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Accordent Technologies Support & Services
Standard Support Package

Accordent provides a complete portfolio of world-class customer support offerings, along with a comprehensive range of Professional Services.  
Our support and services offerings are designed to maximize your investment in Accordent solutions for integrating multimedia into your daily business communications.  Support offerings for all Accordent products can be purchased as single year contracts or as multi-year discounted contracts.
Our approach is to partner with you from the outset, to work out how best to integrate our services with your existing operational and support infrastructures.   This process is proactive so that, in addition to providing support when you have specific issues, we also help you tailor your system to meet your specific needs, as well as implement best practices. 
Our Standard Support offering includes effective and responsive problem and issue resolution, access to new software releases, configuration support, product orientation, and a subset of service offerings provided by Accordent Professional Services.  

Standard Support Level Definitions
Services Options

The Standard Support Level contains support and services that are designed to maximize the effectiveness of the Accordent products and solutions delivered and mitigate risks associated with the operational environment.  
Priority Levels

The Standard Support package contains four levels of priority to address issues, problems, inquiries or other submission types communicated by the customer to Accordent.  
P1 (Priority Level One)
· An Accordent product deployed in a production environment is inoperable and has a mission- critical impact on the business operations of the Licensee.
P2 (Priority Level Two)
· An Accordent product deployed in a production environment has restricted operations and is impacting the business operations of the Licensee.
P3 (Priority Level Three)
· An Accordent product deployed in a production environment is not operating as designed, or operations are moderately restricted and do not have a critical impact on the business operations of the Licensee.
P4 (Priority Level Four)
· An Accordent product deployed in a production environment has minimal operational restrictions and minimal impact on the business operations of the Licensee; or
· An Accordent product deployed in a non-production environment is not operating as designed or operations are restricted, does not directly impact the operations of the Production environment, and does not impact the business operations of the Licensee; or
· Submissions to Accordent consist of general product-related questions, inquiries, requests or other communication exchanges requesting information or actions to be taken by Accordent.   
Hours of Coverage

Unless otherwise specified, the business hours of Support coverage are 6:00AM to 6:00PM Pacific Time, Monday through Friday.

Response Time Target

The Response Time Target is the timeframe allocated for Accordent to respond and acknowledge a call or submission request by the customer.  This specific time interval assigned is determined based upon the Priority level assignment of the issue or inquiry submitted.

Once acknowledged, Accordent will assign the submission a ticket number.  The Accordent Support technician will then work with you based upon the information submitted to mutually determine your submission’s priority level.

Resolution Target

The Resolution Target is the timeframe allocated for Accordent to complete the resolution of a submission.  

The Resolution Target is not a guarantee for how long it will take to resolve a submission, but rather is a measurement and assignment of effort and urgency to the submission based upon the Priority level assignment of the issue or inquiry submitted.

Status Updates

Status Updates are both written and verbal communications provided by Accordent to the customer detailing the progress or status of the submission.  Status update frequency is determined based upon the following criteria:

· Priority level assignment of the issue or inquiry submitted

· Submission type (problem vs. inquiry)

Solution Deliverable

The Solution Deliverable is the delivery mechanism and process for how a resolution of a submission will be delivered to the customer.  A solution will consist of one or more of the following deliverables:

· Software Patch
· Software Release
· Instructions or advice
Standard Support Package
Support Services 
· Access to supported software patches, upgrades, and releases for the duration of the support license contract.
· Access to Accordent’s support portal to submit, review and update support tickets1.
1 Two named customer contacts are authorized to create Accordent submissions and are designated as the primary Accordent support contacts within the customer’s organization.  (Additional customer support representatives can be added at an additional cost).
· Access to Accordent’s Knowledge Base that includes product information, release notes, white papers, basic online product training and other product or solution-oriented content.
· Quarterly Ticket Review process
· Designed to review the status, classification and metrics associated with tickets submitted by the customer and resolutions provided by Accordent.
· Upgrade Assessment Service
· Determines the fit of an Accordent release or upgrade based upon the mapping of product features and functions to the customer’s rich media requirements, business use-case definitions, and operational environment specifications.
· Product Orientation

· Orientation for each Accordent product type purchased by the customer.  

· UI Interface Orientation

· Orientation designed to enable the customer to perform basic branding provisions and to understand the modification capabilities that can be deployed to the User Interfaces provided with each Accordent product. 

Response Time Targets
· P1 (Priority Level One)
· Within 2 hours during Accordent’s business hours of coverage (requires a call to Accordent’s current hotline number and web submission of the problem via Accordent’s support portal)
· P2 (Priority Level Two)
· Within 4 hours during Accordent’s business hours of coverage (web submission of the problem via Accordent’s support portal only)
· P3 (Priority Level Three)
· Within 12 hours during Accordent’s business hours of coverage (web submission of the problem via Accordent’s support portal only)
· P4 (Priority Level Four)
· Within 24 hours during Accordent’s business hours of coverage (web submission of the problem via Accordent’s support portal only)
Resolution Targets

· P1 (Priority Level One)
· Continuous effort during Accordent business hours until a workaround or patch is delivered and continuous effort outside of Accordent business hours (if required) based upon Accordent’s current hourly billable engineering rate.   

· P2 (Priority Level Two)
· Up to 5 business days
· P3 (Priority Level Three)
· Up to 10 business days
· P4 (Priority Level Four)
· To be determined based upon the problem or request
Status Updates

· P1 (Priority Level One)
· Daily (as appropriate)
· P2 (Priority Level Two)
· Daily (if required)
· P3 (Priority Level Three)
· Twice per week (as appropriate)
· P4 (Priority Level Four)
· Weekly (as appropriate)
Solution Deliverables

· P1 (Priority Level One)
· Patch if required.  Fix included in next release (as appropriate)
· P2 (Priority Level Two)
· Patch if required.  Fix included in next release (as appropriate)
· P3 (Priority Level Three)
· Patch if required.  Fix included in future release (as appropriate)
· P4 (Priority Level Four)
· To be determined based upon the resolution
Ticket Workflow

Submission
A customer support issue or request can be communicated to Accordent using the following methods:

· Accordent Portal Submission

· Via the customer authorized login

· Toll Free and Direct Dial

· (Toll Free and Direct Dial numbers are restricted to P1 issues for Standard Support)

Ticket submissions must be created and managed by the customer’s authorized Accordent support contacts, established as part of the customer’s product licensing process.  Only these submissions will be processed.   

Documentation
To help facilitate issue resolution, submission of a ticket should include a basic set of diagnostic information.  If a ticket contains multiple issues, Accordent Support may create different ticket numbers and priority classifications to track each issue and to ensure correct correlation of subsequent issues relating to tickets that are already in process.

Documentation of an issue should include, at a minimum, the following information:
Basic Content
· Contact information on additional customer resources involved or required to resolve an issue 

· Screen prints of errors or information available to help resolve an issue as appropriate

· Log files as appropriate
Issue Identification & Classification

· System Status
· System down or Accordent product is inoperable
· System severely restricted
· System moderately restricted
· System problem
· System Type and number of systems affected
· Production
· Staging
· Development
· Product Type, Version and any associated integration components  
· AMMS
· Accordent PresenterPRO
· Accordent PresenterPLUS
· Accordent Capture Station
· Accordent Engage 
· Environment Assessment
· Accordent product issue
· Accordent product and/or customer integration component issue
· Server Side issue
· Client Side issue
· Network-related issue 
· Workaround options
· No known workarounds identified
· Possible workarounds available
· Workarounds available
· Issue History
· Relates to a previous Accordent issue submission
· Previous issue number
· Open issue
· Closed Issue
· Issue resolved or in progress  
· New issue and first occurrence
· New issue but multiple occurrences experienced
· Repeatable
· Non-repeatable
· Issue Classification (based upon customer’s best guess.  Final classification will be determined by Accordent’s customer support personnel)
· System-wide problem
· Possible software bug
· Possible customer infrastructure or operational environment issue

· Lack of product capability or functionality 
· Lack of understanding how a product process operates
· Enhancement or other request
· General comment or question 
Workflow
Once an issue has been submitted and the ticket is created and logged into the Accordent Support portal, the Accordent technical support team will begin the necessary evaluation and analysis of the problem and possible resolution(s).  If an issue does not contain adequate information or requires clarification, the Accordent Support engineer will contact the appropriate customer contact to obtain further information.
The Accordent customer support engineer will use one or more of the following procedures to determine issue resolution:

· Access the customer’s system via an authorized remote connection
· Obtain and analyze associated log files derived from the affected Accordent product
· Attempt to replicate the problem in Accordent’s testing and support environments

· Depending upon the severity, dispatch a field engineer to the customer site (may require additional charges) 
Product Support Policy

Product releases are supported for a period of 2 years, or for 2 major/minor releases back, whichever is longer.

Accordent products which are older than 2 major/minor releases back and over 2 years old will be supported under the Accordent Extended Support and Maintenance service.
Accordent Extended Support and Maintenance is a provision to enable Accordent’s Support organization to provide ongoing support services for older software releases which have not been upgraded and are actively being maintained within the customer’s operational environment.  

Accordent Extended Support and Maintenance provides support and maintenance on software releases which have not been retired2 for an additional 2 years.
Accordent products that are more than 4 years old will be supported under the Customer-Specific Maintenance service.  

Accordent Extended and Customer-Specific Support and Maintenance contain the following provisions:

· Issue resolution will be provided by Accordent Support for cases which have known solutions or workarounds only.

· Issue resolution for problems which have not previously been identified will be supported by Accordent Professional Services on a billable basis.

· The upgrade path process for software of this age will be determined by Accordent Support and will involve the billable participation of Professional Services to ensure successful deployment and testing of the upgrade.

Contact your Accordent Account Manager for Accordent Extended Maintenance pricing.

2 Accordent typically provides major software releases every 12-18 months.  Minor releases are more frequent and are based upon many variables including required patches, modifications, enhancements, platform changes, technology advances, customer requests, industry standard adoptions and other influences which can directly or indirectly require changes to a release of software.  Due to the possible frequency of minor releases and the impact to all software vendors from rapid technology advancements and changes in the streaming media industry, a software release may no longer be able to be supported in the customary fashion beyond 2 major release cycles.

Product Updates
Patches
One an issue has been resolved, a software patch might be required for resolution of a problem.  Software updates are delivered using one of the following methods:

· Email or via an online connection provided by an Accordent Support engineer
· Provided via download from Accordent’s secured FTP site
· Installed by an Accordent field engineer remotely or onsite (as required)
Upgrades & New Releases

Upgrades and new releases can be delivered using the same methods as a software patch.  In cases where an upgrade or new release results in significant changes or enhancements to an existing product, or when customizations or modifications have been applied to an existing product release, it may be necessary to engage Accordent Professional Services to assist with the upgrade, or to provide additional services such as training. Assistance in this case would be provided as a billable service.
Customizations or Product Modifications
Accordent’s products are designed to be upward-compatible when new releases are available so that 

functionality of presentations published in standard Accordent interfaces will automatically be available in the new release3. New product releases are also designed to work with the latest releases of web browsers and media players that are supported by Accordent.
Customizations to an Accordent product or user interface may require the assistance of Accordent Professional Services to perform the upgrade.  Assistance in this case would be provided as a billable service and affected presentations will need to be re-published to enable these customized features. 
3 New features provided by the interface of a new product release will not be able to be utilized by a previous presentation published with a prior product release.  The previous presentation will need to be republished with the new product interface to take advantage of new release features.  Customizations applied to previous product and user interface releases of software are not automatically upgraded to the new release.  Customizations will need to be reapplied to the new release and may require the billable assistance of Accordent Professional Services, depending upon the design, integration and operation of the customized solution.
Product Warranties
Accordent Capture Station Hardware Component Warranty4
Each component of the Accordent Capture Station product lines is covered by either a 3 year or 1 year manufacturer's warranty.  For example, in the case of the Accordent Capture Station, the desktop PC system is covered by a 3 year on-site warranty; the two cards are each covered by a 1 year warranty. 
Accordent will attempt to resolve any issues via normal manufacturer support channels but, in the event that an issue cannot be resolved, Accordent will make every reasonable effort to provide a replacement Accordent Capture Station at no cost to you within two (2) days via overnight shipping.


4 Overnight hardware replacement is limited to the standard Accordent Capture Station.  This policy does not include hardware provided with the HD or Mobile Edition versions of the Accordent Capture Station.  These are covered by the standard third party manufacturer warranties and replacement policies.

CONFIDENTIALITY NOTICE

The Accordent Technologies Support & Services Document contains confidential information of Accordent Technologies.  No part of this publication may be reproduced or transmitted in any form, or for any purpose without the express written permission of Accordent Technologies. 
The information contained herein may be changed without prior notice. In consideration of receipt of this document, the recipient agrees to maintain such information in confidence and not reproduce or otherwise disclose this information to any person outside the group directly responsible for evaluation of its contents, except that there is no obligation to maintain the confidentiality of any information which was known to the recipient prior to receipt of such information from Accordent, or becomes publicly known through no fault of recipient, or is received without obligation of confidentiality from a third party owing no obligation of confidentiality to Accordent.
This document is not subject to your license agreement or any other agreement with Accordent Technologies. This document contains only intended strategies, developments, and specifications of Accordent Technologies’ products or services, and is not intended to be binding upon Accordent Technologies to any particular course of business, product strategy, and/or development.  

Accordent Technologies assumes no responsibility for errors or omissions in this document and does not warrant the accuracy or completeness of the information, text, graphics, links, or other items contained within this material. This document is provided without a warranty of any kind, either express or implied, including but not limited to the implied warranties of merchantability, fitness for a particular purpose, or non-infringement.  Accordent Technologies shall have no liability for damages of any kind including without limitation direct, special, indirect, or consequential damages that may result from the use of these materials. This limitation shall not apply in cases of intent or gross negligence.
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