
APPENDIX C SUPPORT AGREEMENT

This following support agreement (“Support Agreement”) between Intercede and the Partner is incorporated by reference into the Partner Resale Agreement (“Agreement”) executed between Intercede and Partner and applies to the Intercede Products as delivered to the Partner’s Customers.
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1. INTRODUCTION
1.1 Purpose of the Support Agreement. This Support Agreement is between Intercede and the Partner. It provides a mutual understanding of the service level expectation and defines a benchmark for measuring the performance of the service. This Support Agreement shall be read in conjunction with and subject to the terms and conditions of the Partner Resale Agreement between the Partner and Intercede. The Agreement is only valid for the Support Agreement Period defined below and whilst there is a valid maintenance agreement in existence with the Partner’s Customers. Support and maintenance charges are payable annually in advance and are subject to an annual increase in line with inflation. If a Customer does not renew the Agreement in any given year but subsequently wishes to request support, Intercede reserves the right to levy a reinstatement fee equivalent to one year’s fees.
1.2 Support Provided. Intercede agrees to provide training to the Partner’s personnel to enable them to become proficient in selling and supporting the Products commensurate with Intercede’s standards for such activities. The Partner agrees to ensure that its personnel acquire the necessary skills and expertise to provide Level 1 and 2 support for the Products to Customers within three (3) months of entering into this Agreement. Only after the Partner is able to provide Level 1 and 2 support to Customers, a support agreement is executed by the Customer with the Partner, and Partner provides payment of the standard Support Fees set out in the Agreement, Intercede will provide the Partner with Level 3 support for the Products pursuant to this Support Agreement. Partner may purchase professional and/or consulting services from Intercede at reasonable commercial rates for its Customers subject to Appendix D.
Level 1 Support means initial assessment of the nature of an incident reported by a Partner’s customer (“Customer”). It may include logging and supplying reports and responses, Products fault replication testing and available technical information.
Level 2 Support means providing to the Customer the analysis of complex incident reports and a work-around or advice to circumvent the incident pending a permanent fix.
Level 3 Support means providing to the Partner the analysis of complex incident reports and, where these result from errors in the Products, making reasonable endeavours to correct to allow continued business operations for the Customer.
1.3 Exclusions from Support. The following support services shall not be provided by Intercede under this Agreement and the Support Agreement: support of any software, accessories, attachments or machines systems other than the Products and/or which the Partner is not accredited to support; rectification of lost or corrupt data or programs arising for any reason; support of any Products modified or altered by any person other than Intercede except as expressly provided for by this Agreement; support for any MyID® Product used outside its design or specification or outside the provisions laid down in any

manual supplied with the Products; diagnosis and/or rectification of potential or actual malfunctions not associated with the operation of the Products; diagnosis and/or rectification of potential or actual malfunctions that are a result of either a) changes made to the MyID® Product software (including program libraries, configuration files, web files and scripts); or b) changes made directly to information or stored procedures in the MyID® Product database unless those changes have been explicitly authorised by Intercede; corrections and/or data corruption caused by third party software or software utilized by the Partner; and any products installed on operating environments that are not supported by Intercede.
1.4 Support Agreement Period. This Support Agreement will remain valid from the Effective Date until the Agreement expires or is terminated. Termination of the Support Agreement must be made in writing by providing a minimum of 90 days’ notice prior to the annual renewal date. This Support Agreement will be reviewed on a regular basis, at a frequency to be agreed with the Partner.
1.5 Partner Responsibilities. Intercede’s obligations under this Support Agreement are contingent on satisfaction of the following responsibilities of Partner:
1.5.1 Partner is required to use its best efforts to ensure Customer maintains its own equipment and systems on which the Intercede Products will run. Intercede will not be responsible for support and maintenance until and unless Partner has affirmatively confirmed that Customer support issues are not the result of the condition of Customer’s own equipment and systems and/or alterations, upgrades or other changes made by Customer or Partner to underlying equipment and systems. Partner will obtain such confirmation before Partner or Customer contacts Intercede for support requests under this Support Agreement. If upon providing support Intercede determines that the support issues were due primarily to the condition of Customer’s own equipment and systems, Intercede reserves the right to charge a reasonable hourly fee for the support services provided.
1.5.2 Partner agrees to obtain and provide the names and contact information of a main point of contact and at least two points of escalation of Customer for support issues. Intercede’s obligations under this Support Agreement will not take effect until Partner provides this information.
2. PROBLEM MANAGEMENT
The Intercede Help/Support Desk will monitor incidents using response and resolution targets. Response means the support team acknowledging receipt of the incident to the Partner nominated contact, agreeing the severity of the call, requesting further information as necessary, and conducting an initial investigation into the incident. Resolution means providing an agreed solution to the problem. This could take the form of a short-term work around to meet the immediate need, or an agreement that the problem will be resolved in the next product release. Intercede can ‘stop the clock’ while awaiting action or information (such as a log file) from the Partner.
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3. INCIDENT REPORTING
All incidents must be reported through to the Help/Support Desk. Support will only be available between 9.00 am and 5.00 pm GMT during normal UK working hours, excluding UK public holidays. Support will only be given using the English language. Any support required outside this agreement must be agreed separately and Intercede reserve the right to make a ‘time and materials’ based charge for this support including appropriate fees for provision of services outside of ordinary business hours. The help desk can be contacted via support@intercede.com. All calls for support must be made by agreed nominated contacts (NC) from within the Partner. There will be 2 valid nominated contacts that have appropriate knowledge of the Intercede product set. The Partner can purchase the right to nominate more than 2 nominated contacts at an additional charge.
Prior to any call to the help desk, as noted above in section 1.5.1, it is the nominated contacts responsibility to check all basic system pre-requisites as defined in the manual, including troubleshooting. Intercede reserve the right to make a charge for support calls that fall into this category by not being fully pre- checked.
All requests for support must provide details of the Company Name, Product Name and version, System details and a description of the issue, and where appropriate system and product log files. All support calls will be registered in a call logging system, assigned a severity code, and allocated a unique reference number. Nominated contacts will be advised of the unique reference number on receipt of the support call. This severity code would be determined by agreement between Intercede and the nominated contact. The call would then be managed to resolution by Intercede.
For incidents reported to support@intercede.com , Intercede will contact the Partner to confirm receipt of the incident, the allocation of the incident reference number and agreement of the severity code. Any activities relating to each incident will be logged in the call logging system for monitoring and management reporting. Once reported, all incidents will remain active, until the Partner agrees to the successful resolution of the issue. At this stage the incident will be closed. In the unlikely event that an on- site visit is required to resolve the support issue, Intercede reserve the right to make a charge for support and/or expenses dependent on the source of the issue.
3.1 Severity Codes
Severity-High: Critical part of system unavailable or major (or potentially major) impact on business.
Target response: 4hrs (and regular updates every hour) unless the call is placed after 4.00 pm GMT during the working day, in which case during the next working morning.

Severity-Medium: Part of system unavailable but non critical as the users can adapt business practices to get around the problem in the short term.
Target response: Same day unless call is placed after 10.00 am GMT, in which case next day.
Severity-Low:	No immediate impact on business, inconvenient errors.
Target response: Next working day or as agreed with the caller requesting support
3.2 Incident Progressing.
Each incident will remain with the support department who will update the status of the incident as each action is taken. Responsibility for the incident will remain with the Intercede support department to manage through to resolution to sign off by the Partner. Should further information be required the Intercede support department will contact the originator of the incident. If the originator contacts the Help/Support Desk with regard to a specific incident, the incident reference number must be quoted.
3.3 Escalation Procedures.
Best endeavours will be made to answer calls effectively and it is expected that the Partner will provide all such details as are requested by Intercede to help to resolve the given issue. Intercede will process each call log to a completion agreed with the Partner.
If the incident is not responded to within the agreed times specified against severity (as in section 2.1), the Partner may initiate the relevant escalation procedure.
The levels of escalation would be agreed and will typically be:

Intercede	Partner
Level 1	Help/Support Desk	Nominated Contact Level 2	Support Manager	IT/Project Manager
Level 3	Product Manager	Director

The levels assigned to the functions above are used in the escalation procedures shown below:

Severity - High	Level 2	When incident reported
Level 3	Within 4 hours

Severity - Medium Level 2	Within 1 day
Level 3	Within 5 days

Severity - Low	Level 2	Within 5 days or As agreed

NOTE: Both Intercede and the Partner will be responsible for communicating to the appropriate personnel within their respective organisations should escalation be necessary.
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