
Customer Support Plans
Maintain maximum performance with tailored 
support plans to meet your business needs

Support Plan Options

Standard
Get started with your Cognex assets 
and browse support as needed. 
Upgrade to Professional or Enterprise at 
any time. 

	▪ Learn more about your products and 
solutions with self-service resources 
and tutorials 

	▪ Go further by requesting additional 
training and resources as needed 

Professional
Enhance your partnership with Cognex 
with key guidance and timely support 
when you need it most. Includes 
Standard plan, plus:

	▪ Ensure timely support with fast 
responses to critical events

	▪ 24/7 access
	▪ Guaranteed response times
	▪ Dedicated telephone hotline
	▪ Unlimited support cases

Enterprise 
Take your Cognex partnership to new 
heights with personalized access and 
response to technical support resources. 
Includes Professional plan, plus:

	▪ Minimize disruption with fastest 
responses during critical events 
from advanced support personnel

	▪ 24/7/365 access
	▪ Metrics reports
	▪ Multiple access channels (Phone, 

email, web, virtual remote assistant)

Customer Support Plans combine actionable flexible 
support options to ensure maximum performance and 
time to value with Cognex products and solutions.

 Technical support 24/7

 Dedicated support experts

 Global reach



Corporate Headquarters 
One Vision Drive  
Natick, MA 01760  USA 

Contact us or find your  
regional sales office:  
www.cognex.com/sales

Americas
North America +1 855 426 4639
Brazil +1 855 426 4639
Mexico +52 552 789 5444

Europe
Austria +49 721 958 8052
Belgium (FR) +33 176 549 318
France +33 176 549 318
Germany +49 721 958 8052
Ireland +353 21 601 9005
Italy +39 02 9475 4345
Spain +34 93 220 6237
Switzerland (DE) +49 721 958 8052
Switzerland (FR) +33 176 549 318
United Kingdom +353 21 601 9005
Other Europe +353 21 601 9005

Asia-Pacific
China +86 021 8036 5424 
India +91 7305 040397
Japan +81 345 790 266
Korea +82 070 4784 4038
Malaysia +60 3 2774 6820
Singapore +65 3158 2511
Taiwan +886 801 492 017
Other Asia-Pacific +65 3158 2511

www.cognex.com

Advanced machine vision made easy
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Support Plan Comparison

Support Plan Standard (free) Professional ($) Enterprise ($$)

Availability Local business hours (9 am - 5 pm) 24/7 24/7/365

Response SLA—Severity 1 (Critical) 1 business day* 1 hour 15 minutes

Response SLA—Severity 2 (Serious) 1 business day* 2 hours 30 minutes

Response SLA—Severity 3 (Moderate) 1–2 business days* 8 hours 1 hour

Response SLA—Severity 4 (Low) 2–3 business days* 24 hours 8 hours

Response SLA—Severity 5 (Informational) 5 business days* 72 hours 24 hours

Support communication channels Web, messaging Email, web, messaging, phone Email, web, messaging, phone, 
virtual remote assistant

Number of cases Unlimited Unlimited Unlimited

Additional services** N/A Add-on Add-on

*	 Response times for the Standard Plan are not guaranteed
**	 Additional services, such as scheduled system health checks, scheduled VPN checks, on-site service, and install and commissioning support, are available at an 

additional cost


