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© Copyright Quest Software, Inc. 2009. All rights reserved. 

This guide contains proprietary information, which is protected by copyright. The software described in 

this guide is furnished under a software license or nondisclosure agreement. This software may be used or 

copied only in accordance with the terms of the applicable agreement. No part of this guide may be 

reproduced or transmitted in any form or by any means, electronic or mechanical, including photocopying 

and recording for any purpose other than the purchaser's personal use without the written permission of 

Quest Software, Inc. 

Warranty 

The information contained in this document is subject to change without notice. Quest Software makes no 

warranty of any kind with respect to this information. QUEST SOFTWARE SPECIFICALLY 

DISCLAIMS THE IMPLIED WARRANTY OF THE MERCHANTABILITY AND FITNESS FOR A 

PARTICULAR PURPOSE. Quest Software shall not be liable for any direct, indirect, incidental, 

consequential, or other damage alleged in connection with the furnishing or use of this information. 

Trademarks 

Quest® is a trademark of Quest Software, Inc. Other trademarks and registered trademarks used in this 

guide are property of their respective owners. 

Quest Software, Inc. 

World Headquarters 

5 Polaris Way 

Aliso Viejo, CA  92656 

USA 

www.quest.com 

e-mail: info@quest.com 

U.S. and Canada: 949.754.8000 

Please refer to our Web site for regional and international office information. 

 

Quest Software complies with U.S. Export Control laws.  Consequently, Quest Software will not ship products to or 

provide support to anyone in prohibited destinations as defined by the U.S. Department of Commerce.  For a copy 

of the current export administration regulations, please visit their website at: 

http://www.access.gpo.gov/bis/index.html. 

http://www.quest.com/
mailto:info@quest.com
http://www.access.gpo.gov/bis/index.html
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Introduction to Quest Support  
Quest Software's Global Support Team is dedicated to providing world-class support. Excellence in 

customer support is about more than just providing technical answers.  It is about building trusted 

relationships and ensuring your success.  Our philosophy is simple; we are ‘Customer Advocates’.  Our 

Support Teams are staffed with more than 200 professionals from various industries with 

comprehensive experience in System & Database Administration and Application Development.  We 

recognize how important our products are to your business environment and strive to help you 

maximize your Quest Software investment.  

About this Guide 

This document provides an overview of the services we provide to customers with the purchase of a 

Support Program.  It is intended to provide an explanation of the elements of Quest Support, the 

benefits of each and how you can use them to maximize your support value.  

The SupportLink User Guide provides navigational instructions and an in-depth explanation of features 

available on our Support website (SupportLink – http://support.quest.com).  

  

http://support.quest.com/pdfs/SupportLink%20User%20Guide.pdf
http://support.quest.com/
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Contacting Support 
SupportLink (http://support.quest.com) is your primary channel of contact as it provides you with the 

ability to find answers and perform functions quickly and efficiently. If you are unable to find the 

information or perform the actions you need on SupportLink please call the Support Center for your 

region.  

Support Region Hours of Operation 

Local Time 

Monday to Friday 

Languages Supported Phone Number 

 
AMER 

 
USA 
Canada 
Latin America 

 
5:00am - 5:00pm  

PST  
English 

+1 800 306 9329  
+1 949 754 8000  

EMEA 
 
Europe 
Middle East  
Africa 

8:00am - 5:30pm  
GMT 

English 
French 
Italian 

German 
Spanish 
Russian 

UK:                +44 (0) 1628 518007 
UK:                 0800 834 967 
Austria:         0800 201 902 
France:          0800 778 278 
Germany:      0800 800 78378 
Italy:               800 124 877 
Spain:             900 80 23 01 
Switzerland:  0800 800 258 

Asia Pacific 
 
Singapore 

6:00am - 5:00pm  
GMT +8 

English 
Mandarin 
Cantonese 

Malay 

+1 800 720 5555  
 
+65 6720 2566  

Australia 
8:00am - 7:00pm  

GMT +10 
 

English 
 Mandarin 
Cantonese 

Malay 

+1 800 999 997 

New Zealand 

English 
Mandarin 
Cantonese 

Malay 

0800 931 916 

 
Hong Kong 

 
6:00am – 5:00pm  

GMT +8  
 

English 
Cantonese 

+1 800 933 731 

China – North 
 

English 
Mandarin 

10800 852 1465 

 
China – South 

 10800 152 1465 

Taiwan 
English 

Mandarin 
0800 0165 1916 

Thailand English 0018 0065 6850 

 
South Korea 

 
7:00am – 6:00pm 

GMT +8 

English 
Korean 

0079 8651 7354 

Japan 
 

9:00am – 6:00pm 
GMT +9 

English 
Japanese 

+81 3 5771 8646 

India 
6:00am – 5:00pm 

GMT +8 
English 

 
000 127  
Enter 3117 when prompted for 
World Service Code 

 

https://support.quest.com/SUPPORT/index?page=contactSupport
http://support.quest.com/
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Maintenance Services and Support Offerings  
Quest Software offers three support offerings designed to meet your business needs 

and help you maximize your Quest Software investment.   With all support offering 

levels you will have access to trained Quest Support Engineers as well as 24x7 access 

to our comprehensive self-service website SupportLink.  

Support Programs at a Glance: 

Support Program Components Standard Business 

Critical 

Premier 

New Releases x x x 

Maintenance Updates x x x 

Service Packs or Patches x x x 

Product Documentation x x x 

Case Logging - Web, Telephone, and Email x x x 

Unlimited 24x7 access to SupportLink x x x 

Product Downloads and Documentation x x x 

Product Information x x x 

Product Notifications x x x 

Knowledgebase x x x 

Multi-Media Knowledgebase x x x 

Case Management x x x 

Support Profile x x x 

Business Critical Hours (24x7)   x*  

Designated Support Account Manager (SAM)     x 

Onsite visits      x 

Priority response time and case routing   x 

Proactive Support and Incident prioritization     x 

Customized reporting     x 

Personalized product communications   x 

Annual discussion with Product Manager   x 
 

* Available as an option for most Quest products. There are some products that require Business Critical Support. (See Listing) 

  

 

 

http://support.quest.com/
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Standard Support 

Standard Support is available during our regular business hours as defined by the Support Region – see 

the Contacting Support Section.  Requests for assistance may be logged using the Case Management 

tool on SupportLink, via telephone or email.   

With the purchase of Standard Support (the first year of Support is included with product license 

purchase), customers receive the following elements of service: 

 

 Unlimited 24x7 access to Quest’s Support website; SupportLink.  

 Download the latest releases, patches, corrections, enhancements, and upgrades for Quest 
Products as they are made generally available. 

 Case logging regarding operational/technical aspects of Quest’s software.  

 Retrieve thousands of solutions in our online Knowledgebase. 

 Use Case Management to create, update, and review support cases online. 

 Access to Quest product documentation.  

 Access to the latest product information. 

 Proactive email notification of new releases and critical patches.  

 Maintain a customer profile on SupportLink.  A profile enables you to provide specific 
information about the use of Quest products and the environments they are used in.   This 
reduces the need to repeat environment information with each support case. 

Business Critical Support  

Customers who require support outside our regular business hours can purchase Business Critical 

Support. This level provides 24x7 Severity Level 1 (See Case Severity Levels) support, in addition to all 

the elements of Standard Support, for virtually all Quest products.    

Business Critical Support is designed for customers requiring support services across multiple global 

regions or for business critical systems which may require support outside of regular support business 

hours. If your support requirements are global in nature, or your systems support requirements are 

simply around the clock – Business Critical Support from Quest is the right choice. This service provides 

ALL Severity level support Monday through Friday across global time zones. For weekends and public 

holidays, coverage is for Severity 1 issues only. This means our Business Critical Support customers 

receive FULL 24x5 support Monday through Friday and Severity 1 support for all weekends and public 

holidays.  

Business Critical Support is available for most Quest products, and for some products Business Critical 

Support service level is required. See the following table for products that require Business Critical 

Support.  Please contact your sales representative for further details.   

 

 

 

http://support.quest.com/
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Products requiring Business Critical Support 

 SharePlex for Oracle 

 LiteSpeed for SQL Server 

 LiteSpeed Engine for Oracle 

 Quest Migration Manager for Active Directory 

 Quest Migration Manager for Exchange 

 Exchange Migration Wizard 

 Recovery Manager for AD (Forest Edition only) 

 Notes Migrator for Exchange 

 Policy Authority for Unified Communications (both Standard and Compliance Editions) 

 

Premier Support  

Our highest service level offering is designed for customers with complex environments requiring a 

closer service relationship and a more proactive approach to support service delivery. This offering is 

particularly suited to customers whose business depends on Quest products and solutions. One of the 

key features under Premier is the provision of a Quest Support Account Manager who will act as a 

trusted advisor within Quest operating as an extension of your own support team and focusing on your 

individual business requirements. This is a highly personalized and proactive support service from 

Quest.   

Service level features under Quest Premier Support include: 

 All the features included with either Standard or Business Critical which the Premier Support 
service overlays  

 A dedicated Support Account Manager 
 Access to our most experienced Support Engineers 
 Faster Response Times 
 Site visits and regular activity review calls 

 

Support Account Manager (SAM) 

Quest Premier Support provides a SAM as the customers advocate within the Quest Support 

organization offering personalized management of issues raised by the customer to Quest Support. The 

SAM offers a high level of personalized support and operates as a dedicated point of contact for the 

customer’s support needs while driving critical issues within the Quest organization as well as ensuring 

timely responses and rapid resolutions on regular case activity. The SAM also has an in-depth knowledge 

of their customer’s environment and how the Quest products are being used. They will develop 

comprehensive support service engagement and review plans with key customer contacts and involve 

Quest personnel from other areas of our business as required – from sales, consulting, product 

management and development - to best satisfy all your needs.  
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Support Contacts & Registration 

With a Quest Support Program, a Primary Contact for your 
organization has been noted on the contract.   At the time of 
purchase, the Primary Contact designated on the order form is 
emailed a welcome letter that contains the company’s Site ID 
Number.  

Your Site ID Number is an account number assigned to your 
company when a software license and/or maintenance contract is 
purchased.  All contacts will need to provide your Site ID Number 
when registering for access on SupportLink.  

Primary Contact 

A Primary Contact has been identified on the Support Contract, and 
is responsible for: 
 

 Submitting changes/updates to contact information and product 
license information. 

 Managing all other contacts within your organization. 

Additional Contacts 

In addition to the Primary contact; additional support contacts for your company can be added.  In order 
for additional contacts to receive Support, they must first register on SupportLink.  Your Site ID will be 
required for registration.   

Quest Software Product Support Lifecycle Policy 
The “Product Support Lifecycle” describes the phases during which Quest Software products are eligible 

for patches (fixes), support and downloads from SupportLink (Quest Support website).  

It is our policy to provide support and fixes in current versions of our software to supported customers; 

fixes to older versions are at Quest’s discretion. Quest Software strives to put resources behind the most 

recent product releases in order to continually improve and enhance the value of our software. 

We will attempt to answer questions on older versions of our products provided resources are available; 

however, we encourage customers using discontinued versions to upgrade to the currently supported 

version of the software. 

Quest Software’s usual support policy is to provide support on both the current (n) and prior (n-1) 

versions of our products. 

If you do not know your Site ID 

Number, please e-mail your 

company name and address to 

supportadmin@quest.com or you 

can contact a Support 

Administrator by phone using the 

numbers listed in the Contacting 

Support Section. 

 
To find out who is designated as the 
Primary Contact for your 
organization, email: 
supportadmin@quest.com 
 

http://support.quest.com/
mailto:supportadmin@quest.com
mailto:supportadmin@quest.com
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Product Support Lifecycle Phases 

Full Support 

 Fully supported, generally available release/version. 

 Most current released version of a product and one or more prior releases. 

 Enhancement requests for this release are accepted and may be considered for future 
releases. 

 Maintenance releases and/or hot fixes are periodically made available for this release. 

 Release/version is fully supported by both Support and Development. 

 Release/version is available for download from SupportLink. 

Limited Support 

 Support is available for this release/version, and we will use best efforts to provide known 
workarounds or fixes. 

 No new code fixes will be generated except under extreme circumstances and at Quest’s 
discretion. 

 Enhancement requests are not accepted. 

 Customers are encouraged to plan an upgrade to a release/version on “Full Support”. 

 Release/version is available for download from SupportLink. 

Discontinued 

 Release/versions which are retired/discontinued. 

 No new patches or fixes will be created for this release. 

 Not available for download from SupportLink. 

 Support will be provided to assist with upgrading to a supported version. 

 Support is not obligated to provide assistance on this version of the product. 

  

Note: To find the specific phase your current Quest Product version is in, select the Product Resources link on 

SupportLink. 

 

https://support.quest.com/SUPPORT/index?page=productInformation
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Case Management Process  
 

 1. Quest Support assigns unique case numbers (in the format of “CaseID:#######”)to all 
customer requests for assistance. These case numbers allow Support to prioritize and track 
all cases through resolution, and allow the customer to get a status update of their case via 
the SupportLink website.  

 

 2. All cases are assigned a severity level, and are placed in a queue to be processed by the 
next available Support Engineer. Quest Support Engineers take ownership of your case and 
see it through to successful resolution. 

 

 3. The Support Engineer will contact the customer and gather any additional information 
needed and will investigate to determine the proper course of action. This may require the 
engineer to re-create the issue, work with our Quest Software Development Team, and 
work with the customer on their configuration of the software, etc.  

 

 4. If the Support Engineer and Product Development team determine that the issue is a 
product defect, a defect ID and priority will be assigned to the issue. If the defect is not high 
priority, the defect ID will be provided to the customer and the support case will be closed.  
If the defect is a high priority and a hotfix will be created, the Support Engineer  will notify 
the customer of its availability. 

Case Logging  

Prior to Logging a Case you may want to review these helpful tips. 

 Check the online help included with your Quest Product. 

 Check the Product Documentation included with your Quest Product. 

 Check release notes and self-service Knowledgebase solutions on SupportLink. 

 Try to see if the problem is reproducible. 

 Check to see if the problem is isolated to one machine or more. 

 Note any recent changes to your system and environment. 

 Note the version of your Quest Product and environment details such as OS, database, etc. 

 

Contact Quest Support to Log a Case 

You can log your case using the Case Management tool on SupportLink. Requests for technical 

assistance can also be sent via email to support@quest.com or you can place a call to the Support 

Center in your region.  See the Contacting Support Section for hours of operation, locations and phone 

numbers.  

 

http://support.quest.com/
http://support.quest.com/portal/portal.asp
mailto:support@quest.com
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Case Severity Levels and Response Times 

All cases logged with Quest Support are assigned a severity level 
from 1 to 4 based on the impact on your business.   The 
customer determines the initial severity level when placing a 
request for assistance.  Severity levels may be changed after 
initial contact and assessment of the issue from a Quest Support 
Engineer, providing the customer is in agreement.  
 

The following table defines the severity levels and the targeted initial response time for Standard and 

Premier Support.  It is helpful to clearly explain the business impact of your issue when you contact the 

support center. 

Severity 

Level 

Description Initial Response 

Standard 

Initial Response 

Premier 

Level 1 Critical Business Impact : 

Customer’s production use of Quest products on a primary 

business service, major application or mission critical system 

is stopped or so severely impacted that the customer cannot 

reasonably continue work.  

For Severity Level 1 problems, Quest will begin work on the 

problem within one hour of notification and handle as its 

highest priority until the customer is given a fix or 

workaround.  Customer resources must be made available in 

Severity Level 1 situations and reasonably cooperate with 

Quest to resolve the issue.  

Severity Level 1 problems could have  the following 

characteristics: 

- System hang or crash situations 
- Data loss or data corruption 
- Critical functionality not available  

 

Severity Level 1 issues must be reported via telephone. 

Within 1 Hour Within ½ Hour 

 

 

 

  

Severity levels provide insight to the 
business impact of the issue you are 
reporting. A lower severity level does 
not mean that Quest Support devotes 
less time or energy to resolving your 
problem quickly and efficiently.  

Note:  Severity Level 1 cases cannot be logged through email or SupportLink, please call us to log a 

Severity Level 1 case. 
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Severity 

Level 

Description Initial Response 

Standard 

Initial Response 

Premier 

Level 2 Significant Business Impact: 

Important product features are unavailable with no 

acceptable workaround. Customer’s implementation or 

production use of Quest’s products in a primary business 

service, major applications or mission critical systems are 

functioning with limited capabilities or are unstable with 

periodic interruptions.  The software may be operating but is 

severely restricted. 

 Severity Level 2 problems could have the following 

characteristics: 

- product error or failure forcing a restart or 
recovery 

- severely degraded performance  
- functionality unavailable but the system is able to 

operate in a restricted fashion 
 

Within 2 Hours Within 1 Hour 

Level 3 Minimal Business Impact: 

Product features unavailable but a workaround exists and 

the majority of software functions are still useable.  Minor 

function/feature failure that the customer can easily 

circumvent or avoid. Customer’s work has minor loss of 

operational functionality. 

Severity Level 3 problems could have the following 

characteristics: 

- error message with workaround 
- minimal performance degradation 
- incorrect product behavior with minor impact 
- questions on product functionality or configuration 

during implementation 

Within 4 Hours Within 2 Hours 

 

 

  

Level 3 is the default severity level setting. 
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Severity 

Level 

Description Initial Response 

Standard 

Initial Response 

Premier 

Level 4 Nominal Business Impact: 

Minor problem or question that does not affect the software 

function such as How To's, documentation, general 

questions, or enhancement requests. There is no impact to 

product usage or customer’s operations. 

Severity Level 4 problems could have the following 

characteristics: 

- general requests for advice on product usage  
- clarification on product documentation or release 

notes 
- product enhancement request 
 

Within 1 Business 

Day 
Within 4 Hours 

Closing a Case  

Requests for support (Support Cases) remain open until the customer is satisfied that the case can be 

closed. Exceptions to this policy apply to Support Cases for product enhancements and product defects.  

Customers can close cases via the Case Management section of SupportLink.  

Re-Opening Cases  

Customers can now re-open cases that have been closed within 30 days of the close date. If a customer 

attempts to re-open a closed case after 30 days, a new case will be created with a link to the original 

case. Customers have the ability to re-open their closed cases from the Case Management section of 

SupportLink.  Customers attempting to re-open cases via email will get a message to go to SupportLink 

to perform this action. 

Escalation Guidelines  

Our goal is to resolve all cases in a satisfactory and timely manner; however, we realize that some 

situations may require increased attention and focus within the Quest Support team. To raise the 

severity of a case, please do so through the online Case Management tool on SupportLink or call us and 

request to speak with a Support Manager.   

Upon your request, the Support Manager will evaluate the case and create an action plan. If you are not 

satisfied with the plan or with the progress of the case after the plan has been implemented, you may 

contact the Director of Technical Support, who will review the case with the Support Manager and 

determine if different or additional actions are required. Finally, if you are still dissatisfied, the situation 

should be brought to the attention of the Vice President of Worldwide Support.  

http://support.quest.com/portal/portal.asp
http://support.quest.com/
http://support.quest.com/portal/portal.asp
http://support.quest.com/
http://support.quest.com/
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Product Enhancements 
Customers interested in submitting product enhancement requests can do so by creating a case with 

Quest Support.   When Quest Support receives a product enhancement request, the Support Engineer 

will work to define and clearly document the request.  

Once documented, the request will be submitted into the enhancement review system, the 

identification number will be provided to the submitter, and the support case will be closed.  

Product Management will review the open enhancement requests on a periodic basis and consider 

them for inclusion in a future product release.  Product enhancements will not be considered or 

implemented in current or prior product releases. There is no guarantee that a specific enhancement 

request will be implemented in a future version of Quest’s products.   Quest Software, at its discretion, 

may determine that certain enhancements to functionality in the product may be offered for an 

additional charge or as a chargeable option.  

Product Defects 
If your issue is determined to be a defect in the Quest product, it is recorded in our defect tracking 
system, a unique Defect Identifier (ID) will be provided to you and the support case will be closed. 
Notifications of new product releases are emailed to customers who have configured their SupportLink 
profile to receive product notifications. Release Notes for new releases of products will contain the list 
of Defect Identifiers that were addressed in the release. Customers can review the release notes or 
search the knowledgebase on SupportLink using their Defect Identifier to see if the issue has been 
addressed. Quest Software does not guarantee that all defects identified will be fixed in a future release 
of the product.  
 
You can get to the knowledgebase by going to SupportLink and clicking the “Search Knowledgebase” link 
from the left navigation options. You will need to login to access this section of the site.  

Product Licensing 
Quest products have license keys generated for their use.  Some products require a new license key 
when upgrading Quest software to a new release and/or patch. Quest also recommends that prior to 
any migration or upgrade of Quest products, new licenses are confirmed as functioning properly as 
some license keys are machine and machine name specific.  
 
If you have questions regarding licensing of a Quest product please complete the form available on the 
SupportLink Licensing Page.  A Quest Licensing Representative will respond to your query within 24 
hours. 
 
You may also email the Quest Licensing team: license@quest.com. 

  

http://support.quest.com/
http://support.quest.com/
https://support.quest.com/SUPPORT/index?page=licenseKey
mailto:license@quest.com
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Quest Support Policy on Customizations 
Customization relates to functionality added to a Quest product solution which is not provided as part of 

the core product release and, as such, would be outside of normal support and maintenance. This could 

take the form of scripting code developed to use alongside Quest products, through to additional 

functionality developed by customers themselves, partners or Quest’s own custom development team.  

For such customizations Quest Support remains available to provide general guidance and trouble-

shooting, and may refer customers to product specific community sites or to content on SupportLink 

which could assist.  It should be noted that the design and development of any such customizations are 

the responsibility of the customer or the consulting organization that completed the work on the 

customer’s behalf.  Quest Support does not perform or maintain customizations, and may recommend 

Quest Professional Services are taken by customers to help successfully implement more complex 

customizations.  For further details on Quest Professional Services please refer to 

http://www.quest.com/services. 

Quest would also recommend appropriate product training is taken before attempting any 

customizations with Quest products. This training will empower the customer with the necessary 

knowledge and ability to design and implement simple and effective changes to our product. For more 

detail on the training services available from Quest, please refer to http://www.quest.com/training/. 

We would also recommend that customers maintain records on any customization work implemented 

to assist both the customer and Quest Support in isolating problems as attributable to the customization 

or core product. This information will also be important for future upgrade or migration work to new 

product versions. Quest Support will assist where possible, but does not take ownership for any 

customized code generated by the customer, their partners or Quest Professional Services. Careful 

consideration should be given to all customizations during future migration or upgrade exercises to new 

product and platform versions, as these could inhibit the upgrade itself and may require a level of re-

work. 

 

 

 

 

 

 

 

http://www.quest.com/services
http://www.quest.com/training/
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Quest Support Policy on Virtualization 
Virtualization is a technique for hiding the physical characteristics of computing resources from the way 

in which other systems, applications or end users interact with those resources. It is able to make a 

single physical resource, such as a server, operating system, application or storage device appear to 

function as multiple logical devices.  It can also make multiple physical resources such as storage devices 

or servers appear as a single logical resource. As a result virtualization enables IT departments to 

increase the utilization of resources, increase high availability, and simplify back-up, systems 

administration and recovery procedures.  It also allows IT departments to be more responsive to the 

dynamic needs of the business.  Examples of virtualization technologies include VMWare ESX Server, 

Citrix/XenServer and Microsoft Windows Server 2008 Hyper-V. 

Quest Software products leverage the binary compatibility offered through virtualization technologies, 

which provide complete transparency to the operating systems and applications deployed.  As a result, 

for all casework received where the Quest product is being used in a virtual environment, Quest Support 

will assume that the problem is common to both native and virtual operating environments, and that we 

will only require the customer to recreate the problem in a native environment if and when there is 

reason to believe that the problem is unique to the virtual environment itself.    

From a purely functional perspective, Quest products will operate in exactly the same way, however 
Quest Software can make no guarantees with respect to performance or scalability in a virtualization 
environment running multiple virtual instances.  Configuration aspects such as CPU, memory availability, 
I/O subsystem and network infrastructure can all influence such a deployment, which should be given 
careful consideration to ensure the virtual layer has the necessary resources available to provide a 
satisfactory user experience.    
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Quest Support Policy on Third Party Software 
Quest Software is committed to providing products which work on the latest platforms and technologies 

available in the industry today. We work closely with technology vendors to ensure earliest possible 

compatibility with Quest solutions.  Quest provides full details of all systems requirements, together 

with platform and third party product versions supported with our products, in the Release Notes 

published for each product. These include operating system versions, service pack levels, mail clients or 

server versions, database versions, browsers and other related technology supported and at which 

particular version level our products have been formally tested and certified to run against. The support 

of future platform versions, new service packs and other related technologies would be taken into 

consideration and addressed during the regular product maintenance and release cycles of Quest 

products. This provides ongoing upward compatibility of our products as used in customer 

environments.  It should be noted therefore that there could be a delay between the availability of the 

latest platform technology release or service patch, and the Quest product version certified to operate 

against this. Please contact Quest Support should you have any questions with regards to the current 

support status of any Quest product and a particular related platform, patch or third party product 

support not explicitly documented in our release notes.  

For more information about the latest third party platforms and versions supported, please review the 

System Requirements section of the release notes for your product or search our Knowledgebase on 

SupportLink. Please note that while Quest Software does not directly or officially support third party 

software, we work closely with many other providers to ensure our customers receive the best possible 

service at all times. 

 

http://support.quest.com/
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Commitment to Customer Satisfaction 
Information gathered from surveys has a direct impact on our support programs and the service we 
provide.  This information is used to make changes that will directly enhance our ability to continue to 
deliver world-class support.  

Transactional Email Based Survey 

Quest Software strives to continually improve our service to you; therefore, every time a case is closed, 

we provide customers with the opportunity to give us feedback on the quality of assistance received.  

The survey asks you to assess the engineer’s performance as well as your overall satisfaction with how 

your case was managed.  The Quest Support Management team reviews the responses to ensure that all 

customer feedback is heard and addressed, as needed. 

Online Feedback 

The Quest Support website SupportLink offers you the opportunity to give us a wide variety of feedback 

through an online feedback form.  If you have comments about our website, or suggestions on making 

improvements you can submit them online.  

Solution Feedback 

At the end of every solution in our Knowledgebase is a survey to help us understand if the information 
we provided was useful in your situation.  We continuously monitor this feedback and make 
adjustments and updates to Solutions as required. 
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Contact Support Renewals 
Region Hours of Operation 

Monday to Friday 

Languages Phone Number 

AMER 

USA 

Canada 

8:00 am – 5:00 pm  

EST  
English 

+1 800 263 0036, option 3 

+1 614 336 9223, option 3 

Latin America 

Mexico 

9:00 am – 6:00 pm  

CST 

English 

Spanish 
+52 55 9000 3360 x 109 

Brazil 
9:00 am – 6:00 pm  

GMT -3  
Portuguese 

+55 11 3706 2542 

0800 704 0433 

EMEA 

UK and Ireland 

  English +44 (0) 1628 518179 

Sweden 

Norway 

Denmark 

8:30 am – 5:30 pm  

GMT 

English 

Swedish 

Danish, Norwegian 

+45 38 385008 

France 

Belgium 

Luxembourg 

9:00 am – 5:00 pm  

GMT +1  

 

English 

French 

+33 1 40 90 46 18 

+33 1 40 90 46 22 

Germany 

Austria 

Switzerland 

English 

German 
+49 221 5777 4180 

Netherlands 
English 

Dutch 
+31 20 5106719 

Spain 
English 

Spanish 
+34 91 417 1100 x 302 

Italy 

English 

Italian 
+39 06 4546 4927 

Rest of EMEA 
English 

French 
+33 559 203915 
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Spanish 

APACJ 

Singapore 

Thailand 

Indonesia 

Philippines 

Vietnam 

Malaysia 

India 

 

 

9:00 am – 6:00 pm 

 GMT +8 

English +65 6720 2601 

Hong Kong 

Taiwan 
 English, Cantonese +852 28311000 

Mainland China  Mandarin +86 10 85185651 

Korea 
 

9:00am – 6:00 pm 

English 

Korean 
+82 2 3420 9078 

Japan GMT +9 
English 

Japanese 
+81 3 5771 8627 

Australia 

New Zealand 

7:00 am – 5:00 pm  

GMT +10 
English +61 (03) 9811 8000 

EMEA (Europe, Middle East & Africa) ς email: emeasupportrenewals@quest.com  

All other regions ς email: supportrenewals@quest.com 

 

  

mailto:emeasupportrenewals@quest.com
mailto:supportrenewals@quest.com
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Upgrading Your Support Program 
Our goal is to meet your specific business requirements.  As your business needs change we may have 
the flexibility to modify your Support Program to better align with those needs.  If you would like to 
discuss your support contract with Quest, please contact your Support Renewal Representative.   See 
the Contact Support Renewals section. 

Renewing Support 
A Quest Support Renewal Representative will send you a renewal notice prior to the end of your current 
support contract.  To avoid unnecessary interruptions of Support services please contact Quest Support 
Renewal if you have any questions about the status of your current support contract or pending 
renewal.  See the Contact Support Renewals section. 

Lapsed Support 
Without a current support contract, customers will not be able to contact Quest Software for technical 
assistance or access many services on SupportLink.  Quest Software cannot guarantee immediate 
assistance to customers who allow their support contract to lapse or to those customers who choose 
not to purchase support until a support issue arises.   See the Contact Support Renewals section.  

Additional Services from Quest 
There may be times when additional resources are required to solve a customer’s case.  Quest Support 
can work with the Quest Professional Services Organization to ensure a reliable hand-off of your issue.  

Quest Professional Services 

Quest Software consistently delivers premium people, processes, and products to maximize the return 
on your enterprise IT investment.  Each member of the Quest Professional Services team is committed 
to sharing their dedication, knowledge and expertise with you.  With over 3,500 implementations, they 
can also provide you with additional product knowledge, functionality and tools to successfully integrate 
Quest solutions into your own work environment.  If you need help with Project Management, Technical 
Consulting, Architecture Design, Implementation, Documentation, Education or Configuration, we have 
the trained professionals to help meet your needs.   To find out more about Professional Services, please 
visit http://www.quest.com/services. 

Quest Education Services 

Quest Education Services provides the necessary expertise to get the most of your software purchase.  

Each certified instructor brings years of industry experience and in-depth product knowledge to every 

class they teach.   Who better to teach your employees about Quest products than our experts who 

know the applications and the underlying technology best?  Whether you need us to facilitate private 

group training onsite or online, or you want to attend a public course provided at a Quest training 

facility or through the Quest Virtual Classroom, we have the program to meet your needs.   By the end 

of class, your staff will know best practices, tips and tricks, how to optimize functionality, as well as an 

understanding about how the product impacts the business.   For more details, please visit 

http://www.quest.com/training. 

http://www.quest.com/services
http://www.quest.com/training

