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SUPPORT PACKAGES AND SLA

Statement of Confidentiality

This document contains proprietary and confidential information of NX2SQUARE that is provided
for the sole purpose of permitting the recipient to evaluate the information contained herein.

In consideration of receipt of this document, the recipient agrees to maintain such information in
confidence and is not to reproduce or otherwise disclose or distribute this information to any
person outside of the group directly responsible for evaluation of its contents, without the express
written permission of NX2SQUARE.

Use or disclosure of this document in whole or in part for purposes other than the pursuit of a
business relationship with NX2SQUARE is expressly forbidden.
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1. STANDARD VS PREMIUM - OVERVIEW

Standard Support includes:

e Guaranteed* response time for a first reply within:

8 business hours for Severity 1

16 business hours for Severity 2

24 business hours for Severity 3

48 business hours for Severity 4

Operating hours: 9am-5pm EST, CET and AEST Monday - Friday, public holidays
excluded

O O O O O

e Target Resolution time within:

16 business hours for Severity 1

48 business hours for Severity 2

96 business hours for Severity 3

Best effort (no strict guarantee) for Severity 4

Operating hours: 9am-5pm EST, CET and AEST Monday - Friday, public holidays
excluded

O O O O O

e Investigation of the issue
e Answering HOW-TO question
e Report of defects/enhancement

Premium - everything in Standard Support + the following:

e Guaranteed* response time for a first reply within:

2 business hours for Severity 1

4 business hours for Severity 2

8 business hours for Severity 3

16 business hours for Severity 4

Operating hours: 9am-5pm EST, CET and AEST Monday - Friday, public holidays
excluded

O O O O O
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e Target Resolution time within:

4 business hours for Severity 1

8 business hours for Severity 2

48 business hours for Severity 3

72 business hours for Severity 4

Operating hours: 9am-5pm EST, CET and AEST Monday - Friday, public holidays
excluded

O O O O O

e Multichannel support (form, email, telephone)
e Bundle upgrade assist
e Quarterly session to discuss usage, training etc.

Notin scope:

e ERP Support (we can advise but will not investigate 3rd party or standard Netsuite features)

o Consultation over new configurations (such requests will be transferred to our Professional
Services team)

e Changes to the legacy implementation (such requests will be transferred to our
Professional Services team)

2. ITEMS DESCRIPTION

2.1 Report of bugs

Being able to report application defects through the case management process and get
information on possible workarounds and resolution.

2.2  Guaranteed first response

Premium support customers benefit from faster response times, as their cases are always
taken within priority.

* SLA: at least 75% of cases are responded to / resolved within the times mentioned.
Resolution times could be impacted as we may depend on third parties to enable us in
investigation or applying a solution.
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The severity is defined by the assigned support representative.

Severity 1: Critical Business Impact. Licensee's use of the software is stopped or so severely
degraded that the Licensee cannot reasonably continue work related to the software and no
known workaround is available.

Severity 2: Substantial Business Impact. Important software features are unavailable with no
workaround available. Licensee’s use of the software is continuing; however, there is a serious
impact on Licensee’s productivity.

Severity 3: Some Business Impact. Important software features are unavailable, but a
workaround is available, or less significant features are unavailable with no workaround.
Licensee's work related to the software has a minor loss of operational functionality or
implementation resources

Severity 4: Minimal Business Impact. Licensee requests information, an enhancement, or
documentation regarding the software but there is no immediate, or a minimal, impact on the
operation of the software. Licensee’s use of the software is continuing, and no work is being
materially impeded at the time.

This pertains to the first case response. Resolution times are not guaranteed.
2.3 Support Operating Hours

The guaranteed case response times are measured in a certain operating window. For Standard
Support, customer is assigned into one of 3 regions based on the billing address of customer:
NOAM, EMEA or APAC. When in NOAM, support operating hours are 8am - 5o0m EST. When in
EMEA, support operating hours are 8am-5pm CET. When in APAC, support operating hours
are 8am-5pm AEST. All are Monday to Friday. Customer may request to change their region,
for example if the majority of users are in a different region. For premium support the support
operating hours are 24/5, meaning Monday 8am AEST to Friday 5pm EST. During public
holidays in countries, where the NX2SQUARE support staff is located - Mauritius, France -
operating hours are not met.

2.4 How-to Questions

Being able to ask how-to questions. This pertains intended functionality of the solution. How-to
questions do not include the application of a feature to a specific customer use case. For

NX2SQUARE — GLOBAL SUPPORT PACKAGES AND SLA 122024



NX2SQUARE
Unit 21, Circle Square Business Park
Forbach, Mauritius

NX SQUARE www.nx2square.com

example, a how-to question that is included: How can | create a field case that will be activated
on a future date? An example of a specific customer use case question, that is not a how-to
question: | would like to automatically activate a field case based on the date in custom record
XYZ (where custom record XYZ is not part of the Field Services application). In this case, the
question involves a custom process of the customer that needs to be understood in order to
answer the question.

2.5 Telephone Support

Being able to call a dedicated support phone number instead of reaching Support through one
of the other channels. There are two available phone numbers (France and Mauritius). A front-
line support representative will answer and either resolve the case or take notes and proceed
offline. The Premium Support number will be only revealed to customers with an active
Premium Support package.

2.6 Video call / Meeting on reservation

This indicates whether a customer can request a video call to discuss an issue. For premium
customers this does not require a prior case with proper description. The alternative is to submit
a case with all details about the issue and the support representative will determine whether an
online meeting is the best approach to resolve the issue.

2.7 Q&A Quarterly

A quarterly Q&A session of one hour (per app or group of apps) where customers can join and
ask any question about the dedicated applications. Support representatives will join the session
to answer questions. When the question cannot be resolved during the call, customers may
choose to submit a case.

2.8 Coordination of releases

For managed bundles only. NX2SQUARE upgrades their SuiteApps (that have the ‘'Managed
Bundle’ upgrade process) a number of times each year. These upgrades may be Major
releases (large new functionality/rewrites/limited backward compatibility), Minor releases (new
features) or Patches (releases with only bugfixes). NX2SQUARE upgrades customer accounts in
a phased manner. Upgrades are announced upfront by email to the known contacts at customer
(contact Support to be added to the mailing list). Usually, no downtime is expected. Upgrades
are possible to testin sandbox in advance. By default, customers do not have a choice for which
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upgrade phase they are allocated to. However, customers that get the Coordination of Releases
benefit may choose their upgrade date. They may choose to postpone the upgrade, but they
cannot choose not to upgrade. Product Support team will coordinate with each of these
customers individually on their preferred upgrade date and will assist them accordingly.
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