
 

 

 

Customer Support Offerings, Quick Reference 

Guide 
 

Thank you for purchasing Northcraft Analytics!  As the leader in the discipline of Business Intelligence (BI) 

Applications for IT, we are proud to offer the most comprehensive support plan in the industry, with true BI 

application support.  You may contact us via a variety of channels to address your most pressing issues, using the 

following methods: 

 

Web - https://northcraftanalytics.desk.com/customer/login?return_to=%2F 

Email - support@northcraftanalytics.com – This auto-generates a support request and enables conversation 

management. 

Phone - (800) 565-1375 – 9am to 5pm Monday EST (Basic Support Hours), ask operator for support (We have real 

human beings answering!). 

 

Furthermore, our maintenance package covers more than simply upgrades, platform performance and server 

down issues.  We assist our customers with all your most complex BI Development needs, including: 

 Key Performance Indicator Creation -- Measure, goal, status and trend 

 Measure creation – measurement requests from our customer base often make it into future releases! 

 Attribute additions to existing dimensions – If you add a new field to your enterprise application for IT 

(ServiceNow, JIRA, SolarWinds, Remedy), we’ll be happy to include it for you, simply request through the 

channel you prefer above. 

 Time Dimension modifications – For example, if you would like your unique fiscal year added to our 

product, simply request it through support. 

 Platform Portability – If you switch underlying enterprise applications (data source) for a process area 

(Incident Management), and your maintenance/subscription agreement has been renewed, you can keep 

your Northcraft BI solution, provided you connect to only 1 production environment.   

A common example would be for a customer who switches from BMC Remedy ITSM to ServiceNow.  Minimal services are still 

required for the implementation but are minimal when you consider the effort to re-build your BI capabilities for a new data 

source using consultants or internal resources.   

 

 

 

 



 

 

Below you will find the service categories and definitions for included customizations along with their yearly 

request frequency included in the service Agreement: 

Metrics Definition Example Basic Extended Unlimited/Plus* 

Simple 
Count/Duration with one 

condition 

Incidents 

Priority Critical 

None 
Included, limited Unlimited 

Medium 
Count/Duration with multiple 

conditions 

Changes 

Outside 

Scheduled 

Window 

None 

Included, limited Unlimited 

Complex 
Count/Duration requiring 

joins or nested scenarios 

Incidents 

Resolved by 

Front Line 

None 

Included, limited Unlimited 

Unique 
Multi-step or sequenced 

tables 

Incidents 

Incorrectly 

Assigned  

None 

Services/Customer Unlimited 

Ratios 
One metric divided by 

another 

Average 

Resolution Time 

None 
Included, limited Unlimited 

    

Attributes      

Simple 
Field displayed as specified in 

database 

Incident 

Number 

None 
Included, limited Unlimited 

Translated Requiring field translation Priority None Included, limited Unlimited 

Joined 
Requiring join to alternate 

table 
Assigned to 

None 
Included, limited Unlimited 

Complex Requiring Multi-Step logic Aging Category None Services/Customer Unlimited 

Total Unique Customizations Provided per Module per Year: 

 

None 

Total of 5 changes 

annually per 

module 

(combined) 

Unlimited, New 

Cubes and New 

Reports are not 

included 

*Unlimited Plus Support Plan includes up to 5 custom report/dashboard builds per month (Power BI only). 

 

 

 

 

 

 

 

 



Below, you will find a description of some of the key customer support processes for Northcraft Analytics. 

1.1 Customer Support Status Codes 

The following status codes are defined: 

Problem Status Description 

New Support Request is registered 

Assigned Support Request is classified and is assigned to a Group or Individual 

In Progress The assigned Group or Individual has accepted and is working to address the Support 

Request 

Pending The Support Request is waiting on an action by a client or third party, supply delivery, a 

vendor or is being monitored. 

Resolved When the Support Request has reached a ‘fix’ or workaround solution has been applied 

that allows the end-user(s) to able to perform their job duties and responsibilities. 

Closed The solution has been implemented and users are able to perform their job duties and 

functions, and the end-user(s) have been notified and their agreement obtained, or 

Support Request has been in a Resolved status for 5 days. 

 

 

1.2 Target Process Standards (Production and Non-Production 

Environments) 

To provide quality control over Support Request resolution, the Support Request process is split into sub-

components. A target process standard or metric is applied to each priority, as shown below.  

We use these target process standards/metrics to help evaluate our efficiency in addressing Support Requests 

affecting our customers. 

Key event Critical High Medium Low 

Support Request  

assigned Metric – Time 

to Respond 

1 hour 2 hours 4 hours 24 hours 

Support Request 

resolved Metric –Time 

to Resolve  

8 hours 48 hours 5 days 10 days 

Business Hours 24X7 Standard (9-5 Eastern) Standard (9-5 Eastern) Standard (9-5 Eastern) 

 

 

1.3 Notification Policy (Customizable by Customer) 

The objective of the notification policy is to inform customers about the status of a Support Request and how it has 

affected application availability. 



Northcraft Analytics (via CRM system) will send out a notification to a pre-defined distribution list based on the 

Support Request priority. 

The notification is an outbound communication that will inform the customers that:  

• A Support Request of any priority has been created 

• The service has been recovered and is available  

• New functionality has been added to their Northcraft BI Application 

 

Recipient of Notification Critical Priority High Priority Medium Priority Low Priority 

Northcraft Support Y Y Y Y 

Customer Single Point of 

Contact (SPOC) 

Y Y Y Y 

 

 

1.4 Escalation Policy 

The objective of the Escalation Policy is to ensure that the appropriate resources are assigned to provide a Support 

Request with the required attention, based upon its priority.  In order to achieve this objective, policy timeframes 

are defined.  These timeframes apply to Support Requests that have not been resolved in the prescribed intervals 

set by the Target Process Standards. 

The criteria used to escalate Support Requests will be the elapsed time after the Support Request has been logged.  

The Support Request Manager must be notified about an escalated Support Request.  He/she will then be 

responsible to take appropriate actions. 

 

Priority Level Support Request Owner Manager(s) Customer Support 

Director 

Executive 

Critical 4 hours 4 hours 8 hours 12 hours 

High 8 hours 8 hours  1.5 days   

Medium 2 days 2.5 days   

Low 4 days     

 

Escalation to the Support Request Manager outside of prime shift is via pager. It is the responsibility of the Support 

Request Manager to manually escalate to the next level as appropriate. 

1.5 Support Request Closure Policy 

The only persons allowed to close a Support Request Support are the Request Owner, (Final) Fix Agent or the 

Support Request Manager. Closure will occur when the Support Request Owner, (Final) Fix Agent or the Support 

Request Manager gains agreement from the customer to close the Support Request or will automatically close 

after being in a resolved status for 5 days.  
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