X2 CONNECT

NETWORKS SUPPORT SERVICES
PRODUCT DEFINITION
LEVEL1,2 &3
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1. Introduction
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1.1 Level 1 Service Contract
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1.3 Level 3 Service Contract
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2. Customer Liaison

2.1 Contact Numbers
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2.3 Incident Database
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2.4 Contract Duration
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3. Service Warranty

3.1 Support Contract Service Reviews
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3.2 Service Quality Guarantee
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3.3 Response Time Guarantee
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4. Service Agreement Features
4.1 Support Included (Inclusive Hours)
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4.2 Management System Health Check
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5
4.3 Remote Assistance
4.3.1 Telephone Support
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4.3.2 Management System Remote Diagnostics
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4.4 Response

4.4.1 Classification of Incidents
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4.4.1.1 Exclusions
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4.4.2 Example Category E Incidents
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4.4.3 Example Category 1 Incidents
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4.4.4 Example Category 2 Incidents
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4.5 In-Territory Assistance
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4.6 Fraud Cover
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4.7 Software Maintenance

4.7.1 Software Maintenance Releases
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4.7.2 Software Upgrades
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4.7.3 Software Repairs / Patches
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4.7.4 Software Maintenance Implementation
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4.7.5 Management System Integrity
L e | : HEP #
& & r;=r:1 #$
1;="=:1 H & ;"1
& H &
& B ;= -1
#H & H
#
4.8 Product Modification
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4.9 Consultancy
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4.10 Repair of Faulty Payphone Hardware Components
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4.11 Third Party Computer Hardware
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5. Contractual Notices

5.1 Scope

5.2 Commercial Terms and Conditions
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5.3 Contract Effectiveness
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6. Summary of Annual Benefits
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Level 3 Level 2 Level 1
Max Total Up to four 1 hour 200 400
Support phone calls per
Hours "% year
Management Annually Quarterl Monthly
System (Weekly”) (Dailyz)
Health Check
Remote UK Office Hours Local Office 24 hours, 7 days
Assistance Hours™ "
Availability
Remote Yes Yes Yes
Diagnostics
(Management
System)
Response Typically 2 Shorter of either Within 2 hours
Time to Working days 6 local office
Investigation hours or 6 X2
start CONNECT UK
Category E office hours
Incidents
Category 1 Typically 7 Shorter of either Within 2 hours
Incidents Working days 12 local office
hours or 12 X2
CONNECT UK
office hours
Category 2 No guaranteed | Within 7 working | Within 48 hours
Incidents response time days
Discount on Nil 10% Off 20% Off
additional
assistance
(list price)
In-Territory | Charged at £list Charge for Charge for Travel
Assistance price + Travel | Travel expenses. | expenses. Travel
expenses + call Travel hours hours deducted
out charge deducted from from support
support hours. hours.
Software 50% Off List Included Included
Maintenance Price
Releases
(Inc. Remote
Installation Where
Possible* )
Software 5% Off List Price 10% Off List 20% Off List Price

2 Requires permanent, secured Internet access.
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Upgrade to

Later Release
(Inc. Remote
Installation*Where

Possible )

Price

Consultancy 0 man days
included
(Travel at

cost, staff are

UK based)

2 man days

4 man days

Discount on None
Additional
Training or

Consultancy

10% Off List
Price

20% Off List Price
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