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Salesforce’s Highest Level of  
Support Can Help You Drive  
Sales and Efficiency



What if you had a dedicated team of Salesforce 
engineers monitoring your key business 
processes, providing customized advice and best 
practices, and ensuring alignment between your 
business goals and Salesforce technology? With 
Mission Critical Support (MCS), you do.

Mission Critical Support provides the highest level 
of support Salesforce offers to help mitigate risk, 
increase efficiency, and provide peace of mind. 
It reduces the risk of disruption and degradation, 
protecting your brand, revenue, and customer 
service levels. Plus, it increases developer 
efficiency and productivity.

Read on to discover five ways you can use Mission 
Critical Support to ensure business continuity and 
maximize your technology investment.



Get personalized support from your 
designated team
Working consistently with the same technical support team over time is 
invaluable. That’s why Mission Critical Support gives you 24/7 access to 
a designated team of expert engineers (including an assigned primary 
engineer). They understand your technical architecture and business context, 
and will always see your Severity 1 and 2 cases to completion.

Tip: Use the dedicated 24/7 hotline for fast access to your MCS team.
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“Mission Critical Support has 
consistently sustained our business 
during the most intense challenges.”

– Shailendra Revankar, Intuit



Prevent issues impacting your business 
with proactive monitoring
By taking action early, you can prevent major issues that could impact your 
business. Mission Critical Support provides ongoing monitoring of your 
deployment to maximize your system performance and uptime. We also 
work with other vendors to help pinpoint and troubleshoot issues, offering a 
seamless support experience.

Tip: Take preventative action based on MCS analysis of your organization’s 
usage trends.
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Because you have an expert support team dedicated to your business with 
Mission Critical Support, your Severity 1 response time goes from 60 minutes 
with Premier Success to just 15 minutes. Plus, when needed, your critical 
issues get prioritization from our Research and Development (R&D) team for 
the latest information. Our follow-the-sun, 24/7 approach means we’re on the 
case until your issue is resolved.

Tip: Work with the MCS team to identify and prioritize your fixes in the  
pre-release period.

Moving to the cloud often means losing top-to-bottom visibility into the issue 
resolution process. Not with Mission Critical Support. Our communication 
plan delivers updates every 30 minutes until the issue is resolved or a 
workaround is provided. In addition, we will open a multiparty call bridge 
between your key stakeholders and Salesforce to solve the issue.

Tip: Stay informed of changes or service issues that may impact your business 
through notifications from your Cloud Success technologist.

3 When issues arise, fix them fast with 
24/7 support

4 Achieve peace of mind with  
complete transparency



“Kudos to Salesforce for delivering mission 
critical support with faster response times that 
match our SLAs.”

– Vijay Ponukumati, Sr. Director, Support, Cisco

5 Spend less time troubleshooting and 
more time innovating
Why waste time debugging and troubleshooting when you can be working 
on projects that add value to your organization? We’ll review up to 5,000 
lines of code for Salesforce-related error messages and performance issues. 
Plus, we’ll make engineers available during release windows to help prioritize 
fixes and remove roadblocks to production.

Tip: As part of your deployment analysis, conduct a mock deployment with 
support from your MCS team.
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Additional resources you might enjoy:

http://www.salesforce.com/services-training/customer-support/customers
http://www.sfdcstatic.com/assets/pdf/success-services/mission-critical-plan.pdf?d=70130000000lxkL

