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​Ubuntu Pro + Support:​
​enterprise support​
​for your full open source stack​

​OUR VISION​ ​Provide reliable, expert enterprise-grade support directly from​
​the source for Ubuntu and your full open source stack.​

​We help customers manage and grow their infrastructure​
​confidently and efficiently. As the publishers of Ubuntu, we bring​
​unmatched insight and hands-on expertise that result in the most​
​authoritative support offering for Ubuntu and the technologies​
​that run alongside it. Our focus is on stability, control, and​
​customer satisfaction, while delivering services that benefit both​
​businesses and the open source community.​

​Get Ubuntu Pro + Support​

​WHAT’S INCLUDED​ ​•​ ​Break/fix and bug-fix support for your open source​
​environment​​, including snaps, charms, containers,​​and​
​thousands of open source packages for the most popular​
​software in the world – covering your stack from​
​infrastructure to toolchains, runtimes, and orchestration.​

​•​ ​Direct access to Canonical engineers​​and the teams​​that​
​build and maintain Ubuntu and core open source​
​technologies.​

​•​ ​Collaboration with upstream projects​​to escalate,​
​reproduce, and accelerate fixes, including interim patches as​
​needed to keep your systems running.​

​•​ ​(Optional) Named support resources​​that provide​
​proactive guidance, share knowledge, deliver best practices,​
​run operational reviews, coordinate upgrades, and advise on​
​architecture changes. These resources also act as an​
​extension of your team during migrations, upgrades, or​
​other critical events.​

​Explore the full Ubuntu Pro + Support offering​
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https://ubuntu.com/pro/subscribe
https://ubuntu.com/support


​SUPPORT TIERS​

​Tier​ ​Benefits​ ​Best for​

​Weekday Support​ ​Cost-effective essential support during​
​standard business hours​

​Organizations operating primarily during standard business​
​hours with predictable workloads​

​24/7 Support​ ​Around-the-clock coverage with enhanced​
​response times​

​Organizations requiring continuous support, especially those​
​with critical operations outside of standard hours​

​Technical Account Manager​
​(TAM)​

​Named contact offering proactive, faster​
​support with regular strategic guidance​

​Organizations needing fast response times and a​
​collaborative partnership for continuous support and​
​operational reviews​

​Dedicated Support​
​Engineer (DSE)​

​Single point of contact providing hands-on​
​guidance​

​Organizations seeking personalized, proactive support​
​tailored to custom environments with close collaboration​

​SUPPORT SCOPE​ ​•​ ​Break/fix operational support​
​Get expert help when incidents affect system stability or​
​security. Our team diagnoses and resolves issues rapidly​
​across Ubuntu and your full open source stack – including​
​containers, orchestration, and custom integrations – to​
​minimize downtime and maintain smooth operations.​

​•​ ​Software bug/fix patching​
​Receive fast resolution for software bugs, even when​
​upstream projects cannot provide immediate fixes. We use​
​our close relationships with maintainers and our deep​
​expertise to accelerate bug resolution and deliver interim​
​patches, ensuring critical issues do not disrupt your​
​business.​

​•​ ​Support Knowbot, Knowledge base and expertise​
​transfer​
​Troubleshoot in real-time with AI-powered suggestions that​
​draw directly from our documentation and Knowledge Base,​
​a collection of articles for troubleshooting open source​
​software, based on our 20 years of experience.​

​SERVICE LEVEL AGREEMENTS (SLAS):​
​COMMITMENT TO FAST, RELIABLE RESPONSES​

​•​ ​Coverage ranges from standard business hours to 24/7/365,​
​depending on service tier and issue severity.​

​•​ ​Support channels include knowledge base, ticket system,​
​phone, and video calls where available.​

​•​ ​Named contacts provide continuity, faster response times,​
​and escalation paths, regular operational reviews and​
​reduced resolution time by maintaining context.​

​•​ ​Severity 1 response times range from four business hours​
​(weekday tier) to one hour or less (higher tiers), with​
​continuous live support during critical issues available with​
​named support engineers.​
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​Self-support​​1​ ​Weekday support​ ​24/7 Support​

​Hours of Coverage​ ​N/A​ ​24/5​ ​24/7/365 for severity 1​
​Standard business hours​​2​ ​for​
​other severity levels​

​Available channels​ ​Knowledge​
​Base​

​Support portal​​,​​including​
​Knowledge Base​​,​​phone, and​
​ticket​

​Support portal​​,​​including​
​Knowledge Base​​,​​phone, and​
​ticket​

​Response times​ ​Initial and​
​ongoing​
​response​

​Initial​
​response​

​Ongoing​
​response​​3​

​Initial​
​response​

​Ongoing​
​response​​3​

​Severity 1​
​A production service or mission-critical system is​
​down, inoperable, or experiencing a total​
​disruption of work, resulting in a critical and​
​immediate impact on core business operations,​
​with no workaround available.​

​N/A​ ​4 hours​ ​2 hours​ ​1 hour​ ​2 hours​

​Severity 2​
​Core functionality in a production environment​
​or mission-critical system is severely degraded,​
​resulting in a major functionality impairment​
​where operations can continue only in a​
​restricted fashion, and no workaround is​
​immediately available.​

​N/A​ ​8 business​
​hours​​2​

​8 business​
​hours​​2​

​2 hours​ ​8 business​
​hours​​2​

​Severity 3​
​Standard support request with minimal​
​functionality or business impact.​

​N/A​ ​12 business​
​hours​​2​

​Weekly​ ​6 hours​ ​Weekly​

​Severity 4​
​Request for information. No business impact.​

​N/A​ ​24 business​
​hours​​2​

​N/A​ ​12 hours​ ​N/A​

​1​ ​Included with all​​Ubuntu Pro​​subscriptions​
​2​ ​8:00 AM to 5:00 PM at the Customer’s location. Weekends​​are not included.​
​3​ ​Canonical Support will provide follow-up updates​​within defined time frames after responding to a customer inquiry. These ongoing​
​response time frames are defined based on the severity level of the issue, and counted from the time of the latest severity update.​

​Get in touch​

​WHY CHOOSE​
​CANONICAL SUPPORT​

​20+ years as Ubuntu​
​publishers and open source​
​leaders​

​We are the publishers and maintainers of Ubuntu, providing the​
​most authoritative and effective support available. We bring​
​unparalleled insight and accountability for the software​
​powering your critical infrastructure, grounded in decades of​
​open source leadership.​

​Direct access to certified​
​experts and active​
​contributors​

​Our engineers hold industry certifications, contribute upstream,​
​and provide expert support worldwide, ensuring a transparent,​
​efficient experience without tiered queues or “black-box”​
​escalations.​

​Deep familiarity with your​
​environment and codebase​

​Collaborate directly with skilled engineers who understand both​
​your unique setup and the upstream projects.​

​Proven success across​
​industries​

​Trusted by hundreds of enterprises across finance, research,​
​telecommunications, government, and more.​

​Support that delivers what​
​customers need​

​“The support team was very professional, patient, and​
​understanding of our needs. They assisted with every request, took​
​initiatives for troubleshooting the issues with us, and ultimately​
​were able to find the solution for the problem. Outstanding​
​representatives right there, they deserve all the praise for their good​
​work and dedication to helping the customers.”​

​Server Administrator at Charlotte Water,​
​Industrial Control Systems​
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https://support-portal.canonical.com/
https://support-portal.canonical.com/
https://support-portal.canonical.com/
https://support-portal.canonical.com/
https://support-portal.canonical.com/
https://support-portal.canonical.com/
https://ubuntu.com/pro
https://ubuntu.com/support/contact-us?product=support-overview


​KEY STATS​

​Over 80%​
​of customers rate their​
​support experience as truly​
​satisfying​

​Global 24/7​
​coverage with regional and​
​geo-aware expertise as​
​needed​

​Up to 15 years​
​of security coverage and​
​support per release, with the​
​Legacy add-on​

​More than 99%​
​of support cases responded​
​to within 15 minutes​

​WHERE TO LEARN MORE​ ​•​ ​Explore reliable Linux support designed to help keep your​
​systems running secure and up to date.​

​•​ ​Understand what Linux support entails and why it’s important​
​for your business.​

​•​ ​Read how Canonical’s MicroCloud and support helped​
​Université de l’Ontario Français succeed.​

​•​ ​Which companies offer open source support?​

​Get in touch​
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​© 2026 Canonical Limited. Ubuntu, Kubuntu, Canonical and their​
​associated logos are the registered trademarks of Canonical Ltd.​
​All other trademarks are the properties of their respective​
​owners. Any information referred to in this document may change​
​without notice and Canonical will not be held responsible for any​
​such changes.​

https://ubuntu.com/support
https://ubuntu.com/support
https://ubuntu.com/blog/what-is-linux-support
https://ubuntu.com/blog/what-is-linux-support
https://ubuntu.com/engage/university-ontario-francais-microcloud-case-study?_gl=1*sloadz*_gcl_au*ODU5OTc2NzI5LjE3NTM1MTc3NDM.
https://ubuntu.com/engage/university-ontario-francais-microcloud-case-study?_gl=1*sloadz*_gcl_au*ODU5OTc2NzI5LjE3NTM1MTc3NDM.
https://canonical.com/knowledge/security-and-compliance/which-companies-offer-open-source-support
https://ubuntu.com/support/contact-us?product=support-overview

