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Date: 17/10/2022

FS VIPRION CGNAT
LICENSE / SUPPORT RENEWAL

Item

[ Description

F5 VIPRION 4800 Chassis

F5-SVC-VPR-PRE-11-3

Level 1-3 Premium Service for VIPRION {7x24) for F5-VPRAFM-C4800-AC
[S/N chs1040855]

F5-SVC-VPR-PRE-L1-3

tevel 1-3 Premium Service for VIPRION (7x24} for F5-VPRAFM-C4800-AC
[S/N chs104087s]

F5-SVC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION (7x24) for F5-VPRAFM-C4800-AC
[S/N chs104527s}]

F5 VIPRION 4450 Blade

F5-SVC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION (7x24) for F5-VPRAFM-B4450N
[S/N bld021612s]

F5-SVC-VPR-PRE-11-3

Level 1-3 Premium Service for VIPRION {7x24) for F5-VPRAFM-B4450N
[S/N bid021565s]

F5-SVC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION (7x24) for FS-VPRAFM-B4450N
[S/N bld018544s]

F5-SVC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION {7x24) for FS-VPRAFM-B4450N
[S/N bld0215915]

F5-SVC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION (7x24) for F5-VPRAFM-B4450N
[S/N bld021572s]

F5-SVC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION (7x24) for F5-VPRAFM-B4450N
[S/N bld021589s]

F5-5VC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION (7x24) for FS-VPRAFM-B4450N
[S/N bld051173s]

Policy Enforcement Manager

F5-SVC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION (7x24) for F5-ADDVPR-
BPEMCA800 [S/N chs104085s]

F5-SVC-VPR-PRE-L1-3

Level 1-3 Premium Service for VIPRION (7x24} for F5-ADDVPR-
BPEMCA4800 [S/N chs104527s]
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Scope of Support 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 network outages and
mishehavior on equipment covered under this agreement.

o Hardware replacement is subject to terms and conditions.

o Providing minor I0S/0S upgrades for equipment covered under this
contract in order to solve a reported problem by the second party.
Nevertheless, the first 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
classified severity levels:

Severity 1 The customer’s existing network or environment is down

(51) or there is a critical effect on their business operations.

Severity 2 The operation of a customer’s existing network or

(52) environment is severely degraded, or significant aspects
of the customer’s husiness operations are negatively
affected

Severity 3 Operational performance of the network or environment

(83) is impaired, although most business operations remain
functional

Severity 4 Information is required on Cisco product capabilities,

(S4) 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 Severity 2 (S2) must be reported by telephone in
order to ensure they are attended to 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 first 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.
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