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INTRODUCTION
As a Citrix Workspace Cloud™ (CWC) customer, we want to thank you for choosing our platform. Our goal is to
ensure your success using our solution. This Citrix Support Guide is intended to help you obtain the most from
your Citrix investment by leveraging Citrix Support Services.
This Guide may be updated from time-to-time, with the most current version accessible on citrix.com/support.

CITRIX SUPPORT SERVI CES
1.1 SCOPE OF CITRIX SUPPORT SERVICES
Customers with a valid Support agreement are entitled to 24x7x365 support for the products and infrastructure
purchased under Citrix Workspace Cloud (CWC). Citrix Support Services offer technical assistance to designated
customer administrators when requested. Refer to Appendix A for issue severity levels and target response times.
Support Services are provided on a post-deployment basis. Citrix services related to product training and best
practice advice on product usage, design and architecture, configuration, and deployment are covered by Citrix
Consulting and Education Services.
Support Services are generally provided in English. However, we attempt to accommodate customers who prefer
support in Spanish, French, Portuguese, German, Mandarin, and Japanese based on resource availability.
A valid Support agreement is required to receive assistance for any issue.

1.2 CONTACTING CITRIX SUPPORT SERVICES
Citrix Support may be accessed through any of the following methods:
1.
2.
3.

Preferred: Workspace Cloud Control Center
Web: eService Case www.citrix.com/MyAccount. Please note that for System down (Severity 1 issues) we
request you contact us by phone.
Phone: For the toll-free number applicable to your country refer to citrix.com/contact/technical-support

1.3 OPENING A CITRIX SUPPORT CASE
When opening a Support case you will be asked to designate the severity level of the issue you are encountering.
Your Citrix Support Engineer will help you to determine a severity level, as defined in Appendix A, which outlines
the responsibilities for each party and the target response times.
To provide a world-class experience, Citrix Support Services for CWC is delivered through a global team of
subject-matter-experts who have extensive insight into the product and solution infrastructure.
Control Center
(Preferred Method)
Click the Help icon in the CWC
Control Center

Phone
(Severity 1)
For issues causing a production
outage, call Citrix Support

Web
(eService Portal)
Contact Support at
citrix.com/support

Support Forums
(Community)
Join the
conversation at
discsussions.citrix.com

Type a brief problem description

Click Open a Ticket

A Support Engineer will contact
you shortly
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1.4 TROUBLESHOOTING PROBLEMS
Our primary objective is to return our customers to an operating state. In many instances the resolution will be
configuration related intended to restore your operation through necessary workarounds.
To determine a root cause Citrix Support may require that data be collected to isolate the issue and expedite
problem resolution. Citrix may provide tools to aid in such data collection with an expectation that you will
apply/run as requested by Citrix. In all instances we will provide the reason for data collection, the method to be
used, time frame for providing, and expected outcome(s).

1.5 PROBLEM RESOLUTION
Most problems will be resolved by configuration changes. Infrequently, instances are identified where the root
cause is believed to be a deficiency within the product code. Depending on the impact of the issue, a product fix
will be identified and either provided as an isolated release or rolled into a future software release.
In instances where the issue is resolved in a subsequent release you will be required to install an update. In
instances where Citrix determines the product is operating as intended, a product change may not be provided.

1.6 SUPPORT FOR LIFECYCLE MANAGEMENT BLUEPRINTS
Citrix Certified Blueprints
Citrix Certified blueprints have been tested and are fully supported. Citrix Support Services will provide
troubleshooting assistance if issues are encountered when deploying these blueprints.
Citrix Partner and Community Blueprints

Citrix Partners and community members may provide industry or use case specific blueprints for your convenience.
For assistance with these blueprints, please connect with the provider via the Lifecycle Management forum.
Customer Created and Customized Blueprints
Citrix Support Services will provide best effort support for blueprints created or customized using the Blueprint
designer.
When providing best effort support, Citrix will first determine if the reported issue relates to a problem or
limitation with the APIs or underlying Citrix technologies orchestrated by the custom blueprint. If using a
customized version of a Citrix certified blueprint, we may recommend an attempt to reproduce the issue with the
original (unmodified) blueprint for isolation purposes.
If the issue results from a functional defect, Citrix Support will work with the product engineering team to
provide a fix to resolve the issue.
If Citrix determines the issue results from a limitation in the blueprint designer architecture, APIs, or
orchestration functionality, Citrix Support may suggest a temporary workaround while our Product
Management team considers a product enhancement; the support case will be closed without further
troubleshooting.
In the event the issue is not related to a product defect or limitation, Citrix Support may refer you to Citrix
Consulting Services or a Citrix Certified Partner for blueprint design assistance; the support case will be
closed without further troubleshooting.
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1.7 ESCALATING A SUPPORT ISSUE
Our goal in Citrix 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 towards a timely
resolution of your issue.
If you are not completely satisfied with your Citrix Support experience you may raise the case to the attention of
the Citrix Support Management Team by calling 1-800-4-CITRIX and request to speak with the manager on call.
Every email from a Citrix Support Engineer has their manager’s contact information in the signature line; you may
reach out to the engineer’s manager for assistance at any time.

1.8 ACCESSING CWC STATUS AND SYSTEM MAINTENANCE INFORMATION
The current status of CWC services may be seen at status.cloud.com. A wrench icon will appear during scheduled
maintenance periods.

1.9 OTHER RESOURCES AVAILABLE
Citrix Support Services offers several online resources to provide troubleshooting tools, answers to frequentlyasked-questions, best practices, product documentation, and an active Discussions site. Visit support.citrix.com
for issue and solution documents.

Citrix Workspace Cloud

Page 4

APPENDIX A: ISSUE SEVERITY
Severity
Level

1

2

Definition

Example

Your production use of
supported product is not
functioning and your
operation is so severely
impacted that you cannot
reasonably operate. The
operation is mission critical
and the situation is an
emergency. There is no visible
workaround to the problem.

All, or a substantial portion,
of your Citrix solution is
unavailable, the system
hangs, is not accessible, or
performance is not tolerable

There is a severe loss of
service with a feature of your
supported product. The
operation continues to
function in a diminished
state.

A critical feature of your
solution is running in a
diminished stated,
performance is poor,
unacceptable frequency of
errors
A major project milestone is
at risk
Some operational
impairment, but users can
continue to operate
An inconvenience that may
require a workaround

3

General product usage
questions or cosmetic issues
not impairing users

4
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You have dedicated
resource(s) available to work
with the Citrix team while
the issue is being
investigated and remediated

Initial
Response
1 hour

There is a high-risk security
issue as determined by Citrix

Productivity is impacted

There is a partial, non-critical
loss in the functionality of the
supported product

Customer Involvement

“How to” questions
regarding features and/or
functionality
Minor errors in
documentation

You have resource(s)
available upon request to
work with the Citrix team
while the issue is being
investigated and remediated
Response to requested
actions is commensurate
with that provided by Citrix,
unless there is a mutually
agreed upon deviation
You have resource(s)
identified to work with the
Citrix team while the issue is
being investigated and
remediated

4 hours

1 day

Response to requested
actions is commensurate
with that provided by Citrix,
unless there is a mutually
agreed upon deviation
You have resource(s)
identified to work with the
Citrix team while the issue is
being investigated and
remediated

5 days

Response to requested
actions is commensurate
with that provided by Citrix,
unless there is a mutually
agreed upon deviation
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