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Primary Support for PAC Software

m Latest software releases
m Access online resources 24/7
m Access to experts to troubleshoot issues

m Emergency after-hours support

Introduction

Primary Support is a prognostic service designed to optimize
the reliability and performance of your PACSystems controllers
and PAC software. It is the core element for Emerson Lifecycle
Services, designed to improve your productivity and reduce
service costs.

Benefits

Primary Support provides you access to the customer support
center website which includes comprehensive online resources
that are available 24/7. This is a self-service portal that allows
you to manage technical support cases, access knowledge
articles, and download product updates. The customer center
web portal is available 24/7. Visit the portal to find the answers,
solutions and resources you need in real time. Search technical
articles, best practices, tips and tricks, product documentation,
download service packs and software improvement modules
(SIM), and have real-time access to product alerts and videos.

Subscribe to an innovative service for achieving peak reliability and
performance of your Emerson PAC software and controllers.

Primary support helps you stay ahead of the technology curve
with the latest software releases, including service packs and
major new releases.

Primary Support delivers access to experts to troubleshoot
and address system failures. Slower repair times lead to longer
production downtime. Troubleshooting a problem or fixing a
system can cost significant time and money. Our experts are
always available to help you solve your greatest challenges and
most critical issues. Emerson’s professionals work closely with
the engineering and customer response teams, and have been
equipped with the tools and information they need to support
the customer and answer day-to-day questions.
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Deliverables Hours of Operations:

Web support is provided through the customer center When contacting Emerson customer support for technical
portal to Primary Support Customers who have purchased assistance, please have your customer service number (CSN)
Primary Support: and/or case number available to expedite call routing.

m Phone Support & Email Support m Americas:

= Web Support; Customer Center (Web) Portal Monday - Friday: 8:00 am - 6:00 pm Eastern Time

m Emergency 24x7x365 After Hours Support " Asia Pauflc:. .
Monday - Friday: 9:00 am - 5:30 pm Beijing Time
m 24x7x365 Customer Community/Online Portal . .
m Europe, Middle East and Africa:

m Access to Extensive Knowledge Base Monday - Friday: 8:00 am - 6:30 pm Central European Time
m Access to Maintenance and Latest Software Releases

m All Priority Levels Initial Response: One Business Day

Ordering Information

Support Product Option Description Part Number
¢ PACSafe Configurable Safety Controllers 1- Year Primary Support - PRIMARYSUPPORTNEW
* PACSystems RSTi New License for PAC Software

* PACSystems RSTi-EP
¢ PACSystems RX3i

* VersaMax

* VersaMax IP

* VersaMax Micro

* VersaPoint

* VersaSafe 1- Year Primary Support - PRIMARYSUPPORTRENEWAL
* QuickPanel+ Renewal License for PAC Software

¢ Change Management

¢ Device Manager Essentials (HART)
e Fieldcare (HART)

¢ Machine Edition

* PAC8000 Workbench

* Process Systems Software

https:||emerson-mas.force.com/communities/|CC_Login
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United States Office

Emerson Automation Solutions
Intelligent Platforms, LLC

2500 Austin Dr

Charlottesville, VA 22911

Germany Office

Emerson Automation Solutions
ICC Intelligent Platforms GmbH
Memminger StraBe 14
Augsburg, DE 86159

China Office

Emerson Automation Solutions
Intelligent Platforms (Shanghai) Co., Ltd
No.1277, Xin Jin Qiao Rd, Pudong,
Shanghai, China, 201206

©2022 Emerson. All rights reserved.

Brazil Office

Emerson Automation Solutions
Av. Hollingsworth, 325 - Iporanga
Sorocaba - SP, 18087-105

Italy Office

Emerson Automation Solutions
Progea Srl

Via D’ Annunzio 295,

1-41123 Modena, Italy

Singapore Office
Emerson Automation Solutions

Intelligent Platforms Asia Pacific Pte. Ltd.

1 Pandan Cres,
Singapore, 128461

Australia Office

Emerson Automation Solutions
471 Mountain Hwy,

Bayswater VIC 3153, Australia
+61397210200

India Offices

Emerson Automation Solutions
Intelligent Platforms Pvt. Ltd.,
Building No.8, Ground Floor
Velankani Tech Park, No.43
Electronics City Phase |, Hosur Rd
Bangalore-560100

The Emerson logo is a trademark and service mark of Emerson Electric Co. The PACSystems logo is a mark of one of the Emerson family of companies.
All other marks are property of their respective owners.

The contents of this publication are presented for information purposes only, and while diligent efforts were made to ensure their accuracy, they are
not to be construed as warranties or guarantees, express or implied, regarding the products or services describe herein or their use or applicability.
All sales are governed by our terms and conditions, which are available on request. We reserve the right to modify or improve the designs or
specifications of our products at any time without notice.
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