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eJj$ll 4+ti,:Y 6lLll

:4 a+_fll a.-!l.i^ll ;gc el;,.,il1 l.ra cr qUJt OJ

uasl +r- Jla-iUY! ,Ogero private Cloud crl 'U<+l 
o:fut atSt, fut+.-ll LJt^'i rJ+^ij -

(Software upgrades el$ 4$-ill olLc el5l3 (BoQi dl d ir-,lyll (Vmware) ehii-,Yl
.Jii.ll h<+ aiiJ,"ll i,rill crli. l_l^X h_l e!Ji9 when released;

.6rsl3 ac.o.+- Lr a.-6til1 ora .-iliii
,J-"ri.ll .r-lUl Jt t3-l^ dJIll rr-,1: ,pjJi-Jl .iJLll i-t-,|-:x Jt *,i Crii U.Li .,le dlliJ

.aii.-ll J-+)l dJyl J,,*,Jt fri 61113 irnill3 a;_;l:Yl ar-'- Ull rJa )S.,i

+iIllld. tf 6.rl-cll

fljFlYl l* +...,4:;4X 6-5 sY. \Y/l/Y gJJU cl^i_l$'li.',tl6,j-1, i; ,=a 6|;FIYI 6-,;s Ol
6r- .rJc aj- dlsl d*ii. G c*y + 0i & (Jt -,YlJ !:yll ,J + a+l,ruJ a:fii-,6r^l

t 6.rLll

a+Lill a4ix liiJ 4i.lilll 6-.,1gx" l+ a.lrtu L 3t ,rs;r;.Yl ;YjrJl a.L-, ,fj,il^ll crl.L,:,^ +$ r+
:JElt Ftll ,,Jc .iJl rie a$.=yt al^,ll & d..--ll

-.,),JJlisll k+ cpy J#lJg t'+r"+ rill e{ g:_rE c.r i_r!:rt Je.ii aix tE L-U d'UI^-i _

cr!3,. pX-l r.-a=. ,Jlc. ,q dlJr3 rc.l+,- Lli.-i d): ;\irJl dL"eYl aiLS Cr+ Ct q r.ilt
r.lUJt "+l il$^lt aj=lll dle *.lrt o h ,rl:

o isLell

cJS cJ3ts: cj-l_r^ ,-J' _ri 6r.113 6_.p .f -l>: .';i OS+, ,Gk, G3^ O+t=J^ & pj-yl qA
cD: tarrfi #_r qUt or6J 6r r- Jl tX-yl 4iJ df-ryl dil .dJIlt uio_rk.r. at;

.'.-iLJt clil r.t rX-,yl '.'lL p.rrii 6-tti cl i+ L-* dui)i t^1.-6i qtoj 6r^
dlli ,-,1-,i j-r" aj=Il & ,Lrl d,SXll j:l+s 6r.o 4-o.ss_l t_1,r..*Jf 4++t *ilt1 dL j
f d i'laall ,rtr:i Vi & ,L:l OSXII AI<. cDi JLilt tr<+ t-dLlJiEt E;3_e'r+ti

.p-rlJt .lS ,x di-"Yl ..,IL 1r!5 g:_tti cl. i+ Lg a*LJl dlFyl
:k+x-l r-r-dt^ll r3,rJl , ilir o ++ .-s dlJll E_r cJ$ qrlr +t p$:6_,,;,:Lll .rl, .+_l+

.dU-il Jl cjl*c,l \$q .-!El el r.ill 4_rLc s:lS trt fu.,*^ll q-U-ll U,^ 6r^a4, i,rK_,'tiiJ^ _

Jl Ln+-l-1., e+ Ol ,rlc crl-9* 6!j +-n: ric a-l+31 crLprqi..* cJ^ q3r. o, i.?,(,-,.r 1-

.fulJSJl jl 0* -,1,l;.=J: U+_lla-!.ra d.lLc:_A,*
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:ctEjnll eY5-,Yl

l+^X-"tr art;Jl "*l alS.,i^ll alJll eJii ,arJJt^ll jLeYl \Jiii L1, J,6.ii ij)i dS !U .l'
Ai-,| x:s.o rlrc) pi;j L Jt ll e+illL_l-*ll3 crli.-l3Jl Ui^".ttidt-rYl4nU.^,i^ SLI|3

.cll\ c.,r_r.

:crt+illa)ti*Yt

d+ ..l.o eU '.hl '.:-- rhcl pA ,:*-Yl d.riill f)3-,Yl -)^:-- g+-tE cl -pl -,r-l-r^ lr+

.Pi-,Yl ajsl

iuithll .htd -r+h-c :1 6.rt-cll

l:J'.ill _j6..J^ 4,.^1Jl irlJlj ttJl elJ-ill JJ,ltS dr o\: v grrirtJl tule ,''. i t- J) a-il,' I

:+ t-" d.i:.-r-,,lJl -lc, (LlJl

; 1a,gilt3 L;l.rYl ill$i..^ll) I dt dli.cll Or..a

tri: cll+ V;:". C-* Oi .+ ,d-5rlll 4J-ilill ai.-ll a;rJ .9rll ,J=i.ill L.r"j,ll .& g:;
& .r_l_,,J| ,r:l=i..,i ,='.U.che ..jtS a^ dr.44 q#J dSy _li q_,,H1 aeli)J

:"r".jl ii1lf, ,-,-i Lllill crlrt'*Jl

.(\) i_,, rii.,,Jl (-,.,,a.,,-;"_,lHl Ol3ir .1

.(\) i_,, rii..,^ll !-r.r.s,r 4+^J ,ll a-!U^ll+ dll-Sl +t .Y

.(f ) i-1 ri1. ,, Jl ( . ,. ,,\ r LtrJlJt CSy . f
sctf^al ,,Jl rpL:.cYl ,O+^"-,,3J1 :Cr+ .f_lt+.rlt dtJl e 6;rls aLLi 6rl.il .t

.t-,bll crtcy3Jl rs:-,jJl lt i,i 6dtll g*i-,; .-.,;,r^ll ,C$J.ll+ O+a3ill
sr"Jill C+i i,J+l rgr:-ltJl clt C+:r\ Lr"-ill 1.!Jl r-sl.- k+ .".-- !tlr1+rlij .o

.d"j,ll & C+:,t! ti;tl
.crlr_2ljJl !:u - +llJl 6*.1l*.r: crJ u-Jl,Jl cjs; ;rla^i .1

.&1,' Jl i^;ill *J' 4+Fll t:r^ d ,r_ttJt cL+;;rtarl .V

4.cli. ,i i;t.: }1-+ ..r_,,Ul Oi cr+t 4-c,lJjll, i-t- Il_l 6Jt-.ill i-l;e ;* i:El .A

c..,t -61il1 i dllJi,iX UL: dj.,ll +-I1 gutr LlL- riis.oll t_l-_r rl_rll

.4i.J^rll ,s
dll_1:.-i,).l i=lt - ri aLLi" ,fLlrYt gt ";lI "U:lt 

..!rrr. ll ue 6JrL- Li irl; .q

G,^+ r\ rI ,i"_ltJl J! +:r dJlrll +-J; gJJtr LlL- "aldl crl.iiiJl.;!
k+b JsS;rti) LJs gras*.,li3.!rrr. ll os:l;-,* (FJl,Jl oA oi ,,'rl .dlsrylil

. 
rri.l+-,.,.o 

*.He i."^.,j^tt 6Jl+t

ilt= .#..rJ.r-,,tJl ol '"'$ (gJt-lt cJ+^Jt; i.-ir-ll a.S-^ll ue BJrt-- 6r[il .\.
.i:Ji.-i3.f)ij

. Platinum-:r Gold iri 0^ OU+l ,os r &'-o el;-d ,i .lS_, $ cr:Lll ji c.,Sl 6rla.i . \ '\

-;ll el-s: (vxRan / vseN) eJli,Jl ;+r.i y3l. $_r tl+ ri "r:.;lJl 
,1_5S; gi . r r

.OO iItJ.Il 4+1"= _ 
"!U:-Vtc-,*.f-6311 6+r^i dJJl VMware eU: (rat+t') +ii+ ft-6 -r! 

"ra_.;lJt 
6r,S; 6i . f f

; .(Vcenter, Vsphere...)
.oU:i i-,tJl 6rtll rls-y iis, +:lf Lr"j,ll sL";.I t
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.ar-Jt ll i$-ill 4"dJlJ crl+ii3Jl eeJ Udr^I,i O+-ri4-o .r-,rUl .S.l U3-S 6i. t o

r1' a+ 6. !1llt^ll crl 'u<+Il +r1;.-ll .I-ct Oi4r" .;;iit g#L-iYl eL"^.,L a-jY .1 1

.dltJl l- d 4$lJl 6 'sjl ee.l OA Oi & (CV) irlrll iAJr-,
.cl.Vt ;, dJ+-r.i Cr i-iri: ,iJ. Le 6 rl.: c.,li gli3* .rJ& -tk+ -*-1., 

,,'iJ. \ V

d.ii c!! t-r:r.,*lt l$l ,+ &ll 4jc 4iilll c.i4i Gjt ri ,ri .lr+ 6r+ d3i . \ A

.'li+..* 6-;lr)liiil-r r;.i3 FYt ,tl. .)l+=r:ltll ;-*Jl
.t:+-,yt C tli a,!,, a-cl- \ tl\ t 6Jfi fulJ ll dL"ei d,J^q re ti.l 1

5-, .si d (W:or.Jl^,J) 4+.Jt^ll dl-oYl +isr.,dt' a-iljll clLeyl eJl--I+ r6d.Y.

...aLtJl 'lll ,_r1+.ll et! ,,Jirll ;-i; ,;il^tl .Ft' ,+ .Slslll asK ;3S Oi .,I"
(dr

.6:3qJl3 ZCI .,1"s e*3 il:iL ,a.,!-i e cJ+u .i_1." eJl eLill aiK OL d-i. Y l

diL^cYl oiraiij)i cl pyLll l"+le d.:-J.;ll ou:LJl !l .,.lc llisll+ rtti.Y\

.4+"Jt^ll

,fi .]$ c) t+il ''Je+ irlS3 a+it-JL-ll aS+-iX Aj.--2s ri ..3tr,:it e-\+ crtlJl ;" q5.\f
.r,+ r,1c, S-lll cDi..t^ ribt+r ;l_9-,6;J:ll Z*ydL"cYl+ 1$,- 4€

dJ,^-.ll .-,l,'-ll dc 4jiJ.- ll q-*Jl g: E;r.rli .,r"j'll a-;rii: *,r1e cr_,rlJl J.6rj .\ {,

i-.r -.,1-,.X l'r.-, ,6jlil ha; ,jJ'i.ll fl*ll dlll dJ^ al+" ,ri ql) d6iii Ji 1F 3rjJ crll
.el-1;3Jl ,J+- q.,;c -;rlJl \ . Y . 1o1\\ elE \ V

Jl e*.lrJl lDti,J.ay1 jl+l 
6.c 6_pr gi lLD olci L.gll"ll &t$i-.,,..lt i3t5 OJs gi q11i

.rcan c!+ri sill ',14.-ii 
a:-lt i.t*. 6n; C1133 1e,.a:i.lt etllll iJ" L6.ro d&a.. 6_gr

.#JLlli.J+

:(llr"'Yl) Y P3r ' ;tloll 0"d
ali-Lll JL-,Yl O:S Oi c;;;J ,.rS.,H-Yl _2Y3-rlt iL*r _lL-Yl cr-rr 6$: 

"r;_,;tJl 
.rle

:Jr:lS 4jll-+yl44rll J) ,,+l Oi 4-Jca ,o.rs. & .+ ffi a;rlyYl

d--ii^ JS^t Ji6i-)ll Ji'ir^Jl JL-,| 6^:3l Ol & .,4+,i-Jl fut;,-ll3 fc,Jl dL"ei aiK -i
(;=,& oi.JSl )

.aiL-e^ll Adlt ,+ 4+F! -i;
*i= -(J

,3)lill

<.iJrlt cJ.F rit+Sii

dL.-J cr$l3 ,4+Ull or4J rr- r.r.l3 . iii^ 3-l+:l 4+"$ q# r3iiJl3 gL-!t-r^ll ttl* ..t .Ii,.,j -

.Lt"Jrll

.dJtllaJ+ gUtiJ dJL,ll l-+9rs rail; qls^ Z*y r4-dr-i.3 
"*_,11J1 

3l
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&tlJl ,J L),.,- i d CtSll qr*,,,6_,,1t :-r+=. _ll ++p 5_r. d )Jl fuLi JJ ,_rs:"Jl dii -
DeYl #:r-Jlj,r_r_rll dr6:J.fkXl criJl d+d.-rOi ,+,f \t p_,rarJJl -.,.l$l
d.-J Ji ,o)-ci ;jSr^ -9o lJ G3 , ''-rJl ,-i)ill L* lq Y cr-r. (-Js3 .ol_.y.i,ll +;l^c Ue

.4siil eF Y-l't*yy i-r+lll o-.,$'i g,'r:r-^ll S:ll: g:_ltiJl r+

...r_lyll Jr.i 4*,1+ e_ttr LlL- L"rLll g.1l ril. .. Jl arK O:Sj gi , 
, 
,.., -

.,r:-rll d*ll ,fkJl 6;-lEIl 11. Lj,; it o ;rit;tr Lr";,'ll 1iJ-- qr-:i -
{[\-f, ,-,-i L.Jt^ll 6j<+Yl a Zt Gl ol-l _,rbi _rt e-p dr JKi e+ oi (FJl,Jl jFJ y -

t. .4*b31c JS Ut^q_)

CrUt^c;ll ;V 6rLnJl

ue a.:Ui-,yl ,J+ Y3 ,llJl pl dll Oll.5 dr \-l-fo-\'t rlll (-,.(1., c,UL.'ll ct-,S
dlll3 64L;G r_,r *,r_rii .I .tlS 3J F 4nl-, aii,,- ;1-";J ritc, dit-JL ,i ;r,.- ,gl.r.ri 6UL.' Il

' (J.:\ ul

sr.iyll OU; -i
.1.rlyll drs3l ."fkJl 6:-,1$l 1-t Ljg 1 . + cr-r'll OL.' 15)t^- s-i

Y 4+UJ ;>l .l$- 6J*ie -tii ) cj.cjlt ,.. , , 3, , . f oJ$ al+.+ L,i"-.;.'ll ;l ".' i4s cfr.)-

:9r. q^+ UF: ,(-r;'
dr*-, OU+l r-! r^o.o dJ^ dJ+* Liu"-4 uc. JrLa ,ae g_n_,,X dtt! J;c d.,;,t.o.o LJL, 

' .JES .

. '. 'll ll lli i.ll dbt^6 +.,l

.L,:j'll 6h,j..* Jt f+ dt-Jl elil _e u+31 a+<l g5_*ll ,!rri. 11 JJ 1.il al+ll gr r

._l ,o.. _li 4+^ dtJ: c.rhlt-, dj.ll trd 1sL. L.=j,ll rJL.. g:S gi ,,,i.,

rt J tx ,6-iill a+::: Dcl r+ ,.l;rrlYl pel' u: C 
"rrst 

O+;.!Jl J! ,r-"Jt 6L"; rt+
.fljllYl rH,' ia;).r.'l ;,-1 \Jii'lll 0",- gl-.' +^;$: $c fjiLll J) ..r-"tt 6L";

:+iiilt 0..,s Ot-; -r;
L* (%l . ) 4+-,I rpull ,:p.^,= gl-";J qi ).-. llLis rLll Cf3l .ir eljl (FJIJI C-E+ -
-Ft a."^i /1 o/ laL4ii il(. d)i k-.+ 6i ,;lt.tt .rJt: ,qll-+Yl fljrilYl a-$ cl. ftLJf+

.rLll ltir g:*ttj r..l^ Ls
.L,r"J.ll gL"; 3rL--r siri',ill 0.,.,,- ;1-.' dJi: clc, , il:.ill ,JL d -

$ t- Jh,il clL c.r_ll_: i,ylq^ 4n f"={J ,p,SJl ;r^ jl3,t li i o \Jiilll O,^.,= OL^; ,#J -
.crq+ll &lsr 4jliJl drJ= J! fjLJt aj r-J 

-.1 
r^b ,i ,J.U, 3i c.,tilt_.- 3i c.,Ll'p O^ +Jh

Oe 6JrL-e elrl c.p- 6rtil .rJc. ;ti;3 rJl-"^:ll 6-r^ cl-prl $e rjFl^ll J) +$jlll 6",,.' uL""h ,rt J -
.(rlj,"ll Jl ddli,l. tl.) 4Ji,-ll!_sr^ll

6Lrdl i,F :A 6.rLdl

cJh$-,! r$r LiJl cJt-Yl-r rlll 6;,:Ul kl)i d6sJ ,rLll 6r^ ok::l .uc' 6l-;11 6r^ o<jjj
d.si,s rr.r,,rr 3i )-p c\,-'-i ,Lc.l)l 3i 

"r:l*;cYl 6rr ,+LJ lGr-ll: ajLj,ll cjf-ryt 3l rlll
.ha -t3J*tll ';ii. ..l 'l y 6rlll etS-i ,j#.Lj 4Xl-t
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lptrJl rllll &lljtl ir Y t 6rLeJl; - CL'tl,,Yl c,rl+lL ;1 6.rt-cll

cl. 6!i 6J,is dls q'di A- cD: ,+-!ill crliL dF ,Ii Ct-bJi-l ,.,1t C$ "r:_ltJl 
6..;

dkill r'J^ll ct^ 6!i ai d.! ,.€-, ila+ cJ): fu.b)l -r u.:l 4!^ ,,1' r.r:yll 6ri:l 6*tU
.,-r:yll eS
cisJdl edi:t' irL"ll

:o+l$l 4+lYlq-r."',..-_lylf #
.,.i .,,rS_,,t*ll a*^: a^^,,1 O)clJ 6r- & .r*,,t" dSl ri.3^ll o;_,rlJt tiliJl 

"r* e+
Ui;t_r a++-rlJl el.il;ll 

"J' 
aL.",lll i*l-till pEJYI e#.,p ,F: clli:. ,iii.-ll

."u;jJl
6rUl i tdc,J'-JF-i^ll 4dillJ q;lrYl g1lri1.*Jl, .33lljl) (l) i-, Li}ll Lr", +
a+;_.fJl et^-,i g)-)j r.rr-11 iU*; k*,#.nl_l Ar,Jt^lt drhI.,*ll jy_l 1o>rl i-rtJl

.JL*,Yltutti^ Oh os dllJLt)J o$_rll: )S^t aClLll
cl-lp,l3 6r= .rlc ,lS ')S ddl+*ll #;_,$l (_tt -,yt Oh) 1t; i_,r -i)ilt obs fJ+J
iill & 4+J,:ll 4J, t-+ e)V JSI Jl*+)l JF*,ll c.!_lri: 6Lj)ll Ll.,,-ll r:!L,.ll

.clr_!^ll ,.;FLlt 3l g)cl3 fu_.,1i^ ,l-.l+y fr;s^i ,a-iL:^lt
t-il, U'lUll L,:JJ,ll le . -a r$i t6.U:S: a;-.4+L,,- ottii &i e_!:Jf 4t+l e;i

.A:-* dS&,s!-ll 
"r:*ltJl 

tt ot-;.;fl Cp: ,-t3-:*i,ll -iir 6tS-Y
.r_,,1J1 g^'l;.hi,.,ll^i gi ,pjlill c.,lel ,.=.) cj-ly cl. rrLy "g1 d,6_SJl 4bX Ofu
6 -(i:tr d SrctJ sa'b3sc .tt& :i ailoj+ a-ilitr ciLrlJl ;Li,r cil-=L' l1

.k+#n3 L'rLIl .ns;Jl L'o.=i 3i o).l3Jl
C+y l-S ,6-JiJl i.-iJ et :ci_, 

"*=':, 
+Jr ee J,....i ,,., 

'l+!i gns-Al e3i il-EJ diJ
o*;-1tJl3 ,6tJl el dll ai+-l JJr--. Ji i!^ qsJS^ rJ^ rJJsJLr,^ll rcJI- ir, , "^.-t! a..jY

CE_r+ 
a;i,:^tt .yE_/l_r crL_J,-ll cJs 6_,rJ .rAJ,,,b ,+ i:Ut dlli dK,+ Oi ,+ e<+li*_r

.el*.fll olel_.,;,-. ) iJ+-, j 4-J+ll

ji o)al!a;i,:^tt or-r,.tJl ct' fJAJ+ -# itl rt-,+l+ Cl-..,11 ,i ot;,;! Ct Os+ V

,i )6- O*;_,fJl .r" )ti:. ;aJ Cr d,+ Jl 4+^ljl el;*F:lt dlll d Ld (t'riJl u,:JJq
.kl SJL,* cru}"i^ll *JL." f .-* .J,+

crl.^ l ur.J*a+ crjJl, dJl1l o+l:i 3-:*+_ei ++ cx c.rL1G^ #1 il51,.lfu y

-i) -r'-.,11 q+ -rl+- Ul ;f) jr+: Y: .L'rLll .r::Jl u,.J.4s+ 3i o)a3nj! a;i'i:r
.cr-rt" e\ UCI'' ri*l '-'lL

1 6rUl .+*.+ elJ,Sll c.,lel_.,;;) d+-,"r, 6rlll ora .+J,+ fJ+., .;ll o)-,I-.lnll 6^; dJi
.elJl e lJ,-,1,1t O-r:t! .J"

.JUi dL i Ji aitl. Ji a-IU..,:j,ll osLii^ll c.rlril,-Jl 3i ...:LJ,-ll d-dls,;}Lr + _

3l sa^:^y cJ.r c,!;-l, c,jr-ll .r-rUl rJ^'L-ti,.'lLll dj,ll 4r+x j:--j ,+,i+*iij:
o-F oi-tJ"$ s6$s- 4+-j 6F d)= aL-ll crli 6:l-13,11 3i ol-:lJr dr-<l..,r _9i prl:,,,lL
crLlt c=t' cr;rul grr; irl-.^ll j tl:l.,'JlJ 4liti-,i,ll e4;rl-u elrLl_l a;ti o)-rJ,"ll a-iK

dr Y I 6rlJl 6* ,-iLilt rirll dr r 6jill rls-i 6LetJ,. e.: rltill g!L<r.,,y1 3i g*Jjll
.tlJl elJ.ill Oyti
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a;rI .grJl .r.J'll ;L^i,;;p;jJl ,y qlsdjEll aiJ Ji , urri a+p cl+ crt-:3tiJl -rL-l
."r:_ltJl ellr

rhll liii p.rrJ (,",e3d| r-jBJl sl) -Itill &ll dJp sl$ : t 't 6rull

dJ^ljil! J,.iji t-S ,Li"-)'ll elli t"$,grll ..,,;a*ltJl : s_li 4!a d$ _,.,tilt .r-*ll g. Si:ll r*r
rJ iill 6Jii ek-3il 3.' \Jaiill i= cJ-+ t'Jl-r (-,6:^lt dlll) -,rtilt .r-"ll dJ+ OLfo taJlj
t;J+-;r; S_!^ll p;xl^lt t)..!+ 3_l++3i ar+ Lr+ e_*., ,:$ilt 6_tU cr i+,.1.'pli ;;,..- 4ilUll

rill 3-x+3i a.+o .s.l dul Fll i* Ot .rI" t^g l\ol ,gvtt Y 4la- d)i rill CS3r
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1. Scope of Suoport Services

The support and services provided under this maintenance agreement will be
rendered as mentioned in this section of this contract.

To investigate a problem the first party will decide to visit the Supported
Customer's site based on its evaluation of the problem.

Support means providing the following assistance to Supported Customers:
o Providing necessary actions to troubleshoot and fix Service outages and

misbehavior on equipment covered under this agreement.
o Hardware replacement subject to terms and conditions.
o Providing minor IOS/OS upgrades for equipment covered under this

contract in order to solve a reported problem by the second party.
Nevertheless, the f irst party will decide in coordination with the second
party, whether the reported problem requires an upgrade or not; and

o Tracking and monitoring the resolution of support calls

The reported problems and technical queries are treated according to the below
classif ied severity levels:

Severity
(s1)
Severity
(s2)

Severity
(s3)

Severity
(s4)

1 The customer's existing service or environment is down
or there is a critical effect on their business operations.

2 Operation of a customer's existing platf orm or
environment is severely degraded, or signif icant aspects
of customer's business operations are negatively affected

3 Operational performance of the service or environment
is impaired, although most business operations remain
f unctiona I

4 Information is required on platform product capabilities,
installation, or configuration. There is little or no effect
on business operations

Whereas Severity 3 (S3) and Severity 4 (54) can be reported by telephone or
email; Severity 1 (S1) and SeveritV 2 (52) must be reported by telephone in

order to ensure they are attended in a timely and prompt manner. The second
party shall provide at all times a clear description of the problem together with
any other information which the f irst party reasonably requires.

The first party shall provide a detailed visit report (intervention sheet) to the
second party after each support visit. The report should state the details of the
visit (description and resolution), which should be signed by both parties.

The f irst party will offer a preventive maintenance within the f irst month following
the contract signature.



2, Service Coverage

The proposed service coverage is 24 hours a day /7 days a week

The Services can be addressed at the second party's premises and lor first party's
premises. The response time will be classified as such:

o Within a maximum period of two (2) hours after receiving notification by
telephone or email to act on reported cases within Beirut district and use
its efforts to investigate and correct each error reported; or

o Within a maximum period of four (4) hours for cases outside Beirut
district, and use its effortsto investigate and correct each error reported.

The Services can be addressed at the second party's premises and /or f irst party's
premises. Response can be done remotely through a phone call, or via an onsite
visit intervention, if needed.

If the f irst party provides a temporary procedure or "workaround" in response to
a problem, this shall be acceptable if it reduces the severity of the problem. The
problem then shall be treated according to the reduced severity in accordance
with the second party.

3. Spare Parts and Returned Materials

A spare part, service part, repair part, or replacement part, is an interchangeable
part that is kept in the first party's inventory and used for the repair or
replacement of failed parts at the second party's side.

The first party will undertake the replacement of the equipment, or any of its
components when deemed necessary and doable, in order to maintain the above
in good operating condition, and as per the recommendation of the service
personnel.

With respect to parts and services provided on a time and material basis, the f irst
party warrants the same to be free of defects in materials or workmanship for
the remaining period of the current contract.

In the event of a failure arising after performing the above-mentioned part(s)
replacement or service, the sole liability of the first party shall be repair or
replacement of the part, or re-performance of the service, which proved to be
def ective.
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