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MASTER SUBCRIPTION AGREEMENT 

This Master  Agreement (the “Agreement”) is made effective as of the date set forth in the Order Form (“Effective 
Date”) by and between One Kosmos, Inc., having an office and place of business at 100 W. Franklin Square Dr., Ste 
# 400, Somerset, NJ 08873 (“Supplier”) and  the Ordering Activity under GSA Schedule contracts identified in the 
Order Form(“Customer”). Supplier and Customer are sometimes individually referred to in this Agreement as a 
“Party” and collectively as the “Parties”.  

 

AGREEMENT 

1. SERVICE. 

 

1.1 Supplier’s obligations. Supplier shall make the service available to Customer pursuant to this Agreement 
and the applicable order form during the term, and grants to the Customer a limited, non-sublicensable, 
non-exclusive, non-transferable right during the term to allow its users to access and use the service in 

accordance with the  documentation, solely for Customer’s business purposes. Customer agrees that its 
purchase of the service or the professional services is neither contingent upon the delivery of any future 
functionality or features nor dependent upon any oral or written public comments made by Supplier with 
respect to future functionality or features. Supplier will comply with all applicable laws in its provision of 
the service. During the term, Supplier shall provide the service in accordance with Supplier’s Service Level 
Agreement, which is Exhibit B attached hereto.  Supplier shall use commercially reasonable efforts to make 
the service available to Customer 24 hours a day, 7 days a week, every day of each year (except for any 
unavailability caused by a force majeure event). 

1.2 Customer’s obligations. 

1.2.1. Customer is responsible for all the activities conducted under its users’ logins to the service. 
Customer shall use the service in compliance with this Agreement, the applicable order 
forms, documentation and all applicable laws and shall not: (i) copy, rent, sell, lease, 
distribute, pledge, assign, or otherwise transfer or encumber rights to the service or any part 

thereof, or make it available to anyone other than its users; (ii) send or store in the service 
any personal health data, credit card data, personal financial data or other such sensitive 
data which may be, without limitation, subject to the health insurance portability and 

accountability act, Gramm-Leach-Bliley Act (GLBA), or the Payment Card Industry Data 

Security Standards  (PCI DSS); (iii) send or store infringing or unlawful material in connection 

with the service; (iv) send or store malicious code to the service; (v) attempt to gain 
unauthorized access to or disrupt the integrity or performance of the service or the data 
contained therein; (vi) modify, copy or create derivative works based on the service or any 
portion thereof; (vii) access the service for the purpose of building a competitive product or 

service or copying its features or user interface; and (viii) delete, alter, add to or fail to 

reproduce in and on the service the name of Supplier and any copyright or other notices 

appearing in or on the service or which may be required by Supplier at any time. 

1.2.2. Any use of the service in breach of this agreement, documentation or order forms by 
Customer or its users which in Supplier’s judgment threatens the security, integrity or 
availability of the service may result in Supplier’s immediate temporary suspension of 
Customer’s access to the service; however, Supplier will use commercially reasonable efforts 

under the circumstances to provide customer with notice and an opportunity to remedy such 
violation or threat prior to such suspension. 

 

2. SECURITY AND SUPPORT. 
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2.1 Security. Supplier shall maintain appropriate administrative, physical, and technical safeguards to protect 
the security and integrity of the service and the customer data as described in the applicable Supplier 
documentation. For purposes of the standard contractual clauses attached to the Data Protection 
Agreement, when and as applicable, customer and its applicable affiliates are each the data exporter, and 
customer's signing of or entering into this agreement, and an applicable affiliate's signing of or entering into 
an order form, shall be treated as signing of the standard contractual clauses and their appendices. In the 
event of a security breach, Supplier will promptly notify Customer in accordance with the security breach 
management procedures set forth therein, but in no event longer than seventy-two (72) hours of becoming 
aware of such security breach. 

2.2 Support Services. During the term, Supplier shall provide support services to Customer in accordance with 

Supplier’s then-current support policy, a current copy of which is attached hereto as an exhibit and as 
identified in an order form. In the event that the level of support is not identified in the order form, customer 

shall receive a “basic” level of support that is included in the service at no additional cost. Any updates or 

modifications to the support services will not materially diminish Supplier’s responsibilities under the 

support policy during the term. 

 

3. CONFIDENTIALITY. 

Each party agrees to protect the Confidential information (as defined below) of the other party in the same 
manner that it protects the confidentiality of its own proprietary and confidential information of like kind, but 
in no event using less than a reasonable standard of care. A party shall not: (i) disclose or use any confidential 
information of the other party for any purpose outside the scope of this agreement, except with the disclosing 
party’s prior written permission and (ii) disclose or make the other party’s confidential information available to 
any party, except those of its employees, contractors, and agents that have signed an agreement for disclosure 
and use provisions substantially similar to those set forth herein and have a “need to know” in order to carry 
out the purpose of this Agreement. Confidential information shall not include any information that (a) is or 
becomes generally known to the public, other than as a result of the act or omission of the receiving party; (b) 
were rightfully known to a party prior to its disclosure by the other party without breach of any obligation owed 

to the other party; (c) is lawfully received from a third party without breach of any obligation owed to the other 

party; or (d) was independently developed by a party without breach of any obligation owed to the other party. 
If a party is compelled by law to disclose Confidential Information of the other party, it shall provide prior notice 
of such compelled disclosure (to the extent legally permitted) and reasonable assistance, at the other party's 
cost, if the other party wishes to contest the disclosure.  Supplier recognizes that Federal agencies are subject 
to the Freedom of Information Act, 5 U.S.C. 552, which may require that certain information be released, despite 
being characterized as “confidential” by the vendor. 

 

4. TITLE. 

4.1 All Customer Data, Output, and any developments or improvements to Customer’s systems or software to 
access or utilize the Services is and shall remain the sole property of Customer. Supplier shall not, without 
prior written authorization from Customer, alter, modify or change in any way any of the Customer Data. 
Supplier shall not sell, assign, lease, disseminate or otherwise dispose of the Customer Data or any part 
thereof  to any other person, nor shall Supplier commercially exploit any part of the Customer Data. For the 
avoidance of doubt, Supplier may not use Customer Data to create derivative products or services without 
Customer’s express written consent.   

4.2 All property shall be returned to their respective owners upon the later of (i) expiration or termination of 
this Agreement. Neither Party shall use, nor permit others to use, the property of the other except as 
permitted in this Agreement.  

 

5. DELIVERY AND ACCEPTANCE. 
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5.1 Supplier will deliver to Customer each Service, on or before the scheduled delivery date specified in the 
applicable Order Form.   

5.2 For each Service, Supplier will provide to Customer at least one (1) copy (in printed or electronic form) of 
all available Documentation for such Service. Supplier will promptly deliver to Customer any updates or 
enhancements to such Documentation when such updates or enhancements become available to Supplier.   

 

6. COMPLIANCE WITH LAWS. 

6.1 Supplier represents and warrants that it has and will obtain all necessary regulatory approvals, licenses and 
permits applicable to its business, and that it does and will comply with all applicable laws and regulations 
and rules that may be in effect during the Term as they concern the subject matter hereof. 

 

7. FEES, EXPENSES, AND TAXES. 

7.1 Fees. Customer agrees to pay Supplier or its authorized reseller as applicable all fees set forth in the 

applicable Order Form (“Fees”) in accordance with this Agreement and the GSA Schedule Pricelist. If not 
otherwise specified on an Order Form, all such fees (except fees subject to a good faith dispute) will be due 
within thirty (30) days of Customer’s receipt of an invoice provided that if an invoice is sent electronically 
to the billing contact email address provided by Customer for billing, then it shall be deemed received by 
Customer as of the date it was sent. All Fees are based on access rights acquired and not actual usage. If 
Customer fails to pay any amounts due under this Agreement by the due date, in addition to any other 
rights or remedies it may have under this Agreement or by matter of law, (i)reserved, and (ii) Supplier will 
have the right to charge interest at a rate established by the Secretary of the Treasury as provided in 41 
U.S.C. 7109, which is applicable to the period in which the amount becomes due, and then at the rate 
applicable for each six-month period as fixed by the Secretary until the amount is paid.; provided that 
Supplier will not exercise its right to charge interest if the applicable charges are under reasonable and good 
faith dispute and Customer is cooperating diligently to resolve the issue.  

7.2 Taxes. Supplier shall state separately on invoices taxes excluded from the fees, and the Customer agrees 
either to pay the amount of the taxes (based on the current value of the equipment) or provide evidence 
necessary to sustain an exemption, in accordance with 552.212-4(k). 

8. WARRANTIES AND DISCLAIMER. 

8.1  Warranties. 

8.1.1 Service. Each party warrants that it has the authority to enter into this Agreement. Supplier 
warrants that during the Term: (i) the Service shall be performed materially in accordance with the 
applicable Documentation, (ii) Supplier will employ then-current, industry-standard measures to 
test the Service to detect and remediate Malicious Code designed to negatively impact the 
operation or performance of the Service, and (iii) the overall functionality of the Service will not be 
materially decreased as described in the applicable Documentation. Disclaimer. EXCEPT FOR THE 
EXPRESS WARRANTIES SET FORTH UNDER THIS SECTION 11, SUPPLIER AND ITS AFFILIATES HEREBY 
DISCLAIM ALL WARRANTIES RELATING TO THE SERVICE, PROFESSIONAL SERVICES OR OTHER 
SUBJECT MATTER OF THIS AGREEMENT, EXPRESS OR IMPLIED, INCLUDING, BUT NOT LIMITED TO, 
ANY WARRANTIES OF NON-INFRINGEMENT OF THIRD PARTY RIGHTS, TITLE, MERCHANTABILITY 
AND FITNESS FOR A PARTICULAR PURPOSE. THE PARTIES ARE NOT RELYING AND HAVE NOT RELIED 
ON ANY REPRESENTATIONS OR WARRANTIES WHATSOEVER REGARDING THE SUBJECT MATTER OF 
THIS AGREEMENT, EXPRESS OR IMPLIED. SUPPLIER MAKES NO WARRANTY REGARDING ANY NON-
SUPPLIER APPLICATION WITH WHICH THE SERVICE MAY INTEROPERATE. 

 

9. LIMITATION OF LIABILITY. 

http://uscode.house.gov/browse.xhtml;jsessionid=114A3287C7B3359E597506A31FC855B3
http://uscode.house.gov/browse.xhtml;jsessionid=114A3287C7B3359E597506A31FC855B3
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9.1 IN NO EVENT WILL EITHER PARTY (OR SUPPLIER’S THIRD PARTY LICENSORS) BE RESPONSIBLE OR LIABLE WITH 

RESPECT TO ANY SUBJECT MATTER OF THIS AGREEMENT OR TERMS AND CONDITIONS RELATED THERETO 

UNDER ANY CONTRACT, NEGLIGENCE, STRICT LIABILITY OR OTHER THEORY FOR (A) ERROR OR 

INTERRUPTION OF USE, LOSS OR INACCURACY OR CORRUPTION OF DATA, (B) COST OF PROCUREMENT OF 

SUBSTITUTE GOODS, SERVICES, RIGHTS, OR TECHNOLOGY, (C) ANY LOST PROFITS OR REVENUES, OR (D) ANY 

INDIRECT, SPECIAL, INCIDENTAL, CONSEQUENTIAL OR PUNITIVE DAMAGES, WHETHER OR NOT A PARTY HAS 

BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGE. 
9.2 TO THE MAXIMUM EXTENT PERMITTED BY LAW, IN NO EVENT SHALL THE AGGREGATE LIABILITY OF EACH 

PARTY TOGETHER WITH ALL OF ITS AFFILIATES ARISING OUT OF OR RELATED TO THIS AGREEMENT EXCEED 

THE TOTAL AMOUNT PAID BY CUSTOMER AND ITS AFFILIATES HEREUNDER FOR THE SERVICE GIVING RISE TO 

THE LIABILITY (THE “LIABILITY CAP”). THE FOREGOING LIMITATION SHALL APPLY WHETHER AN ACTION IS IN 

CONTRACT OR TORT AND REGARDLESS OF THE THEORY OF LIABILITY, BUT WILL NOT LIMIT (1) CUSTOMER’S 

AND CUSTOMER’S AFFILIATES’ PAYMENT OBLIGATIONS UNDER THE ‘FEES’ SECTION ABOVE; (2) CLAIMS FOR 

INDEMNIFICATION PURSUANT TO SECTION 14 (INDEMNIFICATION); (3) CLAIMS FOR BREACH OF 

CONFIDENTIALITY OR BREACH OF SUPPLIER’S INFORMATION SECURITY OBLIGATIONS RESULTING IN 

UNAUTHORIZED DISCLOSURE OF CUSTOMER DATA (WHICH BOTH SHALL BE LIMITED TO TWO TIMES THE 

LIABILITY CAP); AND (4) CLAIMS FOR FRAUD, OR GROSS NEGLIGENCE AND/OR WILLFUL MISCONDUCT IN THE 

PERFORMANCE OF THAT PARTY’S OBLIGATIONS HEREUNDER. 

 

10. INDEMNIFICATION. 

10.1 Supplier’s Indemnification Obligation. Subject to Section 10.3, Supplier will have the right to intervene to 
defend Customer from any and all claims, demands, suits or proceedings (“Claims”) brought against 
Customer by a third party alleging that the Service, as provided by Supplier to Customer under this 
Agreement infringes any patent, copyright or trademark or misappropriates any trade secret of any third 

party (each, an “infringement claim”).  Nothing contained herein shall be construed in derogation of the 
U.S. Department of Justice’s right to defend any claim or action brought against the U.S., pursuant to its 
jurisdictional statute 28 U.S.C. §516.  

10.2 Reserved. 

10.3 Indemnity Requirements. The party seeking indemnity under this Section 10 ("Indemnitee") must give the 
other party ("Indemnitor") the following: (a) prompt written notice of any claim for which the Indemnitee 
intends to seek indemnity, provided that the failure to do so shall have no effect on the indemnitor’s 

obligations to the extent the indemnitor is not prejudiced by any delay, (b) all cooperation and assistance 
reasonably requested by the indemnitor in the defense of the claim at the Indemnitor's sole expense, and (c) 

sole control over the defense and settlement of the claim, provided that the Indemnitee may participate in 

the defense of the claim at its sole expense and provided any settlement fully releases the Indemnitee and 
does not admit any liability on behalf of the Indemnitee. 

11. TERM, TERMINATION, AND EFFECT OF TERMINATION. 

11.1 Term. The Term of this Agreement commences on the Effective Date and continues until the stated term in 
all Order Forms have expired or have otherwise been terminated. Subscriptions to the Service commence 
on the subscription start date, and are for a period, as set forth in the applicable Order Form (“Term”). 
Except as otherwise specified in an Order form, subscriptions to the service may be renewed for additional 
terms equal to the expiring subscription term by executing a written order for the renewal term. 

11.2 Termination. When the End User is an instrumentality of the U.S., recourse against the United States for 
any alleged breach of this Agreement must be brought as a dispute under the contract Disputes Clause 
(Contract Disputes Act). During any dispute under the Disputes Clause, Supplier shall proceed diligently with 
performance of this Agreement, pending final resolution of any request for relief, claim, appeal, or action 
arising under the Agreement, and comply with any decision of the Contracting Officer. Upon any 
termination pursuant to this section 11.2, Supplier will refund Customer a pro-rata portion of any prepaid 
fees that cover the remainder of the applicable term after the effective date of termination and a pro-rata 
portion of any prepaid professional services fees that cover professional services that have not been 
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delivered as of the effective date of termination. For clarity, a breach or termination of any Statement of 
Work shall not be considered a breach or termination of this Agreement or any order form. 

11.3  Effect of Termination. Upon termination of this Agreement for any reason, all rights and subscriptions 

granted to Customer including all Order Forms will immediately terminate and Customer will cease using 
the Service and Supplier confidential information. Termination for any reason other than termination for 
cause by Customer pursuant to section 11.2  shall not relieve Customer of the obligation to pay all future 
amounts due under all Order Forms. The sections titled “definitions,” “confidentiality,” “ownership, 
feedback, and statistical usage data,” “fees, expenses and taxes,” “disclaimer,” “limitation of liability,” 
“indemnification,” “term, termination, and effect of termination,” and “general” shall survive any 
termination or expiration of this Agreement. 

 

12. GENERAL. 

12.1 Controlling Law, Attorneys’ Fees and Severability. This Agreement and any disputes arising out of or related 

hereto shall be governed by the Federal laws of the United States, without giving effect to its conflicts of laws 

rules or the United Nations convention on the international sale of goods. In the event that any of the 
provisions of this Agreement shall be held by a court or other tribunal of competent jurisdiction to be 
unenforceable, such provisions shall be limited or eliminated to the minimum extent necessary so that this 
Agreement shall otherwise remain in full force and effect and enforceable. 

12.2 Notices. All notices required or permitted under this Agreement will be in writing by commercial courier or 
overnight delivery service, or by certified mail, or by email and in each instance will be deemed effective 
upon receipt.  All notices will be sent to the addresses set forth below or to such other address as may 
change from time to time in writing to the other Party. 

Supplier: 

One Kosmos, Inc. 
100 W. Franklin Square Dr. - Ste 424 
Somerset, NJ  08873 
Customer: 

 

12.3 Force Majeure. In accordance with FAR 552.212-4(f), If the performance of this agreement or any obligation 

hereunder (other than obligations of payment) is prevented or restricted by reasons beyond the reasonable 
control of a party including but not limited to computer related attacks, hacking, epidemic, pandemic, or 
acts of terrorism (a “Force Majeure Event”), the party so affected shall be excused from such performance 
and liability to the extent of such prevention or restriction. 

12.4 Independent Contractors. The parties shall be independent contractors under this Agreement, and nothing 

herein shall constitute either party as the employer, employee, agent, or representative of the other party, 
or both parties as joint venturers or partners for any purpose. There are no third-party beneficiaries under 
this Agreement. 

12.5 Export Compliance. Each party represents that it is not named on any U.S. Government list of persons or 
entities with which U.S. Persons are prohibited from transacting, nor owned or controlled by or acting on 
behalf of any such persons or entities, and customer will not access or use the service in any manner that 
would cause any party to violate any U.S. or international embargo, export control law, or prohibition. 

 

The undersigned parties have caused this Agreement to be executed by their respective duly authorized 
representatives. 
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ONE KOSMOS, INC. (SUPPLIER)    [__________] (CUSTOMER) 

 

By: _________________________________   By:_________________________________ 

Name:______________________________   Name:______________________________ 
              (Type, Print or Stamp)                                  (Type, Print or Stamp) 

Title:_______________________________    Title:______________________________ 

Date:_______________________________   Date: _______________________________ 
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EXHIBIT A 

MASTER SUBCRIPTION AGREEMENT 

PART A:SAMPLE ORDER FORM 
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EXHIBIT B 

MASTER SUBCRIPTION AGREEMENT 

SERVICE LEVEL AGREEMENT (SLA) 

This Service Level Agreement (“SLA”) is provided under and forms an exhibit to Customer’s Master Subscription 
Agreement (or other, similarly- titled agreement that governs Customer’s use of the Supplier’s Service) (“MSA”). 
Capitalized terms used in this SLA that are not defined herein are defined as set forth in the MSA, if applicable. 

 

Service Level Commitment: 

The Service will, subject to the exceptions listed below, be available at least 99.9% of the time during any full calendar 
month in Customer’s production environment (“Availability Commitment”). The Availability Commitments do not 
apply to sandbox, beta and other test environments. 

The Availability Commitment of the Service for a given month will be calculated as follows (rounded to the nearest 
one tenth of one percent):  

Availability % = 100% x (total minutes in the month – total minutes unavailable in the month) 
    Total minutes in the month 

The Service will be deemed to be unavailable only if the service does not respond to HTTPS requests, (“Unavailable”). 

The Service will not be deemed Unavailable for any downtime or outages relating to: (i) a Customer outage event, 
(ii) equipment, applications, interfaces, integrations, or systems not owned by Supplier, or Service not offered by 
Supplier or (iii) a force majeure event. 

"Customer Outage Event" means a period of time in which Service is not available due to acts, omissions or requests 
of Customer, including without limitation (a) configuration changes in, or failures of, the Customer end of the 
network connection, (b) work performed by Supplier at Customer’s request, (c) Customer’s unavailability or untimely 
response to incidents that require its participation for source identification and/or resolution or (d) Customer’s 
failure to provide the Supplier with any requested physical or remote access to any Customer facilities, equipment 
or personnel. 

 

Emergency Maintenance: 

Supplier may perform emergency maintenance for which Supplier will use commercially reasonable efforts to notify 
Customer at least twenty-four (24) hours in advance. For the avoidance of doubt, if the Service is unavailable due to 
emergency maintenance, such unavailability will be included in the availability calculation. 

 

Service Level Credits: 

For each full calendar month in which Supplier fails to meet the availability commitment of at least 99.9% (a “Service 
Level Failure”), Customer shall receive a Service Level Credit equal to an amount determined in accordance with this 
following schedule (“Service Level Credit”). The Service Level Credit shall be calculated as the applicable percentage 
outlined below multiplied by the annual subscription fee paid by the Customer for the then current annual period 
divided by twelve (12): 

 

Availability % Service level credit 

98.5% – 99.89% _2_% 
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97% - 98.49% __3_% 

< 97% __5_% 

 

Service Level Credits will be issued to the entity that Supplier Invoices for the applicable Service, as a separate credit 
memo that can be applied towards fees payable for any subsequent annual term for that Service. If Customer elects 
not to renew service term prior to the application of a Service Level Credit pursuant to the preceding sentence, 
Customer will have the option to receive up to one (1) month of service following the termination of such service 
term at no charge in lieu of such Service Level Credit. Customer will not be eligible to receive a Service Level Credit 
if Customer’s account is delinquent. The Service Level Credits stated herein are Customer’s sole and exclusive 
remedy (and Supplier’s sole liability) for any claims in connection with this Service Level Agreement. 

 

Reporting and Confirmation: 

Customer may contact Supplier to report any issues by calling __________________. 

Customer must log an incident with Supplier Customer Care within three (3) business day following any time in which 
the Service is unavailable, along with the following information, in order for the applicable minutes to be applied 
towards the availability % calculation: 

(i) The manner in which the service is not available; and 

(ii) The date and time in which the service first became not available. 

Failure to provide such notice will forfeit the right to receive Service Level Credits. Provided such Notice is timely 
given, unavailable minutes will be calculated from the starting time of the incident until the time the incident is 
resolved by Supplier. Upon receipt of Customer’s notification, Supplier will verify Customer’s report through any 
available system logs and records.  



MASTER SUBCRIPTION AGREEMENT 

SUPPLIER CUSTOMER SUCCESS SERVICES (“SUPPORT SERVICES”) 

Supplier Customer success services terms are subject to the terms of the Master Subscription Agreement 
(“Agreement”), and Capitalized terms not defined here will have the meaning specified (if applicable) in the 
Agreement. 

 

SUPPLIER SUPPORT OFFERINGS. 

 

A. Supplier Offers Three Options for Customer Success Services: 

• Basic  

• Premier  

• Premier plus  
 

BASIC PREMIER PREMIER PLUS 

RECORDED TRAINING UNLIMITED UNLIMITED UNLIMITED 

LIVE QUARTERLY 
UPDATES 

INCLUDED INCLUDED INCLUDED 

LIVE TRAINING 
SESSION 

NO 2 PER YEAR 4 PER YEAR 

PERSONALIZED 1:1 
SESSION 

NO NO 2 PER YEAR 

PRODUCT TEAM 
INTERACTIONS 

NO NO 2 PER YEAR 

BLOCKID BROKER NON-HA DEPLOYMENT HA DEPLOYMENT HA DEPLOYMENT 

SUPPORT HOURS 12 X 5 24 X 7 24 X 7 

SLA 24 HOURS 8 HOURS 2 HOURS 

DEDICATED CSM NO NO – BUT ACCESS TO 
POOLED RESOURCES 

YES – DEDICATED CSM 

PRICE (RECURRING) INCLUDED FOR ALL 
CUSTOMERS 

REQUIRED FOR ALL 
DEALS OVER $50K 

15% OF ARR FOR 
DEALS > $50K 

$4K FOR DEALS < $50K 

REQUIRED FOR ALL 
DEALS > $200K 

22% OF ARR FOR 
DEALS > $200K 

$45K FOR DEALS 
<$200K 

 



B. Supplier Offers Three Options for Professional Services: 

• Basic  

• Premier  

• Premier plus  

 
 

BASIC PREMIER PREMIER PLUS 

WEEKLY MEETINGS INCLUDED – UP TO 4 
WEEKS 

INCLUDED UP TO 8 
WEEKS 

INCLUDED – UP TO 12 
WEEKS 

ARCHITECTURAL 
REVIEW 

INCLUDED INCLUDED INCLUDED 

MOBILE APP ROLLOUT 
PLAN 

INCLUDED INCLUDED INCLUDED 

BLOCKID BROKER NON-HA PLANNING HA PLANNING HA PLANNING 

DOMAIN SINGLE DOMAIN MULTIPLE DOMAIN 
DEPLOYMENT 

MULTIPLE DOMAIN 
DEPLOYMENT 

NUMBER OF USERS UP TO 500 501-5000 5001+ 

APP INTEGRATION 1 - WEB APP ONLY WINDOWS, 1- WEB APP 
ONLY 

WINDOWS, MAC, UNIX, 
3 – WEB APP 

CUSTOM MOBILE APP 
DEV WITH SDK 

NO NO INCLUDED 

    

PRICE INCLUDED $_____K $_____K 

 

C. Priority Levels: 

In the event that a Service-affecting issue is detected by Supplier or reported by Customer, Supplier shall, in its 
reasonable discretion, categorize the priority level pursuant to the criteria below. 

PRIORITY 
LEVEL 

DESCRIPTION EXAMPLES 

1. A service failure or severe degradation. 
Customer is unable to access any business 
resources. 

Service is down and not accessible by 
Users; Service is slowed to such a degree 
that multiple users cannot log in, resulting 
in consistent “page not found errors” or 
similar 



2. A partial service failure or mild degradation. 
Customer is able to access some but not all 
business resources. 

Customer lacks write access to 
administrative feature (excluding 
regularly scheduled service upgrades); 
Users can access service but service is slow 
and sometimes leads to “page not found” 
messages or similar, with access 
functioning as expected upong page 
refresh 

3. Minor service impact. Customer is able to 
access almost all business resources. 

Non-critical individual third party 
applications are not accessible by all users’ 
a user not able to access a business 
application; Customer is unable to 
successfully integrate a new business 
application with the service 

4. Service feature enhancement. Customer is 
able to access all business resources and is 
requesting a service feature enhancement. 

Service feature enhancement request 

 

D. Response Times: 

Supplier will use reasonable efforts to adhere to the following response times pursuant to the Support Service 
Package indicated on the Customer Order Form (Premier, Premier Plus or Basic): 

 (i) Premier and Premier Plus Response Time for The Service During 24x7 Support Hours 

 

PRIORITY 
LEVEL 

FIRST RESPONSE SUBSEQUENT 
UPDATES 

1 4 Hours 24 Hours 

2 12 Hours 36 Hours 

3 36 Hours 48 Hours 

4 48 Hours 72 Hours 

 

 (ii) Basic Response Time for The Service During Business Success Support Hours 

 

PRIORITY LEVEL FIRST RESPONSE SUBSEQUENT 
UPDATES 

1 24 Hours 48 Hours 

2 48 Hours 72 Hours 

3 72 Hours 96 Hours 



4 96 Hours 1 Week 
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