
Customer Success
& Technical Support
Prevalent is committed to providing the support your organization needs to 
maintain an effective third-party risk management program. As a Prevalent 
customer, you gain access to a team of experienced and knowledgeable 
Customer Success Managers and Technical Support Specialists ready to 
help you gain the most value from your investment.

Your Success Is Our Success
Prevalent’s highly skilled Customer Success and Technical Support 
team is dedicated to answering your questions and addressing 
solution issues in a timely manner. Representatives are available via 
email, phone and within the Platform itself.

Trusted, reliable third-party risk 
management program support

Key Benefits

• Minimize business disruption 
through rapid engagement and 
issue resolution

• Improve efficiency and ensure 
high availability through best 
practices operational guidance

• Reduce risk by proactively 
identifying areas for improvement

• Gain maximum value from your 
Prevalent investment

support@prevalent.net   |   877-773-8253 (U.S. & Canada)   |   +44 (0)1256 639 450 (EMEA)

Your Customer Success Manager:    
A Trusted, Go-To Contact

A designated Customer Success Manager (CSM) is assigned 
to every customer to ensure continuous, personalized support 
and effective user onboarding. In addition to guiding product 
adoption and acting as the primary point of contact for issues and 
escalations, CSMs offer services including:

• Developing and regularly reviewing customer success plans

• Tracking escalations to ensure efficient issue resolution

• Delivering product release and new features notifications

• Performing health checks and tracking health scores

• Creating environment profiles for more effective support

• Facilitating roadmap overviews with product managers

• Reviewing and acting on Net Promoter Scores (NPS) 
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Prevalent Customer Success and Technical Support 
teams are here to guide you to key milestones 
throughout the third-party risk management lifecycle.



Contact Title Email Phone

Primary Prevalent Technical Support help@prevalent.net 877-318-7876

Escalation 1 Customer Success Manager Provided at kickoff Provided at kickoff

Escalation 2 Director, Customer Success Provided at kickoff Provided at kickoff

support@prevalent.net   |   877-773-8253 (U.S. & Canada)   |   +44 (0)1256 639 450 (EMEA)
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Prevalent delivers the  industry’s only purpose-built,  
unified third-party risk management platform.

Assess
Automate the process of collecting, 
analyzing, remediating and reporting on 
vendor evidence.

Monitor
Make better risk-based decisions with technical 
insight into threats, breaches and network health, 
combined with a strategic view of business risks. 

Consult
Plan, optimize and mature your TPRM program 
with professional services, or take advantage 
of managed services options.

Share
Partner with vendors through shared 
repositories of validated questionnaires with 
supporting documents.

TPRM Platform

Technical Support: At the Ready to Ensure Uptime & Productivity

With dedicated support centers in the United States, Canada and the United Kingdom, Prevalent offers 
customers technical support Monday through Friday between 8:00am UK time and 5:00pm U.S. Eastern time. 
Prevalent will respond to and resolve system faults based on the severity levels detailed below.

Severity Fault Description Response Time Goal Target  Resolution

1 Production system is down, impacting all Prevalent applications 1 hour 4 hours

2
Ability to use the application services, but company operation is 
severely restricted, and no workaround exists

4 hours 1 business day

3 
Ability to use application services with faults that cause minor 
disruption to service

1 business day
As promptly as reasonably 
possible

4 Information needed or other request 1 business day 10 business days

Escalation & Contact Information 

Prevalent provides multiple levels of contact for case escalations, as detailed below.

“Great support and vendor engagement. Support was responsive, and we 
received great advice on how to structure the solution for our TPRM program.”
- Director, Identity and Access Management for a $30B retail organization 


