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"#$%&' (#!%" !

As a Citrix!Cloud™ customer, we want to thank you for choosing our platform. Our goal is to ensure your success
using our solution. This Enablement Guide provides an overview of the Citrix benefits and guidelines necessary to
MHSYO&H()*I+#',-1%".1/-'0%#-%1'%&2)+#*) nt by leveraging Citrix’ Technical Support, Consulting and Educational
Services.!

This Guide may be updated from time to time. The new version will automatically apply upon renewal of your
Citrix Service. !

1.1 SCOPE OF CITRIX TECHNICAL SUPPORT SERVICES!

Customers are entitled to 24x7x365 support for the products and infrastructure purchased under Citrix Cloud.
Citrix Technical Support offers technical assistance to designated customer administrators when requested. Refer
to Appendix A for issue severity leve!"#$%"&'()*$(""+,-"%'+#,1(. !

Technical Support is provided on a post"deployment basis. Citrix services related to product training and best
practice advice on product usage, configuration, deployment, design and architecture, are covered by Citrix
Consulting or Citrix Education Services.!

Support is generally provided in English; however, we attempt to accommodate customers who prefer support in
Spanish, French, Portuguese, German, Mandarin, and Japanese.!

Avalid Support entitlement is required to receive assistance for any issue. !
|
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1.2 CITRIX TECHNICAL SUPPORT " SERVICE DELIVERY PROCESS!
Access to Technical Support may be achieved through any of the following means:!

1. 1"#$#"#%!"Citrix Cloud Control Center!

Citrix Cloud

4 9 7 54 0

Library Offerings Resource Locations Domains Notifications Open Tickets

| View Library Edit or Add New ‘ Add New ‘ View All ‘ | Open a Ticket

New Support Ticket X

Severity

O @ High - There is a critical loss of service that needs immediate attention.
@ Medium - There is a loss of service; operations continue to function in a diminished state.
O Low - There is a partial, non-critical loss of functionality.

You will be contacted within 2 business hours. Call Support during weekends.

Service

XenApp and XenDesktop Service v

Subject

Concise description of the issue.

Description

Provide detailed information about the error message, problem behavior, environment details like Azure,
AWS etc...

|

2. Phone: For the toll"free number applicable to your country refer to N"#$%&$"#()*#(+%,#%*%-#.+$#,/
"#HS%E&' (&)F

3. Web!"'#$#%&' (#")*+#ww.citrix.com/MyAccount. Please note that for System down (Severity 1 issues) we
request you contact us by phone.!
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1.3 OPENING A SUPPORT CASE!

When opening up a Support case you will be asked to designate the severity level of the issue you are
encountering. Working with your Support Engineer you will agree on a final severity definition (Appendix 1) which
I"HSYOI&H (JH*+$'), 1-1061#' (+) (HIOL(*/) % 2(/'(3t--(I' OB *+$'# (Y% 44 (%) 5#%' (1**-10/ - #(Yo+(Yo Lt (#6#)1%2 (-#6#-(
designated.!

Citrix Cloud Support is delivered through a team (Pod) of SMEs that have deep insight to the product and
I"#$9%6&'S()' ($*+),-. $I&!"/+0,($+&,1('1,"2+3($+4,5&+%$*+$*.11)%*5+/1,6%110+%11, 7!"/+(&+',+.$,815*+%$, (15 "1"#1$%
ME#H$%E&' () *% (& (*+,"(&"+&($)!-

Preferred Severity 1 (High) Community !""#"$%&'(

Phone

CIich the Help icon in the If an iss.ue is causing a Post questions on
Citrix Cloud Control production outage, call . : o
Center Citrix Technial Support discsussions.citrix.com

Type a brief problem
description

Click Open Service
Request

A Technical Support
Engineer will contact you
to provide assistance

I"#$%&'()*+,-"%./0$  "H$%&'( !

I"HS068. () &*$+,-#./'O#S' 1 $23% %+ &/ A4S/ +$EH/3&1S+38$. 34/+(H&AS/+$) 15$+%6#&) /' 16$4/) HT$BLS() 1*$'14/) 1 #AS/"#$
I"HBY6& ($)* (%%, "*-$)./&10'($)*1"%60" 1 2*BH*H&- A% +"*+ (%% + SIS+ $H"# "6 S&I*$7"10'($) 4 IS&/AH" HSYott"&' ()*+,Yor+*
I"HS%&Y%' (H$) *+,%" ($&%-

I"#$%&6' () Vot &+ - Yott) &') O#1-22" &t (, 31 Yol-) Yot &5, &#S, & #EYott+" T 7%+ &Y $H) " $Y0'H& " H#)." T, &YoH&EYoH) .- Yot *$#
I"#1$%&1 #()*+1,'(1-) +.8%6)/0'1%&(%" 23 #() 4%S$!'&) ) +-'&) 2%$'%/"- 56'$282'5) ++158%)/'T % &6'2/'"#15& 28.%) ' BB S Yo &
I"HHSY&&H ()*+$,*-. $I00#$%,$)12*1,/1354'$5"/) "6 7$8+$%oH#S " +,/%+-1,$11$!"##$&)09"31$/.1$) 1%,0+%$:0)$3%/%$-0##1-/"0-
method to be used; time frame for providing and expected outcome (s).!

1.5 PROBLEM RESOLUTION!

Most problems will be resolved by answering “how"to” questions, recommending configuration changes,
I"#$%&%0' () *#+1,-%.%/%-0),'&)1*,/,.%/%-0)%'1%(2-1),'&)%") 1#+3)%'1-,*31)-23)%1143)+,0).3)5%-2)-23)!"#&4*-)*#&36)7")
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I"H$96"&H()*+ (), -1 ($* (+/$(&Y60H (H(%(1'2&!"&3()I$*!" ($* (&/1'()'()!- I"HB061&' ("$)*+"&,-" [ 0H-("&" 123" ,"
UG’ HS () H+]

"#$%&' () *+,(-"+(#'(/%-"-."++$0(1#" (+*-234+5(6.(6.,'-.&+,(78+"+('8+(6,,%+(8-,(9++.("+,#4:+$(6.(-(,%9,+;%+.'(
"#'$%"&'()&*$'&+"&!",)-1".&/(&-0%/$##&$0&)1.$/"2&30&-0%/$04"%&56"1"& 7-/1-8&9""#% &/6" & XFYO& #() *+,%0-. &#*. #
I"#"$%&' () %*"+)(,-.%'/0'(+") 1%/#2' 10 [#%"#," &' 1'+)(,-.%' * 1#2""314'#(%1"'+) (5/,", I

HS6" (S I"HS & (SHRH QIS () |

Citrix Certified Blueprints
"4 008 BH"() &+, -$" HI&O12'&*" & [#)&1.)&1$' &3, ++48&/ ~-5$#) 6&&I"H#S "% &' ()*+"),-&./001$#&2"--&0$13"4(&
I"HSY&' (VI + - (*(L.H*0-+1-5(($' (.- +/HS+I""2-3) +-2'4&H1*+ -1)' (-%&S$'4"*+1(5 !

Citrix Partner and Community Blueprints
I"#$"%& ($#)*$+&(), &-.//0) H1&/*12*$+&/(183$.4" *&"), 0+#$1 & $&O+*&-(+*&+3*-"5-&260*3$") I"#$VYo&H'Vo (&t
I"H$YH&Y6H1%' ()& +&, (-%! . #&!/0(1233"+*(4&00(+%5%+(6"2(*" (*.%(702%3+&#*(3+"$&8%o+(5"+(92%:*&"#: ("+(*% . #&!/O(/: 1«

Customer Created and Customized Blueprints
"#$"%&'()*+"),-&./001$#&2"--&0$13"4(&5(6#&(771$#&6/001$#& 71$&5-/(0$"+#6 &)B(st@@Rzed using the Blueprint
"#$%&™ (!

When providing best effort support, Citrix will first determine if the reported issue relates to a problem or

"4 $%%6$" &' ()"$*($*+(,-./(&O(1'2+013" 4(5"$0"6($+ 7+ &I &A"+/(&OT*+/$0%$+2(83($*+(7 1/$&#+0(811+90" SHERV6&' &
customized version of a Citrix certified blueprint, we may recommend an attempt to reproduce the issue with the
I"HSHY& () Yo+ #-. /(0. 1"#%2 (3" (#4!'&2#1%(1*"114.45!

¥ 1HS%&H () &H&()+SH™ - HSUE& H()+,1,$% I"#S%&S™ () +,$%-."/01128%"33.. "I Y& "% & " ()*+,-%" /$.")$./"
team to provide a fix to resolve the issue.!

¥ "HS%& Yo (H)*&* '+, *-H& FHYo-- 1 *-|0&-H#" 1 HHRBYS &' (" ($)*(+],*-."$(/*0"1"*.(%.2)"$*2$, .*3(45603(&.(
orchestration functionality!"#$%&$" ()*+,$*-."/0112&%"3-4"5066)5%"-"%) 31 2&$%!&'1%()*#$+,- #% (1#
Product Management team considers a product enhancement. The service request will be closed without
" 4S8 $H(")* &+ %o (($,-.

¥ Inthe event the issue is I"#$%&' (#&)$#"$($*%") +,#3$) &-& #$" %'/ #(#." I"H#$%&S$™()*+,$*-."/0112&%"3-4"&) B}$%"
to Citrix Consulting Services or a Citrix Certified Partner for blueprint design assistance; the service request will
"HP%&" (#)*+,&-+.-[+," [H+/&-1%"" ,&&+*012!

I"HS%& () (+,-$($&./ I"#$%&"() |

Our goal in Citrix Technical Support is World Class Service and Support. Your support team will work with you
through the lifecycle of your case to ensure that the appropriate resources and level of attention are focused
I"H$%& (S(1)* +,-(%+",.1)"/("0(-".%()".+1'23 !

If 1"#3%& '$(")$*%)+*,'-$.+)/$!"#&$0' 1/ (+1%2$3@port experience you can raise the case to the attention of the Citrix
Tel"#3$1%&'()**+,-".%#%/010#-'20%1'34'1%&&$#/" 1"1"" "4"1"#$"%&'()&*+,-+./&/0&.1+'2&34/5&/5+&6'('7+*&0(&8'99!

Every email from support engineers has their manager’s contact information in !"#$signature line. If your "#$%&#%
MH#SI"HS"%&& ($)*+)+,%)"'S,+)!*-%)#") . )'#$%&'( concerns about a particular engineer, you can reach out to the
"#$"N%&' () ¥ *#1%(+,% (*"$'-*".1/ !

"H#H"HS N " HPUE' )(P'& "#P%&%'()S)!* (" "1

The current status of Citrix Cloud services can be seen at .Awrench icon will appear
during scheduled maintenance periods. !
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I"#$5%&' ()$) (%+),(*$ MH#$I%$E, !

M"H#$%&' (%) #%0+(#,-.'$,%'/%) /#%-/'(01#,""-.$2%.,,(#,%3#%/# commend visiting docs.citrix.com for product and
feature document as well as support.citrix.com for issue and solution documents.
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APPENDIX A: ISSUE SEVERITY!

!n#u$%8J
!u#n$ ]

1"#$%8&%'$

Your production "#$%&$

1"#$%8&' !

!IIII#$%#&#I()I*&+*'&Il#$%ll&lll(l

I"H$%6& )+, %-,'&'+$ |

¥ I"#$%&'($)()*+&,0-(."#-+($

I"#$H#%&'
"#$%&H"
1"#$%

I"HHS%& (H%S(*&)+),$&) I"H$%&($') %" +# (", % % IEBI$E! () %)+, “H(-'(-&' ras%a
functioning and your "B SHY8H & ()**+, (*-.-+(/* "#$"%&8H () &*+",'&#+' " #$%!$| |
"#$%&'1() ) ) #+#D#,-) hangs, is not accessible, or "#$%8&H#S" )#%*)"+H&
"#$%&'()*+,)%$--+&) "H#%HE&' ()" +,*(Y%-*-%."#']." |
1! PHSY&H (") %" H+"))-") IHSHY8 Yo (%o B HYHE (") %%
operation is mission critical ISR S($)*1+$'%6,-%. 1)1
I"#$%&'$()%*1%)+"$)($!"$
I"IHS$1%68"()*+1#1),-)%.)
I"HS$Y& () *+#),-.'/)' /0&
problem.!
I"HSHY& Vo (%o H)HSHY* +" Yo+, % I"HSYRYOH ()X &HEH) -+ | ¥ I'HHS%& (B)(*+,)-(H/$ | 1504
B8 (Vo) '+, "+)-#" '] ' I"#$9%&" (&1()$B"&*(&'(+( identified to work with Citrix, | =~ = ">
I"#H#SY& (H%S(*&+)),-) I"#'$"%&'1(%)*)'1+(( I"H$%& (') +%*H%)! " #&* % !
operation continues to "#SUH&' ()" *+,*1%%oH-* "#"$%& 'Y ()*+!,)*$"-,.*
I"HSY& H#(&H() (*&+8&HE&, . X( I"HSSU& H ()% +, %o-19%"$ 5/ +* I"HS%& ()& ("1 +!, #&
I"#"$% 1 | I"#$%&'()*(+,-$./#0123 |
I ¥ !"#$%&'()('*+(,+(-./&'O$ 1 ¥ !"#"$%&'(&)*+,'$+*&-'&
I"H#$"%6&" () *&+,-%(
¥ !"#$%&"'('&%)*+"#,-).+&/)",." !"##$%&I()*$+v'*-+*-)*+
rHE%&! I"H$%& &()*(+%, "Y%-.(/01'22(
I"HSHY& Yo(%0)*1*(++,Yo(-$H#.%
I"H$%&' ()*+)HS |
I"HSHY& ' Yo(%)($*&(+ IBHSHI%NE' | ¥ I"# "#BI%&'(#)" (*$&(%*)™ | ¥ I"#HS%E&'($)(*+,)-(H/$ 968!
"HH$%&S$ ()1 +E&, % &-196$ ()| "HS W& WS S+, &SH+S I"HS%I&H "% (") (*+)1%, - 1%*L | '
I"#HS% & (JH%B("*& I"H$%&H I"H$%& (') +%*H%)! " #&* %
I"HS Y& ("S("Yo(H)*+ ), +-# PHSI& ()" )"
!”#$%!"&'&()!*'!)$+, | !”"#$%&‘((#)&("!*+!,l#&
I"#$%&'()*(+,-$./#0123 |
M ¥ IS8 (&), $HE
1"#$"%&" ()*&+,-%(
S8 () B+, H A )+
I"#$%&'&()*(+%,"%-.(/01'22(
I"HSHY& Yo(%0)*1*(++,Yo(-$H#.%
I"H$%&'()*+)HS |
I"H"SY6& ($)*+,-'+.%/" I"HSY08H Vo () *+& H-+% ¥ I"HHS%& () (*+,)-( /S o
I"HS%&'($)*)+'$, #%8&+)&$S$"#$) I"#$1%& H#( I"HS%I&H % (") (*+)1%, 1%*L |
"#$%8&'(%)%!*$+,-)! 1"#$%&"" (19%)!"#$%& #'I( "#$%&'(1')*+%*#%)""#&*%
" HEY68 YU$U6 (& H#E: V#9604, ) S,
documentation! PUHSAE (#)&("1 ! H&
I"#$%&'()*(+,-$./#0123 |
M ¥ IS8 (&), $HE
1"#$"%&" ()*&+,-%(
IHHSY0&! () B+, H A )+
I"#$%&'&()*(+%,"%-.(/01'22(
I"HSHY& Yo(%0)*1*(++,Yo(-$H#.%
I"H$%&'()*+)HS |
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