NINTE> Support Policies and Procedures

Support options
Nintex provides support for Nintex software products in the form of software assurance (also known
as maintenance), and supportservices (also known as help desk orincidentresponse).

Nintex offers two support package options. The basic package is called “Software Assurance” and
includes standard software assurance benefits and support services. The “Premium Support”
package is an additional option that provides elevated service levels and benefits.

Support fees
Software Assurance (SA) and Premium Support (PS) are annual subscriptions calculated as a
percentage of the currentlist price of the associated license at the time of quoting orrenewal.

Software assurance benefits
Software assurance entitles current subscribers to software updates including fixes, enhancements
and majorversion releases of the associated licensed products.

Support services
The supportservices provided under Nintex support agreements cover the following:

e Incidentsattributable tofaultsin Nintexsoftware

¢ Informationandadvice pertainingto the use, installation, configuration or troubleshooting
of Nintex software

e Information and advice regarding configuration of operating systems and host systems for
the optimal operation of the Nintex software

All otherservices are considered out of scope, including, but not limited to:

e Informationand advice pertainingto the use, design, configuration, ortroubleshooting of
Microsoft, third party, or open standards based technologies, such as XML, HTML/CSS,
SharePoint, BizTalk, Active Directory, middleware, SQL queries, and database connectivity.

e Customsolutionscreated by parties otherthan Nintex. “Custom solutions” include
customizations enabled by Nintex documentation, such as an SDK, and any other
enhancement or modification thatis not provided “out of the box” by Nintex.

Normal hours of operation

The Nintex Support center operates from Midnight Sunday to Midnight Friday GMT (+/- 1 hr due to
daylightsavingzones). Nintex Support teams are unavailable on gazetted publicholidaysin their
local regions oras otherwise notified in NintexSupport bulletins.

Accessing Nintex Support services
The Nintex Supportservices are availableto customers with a current support agreement.

Supportcalls are logged by email to support@nintex.com

All communication with NintexSupportis conducted in English.
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Live support
Outbound telephone support and virtual meeting support will be arranged by Nintex Technical
Support consultants when live troubleshooting of the customer’s systems is required.

Technical Support consultants

Technical Support consultants are members of the product development teams that are available to
resolve escalated software faultincidents. (Commonly referred to as ‘Development team’ or ‘Level
3’ support).

Response times

Nintex Supportwill provide a meaningful response to all support requests in accordance with the
incident severity schedule below, in atleast 90% of cases, subjectto normal hours of operation.
‘Meaningful response’ means that resolution of the issue has been progressed significantly and the
customer notified of the action planto resolve it. Actual problemresolutionis dependent on the
nature of the problem, and the customertakingall necessary actionsinatimely manner. The listed
response time alsofunctions as the expected interval forfollow up and escalation procedures.

Severity Definition Response time

Standard Support | Premium Support

1 —Critical Your production use of the supported 4 hours 2 hours
programs is stopped or so severely
impacted that you cannot reasonably
continue work. You experience a
complete loss of servce. The
operation is mission critical to the
business and the situation is an
emergency.

In cases where the failure extends
beyond the operation of the Nintex
programs, you have made every effort
to troubleshoot the Microsoft host
systems, and the Nintex programs
have been identified as the root cause.

2 —Urgent You experience a severe loss of 8 hours 4 hours
service. Important features are
unavailable with no acceptable
workaround; however, operations can
continue in a restricted fashion.

3 —Non Urgent You experience a minor loss of 24 hours 12 hours
service. The impact is an
inconvenience, which may require a
workaround to restore functionality

4 —Enquiry You request advice, information, 48 hours 24 hours
documentation, product updates, add-
ons, tools, or suggest a software
feature enhancement, but experience
no loss of senice.
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Required information
All supportrequests willbe treated as an Enquiry unless the following information is provided:

o Afull description of the problem, including any actions thatinitiate the problem state

e Thebusinessimpactof the problem

e Theversion, edition and build numbers of all software components affected orinvolvedin
the affected system. Forexample, Nintex products, Microsoft SharePoint products, Windows
Server (including physical orvirtual configuration), SQLServer, Internet Explorer

e Anyapplicable logfiles that help with diagnosis
e Anyapplicable screen capture images that helpillustrate the problem

General information such as yourname, job title, organization name, location, and Nintexlicense ID
should alsoaccompany all supportrequests.

Call logging procedure

When a supportrequestisreceived, the automated ticketing system willdetermineif the senderis a
registered contact. If the contact isfound, an automated response email is sent which includesthe
case number. Please retain this email so that related correspondence can be tracked.

If you have not beenregistered as a contact, a Nintex Support consultant will respond to your email.

Registered contacts

Nintex do notlimitthe number of customer contacts that can register, butitis highly recommended
that customers route supportcallsthrough an internal IT “Level 1” support facility. Due to the nature
of Nintex products as add-ons to Microsoft SharePoint, correctidentification of Nintexissues, as
opposed to Microsoft supportissues, will require some technical expertise. Customers may incur
additional service charges orsupport fee reviews if reliance on NintexSupportasa “Level 1” help
desk service exceeds “fairuse” considerations. See “Fair Use provisions”.

Fair Use provisions
Nintex may conduct fair use reviews on customer accountsin orderto ensure thatsupportservices

are available toall customersinaccordance with expected service levels. Excessive consumption of
supportservices may be identified with reference to the amount of supportfees paid, and significant
variations from the average consumption by comparable fee paying customers.

Customersfoundtobe consumingsupport resources excessively will be contacted by the Nintex
Support Manager. The Nintex Support Manager may make recommendations regarding the
customer’sinternal support procedures, configuration and maintenance of systems, training of
personnel, orengagement of aregistered Nintex Partnerto perform additional services.

If a customeris unwillingto pursue any such remedies, and excessive usage continues, Nintex may
revise the subsequent support renewalto require an upgrade to Premium Supportora perincident
fee structure.

Synchronizing contract renewal dates

When a customer with an existing support contract purchases additional licenses or upgrades
existinglicenses, the new support contracts are to be synchronized to the existing renewal dates.
The invoice value forthe new contractis calculated forthe remaining portion of the year (prorata).
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Partial cover not permitted

Supportcover must be applied uniformly toall licenses the customer holds fora product. Removing
a subset of existing licenses from support can only occur as a result of retiring those licenses. In
these circumstances, the customeris required to provide certified evidence of license

decommissioning.

Continuous cover
Software Assurance cover must be applied continuously from the invoice date of the associated

license. If coveris allowedtolapse, reinstating the coverrequires the lapsed periods to be paidin
arrears to a maximum of 2 years plus the currentyear. If software assurance is not purchased
initially and then purchased subsequently, this is considered alapsed period. This applies to
Software Assurance only, not to Premium Support.

Termination

The customer may terminate support at any time by providing thirty days written notice. Upon
receivingatermination notice, Nintexwill provide written confirmation of the termination date and
refund the unused portion of any prepaid fees, rounded down to whole months.

Renewal grace period

Supportservices will continue to be available to customers fora period of up to thirty days after the
renewal date inthe eventthat paymenthas notbeenreceived or processed before the renewal
date. This provisionis at the total discretion of Nintex, subject to assessment of good -faith and
intentto pay. Such extension of service does not alterthe coverperiod or price of the renewal.

Product Support Lifecycle
Nintex will provide feature updates forthe currentversion and the preceding majorversion (N-1) of

all Nintex products. Inthe absence of a superseding major version, feature updates will cease five (5)
years afterthe final majorversion was firstreleased for general availability. All other NintexSupport
services and resources will continue to be available to customers onretired productversions for as
long as support subscriptions are renewed.

Version updates must be applied
Software fixes will be made availablevia product version updates. Customers must acceptand apply

the latest update in orderto fix any reported bugs or issues.
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Additional Benefits

Non-production licensing
Software Assurance subscribers —each production license covered by Software Assuranceis granted
one equivalent non-production license whilethe coverisin effect.

Premium Support subscribers —each production license covered by Premium Supportis granted an
unlimited* number of equivalent non-production licenses while the coverisin effect. (*Fairuse

policy applies)

Temporary migration licensing
Software Assurance subscribers are entitled to run multiple majorversions of the software

concurrently during major version migrations. Temporary migration licenses are available free of
charge within the Support contract period, fora maximum of twelve months. For periods exceeding
twelve months, additional Support cover must be purchased forthe temporary migration licenses.
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