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ATTACHMENT C



TECHNICAL SUPPORT
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Technical Support Specifications

Overview

SSB will provide support and upgrades for its InSight/InFocus 508 software bundle for one (1) year from the time of purchase.  

Customer Responsibilities

Customer will name one representative per development team or group who will be the primary contact for the purposes of technical support.  The Customer may change the representative at any time by notifying SSB in writing.

Prior to contacting SSB Technologies, the customer should contact their internal technical support personnel to confirm that an issue is not hardware or system related.  

The following is a guideline for regular support calls to SSB:

Priority 1: Used by a client to identify a "Down" situation.  Program is unusable and causes a critical impact on the operation of business.
Priority 2: Used by a client to identify a problem with the program.  However, the program is still operational and does not represent a critical impact on the operation of the business.
Priority 3: Customer identifies their issue as an enhancement request or "Contact me when you can".

Customer should provide contact name, company name, product name, operating system, hardware platform and specific background on the incident.

SSB Support Responsibilities

For Priority 1 issues, SSB will provide telephone Technical Support service at 415-975-8009 for the Customer between 8.00am and 6.00pm Pacific Time, Monday to Friday.  Outside these hours, response will be given by the next morning.

For all issues, SSB will provide email Technical Support between the hours of 8.00am and 6.00pm Pacific Time, Monday to Friday, excluding Public Holidays. The Technical Support email address is support@ssbtechnologies.com.
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Upgrades

SSB will provide free of charge to the Customer copies of Patch and Point Releases:

· "Point Release" shall mean the release of an SSB Product where, if the product version number is designated as x.y.z, the digit represented by "y" is changed to one digit higher.  A Point Release normally includes minor feature and functionality changes and enhancements.  

· "Patch Release" shall mean the release of an SSB Product where, if the product version number is designated as x.y.z, the digit represented by "z" is changed to one digit higher.  A Patch Release normally consists of bug fixes and error corrections.
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