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Getting going with Coupa isn’t just about support. Of course we provide total customer support, but what we’re focused on is your
success. Support doesn’t make you successful – using the platform as well as you possibly can is what will make you successful. Our
Customer Success Agents are highly trained experts in Coupa products and best practices for usage. We are 100% focused on making
you completely successful.
Designated Support Contacts
Each customer will designate a Coupa administrator and establish one or more Coupa experts within their organizations who can answer
questions and resolve issues as needed when they arise from employees within the company. When needed, the designated support
contacts will contact the Coupa support team for assistance.
Online Support Portal
Coupa’s Support Portal includes an online knowledge base and a variety of best practices and other resources, as well as letting
customers submit support tickets. Customer support contacts enter support request tickets, work through issues with the Customer
Success Agent, and take action as needed to implement the resolution to the issue. The online portal makes it easy and convenient to
manage this process.
Live Phone Support
Customers can feel sure knowing that they can turn to a live Customer Success agent to help them with questions on their usage of
Coupa. For the highest level of 24x7 support, choose one of our premium support packages.
Severity Levels
Well defined severity levels help to ensure that any issues that customers may experience are prioritized appropriately. Customers who
require the fastest response to issues may choose one of our premium support packages.
Coupa Severity Levels
Level 4: Service Requests such as sandbox
refreshes, SSO setups, etc..
Level 3: Error that results in common functionality
experiencing an intermittent problem or a consistent
failure in less common functionality.
Level 2: Serious error that results in a major function
of the Service suffering a reproducible problem causing
either major inconvenience to users or consistent
failure in common functionality.
Level 1: Severe error that results in the Service being
completely unavailable and halting transactions with no
workaround.

PAGE 1 of 1

DATA SHEET

