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Disclaimer

This proposal is valid for a period of thirty (30) days from the date of delivery. This is a non-binding proposal for discussion purposes only. This
proposal supersedes all previous communication with respect to Microsoft Services Support for Enterprise. This document is confidential and
not to be shared with any third party. The Customer may propose alternatives to any of the assumptions contained within this proposal.
However, based on such proposed alternatives, Microsoft reserves the right to reformulate otherwise agreed upon components of the proposal.
If the Customer chooses to agree to the terms of this proposal, agreements based upon Microsoft Premier Support for the Enterprise Services
Descriptions will be created for both parties’ review.

The information in this proposal is provided “as is” and MICROSOFT MAKES NO WARRANTIES, EXPRESS OR IMPLIED, IN THIS PROPOSAL. In
addition, Microsoft does not guarantee the accuracy of any information presented and assumes no liability arising from your use of the
information contained in this proposal.

The descriptions of other companies’ products in this document, if any, are provided only as a convenience to you. Any such references should
not be considered an endorsement or support by Microsoft. Microsoft cannot guarantee their accuracy, and the products may change over
time. Also, the descriptions are intended as brief highlights to aid understanding, rather than as thorough coverage. For authoritative
descriptions of these products, please consult their respective manufacturers. All trademarks are the property of their respective companies.
©2020 Microsoft Corporation. All rights reserved. This document does not provide you with any legal rights to any intellectual property in any
Microsoft product or service.
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Support to drive your solution success

Accelerate time to value by putting your business-critical solutions at the center of our experience

&

Maximize my uptime

Maintain continuity, prevent issues,
and respond to incidents quickly

ee
Keep my business running smoothly

=)
&)

Know and guide me

Partner with a team who knows your
business and can get you results

ee
Understand my goals and technology

=
o

Enable me to do more

Transform your organization for
success in a cloud-first world

ee
Activate my business and my people

Accelerate outcomes
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Maximize my uptime

Keep your business running smoothly with organization-wide reactive support, escalation management, and elevated care
for your business-critical solutions

)

Maintain business continuity with as-needed
technical support for your entire organization

Get escalation management and 15-minute
response for Azure Critical Business System Down
(Sev 1) incidents

Take control of your IT health with on-demand
assessment tools and tailored recommendations

Meet your foundational needs

— Tailor your solution for success

Proactive Services that provide tailored guidance for security,
configuration, and operations to keep your solutions healthy

Enhanced Solutions for:

* Prioritized support for Azure for one-time digital events and
day-to-day operations direct from Azure product teams

* Direct support for Office 365 from product engineers with
tenant-specific incident analysis

* Mission-critical support to restore business operations
swiftly and provide enhanced communication on outages
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Know and guide me

Get the right resource at the right time with a designated Customer Success Account Manager (CSAM) and extended
solution-specific teams who know your goals and environment

1)

Work with the CSAM to plan and execute against
your business strategies to drive key outcomes

Get tailored plans to proactively manage the
health of your solutions with proven Microsoft
tool and methodologies

Ensure you have the right resource at the right
time to maximize the value of your Microsoft
investment

— Tailor your solution for success

Proactive Services to remove technical and operational blockers
and accelerate cloud solution deployment

Enhanced Solutions for:

 Designated technical resources who work as an integrated

e part of your team and environment to go deeper

* A dependable, outcome-oriented team that partners with
you in the success of your mission critical solutions

 Actionable advice and key insights from Azure experts,
tailored to your unique environment

Meet your foundational needs
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Designed with flexibility to meet your needs

Receive foundational support across your Microsoft portfolio and tailor your experience through services that drive the
outcomes you need most

Meet your foundational needs @ Tailor your solution for success
Comprehensive, organization-wide support Receive an allowance towards services or purchase more as add-ons

24xT7 problem resolution support

MaXIml.Ze and risk assessment capabilities to e

my uptime proactively manage IT health Proactive Services Enhanced Solutions
Expert-led, solution-specific 20+ in-depth, relationship-

T £ A designated Customer Success engagements across Well- based solutions designed to

guide me ACCF)}JH’E Manager' focused on e Archlt'ected‘, Server Migration, ensure maximum uptime, solve

maximizing your business outcomes Security, Microsoft Teams, complex IT challenges, and
Business Applications, help you get the most out of
As-needed advisory support from Analytics, and more your technology investment

Enable me {
experts and an online hub of on- e

demand learning content

to do more
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Tailoring your support experience

Build on the foundational services by customizing your experience with Flex Allowance

1) Automatically get a Flex
Allowance based on a
percentage of your base
agreement price

« For $50k-175k in contract
list price: $25k or 20%,
whichever is greater

« For $175k+ in contract list
price: $50k or 20%,
whichever is greater

2) Use your Flex Allowance
towards our entire catalog of
Proactive Services and
Enhanced Solutions

Unified Enterprise base

Foundational
services

+

Tailor your
solution

Apply your Flex
Allowance towards
these services or
purchase them as
add-ons

Maximize my uptime Know and guide me Enable me to do more

Organization-wide support coverage to help maintain IT health and upskill staff

Expert-led, solution-specific engagements across Well-Architected, Server Migration,
Security, Microsoft Teams, Business Applications, Analytics, and more

Support for Mission Critical
0365 Engineering Direct
Azure Rapid Response* and Azure Event Management
Developer Support

Designated Support Engineering

*Limited availability in certain geos
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Meet your
foundational needs
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Unified Enterprise | Features

Personalized support delivered through a mix of reactive, proactive, and in-depth support solutions

Technical Support (24/7)

Escalation Management

Case Management/Tooling
Foundational

services IT Health

Cloud Assistance

Account Management

Advisory Support

Technical Training

. Proactive Services**

Tailor your

solution

Enhanced Solutions**

*Commercial cloud only
**Available through Flex Allowance or for purchase as add-ons
***Limited availability in certain geos

Expected response times:
— Critical Sev 1: 15-minutes for Azure*/1-hour for all other products
— 1-hour Sev A/2-hour Sev B/4-hour Sev C

For Critical Business System Down issues, resource assigned after 15-minutes for Azure or 1-hour for all other products

For Critical Business System Degraded, resource assigned after 1-hour for all products

Services Hub portal for one-stop support management, recommendations, Microsoft Services catalog, and product updates
On-demand assessments with as-needed setup and configuration services

Billing support provided by the Azure Support team (included in the free support)

Assigned Customer Success Account Manager

Advisory Phone Support (limited to six hours or less per incident)
On-demand videos, hands-on labs, learning paths, and expert-led webcasts

Expert-led, solution-specific engagements designed to help customers onboard and optimize their key solutions with services
for Well-Architected, Server Migration, Security, Microsoft Teams, Power Apps, Analytics, and more

Relationship-driven, in-depth support experiences, including Support for Mission Critical, Designated Support Engineering,
Azure Rapid Response***, Azure Event Management, Office 365 Engineering Direct, Developer Support
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Always-on support for your organization

O— B @

Critical incidents Technical support Advisory support
Escalation management with response As-needed support with response Phone-based support and guidance to
times of 15-min for Sev 1 on Azure times of 1-hour for Sev A, 2-hours for avoid common support issues and
and 1-hour for all other products Sev B, and for 4-hours Sev C decrease the likelihood of outages

How we help you minimize downtime

Resources to help you drive Connection to the Microsoft Diagnostic capabilities that Incident tracking and reporting
resolution for your most critical ~ product engineers that build the  enable us to quickly assess your to help you identify trends and
incidents solutions you rely on issues areas for improvement

Microsoft Confidential 10



Unified Enterprise

Take advantage of 24x7 problem resolution support for your Microsoft technologies

Severity definitions

Severity definitions

Severity Name Definition Expected Response Times
. . Business at risk. Complete loss of a critical < 15-minutes for Azure*;
1 Critical Business System Down L. .
application or solution. < 1-hour for all other products
A Critical Business System Degraded Significant loss or degradation of services. < 1-hour for all products
: Moderate loss or degradation of services, but work
B Moderate Business Impact g- : . . < 2-hour for all products
can reasonably continue in an impaired manner.
: : Substantially functioning with minor or no
C Minor Business Impact Y g < 4-hour for all products

impediments of services.

*Commercial cloud only
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A digital experience via one central hub

Digital resources via Services Hub

Manage your support Maintain IT health Build team knowledge
Gain greater visibility and more Maximize uptime and mitigate ~ Empower your team with access
control over your support risks with on-demand to resources and training that
requests by managing them in assessments that give you will help them stay ahead in a
one central location control of your IT health cloud-first world

Convenient, self-service tools and training to empower IT and optimize support efforts

Track all your Microsoft support Gain insights about support Find relevant, personalized Enable customer self-service
tickets through a single interface through trending data and recommendations throughout management of named Support
from cloud to on-premises analysis Services Hub Contacts and group sharing

Visit the Services Hub Resource Center to learn more
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https://docs.microsoft.com/en-us/services-hub/sfbus/

Services Hub | Maintain IT health

Keep your IT environments healthy with On-Demand Assessments and as-needed setup and configuration services

Leverage predictive analytics based on years of Microsoft
analysis

Remediate issues and risks with expert recommendations

Drill into recommendations to see root cause analysis

Use remediation plans to help your team take action

Configure once and run on your schedule

Skype for Business Assessment SharePoint Sevver Assesiment Windows Server Assessaent Eachange Server Assessment SQL Server Assessment Windows Chent Asse

To learn more about the displayed feature: https://aka.ms/sh-rc/assessments

Skype for Business Assessment

Including capabilities across:

v' Active v' Exchange v" SharePoint
Directory Server v SQL Server
v' DevOps v’ Microsoft Azure /' \Windows

v Dynamics 365  v* Office 365
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https://aka.ms/sh-rc/assessments

Available On-Demand Assessments

& & N & A A

Active Directory Active Directory Operational Survey Active Directory Security Active Directory Security Survey Azure Active Directory Azure Active Directory ITDM Survey
A A A A A >
Azure Active Directory Operational Azure App Service Azure Solution Assessment Cloud Adoption Framewark Landing DevOps Capability Assessment Dynamics 365 Customer
Survey Zone Assessment Engagement Survey
N, : : 3 ] | ||
> -

Dynamics 365 for Finance and Exchange Server Exchange Server Operaticnal Survey Exchange Server Security Survay Failover Cluster Survey Hyper-V Survey
Operations Survey

L E; L E; E; IA

115 Survey Infune Survey Microsoft 365 Assessment for [T Microseft Endpoint Configuration Microsoft Endpeint Manager Modem Service Management
Decision Makers Marager Survey Capability Assessment for Azure
Modern Service Management Office 365 Collaboration Survey Office 365 Exchange Office 365 Operational Survey Office 365 SharePoint SharePoint

Capability Assessment for Office 365

sk B ® ® = =
b — '
SharePcint Operational Survey SharePoint Security Survey Skype for Business Skype for Business Operational SQAL Server S0L Server Operational Survey
Survey
= Fum e A A A
b—
SQL Server Security Survey System Center Operations Manager  System Center Operations Manager  Well-Architected Cost Optimization Well-Architected Go-Live Survey Well-Architected Reliability
Operational Survey Assessment Assessment Assessment
/s ([ | ] ]| 1| ]
Ll | L Ll | Ll | Ll
‘Well-Architected Security Windows Client ‘Windows Client Security Survey ‘Windows Client Survey Windows Server ‘Windows Server Security Survey

Assessment

Windows Server Survey
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Services Hub | Build your team’s knowledge

Stay current on Microsoft products and technologies with 1,500+ on-demand learning experiences

Access recommended learning content for your organization’s
Services Hub users

Improve your team's knowledge with a variety of learning
experiences

Participate in live instructor-led webcasts

Learn at your pace with learning paths and on-demand videos

Practice skills interactively with Hands-on Labs

To learn more about the displayed feature: https://aka.ms/sh-rc/learn

On-demand Videos Hands-on Labs

Learn at your own pace with expert videos showcasing Microsoft Get hands-on experience with Microsoft Technologies in virtual
technologies. environments.

Discover More > Discover More >

Learning Paths Webcasts

Develop skills with structured collections of videos and labs to Learn new features from experts with live and interactive online
achieve you learning goals. sessions.
Discover More > Discover More >
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Services Hub features at-a-glance

Services Hub

Homepage

Contract
Details

IT Environment
Health

Learn
On-demand

Microsoft
Support

Services
Catalog

Update
Center

Optimize your time
with the Services Hub
Homepage
* Easily identify
your Services
Hub workplace

* Leverage tailored
recommendations
to help proactively
reduce support
incidents, maintain
your IT Health, and
build skills

* See high priority
items in the
Action Center

* Review recent
Services Hub releases

* Easily view your
Microsoft
representatives and
your organization'’s
key contacts

Maximize your
Microsoft Unified
Support benefits
* Review the details
of your support
contract with the
Customer Activity
page
* View your Microsoft
contacts and your
organization’s
contacts
* Reference your
standard and
critical support
response times

* View the services
you've purchased

* Provide more
granular permissions
for your users with
multiple Services
Hub workspaces

Keep your IT
environments healthy
with On-Demand
Assessments
* Leverage predictive
analytics based on
years of Microsoft
analysis
* Remediate issues
and risks with expert
recommendations

e Drill into
recommendations
to see root cause
analysis

* Use assessment
remediation
programs to help
your team
take action.

 Configure once
and run on your
schedule

Stay current on

Microsoft products

and technologies with

on-demand learning

* As-needed access to

learning content for
your organization’s
Services Hub users

* Improve your team'’s
knowledge with a
variety of learning
experiences incl
access to MS Learn

* Participate in live
instructor-led
webcasts

* Learn at your
pace with learning
paths and
on-demand videos

* Practice skills
interactively with
Hands-on labs

Easily manage your
Microsoft support
activity
* Open a request for
support from
Microsoft on the
Services Hub

* View and manage
your support
requests, including
cloud support
requests created in
their product portals

* Use KPI tiles to track
support trends

* Assign and manage
your Support
Contacts online with
self-service
capabilities

* Create groups and
share support
requests among
your teams

Connect to the
Microsoft Services
you need
* View the latest
Microsoft Services
catalog online

* Check seat
availability for
workshops and
online courses

* Click to contact
Microsoft to reserve
seats or schedule a
new service

Keep your Microsoft
products current with
the Update Center
* Get updates about
Microsoft Office 365
and Azure as they
become available

* Get notifications
about changes to
Microsoft on-
premises products

* Track Microsoft
product lifecycles

Manage your key support
topics on the go with the
new Services Hub mobile app
for iOS and Android!
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Tailor your solution
for success
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Proactive Services | Our approach

Scenario-specific, expert-led support services to accelerate the value of your business-critical solutions by eliminating
deployment risks, increasing availability, and optimizing performance

Portfolio of services across your
solution lifecycle

* Health checks

* Risk Assessment Programs
* Remediation services

* Onboarding Services

* Proof of Concept

* Workshops

* Chalk Talks

* Lab Services

* Administrative IT Service Management
* Advisory Services

* Adoption Services

* Proactive Monitoring

Our three-step approach

01

Assess & Discover
Current and desired
state defined

02

Upskill & Design
Knowledge and capability
gaps addressed

03

Configure & Implement
Capabilities and health
improved

» Expert led discovery and assessment of your IT
environment to identify technical and operational issues

 Fit gap analysis that defines current and future state

* Document the set of activities that enable future state
attainment

* Educate team-on key concepts, design principles and
recommended best practices

» Design workshops to envision and document your
technical solution

+ Validate design against technical and business
requirements

* Remove identified technical and operational blockers
* Prepare for solution deployment and/or migration
* Next step guidance for operational success
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Meet the needs of your evolving organization

Achieve your business outcomes with support

Apps & Infra Modern Work Business Apps
Azure laaS, Azure PaaS Microsoft 365, Office 365 Dynamics 365, Power Platform
. Migrate existing applications to Azure » Enable secure remote work « Stay connected with your customers
and optimize * Reduce cost and mange risk * Run adaptive business operations
* Innovate with new apps and modernize « Transform organizational productivity - Rapidly adapt and automate business
existing apps processes

* Enable customers for successful cloud use
* Deliver unique, specialized solutions

* Infuse data and Al into every experience

sl - Build a governance, security, and compliance strategy

Solution

* Ensure that employees are prepared for changes and new technologies
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Find engagements aligned to your priorities

Customize your experience with the services you need most Proactive Accelerators* Enhanced Solutions

A @) ®

& & )

Apps & Infra Modern Work Business Apps
Well-Architected (Reliability, Cost Optimization, etc.) Microsoft Teams (Foundation, Performance) Biz Apps (Power Apps Foundation)
Server Migration (WS to Azure, Linux to Azure, etc.) Mission Critical Office 365 Mission Critical Dynamics 365
Mission Critical Intelligent Cloud DSE Microsoft 365, Office 365, or CCX DSE Dynamics 365 for CE, FE, or Power Platform
DSE Azure laaS, PaaS, or Data Office 365 Engineering Direct Developer Support

Azure Rapid Response**
Azure Event Management
Developer Support
GitHub Engineering Direct

*Packages of 3- to 5-week proactive services
**Limited availability in certain geos

Well-Architected for Data & Al (Security, Reliability, etc.) DSE Cybersecurity or Modern Identity

CEes Security (Zero Trust) Developer Support

Solution

Analytics (Synapse, Synapse with Power Bl attach)

Microsoft Confidential
lllustration. Not a comprehensive list of services.



Pricing structure
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Competitively priced and industry-aligned

A support model that can help lower your total cost of ownership as you grow

Rates start at 8-10% of your License Spend, well within the range of
typical software and cloud vendors and, in many cases, better than our
competitors

As your cloud investment grows, you'll benefit from graduated pricing and
pay a lower rate for your growing support needs

For organizations who have historically paid to support only a portion of
their licenses, this approach enables you to work more holistically with
Microsoft across your IT initiatives

Pricing is fixed and does not change during the annual support period
when new purchases are made under the included license agreements
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Services by Support Location

Unified Enterprise Support Israel 29/12/2022 - 28/12/2023

Quantity Service Service Type

Enterprise Advisory Support Hours As-needed Advisory Services

Enterprise Azure Problem Resolution Hours As-needed Problem Resolution Support
Enterprise On-demand Assessment On-Demand Assessment
Enterprise On-Demand Assessment - Setup and Config Service As-needed On-Demand Assessment Remote
Enterprise On-Demand Education On-Demand Education
Enterprise Online Support Portal Administrative

Enterprise Problem Resolution Hours As-needed Problem Resolution Support
Enterprise Reactive Support Management Service Delivery Management
Enterprise Service Delivery Management Service Delivery Management
Enterprise Webcasts As-Needed Webcast

Reactive Enabled Contacts Problem Resolution Support
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Unified Proactive Services Add on | Unified Proactive Svcs Enterprise  Israel 29/12/2022 - 28/12/2023

Service Service Type
h Service Delivery Management Extended Service Delivery Management

Custom Proactive Remote 4 Custom Proactive - Maintain

Designated Support Engineering | On Prem  Israel 29/12/2022 - 28/12/2023

Service Service Type

Designated Support Engineering Platforms Designated Support Engineering

“ Service Delivery Management Extended Service Delivery Management
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Support Services Fees

e “
Unified Enterprise Support 29/12/2022 165,214.16

Unified Proactive Services Add on | Unified Proactive Svcs Enterprise 29/12/2022 83,973.00
16641992

420,414.00

Software Assurance Benefits
* Customer will transfer 11.00 Software Assurance PRS incidents to this support agreement as part of this support package.

Software Assurance Benefits
* Customer will transfer 29.00 Software Assurance PRS incidents to this support agreement as part of this support package.

Microsoft Confidential
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