RapidScale Support Services Description

1.0 Overview — RapidResponse Support

This service description outlines your RapidResponse Support program, and the services
extended to you as part of this program. This guide will provide you information around the
program, as well as information about Key Performance Indicators (KPIs) including details
on your customer tiering.

RapidScale strives to provide a high level of Customer Experience in our support program,
we welcome feedback on how we can improve serving you.

Implementation Support - For Managed Services RapidScale provides implementation
support to Customers as defined in the Responsibility Matrix:

https://view-su2.highspot.com/viewer/64949ce3219dfdc934b60e1f

Production Support - For Managed Services RapidScale provides production support to
Customers as defined in the Responsibility Matrix:

https://view-su2.highspot.com/viewer/64949ce3219dfdc934b60e1f

Order of Precedence - Per the RapidScale Online Terms and Conditions, General Terms —

Section 2, Support is defined in the Responsibility Matrix and may be superseded if
explicitly defined in the Statement of Work (SoW) for a particular service.

RapidScale provides 24x7 direct support to end users for any Managed Services as defined
in the Responsibility Matrices (links above), where a Responsibility Matrix is not defined it is
assumed that support is not extended for that particular service. Example of this are:

e License seller services
e Some on-premises services
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https://view-su2.highspot.com/viewer/64949ce3219dfdc934b60e1f
https://view-su2.highspot.com/viewer/64949ce3219dfdc934b60e1f
https://rapidscale.net/terms-and-conditions

RapidScale reserves the right to add / remove or update its Responsibility Matrix’s at any

time, and without providing notice to customers (written or otherwise) unless the change
would result in a direct financial impact to the customer. Examples of this include:

e Updates to policy changes on a service or technology
e Name changes to services or technology

e Removal of services, whether ISV no longer supports or deprecates technology

2.0 — Support Levels

RapidScale provides two tiers of Support as defined in the table below:

Monthly Ticket Quota

Standard 5 per month 234

Enterprise Unlimited

'— Excludes monitoring (automated) Tickets that are resolved without manual intervention.
2_ Any tickets over 5 in a calendar month will be invoiced in arrears at $150 per ticket.
3—No rollover of tickets, quota is use or lose

4—Includes ticket re-opens. Note: re-opens must be associated with an existing issue, or
issue recently closed within 7 days, a new issue will constitute a new ticket number.

Note: RapidScale reserves the right to determine at their discretion whether a ticket reopen
is associated with existing ticket or new issue.

Note: RapidScale reserves the right to promote customers from Standard to Enterprise at
their discretion.

3.0 — Support Options

Tickets may be opened via the following options:

e Portal: https://portal.rapidscale.net/
e Phone: 1-866-686-0328 (Enterprise Only)
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4.0 — Support Levels

SLO (initial contact)
Support Level
Proposed
P1 15 Min
P2 30 Mins
P3 6 Hours'
P4 12 Hours'

1 - Business Hours are supported within the US regions in which the ticket is opened 9am -
5pm (Monday through Friday), excluding any public holidays and weekends.
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