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Policy for a Standard
Subscription Level

What Support Services can | expect

What Support Services can | expect from Elastic?

from Elastic?

Our scope of support

Our scope of support

Our support response times and

h . . o .
ours If you have subscribed to Elastic Cloud at a Standard Subscription Level, we provide Support

Cases Services at a "Limited Support Level." Limited Support Level is a production level of support

focused on making sure your Elastic Cloud cluster is green and available. To that end, we offer:
How do | open a case?
« Analysis of the state of your cluster
What should | say in my case?
« Actions you can perform to stabilize your cluster

Making use of the community . . . -
; « Updates on actions our Support Engineers are taking to stabilize your cluster
orums
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analysis. Our focus is on restoring and maintaining the health and availability of your Elastic Cloud
deployment.

We may also reach out to you proactively to offer onboarding support and other forms of technical
assistance in your use of Elastic Cloud.

Our support response times and hours

Support Services at the Limited Support Level do not have a guaranteed initial or ongoing response
times, but we do strive to engage on every issue within three business days. We do not offer
weekend coverage, so we will respond Monday through Friday only.

Cases

Here are the best practices related to opening a support case.

How do | open a case?

When your company's Elastic Cloud account was created, the person associated with the email
address that was used to register for Elastic Cloud was authorized as a support contact and
received an individual login. This individual is notified via email to register on the Elastic Support
Hub the first time they log in, including registering other support contacts at your organization.

The Elastic Support Hub is integrated with Elastic Cloud for authentication. If you have yet to log in
to https://cloud.elastic.co, you will be redirected to log in to Elastic Cloud in order to access the
Elastic Support Hub. You must have a cloud account to access the support hub. Refer to this blog
post for more information on this recent change. Once you're logged in, click the support icon in the
top right corner (looks like a life preserver).

Steps to opening a case:

1. Log in to your Elastic Cloud account through https://support.elastic.co.

2. Use the Support Assistant to troubleshoot your issue and search for relevant solutions, known
issues, and guidance.
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You will then receive an email from our system letting you know your case was created, and all
future conversation can occur through email.

What should | say in my case?

There are two key pieces of information you can give us in your email:

1. The Deployment ID you're asking about (you may have several)

2. The nature of the problem

Tell us as much about the problem you're facing as possible, and we will do the rest. You can find
your Deployment ID on the overview page in the Elastic Cloud Console for each cluster under your
account.

Making use of the community forums

Limited Support Level is specific to the Elastic Cloud platform and not in-depth Elasticsearch
support. Luckily we have vibrant and active communities around our other products where you can
get your Elastic Cloud questions answered. In addition, we also offer Gold, Platinum, and Enterprise
Subscription Levels for Elastic Cloud that may be more to your liking.

So, where are these communities?

Such a simple question, but a good one. The best place to start is our community page, which lists
all the best community resources. The most commonly used resources are our community forums
on discuss.elastic.co.

Feel free to use these forums as sources of information and for general discussions. Of course, as a
customer you do not need to rely on these communities for your critical or confidential support
needs, and we strongly recommend against posting any time-sensitive requests here — you have
us for that!


https://www.elastic.co/pricing
https://www.elastic.co/pricing
https://www.elastic.co/community/
https://discuss.elastic.co/
https://www.elastic.co/resources/security/report/forrester-xdr-wave?plcmt=global-alert-banner&cta=eswp-174
https://www.elastic.co/about
https://www.elastic.co/partners
https://www.elastic.co/support
https://cloud.elastic.co/login
https://www.elastic.co/
https://cloud.elastic.co/registration?pg=global&plcmt=nav
https://www.elastic.co/contact
https://www.elastic.co/pricing
https://www.elastic.co/docs

4+ The Forrester Wave™: XDR Platforms, Q2 2026 Access report About us Partners Support v @ Login

Elasticsearch Solutions Enterprise Resources Pricing Docs Q* Start free trial Contact sales

Download PDF Version or Previous Versions Available Here

RSS

ABOUT US PARTNERS INVESTOR RELATIONS
About Elastic Find a partner Investor resources
Leadership Partner login Governance
Blog Request access Financials

FOLLOW US Newsroom Become a partner Stock
JOIN US TRUST & SECURITY EXCELLENCE AWARDS
Careers Legal Previous winners

Career portal Trust center Elastic{ON} Tour


https://www.elastic.co/
https://www.elastic.co/
https://www.linkedin.com/company/elastic-co
https://www.youtube.com/user/elasticsearch
https://www.facebook.com/elastic.co
https://www.twitter.com/elastic
https://github.com/elastic
https://www.elastic.co/about/
https://www.elastic.co/about/leadership
https://www.elastic.co/blog
https://www.elastic.co/about/press
https://www.elastic.co/careers
https://jobs.elastic.co/#/
https://partners.elastic.co/findapartner/
https://cloud.elastic.co/login?redirectTo=https://partners.elastic.co/English/Partner/home.aspx
https://partners.elastic.co/English/register_email.aspx
https://www.elastic.co/partners/become-a-partner
https://www.elastic.co/legal
https://www.elastic.co/trust
https://ir.elastic.co/overview/default.aspx
https://ir.elastic.co/governance/governance-documents/default.aspx
https://ir.elastic.co/financials/quarterly-results/default.aspx
https://ir.elastic.co/stock-info/stock-quote/default.aspx
https://www.elastic.co/blog/2022-elastic-excellence-awards-winners
https://www.elastic.co/events/elasticon
https://www.elastic.co/docs/deploy-manage/deploy/elastic-cloud/available-stack-versions
https://www.elastic.co/pdf/support-welcome-cloud-2026-10-05.pdf
https://www.elastic.co/product-subscription-archive
https://www.elastic.co/legal/support_policy/cloud_services/feed
https://www.elastic.co/resources/security/report/forrester-xdr-wave?plcmt=global-alert-banner&cta=eswp-174
https://www.elastic.co/about
https://www.elastic.co/partners
https://www.elastic.co/support
https://cloud.elastic.co/login
https://www.elastic.co/
https://cloud.elastic.co/registration?pg=global&plcmt=nav
https://www.elastic.co/contact
https://www.elastic.co/pricing
https://www.elastic.co/docs

4+ The Forrester Wave™: XDR Platforms, Q2 2026 Access report About us Partners Support v @ Login

. . . . . + .
Elasticsearch Solutions Enterprise Resources Pricing Docs Q* Start free trial Contact sales
Trademarks Terms of Use Privacy Statement Sitemap This website and all associated c'ontent,'softvv'are, dlscus’sm')n forums, prgducts, and services are intended for professional
use only. No consumer use of this website or its content is intended or directed.
© 2026. elasticsearch B.V. All Rights Reserved Elastic, Elasticsearch, and other related marks are trademarks, logos, or registered trademarks of elasticsearch B.V. in the

United States and other countries.

Apache, Apache Lucene, Apache Hadoop, Hadoop, HDFS and the yellow elephant logo are trademarks of the Apache
Software Foundation in the United States and/or other countries. All other brand names, product names, or trademarks
belong to their respective owners.

Notice at Collection | Your Privacy Choices


https://www.elastic.co/careers/how-we-hire
https://www.elastic.co/trust/privacy
https://www.elastic.co/legal/trade-compliance
https://www.elastic.co/legal/ethics-and-compliance
https://www.elastic.co/events/sponsor
https://www.elastic.co/events/
https://www.elastic.co/legal/trademarks
https://www.elastic.co/legal/terms-of-use
https://www.elastic.co/legal/privacy-statement
https://www.elastic.co/sitemap
https://www.apache.org/
https://www.apache.org/
https://www.elastic.co/resources/security/report/forrester-xdr-wave?plcmt=global-alert-banner&cta=eswp-174
https://www.elastic.co/about
https://www.elastic.co/partners
https://www.elastic.co/support
https://cloud.elastic.co/login
https://www.elastic.co/
https://cloud.elastic.co/registration?pg=global&plcmt=nav
https://www.elastic.co/contact
https://www.elastic.co/pricing
https://www.elastic.co/docs

