
 
ENTERPRISE SUPPORT 

GENERAL REQUIREMENTS. 

SecuPi support is a service that helps customers resolve specific issues with the software, 
such as troubleshooting bugs, providing updates, or offering workarounds as well as product 
maintenance and immediate problem-solving to ensure the software remains functional and 
available. The goal is to fix "what is broken" and restore standard service operations quickly  

SecuPi will provide support via three main channels. The primary and preferred support 
channel is the SecuPi support portal at http://support.secupi.com. The SecuPi support portal 
provides ticket management, a knowledge base with solutions and best practices, and alerts 
for new updates, vulnerabilities, or other announcements. The secondary support channel 
is the SecuPi support phone line that can be found at https://secupi.com/contact-us/ (+1-
669-800-5975). The third support channel for low-priority issues only is the email channel 
at  support@secupi.com. 

SecuPi will provide support to the End User as set forth in this Exhibit A for the Term of the 
Agreement (the "SLA Period"). 

HOURS OF OPERATION. 

Support is available via the above channels during business hours (based on the 
“Destination Address” in the order form), excluding all statutory holidays applicable in the 
relevant jurisdiction.  

AUTHORIZED SUPPORT CONTACTS. 

Support will be provided solely to End User’s designated support contacts who possess the 
appropriate level of expertise to open a ticket with SecuPi. The Order Form must indicate 
designated support contacts for End User’s service level. End User will provide at least an 
email address that can open support tickets. 

SCOPE OF SUPPORT SERVICE. 

SecuPi shall provide Support Services only for the identification and resolution of Errors. 
Support Services do not include: 

(a) General inquiries regarding the use of the Software; 
(b) Configuration or "how-to" questions that are addressed in the Documentation; 
(c) Training of Customer personnel; 
(d) Custom development or professional services. 
 
Inquiries falling under these categories may be subject to additional fees at Provider’s 
then-current professional services rates and will not be subject to the response times 
detailed below. 

ERROR DEFINITION. 

An “Error” means a reproducible malfunction in the Software that is reported by End User 
through SecuPi’s support channels and that prevents the Software from performing in 
accordance with the operating specifications described in the then-current Documentation. 

  



 
ERROR CLASSIFICATION. 
SecuPi will classify reported Errors caused by the Software according to the following 
criteria: 

 
Error Classification Criteria 
====================  ======== 
Urgent                End User production application is down or there is a 
                      major malfunction, resulting in a business revenue loss and 
                      impacting the End User application functionality for a 
                      majority of users. 
 
High                  Critical loss of End User application functionality or 
                      performance, impacting the application functionality for a 
                      high number of users. 
 
Normal                Moderate loss of End User application functionality or 
                      performance, impacting multiple users. 
 
Low                   Minor loss of End User application functionality or 
                      product feature in question. 
 

RESPONSE TIME SLA 

 

Status Standard 
response 

Premium 
response 

Manager 
escalation 

VP escalation 

Urgent 5 hours 2 hours 2 business days Weekly 

High 10 hours 8 hours 1 week None 

Normal 3 business days 2 business days Quarterly  None 

Low 10 business days 6 business days Semiannually None 

 

END USER’S OBLIGATION TO ASSIST.  

When reporting a purported Error in the Software to SecuPi, End User will supply the 
following minimum information: 

(a) Description of the operating environment with versions of each component; 
(b) A list of all hardware components, operating systems, and networks; 
(c) Steps to Reproduce (STR); 
(d) Any log files, trace and system files; 

End User’s failure to provide this information may prevent or significantly delay SecuPi’s 
ability to identify and rectify the reported Error. SecuPi’s time to respond to any Error will 
commence upon SecuPi's receipt of all requested information from the End User and its 
ability to reproduce the Error. 

Before submitting a support ticket, the customer’s authorized support contact shall consult 
the then-current documentation to determine if the issue is a matter of user operation. Each 
support ticket must include a description of the suspected Error and the steps used to 
reproduce the issue. SecuPi reserves the right to close any ticket that is determined to be 
a request for general information or training rather than a software Error. 

  



 
ERROR RESOLUTION. 

If SecuPi determines there is an Error in the software, SecuPi may, at its sole discretion, 
repair that Error in the version of the Software that End User is currently utilizing, or instruct 
End User to install a newer version of the software with the Error rectified. SecuPi reserves 
the right to provide End User with a workaround instead of fixing the Error. 

MAINTENANCE AND SUPPORT POLICY.  

The Maintenance and Support policy is as follows: SecuPi provides Maintenance and Support 
for each version of the Software for a period of twelve (12) months after the generally 
available release of the next major version of the Software (a major release is defined as a 
change in the number to the left of the first decimal point). Such a period shall be extended 
if required by the End User, at a premium fee, according to terms that will be mutually 
agreed upon in writing by the parties. SecuPi does not provide Maintenance or Support for 
any customized third-party software (or components thereof). For third-party software or 
technology utilized by End User with the Software but not included with the Software (a 
“Platform,” such as Java Virtual Machines), SecuPi will adhere to the end-of-life (“EOL”) 
support timeline announced by the third-party vendor of such Platform. SecuPi will cease 
providing Maintenance and Support for an EOL Platform version when the Platform vendor 
ceases providing maintenance and support for that Platform version.  

 


