


=i MAINTENANCE & SUPRORT

CRICARE FLEX, ESSENTIAL, & UNIVERSAL TERMS & DEFINITIONS:

Minimum Hourly chargesapply basedon time zone where system s installed; M-F 8:30am-5:30pm(.5hr minimum), M-F
5:31pm-8:29am& Saturday(2hr minimum) with hourly rate multipliers of 1.5; Sunday& Holidays (2hr minimum), with
hourly rate multipliers of 2. SLAAgreementsmayrenew for an additional 1 yearterm and are refillable at anytime within
the term. CRI will contact Qustomer when the balane of hours falls to 10 hours or less.

C IR I CARE Premiere Definitions:

NOG Network OperationsCenter includes Help DeskSuppoit and Remote Maintenance & Diagnosticsoverthe Phone
Assistane with Administrative Tasksand Administrative Troubleshooting, User Operation and Feature Functionality
Assistane.Remote HardwareDiagnostics& Remote Sdtware Suppott includes resolutions which can be performed
by remote accessjncluding but not limit ed to: system outages,service-affecting hardwareor software problems,and
the application of patchesfor service-affecting issuesthat have been identified in the covered system(s) blCRIwill

remotely assistthe Qustomer in working with Avayaon any Tier 3/Tier 4 escalations;this requires Avaya Sdtware
Suppott to be in place.brhis option doesnot include: replacement of hardware,regular patch maintenance, and/or
remote monitoring.

HWC- Hardware CoveragecoversAvayaHardware Line Cards,and Media Gakeways,etc. Excludes customer provided
equipment.

RMM - Remote Monitoring Maintenance provides Remote Monitoring; Develop and establish notification processes
with Customer for response b Alarms.

PSM - Preventativq Sdtware Maintenance (Patch Plan) provides Quarterly Serviee Pack & Patch Updates for all
&5, &HUW L E in@hiv Hhelrynirblonfelease),after hours excluding Sundays/Holidays.
Quarterly Remote Sysem Reboots.

MAC - Sdtware Moves,Adds,Changesprovides Sdtware Moves,Adds,ChangesDeletions of End User Mailboxes,
Security Code Resets,Assistane with Call Me,Find Me, Notify Me setups,NamesDirectory modifications, “zero out”
modifications & distribution list updat es.

SS/SSU/SA Sdtware Upgrade Protection provides Sdtware Upgradesand Major Releases. Upgrade labor and
hardware,if required, are not included and will be billed separaely.



