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Partners

We are architects and 
advocates, working 
relentlessly to support, 
educate, and advise our 
customers. Together, we 
build a culture of security 
awareness and confidence.

Portfolio

With our customer-obsessed 
experts, enhanced customer 
portal, and a flexible service 
model, customers enjoy the 
best possible experience. 
Every time.

Platform

Our evolved customer 
portal advances the 
customer experience, 
providing comprehensive 
self-service tools and 
education.

Trellix Thrive: Experience Success Beyond Support



Thrive Portfolio



Thrive Success Packages for Customers



Service Type Features and Offerings Essential Advanced Elite

Support

Services Portal, Online Resources

SLO (S1 & S2 / S3 / S4) 60m, 12h, 1d 30m, 8h, 1d 15m, 4h, 8h

24x7x365 Phone Support S1 only

Live Chat, Email Case Submission

Advanced Case Routing S1 only

Case Prioritization Over Essential Over Advanced

Designated Success Engineer Flex Credits 

National Support (US/Singapore Only) Flex Credits

Education
Digital, Self-Guided Training

Menu of Flexible Education Services For Purchase Flex Credits Flex Credits

Pro Serv

Menu of Proactive Success Services

For Purchase Flex Credits Flex Credits
Menu of Consulting Services

Menu of Intel Services

Menu of Premium Services

Trellix Thrive Offerings - Commercial



Deployment

Configuration

Tuning

Automation

Integration

Health Services

Premium Service 
Experiences

Consulting 
Services

Education ServicesProactive 
Success Services

Advanced and Elite customers can redeem their Flex Credits for Flex Services.  The flexibility of these options 
allow customer to get services and support when they need it, focus on outcomes that matter most, say good-
bye to delays from ad hoc SOWs and multiple purchasing cycles.

Private Training

Public Training

Custom Training

Assessments

Threat Intel Briefing

Expert Knowledge

Strategic Services

Custom Services

Designated 
Success Engineer

PS Residency

Flex Services Menu



Thrive Platform



Trellix Thrive Portal

THRIVE.TRELLIX.COM
Unified support of all Trellix Solutions



Trellix Thrive Portal Access

Partner Accounts:

- Partners have own account
- Ability to add/remove users
- Unlimited users per account
- Access to 

- Support cases
- Knowledge base and discussion 

threads
- Digital training
- Tools
- Product documentation and 

downloads

Customer Accounts:

- Customers have full admin rights to 
add users to their account

- Customer admin must add Partner to 
their account

- Partner Admin/Partner User
- Partners will have support entitlement 

of customer account (Essential, 
Advanced, Elite)

- Can “Follow” account and received 
daily digest of open issues

- Unlimited users per account



Thrive Support Case View

View/sort by 
account through 
one login

View/sort 
by date 
opened/last 
modified

Sort/View by Case Severity



Thrive Knowledge Community

Search by knowledgebase articles 
or community discussion threads



Discussion Threads

Participate in 
discussions or Ask a 
Question



Thrive Elite for 
Partners



Thrive Elite for MSSP

This package is designed for Service Providers and Systems Integrators that require faster 
resolution times and wish to bypass Tier 1 and 2 Support. 

Thrive Elite deliverables include:

● Global support for up to 360 service requests per 12 month period.
● Unlimited support portal contacts 
● Fastest support response times
● Designated Success Engineer(DSE) 
● Escalation management
● Monthly reporting 



Designated Success Engineer

Support for situations including, but not limited to:

● Open case management
● Case review status (as agreed with customer)
● Updates on escalations to product management or engineering
● Advise on new features relevant to the customer environment
● Technical reviews, assessments, and recommendations
● Monthly support reporting as agreed

The Designated Support Engineer(DSE) is a single point of contact and trusted advisor 
for the Partner on technical issues, familiar with the Partner context, providing and 
enabling proactive assistance and support, guidance and expediting services. 



Looking 
Forward



Continuous Innovation

Looking forward to 2025:

- Additional functionality in Trellix Thrive portal and tools

- Expansion of partner programs and offerings

- Increased collaboration between Trellix and partners for post-sale 
support and services
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