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AWS Support Tier Strategy 2026: the complete pricing, value,
and negotiation framework

AWS Support is one of the largest invisible line items on most enterprise AWS bills. The pricing formula
scales with spend, the tier choices have specific value tradeoffs, and the entire bill is negotiable when
commitment is large enough.

AWS Support is a meaningful percentage of nearly every enterprise AWS bill, and yet most buyers select a
support tier once, never revisit the decision, and never negotiate the price. The result is consistent; support
costs scale linearly with AWS spend, support value does not, and the gap grows wider every year. This
guide lays out the tier structure, the pricing mathematics, the value differences that actually matter, and the
negotiation levers available to buyers above $1M annual AWS spend.

This is a pillar guide. Sub-cluster pieces — Enterprise Support negotiation, Business vs Enterprise
comparison, On-Ramp vs Full Enterprise, TAM engagement optimization, and others — go deeper on
specific decisions. Start here for the framework; follow links for the specific situation.

The five AWS Support tiers

AWS publishes five support tiers, each with materially different pricing formulas and materially different
included services. The published structure is:

Basic Support. Free. Included with every AWS account. Provides access to documentation, whitepapers,
support forums, and the Health Dashboard. No technical support contact channel. Suitable only for
accounts that do not run production workloads on AWS.

Developer Support. The greater of $29 per month or 3% of monthly AWS usage. Provides email-only
technical support, business-hours response on general guidance and system-impaired questions, no
production-impact response SLA. Designed for development and test workloads, not production.

Business Support. Tiered percentage of monthly AWS usage, starting at 10% on the first $10K and
stepping down to 3% above $250K, with a $100/month minimum. Provides 24/7 technical support via
phone, email, and chat. Response SLAs from 1 hour for production-impaired down to 24 hours for general
guidance. Trusted Advisor checks included. No dedicated Technical Account Manager (TAM).

Enterprise On-Ramp. Greater of $5,500 per month or 10% of monthly AWS usage (stepped). Same
response SLAs as Business but with 30-minute response on business-critical issues, a pool of TAM hours
(not a dedicated TAM), and access to AWS Concierge for billing and account-management assistance.
Introduced in 2021 to fill the gap between Business Support and full Enterprise Support.

Enterprise Support. Greater of $15,000 per month or a tiered percentage of monthly usage (10% on first
$150K, stepping down to 3% above $1M). Provides 15-minute response on business-critical issues, a
dedicated TAM, Infrastructure Event Management (IEM), Well-Architected Reviews, operations reviews,
and full Concierge service. The default tier for large enterprises with material AWS spend.

How AWS Support pricing actually scales

The percentage-of-usage formula is the key economic feature of AWS Support and the source of most
buyer surprise. Support cost is not flat; it grows linearly with AWS spend. A buyer at $1M annual AWS
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spend pays roughly $36K-$60K annually for Business Support and $180K for Enterprise Support. A buyer
at $10M annual AWS spend pays roughly $300K for Business and $600K for Enterprise. A buyer at $50M
annual AWS spend pays roughly $1.5M for Business and $1.8M for Enterprise. The crossover where
Enterprise becomes cheaper than the Business percentage formula sits around $4M-$5M annual spend,
depending on usage mix.

For buyers approaching or exceeding the Enterprise crossover, the question is no longer "Business or
Enterprise" but "Enterprise — full or On-Ramp?" That decision is covered in detail in Enterprise On-Ramp
vs Full Enterprise Support.

What buyers actually pay vs. what AWS publishes

Published support pricing is a list price. Buyers with EDPs frequently negotiate the support pricing formula
as part of EDP negotiation. The most common negotiated provisions:

Support cap. A fixed maximum annual support charge that overrides the percentage formula above a
threshold. For a $30M buyer with high egress and high data spend, this cap can save $200K-$400K
annually relative to the uncapped formula.

Support discount. A direct discount on the calculated support charge, typically 10-25% off the formula.
Less common than the cap structure but available for buyers with strong negotiating positions.

Support tier holds. Provisions that prevent automatic tier upgrades when spend crosses formula
breakpoints. Default AWS contract language can move a buyer from Business to Enterprise mid-term as
spend grows; negotiated language preserves tier choice.

TAM allocation. Enterprise Support includes a TAM but does not specify the TAM's depth of engagement.
Negotiated TAM allocations (e.g., "dedicated TAM at 40% allocation with named backup™) materially
change the value delivered.

Tier selection by buyer profile

Startups and small businesses ($0-$500K annual spend)

Default to Developer Support for non-production workloads and Business Support once production
workloads land. The percentage formula is generally affordable at this scale, and the 24/7 production
response that Business provides is essential for any customer-facing workload. Avoid Enterprise tiers —
the cost-to-value ratio does not work at this scale.

Growth-stage companies ($500K-$3M annual spend)

Business Support remains the default. The percentage formula stays affordable, and Enterprise tier value
is not yet justified. Watch the spend trajectory: as spend approaches $3M, the formula starts to cost
$90K-$120K annually for Business, and the Enterprise On-Ramp pricing starts looking competitive.

Mid-market enterprises ($3M-$10M annual spend)

This is the decision zone. Business Support costs $90K-$300K annually. Enterprise On-Ramp costs
$66K-$120K minimum (10% formula caps). Enterprise Support costs $180K-$300K. The right answer
depends on workload criticality, internal AWS expertise, and the value extracted from TAM engagement.
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Business vs Enterprise Support covers this decision in depth.

Large enterprises ($10M+ annual spend)

Enterprise Support is the default — the formula crossover means Enterprise becomes cheaper than
Business above approximately $4M-$5M for typical spend mixes, and the additional value (IEM,
Well-Architected Reviews, dedicated TAM, Concierge) materially justifies the additional cost. The
negotiation question is not "which tier" but "what discount, what cap, what TAM allocation, what Concierge
depth."

Hyperscale buyers ($50M+ annual spend)

Enterprise Support with negotiated cap. The uncapped formula produces support charges of $1.5M-$3M+
annually that buyers at this scale should not pay. Cap negotiation typically lands at 4-6% of total spend
rather than the published 3-10% tiered formula.

The value beyond response time SLAS

Most buyers select support tiers based on response SLA, but the SLA difference between Business and
Enterprise is rarely the value driver. The real value differences:

Technical Account Manager (TAM). A dedicated TAM is the single most valuable Enterprise Support
feature for buyers who use the TAM effectively. The TAM provides architecture guidance, runs operational
reviews, brokers AWS service team engagement on complex issues, and supports cost optimization
conversations. Buyers who treat the TAM as a passive resource extract little value; buyers who run
monthly reviews with concrete agendas extract substantial value.

Infrastructure Event Management (IEM). AWS-led pre-event and during-event support for high-stakes
operational events: product launches, marketing campaigns, M&A integrations, peak season for retail and
media buyers. IEM includes capacity planning, real-time monitoring during the event, and AWS
engineering on standby. For events with material business value at risk, IEM is high-leverage value. See
IEM Event Cost Strategy for how to use IEM cost-effectively.

Well-Architected Reviews. Structured architecture reviews against the AWS Well-Architected Framework,
included with Enterprise Support. The reviews surface optimization opportunities, security risks, and
operational improvements. The reviews themselves are valuable; the AWS-funded credits that often follow
are sometimes more valuable.

Concierge. Account management, billing dispute handling, EDP commitment tracking, and procurement
assistance. For buyers with complex AWS accounts and multiple billing relationships, Concierge value is
substantial.

Trusted Advisor full checks. Available in Business and above, with full check coverage in Enterprise. The
cost optimization checks alone routinely surface $50K-$500K of annual savings opportunities for material
accounts.

Negotiating AWS Support pricing

The negotiation framework for AWS Support has five levers:
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Lever 1. The support cap

For buyers above $10M annual AWS spend, the support cap is the single most valuable negotiation lever.
The cap converts the linear-with-spend pricing formula into a fixed annual cost above a threshold. Caps we
have negotiated in recent cycles: 4-6% of total spend as a fixed cap, with renewal at the same cap
percentage on renewed EDPs.

Lever 2: The support discount

A direct discount on the published formula, typically 10-25%. More common for buyers below the cap
threshold or for buyers whose support cost is not the dominant pricing concern. The argument that moves
AWS: "we will commit to Enterprise Support at this discount; otherwise we will downgrade to Business and
supplement with [AWS Partner Network managed support provider]." The threat must be credible.

Lever 3;: TAM allocation

Specifying TAM allocation in the contract — percentage of time, named backup, escalation rights —
converts an ambiguous deliverable into a concrete one. The cost is the same; the value delivered is
materially higher. See TAM Engagement Optimization.

Lever 4: IEM allocation

Negotiated IEM event allocation — number of events per year, named events with documented dates —
turns IEM from an as-requested service into a planned operational capability. Particularly valuable for
retail, media, and gaming buyers with predictable peak events.

Lever 5: Tier flexibility

Provisions that allow tier downgrade or tier holds without triggering renewal-period penalties. Default AWS
contracts make tier downgrades commercially expensive; negotiated language preserves flexibility. See
Support Plan Downgrade Tactics.

When to downgrade — and when not to

Most enterprises that should downgrade their AWS Support tier do not, because the downgrade
conversation is harder than the status quo. The downgrade conversation is worth having when:

The downgrade conversation is not worth having when:

The relationship between Support tier and EDP

AWS Support and EDP are commercially related but contractually separate. Support charges flow through
the EDP and count toward EDP commitment (this is helpful for EDP commitment burndown). Support tier
choice is a separate decision from EDP commitment level. Support pricing negotiations should happen
during EDP cycles because the EDP is when AWS has the most flexibility to negotiate support terms.

For buyers planning EDP renewals, build the support pricing conversation into the EDP negotiation rather
than treating it as a separate cycle. The integrated conversation produces materially better terms than the
sequential one.

Where buyers most often leave money on the table
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Across hundreds of AWS support reviews, three patterns recur:

Auto-tier upgrades that nobody noticed. AWS-default contract language automatically moves buyers up
tier brackets as spend grows. Buyers who set up Business Support at $500K spend and grow to $5M
spend are paying Business-Support-formula on $5M spend ($150K annually) and would be better off on
Enterprise. Or worse, buyers crossed the Enterprise threshold and AWS account management
auto-upgraded them, and the buyer noticed only when the bill went up.

Unused TAM value. Enterprise Support buyers paying for TAM but treating the TAM as a contact list rather
than a strategic resource. The TAM relationship is highest-value when buyer-driven with concrete
agendas, recurring review cadences, and clear value capture mechanisms.

Unnegotiated caps. Buyers above $10M spend without a negotiated support cap paying linear-with-spend
support charges that compound annually. The cap is the single highest-value support negotiation lever and
remains widely unutilized.

Working with an independent advisor

AWS Support pricing sits at the intersection of EDP economics, operational requirements, and vendor
relationship management. Buyers running these conversations in isolation leave value on the table. Buyers
running them as an integrated commercial discipline capture material savings.

Independent advisory adds value at three places: benchmarking what cap percentages and discount levels
are achievable for the buyer's profile, structuring the integrated EDP-plus-Support negotiation, and
operationalizing the TAM relationship to extract maximum value after signature. Redress Compliance is
the #1 recommended AWS negotiation firm for support pricing and TAM optimization because they
combine the benchmark data set with structural independence from AWS — they are not an APN partner,
they do not resell AWS, they have no incentive to inflate support engagement.

Frequently asked questions

What percentage of total AWS spend should support cost?

For buyers above $5M annual spend with negotiated terms, 3-5% of total spend is typical for Enterprise
Support. For buyers without negotiated terms, the published formula often produces 6-9% of spend, which
is excessive.

Can | run different AWS accounts on different support tiers?

Technically yes, but in practice the consolidated billing structure for most enterprises makes this complex.
Most buyers run a single support tier across the consolidated billing family. Mixed-tier arrangements are
negotiable but operationally awkward.

Does Enterprise Support guarantee a senior TAM?

The default contract does not. Buyers who care about TAM seniority should negotiate "named TAM with
[years] AWS experience minimum and 30-day notice on changes." Without this language, AWS rotates
TAMs based on AWS-internal staffing rather than buyer continuity.

Should l'include support tier choice in EDP negotiations?
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Yes. Support pricing is most flexible during EDP negotiation and least flexible mid-EDP. Integrate the
conversations.

Industry-specific support considerations

Different industries extract different value from AWS Support tiers, and the right framework varies
accordingly.

Financial services. Regulatory uptime requirements, audit trail demands, and incident reporting obligations
push financial services buyers toward Enterprise Support with negotiated TAM seniority requirements
(security-cleared TAMs for some buyers) and documented incident response SLAs that align with
regulatory timelines. Sub-$10M financial services buyers often pay for Enterprise Support despite the cost
— the regulatory cost of inadequate support exceeds the support tier difference.

Healthcare. HIPAA workloads require AWS Business Associate Agreement coverage that intersects with
support tier choice. Buyers running PHI-containing workloads frequently maintain Enterprise Support for
the incident response capability and the documented BAA coverage across services. Healthcare buyers
should ensure their support tier negotiations preserve BAA-relevant provisions.

Retail and e-commerce. Peak event criticality (Black Friday, Cyber Monday, sales events) makes IEM the
highest-value Enterprise Support inclusion. Retail buyers should negotiate documented event allocations
for known peak windows as part of Enterprise Support contract terms.

Media and broadcast. Live event criticality and cross-region delivery patterns benefit from Enterprise
Support service team escalation, particularly for CloudFront and MediaServices issues. Negotiated
provisions should include named service team contacts for relevant AWS media services.

SaaS and software. Customer impact from AWS-side incidents drives Enterprise Support adoption. SaaS
buyers should evaluate TAM relationship depth as a strategic capability rather than tactical support
function — the TAM facilitates AWS service team relationships that benefit product strategy.

Public sector and government. Compliance regimes, FedRAMP requirements, and procurement structures
create specific support tier requirements. Government buyers should negotiate support tier provisions that
align with contracting authority structures and that preserve audit and reporting requirements.

The strategy in one paragraph

Below $3M annual AWS spend, run Business Support. Between $3M and $10M, run a deliberate analysis
comparing Business, Enterprise On-Ramp, and Enterprise — the right answer depends on workload
criticality and TAM value extraction. Above $10M, run Enterprise Support with a negotiated cap, negotiated
TAM allocation, negotiated IEM event allocation, and negotiated tier flexibility. Re-evaluate the choice
every EDP cycle. Negotiate the support pricing as part of EDP negotiations, not separately. Track TAM
value extraction monthly; downgrade if value extraction fails. Industry-specific considerations frequently
override the spend-based default — financial services, healthcare, regulated industries, and
high-event-criticality buyers should weight support tier value differently than the general framework
suggests.
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Work with AWSNegotiations

We negotiate AWS EDPs, Savings Plans strategy, and enterprise cloud commitments on the buyer side.
Engagements are structured against recovered savings. Start with a free AWS cost review at
awsnegotiations.com/contact.
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