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Replicator service packs, and upgrades; Start date: license delivery date; Servers
Period: 12 months per unit.
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Y Team Software

AvePoint

AvePoint Maintenance Service

AvePoint's Standard and Premier Maintenance service plans provide [T depariments more time to focus on other projects and
less fime managing AvePoint software. AvePuint provides basic support service {Standard Maintenance) and advanced
support service {Premier Maintenance}, This timely and refiable service will ensure you get most out of the DocAve software
stite.

Maintenance Level Standard Premier
Email / Web Support Tickets Response Time
{Buring business support hours}
Vaoice Message Response Time (During
business support hours)

See response tme below See responce ime below

2 Hours 1 Hour

Support threugh: Emall, Phone, Website (Support Ticket), WebEx Web

Support Channel Conferencing
- Randoy to Frday 7.080am- 2417 Support Answenng Service during off-
Support Hours 7.00mm T hours with 1 hour response time
Ko W i mare ket eifart i5 vzal the regp L I WIS SRR

Email/ Web Support Ticket Response Time Based on Severity of Issue

Severity: Low - 48HR window for Initial esponse

= Ninor issue, which does not impact production environmant
= Documentation error that does not directly impaci a joby on production
=  Feature or suggesiion for enhancement

Severity: Medium — 24HR window Tor initial response

= A&nissue effecting production environment at a minor levet
»  Very limited dirsct impact on operations

Severity: High — 4HR window for inilial response

»  Anissug effeciing production envireriment at & major level
+  Production environment is operational, but DocAve aclivilies are limited
*  Long-tme adverse effects can fead to productivity being hindered

Severity: Very High — ZHR window for initial response

+  DocAve dctivities on production envirenment are completely inoperable
= Major restoration or project is at a mission-critical state
»  Severe impact on business operatons

Contact Information
By Email;

*  Suppori@avepoint.com
By Telephone:

= Dusing business hours {7.00am-7:00pm GMT):
= jlain Line: +44 {(0)207 800 0987 option 2

*  Durng off-hours (7.00pm-7:00am GMT)*:
*  Main Line: +44 (0207 600 G987 oplion 2

“Only Prem:er Mamntenance customers are entfed o off-hour supperi



Genady Etin

Nx”n¥: Miri Blitman <Mirib@team.co.il>
N 15:23 2022 VDI 24 v Or
bX: Genady FEtin; Dror Reifer

Py Lidia_ku@team.co.ii
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Regards,

®iri Blitman

Faw: +972-3-9787293

Cell: +972-50-6683822
Email: : Mirib@ieam.co.il
Sim*:xf\/\f\f\m.‘{eam.co.ii

O feam Software

From: Genady Etin <Genady@cbs.gov.il>

Sent: Wednesday, August 24, 2022 2:47 PM

To: Miri Blitman <Mirib@team.co.il>; Dror Reifer <drorr@team.co.il>
Cc: Lidia_ku@team.co.il

Subject: RE: e/ wimn

CAUTHON: External Sender, Do not click on links or open attachments unless you recognize the sender.

##% The CBS antivirus system scanned this email for harmful content. ***
% IMPORTANT: Do not open attachments unless you expected to receive them. *#%

I!n
5% —nn i Ry 100 NRun
nTIn
From: Miri Blitman <Mirib@team.co.il>
Sent: Wednesday, August 24, 2022 2:33 PM
To: Dror Reifer <drorr@team.co.il>; Genady Etin <Genady®@chs.gov.il>
Cc: Lidia_ku@team.co.il
Subject: RE: &M wiTn
JTRAY N

2023 Mgy nplinn LNy Yan NYND 170
JUTYT NN NN ERY ATND

L300 [N OTIN

Regards,

[Tny 'on]



RMiri Blitman

Fax: +972-3-9787203
Cell: +972-50-6683822
Email: : Mirib@team.co.il
Siter www.tearn.co.il

f’é:g |
S ream Soffwore

From: Dror Reifer <drorr@team.co.il>

Sent: Tuesday, August 23,2022 6:48 PM

To: Genady Etin <Genady@cbs.gov.il>; Miri Blitman <Mirib@team.co.il>
Cc: Lidia_ku@team.co.il

Subject: Re: 1w wITN

JI"‘lln In
APINN AT NTY? DTIR - 08 Y00 W
AT ,NTIR
Thanks,
Dror Reifer

Director of Sales
Team Software Division, MalamTeam
M: +972544618339

On 23 Aug 2022, at 18:09, Genady Etin <Genady@cbs.gov.il> wrote:

{CAUTION: External Sender, Do not click on links or open attachments unless you recognize the sender.

**% The CBS antivirus system scanned this email for harmful content. ***
*x% IMPORTANT: Do not open attachments unless you expected to receive them. ***
Iln
N nn
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www.chs.gov.il | 02-6592303 opo | 060-6235375 1 | 02-6582304 o
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