

Response Times 24 x 7 x 365 24 x 7 x 365 24 x 7 x 365 < 24 Hours 

 

Urgent (Severity 1) < 30 min 
High (Severity 2) < 1 hour 

Normal (Severity 3) < 4 hours 

Low (Severity 4) < 24 hours 

Urgent (Severity 1) < 30 min 
High (Severity 2) < 2 hours 

During Support Hours: 
Normal (Severity 3) < 24 hrs 

Low (Severity 4) < 24 hours 

Urgent (Severity 1) < 30 min 
During Support Hours: 

High (Severity 2) < 4 hours 
Normal (Severity 3) < 24 hrs 

Low (Severity 4) < 24 hours 

 

Pricing (monthly) 
Greater of $5,000 or 
10% of monthly charges 

(up to $30,000) 

7% of monthly charges 
(up to $15,000) 

Greater of $250 or 
5% of monthly charges 

(up to $5,000) 

Included with 
Kyndryl Cloud Uplift  

subscription 

Technical account manager ✔    

Instructor-led Kyndryl Cloud 
Uplift product training ✔    

Weekly status calls ✔    

Quarterly business reviews ✔    

Best practices consulting ✔    

Cloud solution 
architecture guidance ✔    

Optimization reporting ✔    

Sharing portal end user support ✔ ✔   

Approved third party 
software support ✔ ✔ ✔  

API support ✔ ✔ ✔  

System health dashboard ✔ ✔ ✔ ✔ 
Robust product help 
documentation ✔ ✔ ✔ ✔ 

Email support ✔ ✔ ✔ ✔ 
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