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1.CHANGES

The following changes have been made to this SLA:

e Title page: Seneca, GeoJunxion and Decos Information Solutions Europe have been
added to the business units to which this SLA applies.

o Title page: the effective date has been changed from January 1, 2025 to January 1,
2026

e Chapter 2 "Introduction": Seneca, GeoJunxion and Decos Information Solutions
Europe and have been added to the business units to which this SLA applies.

e Chapter 3.1: Seneca and GeoJunxion have been added here.

e Chapter 4: Description of different types of support

e General: Geodata delivery added

e Addenda added:

o Fair use policy
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2.INTRODUCTION

This Service Level Agreement (SLA) describes which services you as a client are entitled to
in the event of a paid maintenance contract. This SLA applies if you have an agreement
with Decos Information Solutions, Decos Information Solutions Europe, Doclogic,
CenterOne, Seneca, ZiuZ Forensics and/or GeoJunxion (hereinafter referred to as
"Supplier"). In this context, the following documents are relevant:

1. Agreement (in the data processing agreement also called ‘main agreement’, or
in regular communication the ‘signed quote’) - This agreement states the
conditions under which you obtained the right to use which software
applications and/or Data, and how re-transition/the exit plan is established

2. Data Processing Agreement - This includes, among other things, how the
supplier guarantees the security of personal data and the process in the event
of a data breach.

3. General Terms and Conditions - Unless otherwise agreed, the General Terms
and Conditions of the supplier apply.

a. Optional: If you use the OurMeeting solution, the OurMeeting
addendum applies, which includes additions to this SLA.

b. Optional: Dossier Agreements and Procedures (DAP) - This is used to
make working agreements regarding responsibilities, procedures, and
consultation methods between the client and the contractor.

2.1. REFERENCES

This SLA refers to the following set of documents:

e Applicable to all organizations:

o General Terms and Conditions - link
Whitepaper private cloud - link
Wiki - link
Trust Center - link
Responsible disclosure -_link
Installation possibilities per software application - link
Releasenotes - link
Training courses - link
Additional SLA services - link
Supplier Community - link
Signing up for mailings - link
Procedure for remote access - link
Fair use policy - link

O 0O 0O 0 0O 0o OO0 O O O ©°

e Specific to Decos Information Solutions:

o Whitepaper JOIN - link
o Support portaal (Decos, Doclogic & CenterOne) - link



https://www.decos.com/nl/voorwaarden-sla
https://www.decos.com/nl/voorwaarden-sla
https://hubs.ly/Q029WvV20
https://hubs.ly/Q029WvV20
https://www.decos.com/nl/voorwaarden-sla
https://wiki.decos.com/nl/whitepaper/enterprisecloud
https://wiki.decos.com/nl/home
https://www.decos.com/nl/trust-center
https://www.decos.com/nl/responsible-disclosure-beleid
https://wiki.decos.com/nl/installatiemogelijkheden
https://wiki.decos.com/nl/releases/releasenotes
https://info.decos.com/academy
https://info.decos.com/hubfs/Additionele%20SLA-diensten.pdf
https://decos.freshdesk.com/nl/support/discussions
https://www.decos.com/nl/aanmelden-voor-mailings
https://wiki.decos.com/nl/remoteaccess
https://wiki.decos.com/nl/fairuse
https://wiki.decos.com/nl/whitepaper
https://decos.freshdesk.com/
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o User agreement JOIN Samenwerken - link

e Specific to: Doclogic
o Support portal (Decos, Doclogic & CenterOne) - link

« Specific to: ZiuZ Forensics and Digital Investigation
o Support portal (ZIUZ) - link
e Specific to: CenterOne
o Support portal (Decos, Doclogic & CenterOne) - link
e Specific to: Seneca
o Support portal (Seneca) - link
e Specific to: GeoJunxion
o Support portal (Geojunxion) - Link

2.2. GENERAL CHARACTERISTICS OF THE SLA AND
READING GUIDE

SLA Duration and Termination of Agreement

For new modules, the SLA starts on the first day of the software delivery and runs until
December 31 of that year. Thereafter, the SLA is automatically renewed annually for one
year.

For an increase in the number of user licenses within an existing installation, the SLA term
starts after the new license key has been sent and also runs until December 31 of that year.
After this, the SLA is automatically renewed annually for one year.

You can send a termination notice by email to info@decos.com. This can be done at the
end of the current period, subject to a notice period of at least three months.

Changes

The supplier has the right to revise the SLA and will inform you of the changes one month
before the effective date of the change. The client may submit a substantiated objection
within one month after the announcement of the changes by sending an email to
info@decos.com.

Reading Guide

The first part of this document describes the principles underlying this SLA. We have added
this chapter so that it is clear to you - as the customer - what is covered by the SLA and
under what conditions.

The second part of this document is practical. You can use this section in daily practice to
quickly see how to create a ticket and within what timeframe you can expect a response.

The third part of this document consists of addenda that may apply to you.

In the event of discrepancies between the translated versions of this document, the Dutch
version shall prevail.



https://hubs.ly/H0H43wH0
https://decos.freshdesk.com/
https://ziuz.freshdesk.com/
https://decos.freshdesk.com/
https://seneca.freshdesk.com/
https://geojunxion.freshdesk.com/
mailto:info@decos.com
mailto:info@decos.com
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If you have any questions about this document, you can contact your account manager or
send an email to info@decos.com.



mailto:info@decos.com
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3.PRINCIPLES

3.1. WHICH PRODUCTS AND SERVICES DOES THIS SLA
APPLY TO?

This SLA applies to all software applications developed and maintained by Decos
Information Solutions, Decos Information Solutions Europe, Doclogic, CenterOne, Seneca,
ZiuZ Forensics, and/or GeoJunxion. Additionally, this SLA also applies to (geo)data delivery
from GeoJunxion. In this SLA, the term ‘supplier’ is used to refer to the provider of the
products and services.

We offer the following environments for products:

Each software application has different installation options. On the installation options
page, you can find which installation option applies to the product you use. The type of
installation you have influences the requirements placed on you and the capabilities
offered by the environment. An important distinction, for example, is that in a shared
Cloud environment, fixed update moments apply, whereas with a local installation, update
moments can be planned somewhat more flexibly within SLA terms.

On-premises or local installation

The software applications are installed and operational on the client’s local IT
infrastructure. The client is responsible for managing the hardware, including the database
management system (the ‘DBMS’ such as SQL Server or Oracle), the operating system, file
storage, backups, certificates, performing software updates, and security. The client's
responsibilities also apply when the IT infrastructure has been outsourced to a cloud
provider other than the supplier.

Private Cloud

The software applications are operational on the supplier's cloud infrastructure, and the
supplier performs technical management. In the private cloud, you as the client are the
only one using your environment.

Public Cloud

The software applications are operational on the cloud infrastructure managed by the
supplier. All clients with a license for the supplier's software application in the Public Cloud
use the same environment.

We offer the following (geo)data services:

There are different ways you can use our (geo)data services. Depending on the type of
(geo)data service, there are different requirements for you as a customer and different
possibilities offered by us.

Periodic (geo)Data Export
A periodic (geo)data export is a service where, at a certain frequency, a dataset is
made available for you to import into your own environment for your own use. The
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agreements on data format, scope, size, timeliness, file types, and delivery method
are specified in the agreement.

Live Personal (geo)Data (Web) Service

A live personal (geo)data web service is a service where you have access to a
specific (geo)data web service via a web service. This is a personal service where
you are the only user of the service. The agreements on availability percentage,
data format, scope, size, timeliness, file types, and delivery method are specified in
the agreement.

Live Shared (geo)Data (Web) Service

A live shared (geo)data web service is a service where you have access to a
standardized (geo)data web service via a web service. This is a shared service
where multiple customers use the service. The characteristics of availability
percentage, data format, scope, size, timeliness, file types, and delivery method are
specified in the specifications of the shared service and may be changed by us
based on market and cost developments.

For all forms of (geo)data services, the fair-use policy applies.

3.2 WHICH SERVICES ARE COVERED BY THIS SLA?

Software with Maintenance
The supplier continuously works on improving and maintaining the software applications.
We distinguish between preventive and corrective maintenance:

e Preventive maintenance consists of activities that ensure the software continues to
function properly, given the originally defined functional and technical scope.

e Corrective maintenance consists of resolving malfunctions, in accordance with the
resolution times described in this SLA.

Adjustments resulting from corrective or preventive maintenance are released in new
versions of the software applications and can be used by you as the client. Information
about this can be found in the release notes.

e Minor release - This release includes bug fixes and small improvements.

e Major release - This release contains all fixes released since the previous major
release. In addition, this update often includes new functionalities within the
application. For these functionalities, a separate license is usually required to use
them.

e Hotfix - This is only provided for an issue with ‘high’ priority.

°

For cloud installations, the supplier proactively installs major releases on the environments
after prior announcement. See also section 4.8.

Minor releases and/or hotfixes are proactively installed for Public Cloud installations. For
other installations, minor releases and/or hotfixes are not installed proactively and only
upon request during office hours. In case of necessity, for example in the event of a
security incident, the supplier may immediately install a minor release and/or hotfix
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proactively on client environments, where depending on the nature of the incident, the
announcement coincides with the update or follows afterward in the case of a zero-day
issue.

Innovative developments, such as newly developed functionalities included in a release but
not part of your license, can be activated by purchasing a license for them. For this, you can
contact your account manager.

Adaptive maintenance is not part of the SLA. Adaptive maintenance involves modifying the
software due to external developments. An example of adaptive maintenance is adjusting
an interface due to a change in the method or content of data exchange.

For on-premises installations, the software can be downloaded from our wiki, where you
will also find the release notes. We recommend having the installation performed by a
certified consultant from the supplier; you cannot invoke this SLA if non-certified
individuals work on your installation. In case of troubleshooting, you can receive support
from a certified consultant from the supplier. New installations (for example, when setting
up a new server) must be performed by a certified consultant from the supplier. In these
cases, the regular consultancy rate applies. For support options, please refer to the page
“Additional SLA Services.”

(Geo)Data Service under Paid Subscription
If you have a paid subscription for a (geo)data service, you are entitled to the periodic or
live deliveries as specified in the agreement or the (geo)data service description.

Access to the Support Desk

You can contact the support desk to report malfunctions, ask questions, and create
requests. It is important to note that the stated resolution times only apply if the software
has been put into production, or in the case of a (geo)data service, the first delivery has
been approved. The support desk is available for certified application administrators for
products and data specialists for a (geo)data service.'

Supplier support portals:

e Support portal Decos - link

e Support portal Doclogic - link

e Support portal CenterOne - link

e Support portal ZIUZ - link

e Support portal Seneca - link

e Support portal GeoJunxion - Link

Disruptions

T Certificates have a maximum validity period of two years. After that, you must have your
administrators re-certified.



https://info.decos.com/hubfs/Additionele%20SLA-diensten.pdf
https://decos.freshdesk.com/
https://decos.freshdesk.com/
https://decos.freshdesk.com/
https://ziuz.freshdesk.com/
https://seneca.freshdesk.com/
https://geojunxion.freshdesk.com/
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You have the right to access the support desk to create a ticket for a disruption (corrective
maintenance) via the Support portal. Disruptions are prioritized according to the criteria
below.

Code Meaning Description

1 High Disruption or failure of
critical components of the
software application in the
production environment,
preventing the process
from being executed and
for which no workaround is
available.

2 Medium Disruption within the
software application in the
production environment
that hampers agreed-upon
usage but can be remedied
with a workaround.

3 Low Disruptions that do not
significantly hinder
business processes.

Known errors
You can use the support portal to view known errors that require a software update.

Questions

You are entitled to the information resources provided by the supplier such as manuals
and access to the supplier's Wiki. You may use these resources to answer substantive
guestions about using the application. Additional support can be requested for a fee via
the support desk.

Change requests and wishes

You have access to the supplier's Community. Here you can submit development requests
and change requests for the software. To make the process run as smoothly as possible,
there are a few simple forum rules.

Security Alerts and (Possible) Data Breaches
Report security incidents and (possible) data breaches by creating a ticket through the
Support portal. The supplier's CISO will review the ticket and ensure appropriate follow-up.

Cloud
These agreements apply to the software applications that run in the Private and Public

Cloud.

o Availability



https://wiki.decos.com/nl/home
https://hubs.ly/H0H41rw0
https://decos.freshdesk.com/nl/support/discussions
https://decos.freshdesk.com/nl/support/discussions/topics/17000018968
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The supplier guarantees a 99.5 % availability for its cloud-based application.
Availability of the software, systems, and related services is measured such that any
previously announced or unannounced downtime due to preventive, corrective,
adaptive maintenance, or other service activities, and circumstances beyond the
supplier’s control, is excluded from the calculation. Examples of events outside the
supplier’'s influence include a digital attack, total failure of critical infrastructure, or
an incident affecting one or more third-party vendors. Unless the customer
provides contrary evidence, the availability measured by the supplier is considered
conclusive proof.

Technical maintenance in production environments is scheduled outside business
hours. Planned maintenance (e.g., updates) will be announced via email
beforehand. For high-priority disruptions where advance notice isn't possible,
communication will occur during or immediately after the maintenance.

Software Update
The supplier handles updating the software applications running in the Private and
Public Cloud. For details on this process, see paragraph 4.8

Privacy, Security & Recovery
Information on privacy, security, and recovery can be found on our Trust Center

page.

Externally Initiated Change Requests

This SLA does not cover externally initiated change requests, such as replacing
certificates, modifying backup settings, making database changes, or adjusting
VPN/FTP connections at the request of the customer, a third party of the customer,
or due to changes in guidelines derived from GIBIT, BIO, or other relevant
documents. For support options related to these tasks, refer to the “additional SLA
services” page.

(Geo)data Services
These agreements apply to live shared (geo)data services.

O

Availability

The supplier guarantees the availability of its live shared (geo)data services as
described in the service specifications. Availability of software, systems, and related
services is measured such that any pre-announced or unannounced downtime due
to preventive, corrective, adaptive maintenance, or other service activities, and
circumstances beyond the supplier’'s control, are excluded from the calculation.
Examples of events outside the supplier’s influence include a digital attack, total
failure of critical infrastructure, or an incident affecting one or more third-party
vendors. Unless the customer provides contrary evidence, the availability
measured by the supplier is considered conclusive proof.

Technical maintenance in production environments is scheduled outside business
hours. Planned maintenance (e.g., updates) will be announced via email



https://info.decos.com/hubfs/Additionele%20SLA-diensten.pdf
https://info.decos.com/hubfs/Additionele%20SLA-diensten.pdf
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beforehand. For high-priority disruptions where advance notice isn't possible,
communication will occur during or immediately after the maintenance.

Privacy, Security & Recovery
Information on privacy, security, and recovery can be found on our Trust Center

page.

Externally Initiated Change Requests

This SLA does not cover externally initiated change requests such as replacing
certificates, modifying backup settings, making database changes, or adjusting
VPN/FTP connections at the request of the customer, a third party of the customer,
or due to changes in guidelines stemming from new or amended government
legislation. For support options related to these tasks, refer to the “additional SLA
services” page.

3.3. ELIGIBILITY FOR SUPPORT UNDER THIS AGREEMENT

To be eligible for supplier support, you must meet the following conditions. If one or more
of the listed conditions are missing, the supplier reserves the right to suspend support or
charge for services already performed or yet to be performed.

Conditions for on-Premises Installations

You maintain a representative acceptance environment. This means that the
acceptance and production environments are functionally and technically
comparable, including the type and number of interfaces, configured processes,
and permission structure.

You test new software versions before installing them in the production
environment.

You comply with the requirements outlined in the white paper.

You grant the supplier’s staff remote access to your environment(s).

You allow the supplier’s staff to install and use analysis tools on your
environment(s).

You are responsible for keeping the software environments up-to-date in the
broadest sense. The work required to do so, and any consequences of self-updates,
fall outside standard service provision.

You prevent unauthorized changes by yourself or your employees.

After a major release from the supplier, you must implement that update in your
production environment within 8 weeks?. If the major release is not implemented
within 8 weeks, the right to support under this SLA lapses.

2 For installations in the private cloud and on-premises, this means that support will still be provided
for eight weeks on minor and major releases older than the latest major release after the time of the
most recent major release. An overview of our releases can be found on our Wiki.



https://info.decos.com/hubfs/Additionele%20SLA-diensten.pdf
https://info.decos.com/hubfs/Additionele%20SLA-diensten.pdf
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Releases required for secure operation of your software must be implemented
within the timeframe specified in the communication about that release. You will
receive a separate email notification for such cases.

You may make functional and technical changes in the software environments
yourself. If these changes cause defects, any remediation work is outside the SLA.

Conditions for Private Cloud Installations

You have obtained an acceptance environment from the supplier that is
representative of your production environment.

You ensure that new supplier-software is tested on the cloud acceptance
environment within two working weeks.

You guarantee timely availability to perform these tests and any related follow-up
work so that updates can be carried out according to the established release
schedule.

You comply with the requirements outlined in the white paper.

Our software applications in the Private Cloud may connect to (other) applications
running at your organization or on another cloud. To investigate issues in these
connections, you must ensure that your external ICT partner, or other third parties
such as additional suppliers, are available. Any costs incurred by these parties are
borne by the customer.

If you use Microsoft Office integration combined with a supplier-provided solution,
the installation of local client components is outside the supplier's responsibility
and must be rolled out by your own ICT partner at workstations.

For security reasons, the supplier may deploy a release to production without first
offering it to you for testing. An example is an acute security issue. Communication
about such situations will occur as soon as possible.

The administrator account may only be used by the supplier’s staff.

You may make functional and technical changes in the software environments
yourself. If these changes cause defects, any remediation work is outside the SLA.

Conditions for Public-Cloud Installations

For these software applications the supplier centrally tests the software before it is
deployed into production. This means that no acceptance environments are
available.

You may make functional changes yourself in the software environment. If those
changes cause errors in the software environment, any corrective work will be
outside the SLA.

Conditions for Interfaces on Our Software Applications

For every unique interface (i.e., connecting to a task-specific application or end-user
application) you must hold a valid license.

An Enterprise Service Bus (ESB) is not considered a task-specific or end-user
application. If you use an ESB to facilitate communication between the Supplier’s
Software Application and a task-specific or end-user application, you still need a
valid license for each application. You also must purchase a license for the
exchange with the ESB that sits between them. For example, linking a citizen




IU=C05

services application and a permits application to one of our software applications
requires two interface licenses; doing so via an ESB would require three licenses.?

e A working connection consists of, among other things: two endpoints, PKI/SSL
certificates, VPN IPsec tunnel configuration (depending on the hosting model), DNS
and TCP routing, and a correctly configured set of settings. The supplier is
responsible for the proper operation of the interface software under the correct
configuration; you are responsible for the correct configuration. This covers the
entire installation - third-party software as well as PKI/SSL certificates, VPN IPsec
tunnel configuration (depending on hosting), DNS and TCP routing.

e For diagnosis, the supplier depends on the customer’s ICT department and/or
external parties such as other suppliers. You must provide this support. Any costs
arising from this are borne by the customer.

e You comply with the conditions mentioned in the whitepaper and the Fair Use
Policy.

e After a major release, you must implement it in your production environment
within 8 weeks*.

e Releases required for secure operation of your software must be implemented
within the timeframe specified in the communication about that release. You will
receive a separate notification for such cases.

e Aninterface is intended for data exchange between two applications. It cannot be
used for bulk data exchange for (periodic) migration or synchronization. Misuse of
an interface voids its warranty and may incur additional charges. Integrations are
designed for normal usage conditions. If you load a connection so heavily that
excessive traffic occurs, the connection (partially) may cease to function. In such
cases, if the issue arises from use deviating from the intended purpose, the
customer cannot invoke the SLA timelines and must bring usage in line with the
intended use.

Conditions for (Geo)data Services

e You are solely responsible for connecting to the (geo)data service and for
purchasing and maintaining any required hardware and licenses.

e If you discover that you cannot use the (geo)data service in your processes, it first
must be diagnosed whether the cause lies in your own application landscape, the
web connection, or the availability of the (geo)data service. Resolution times start
only when it is established that problems are due to our (geo)data service being
unavailable. In all other cases no resolution times apply because the issues lie
outside our control.

3 The supplier offers a range of paid and free integration options with software from both the
supplier itself and third-party vendors. Developing and maintaining this software incurs costs, which
we have incorporated into a purchase price with annual maintenance or an annual subscription fee.
To keep our service affordable it is important that these integrations are used as intended and priced
accordingly. The supplier reserves the right to conduct an audit at its own expense to verify that the
customer meets the stated requirements.

4 Private cloud and on-premises installations: This means that there will still be eight weeks of
support for minor and major releases older than the latest major release after the time of the most
recent major release. An overview of our releases can be found on our Wiki.



https://wiki.decos.com/nl/fairuse
https://wiki.decos.com/nl/fairuse
https://wiki.decos.com/nl/releases/releasenotes
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e You are responsible for correctly applying and integrating the (geo)data service into
your applications and processes.

e Ifyou or a third party on your behalf makes the (geo)data service unavailable - e.g.,
by exceeding the web-service usage agreed upon - we may charge you for
(recovery) costs, and SLA resolution times do not apply.

Conditions Regarding Functional and Technical Management
e You must ensure that your administrators (functional and technical) possess valid
training certificates® for the applications you have purchased to guarantee a secure
and correctly configured application. This page provides an overview of available
trainings.
e Even if the customer outsources functional and technical management tasks to a
third party, that third party must hold valid training certificates.

3.4. INDEXING AND PAYMENTS

For the services covered by this SLA, a fee is due as agreed in the order. This fee is invoiced
annually in advance as a single amount. The supplier may apply an annual index
adjustment to this fee. The supplier will communicate any indexing at least one month in
advance. For customers with a specific price index agreed upon, that index will be used®. In
all other sectors the supplier reserves the right to either use a price index or set its own
percentage adjustment.

> Certificates have a maximum validity period of two years. After that, you must have your
administrators re-certified.

® For Dutch municipalities that use the GIBIT terms, we, for example, apply the CBS
service-price index category 62: Computer programming, consulting and related services.



https://info.decos.com/academy
https://info.decos.com/academy
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4. PRACTICAL

4.1. HOW DO | REPORT A DISRUPTION?

As a client, you can create a personal account on our Support portal. After logging in, you
may submit a new disruption 24/7 (by creating a ticket) and view the status of ongoing
disruptions on this site. The support desk is also available by phone on weekdays between
08:00 and 18:00 CET (UTC +1).

4.2. HOW DO | DETERMINE THE PRIORITY OF MY
DISRUPTION?

The scheme below shows how you can set the priority of your disruption. The conditions
listed in Chapter 3.3 also apply here.
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Thereis an
incident or
disruption

Which

Acceptance <
P B environment?

Production

Criticality of the
situation

A 4

- Disruption of
Blocking issue P
working situation

h 4
S E—
Prio 'Low’
N,
Y
Y
Prio 'Medium' < Disruption noticed by
all users?

~—

Prio 'High'

-YE

4.3. WHAT ARE THE RESOLUTION TIMES FOR PRODUCTS?

Depending on the priority and type of installation’, the following resolution times apply.
The resolution time starts after the problem analysis is completed. In case of a disruption,
the customer must respond promptly and appropriately so that the problem analysis can
be carried out as quickly as possible.

Priority > High (prio 1) Medium (Prio 2) Low (Prio 3)

Off product /

service

On-premise | Within four working hours | Within eight business The issue will
a damage-mitigation days a workaround or be

7 See paragraph 4.2 How do | determine the priority of my disruption?
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measure will be
implemented.

Within two business days
the process-disruptive
issue will be resolved by
providing a workaround, a
software change (“hotfix”),
or a configuration
adjustment. The priority is
then scaled down to
medium.

configuration
adjustment will be
proposed.

If the issue disrupts the
process, it will be
structurally resolved in a
new release within three
months. The ticket
receives the status “In
development.”

Once the process
disruption is fixed, the
priority is reduced to
low.

permanently
resolved in a
future release.
The ticket
receives the
status “In
ontwikkeling.”

Within one business day a
workaround or
configuration adjustment
will be proposed.

Within ten business days
a workaround or
configuration

Cloud Within four working hours | Within three business The issue will
a damage-mitigation days a workaround or be
measure will be configuration permanently
implemented. adjustment will be resolved in a
proposed. future release.
Within eight working The ticket
hours the If the issue disrupts the receives the
process-disruptive issue process, it will be status “In
will be resolved by permanently resolved in | ontwikkeling.”
providing a workaround, a | a new release within
software change (“hotfix”), | three months. The ticket
or a configuration receives the status “In
adjustment. After development.”
resolution, the priority is
scaled down to medium. Once the process
disruption is fixed, the
priority is reduced to low
after resolution.
Live Investigate the cause Investigate the cause The issue will
(geo)data within four working hours. | within five business be
service? days. permanently

resolved in a
future release.
The ticket
receives the

8 This concerns the availability of the live web service itself, not the currency or quality of the data.
For issues with data currency and quality there may be underlying causes—such as data mining—
that occur manually and cannot always be resolved within a short time frame.
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Within two business days
a software change
(“hotfix") or a
configuration modification
will be offered.

Once the process
disruption is resolved, the
priority is scaled down to
medium.

adjustment will be
proposed.

If the issue disrupts the
process, it will be
permanently resolved in
a new release within
three months. The ticket
receives the status “In
development.”

Once the process
disruption is fixed, the
priority is scaled down to
low.

status “In
ontwikkeling.”

hours.

Within one business day
a workaround or
configuration
adjustment will be
proposed.

Within two business
days a software change
(“hotfix") or a
configuration
modification will be
offered.

Once the process
disruption is resolved,
the priority is scaled
down to medium.

days.

Within ten business days
a workaround or
configuration
adjustment will be
proposed.

If the issue disrupts the
process, it will be
permanently resolved in
a new release within
three months. The ticket
receives the status “In
development.”

Once the process
disruption is fixed, the
priority is reduced to
low.

Priority > High (prio 1) Medium (Prio 2) Low (Prio 3)
Off product /

service

Interfaces Investigate the cause Investigate the cause The issue will be
* [ ** within four working within five business permanently

resolved in a
future release.
The ticket
receives the
status “In
ontwikkeling.”

* For interfaces the stated resolution times apply only if the supplier can diagnose and resolve the
problem independently. If external parties are required, we will coordinate subsequent steps with

you.

** These resolution times apply to both on-premises and cloud environments.
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Resolution times are measured during the support desk’s operating hours. The
measurement is paused if the supplier is waiting for additional information from the
customer and/or another supplier.

4.4. HOW DOES EXTENDED 24/7 SUPPORT WORK?

On certain products 24/7 extended support applies®. Within standard 24/7 support you can
create tickets and the support team is available during the hours listed in section 4.1. With
24/7 *extended* support an extended support desk operates after normal business hours,
staffed by an international, English-speaking team that handles high-priority tickets. For
24/7 extended support the standard SLA times (calculated on the working hours of the
regular support desk) still apply; however, tickets are usually resolved faster. Deviations
from the SLA are only applicable if explicitly defined in the contract. Ticket creation is
identical for both regular 24/7 support and 24/7 extended support.

4.5. WHICH PROCESS SHOULD | FOLLOW?

Below is a schematic representation of the process followed when resolving a disruption.
Notifications in the categories “request” and “question” are explained in the following
paragraphs.

This could be registered
at the communityforum
(support portal)

New feature
request

.| Question I

Incident

Create new ticket at
support portal

k.

R ‘ﬁ
High (prio 1) Medium (prio 2) Low (prio 3)

Mitigation measure / Config change Workaround Config change Software change in
workaround future release

Hotfix Software change
Config change within 3 months

(software change)

Close ticket, Close ticket,

: . — Close ticket A —
downscale prio downscale prio

° Only if contractually agreed upon.
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4.5.1. Questions
Through the Support portal you can ask questions about how certain features in the
software application work or what the supplier recommends for specific settings. You can
submit your question by creating a ticket. A question is never blocking the execution of
processes and always receives a low priority. The supplier will help you through one of the
following methods:

1. Refer to the user manual

2. Refer to the Wiki page

3. Advise on taking training

4. Advise on hiring a consultant (see cost estimate)

5. Advise discussing the question with your account manager

Which process can you follow if you have any questions:

This could be registere
New feature -
> at the communityforum
L request

(support portal)

Question

Create new ticket at
support portal

[

'L Incident

4.5.2. Wishes or feature requests

You have the right to access the supplier's Community. There you can submit development
requests and change requests for the software. To ensure the process runs as smoothly as
possible, we have established a few simple forum rules.

Which process can you follow if you want to request a new feature:

This could be registere

New feature .
at the communityforum
request
\_ Y, (support portal)
4 2
Question
N\ J
Create new ticket at
support portal
- pportp
> Incident



https://decos.freshdesk.com/nl/support/discussions
https://info.decos.com/gebruikersplatform-decos?hs_preview=hpKHDLGv-28374934598

IU=C05

4.6. HOW CAN | VIEW REPORTED ISSUES?

On the Support portal you have an up-to-date view of your open and closed tickets.
Additionally, you can receive a quarterly overview of all support notifications. For this we
refer you to the cost estimate for individual services; you may contact the support team to
learn about the available options.

4.7. WHAT DOES THE INSTALLATION PROCESS INVOLVE
FOR A MAJOR RELEASE?

Depending on your installation type, the deployment process for a new major release looks

.10
as follows:
( Supplier announces a new major release )
y
Type of installation?
( Public Cloud [ Private Cloud

N Update acceptance
Supplier executes update . N
environment by supplier

4@@7
Client wil provide -upda(e Update subscription Client executes update
order to supplier

Test by client and report L. Once release date is known,
. After receiving order, the o
findings the supplier will contact

I N

J

supplier will contact the
client to schedule the
update

client to schedule the
update of onpremise

environment

Reported on time?

Supplier resolves the

findings reported on time

Client wishes to deviate
from the scheduled date. An
appointment for paid
consultancy will be arranged

Update production

environment by supplier on
the communicated date

You will always be notified by the supplier in advance about the update via a general email.

10 Note that this diagram does not apply to (geo)data services; see the description in section 3.1 for
those.



https://info.decos.com/hubfs/Additionele%20SLA-diensten.pdf
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4.8. WHAT DOES THE TEST PHASE OF A MAJOR RELEASE
LOOK LIKE FOR PRIVATE CLOUD INSTALLATIONS?

The supplier will inform you in advance of the update schedule for a major release via an
email.

The supplier uses a fixed period of four weeks between installing on the acceptance
environment' and deploying to production. This gives you ample time to test your own
processes and interfaces. Report blocking issues to the support desk, which will resolve
them before the production environment is updated.

During these four weeks the following activities are carried out:

Week 1 Update the acceptance environment and start the test phase
Week 2 Test phase and log issues

Week 3 Resolve blocking issues and perform any necessary retesting
Week 4 After that, update the production environment.

4.9. WHERE CAN INFORMATION ABOUT THE RELEASES BE
FOUND?

An up-to-date overview of released and scheduled releases can be found on the release
notes page. Important changes and major releases are announced by the supplier via
email, which you may subscribe to. It is your responsibility to ensure that we have your
correct contact details and that you are subscribed to the appropriate emails.

4.10. ISTHE SLA APPLICABLE DURING THE PROJECT PHASE?

During the project phase you have access to the information resources and the support
desk. The resolution times specified in this SLA apply after written acceptance of the
project. Your primary point of contact during implementation is your project manager;
during the maintenance phase it is the support desk.

4.11.  WHICH SLA APPLIES TO CERTIFIED PARTNERS OF THE
SUPPLIER?

This SLA also applies to agreements that the supplier has entered into with certified
partners. Depending on the arrangement, the supplier’s certified partner may be
responsible for first- and/or second-line support tickets. The resolution times specified in

" When you do not have an acceptance environment, it is impossible to test a release beforehand.
Any problems that arise from putting into production a version that has not been tested by you are
the customer’s responsibility and will **not** be considered a shortcoming in the delivery of the
service. Any restoration costs will be charged accordingly.
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this SLA take effect as soon as a partner reports an issue to us via the support channel.
Depending on the SLA you have signed with the supplier’s certified partner, the overall
turnaround time may be longer than the times stated in this SLA.

412. WHAT IS THE PROCESS FOR REMOTE ACCESS?

It is important that you are sure you are dealing with a supplier employee during a remote
session. You also have responsibilities in this regard. We safeguard this through a process,
which you can review via the Support portal.

4.13.  WHAT HAPPENS IF THE SLA UPTIME OR RESOLUTION
TIMES ARE NOT MET?

If the SLA uptime of a product or service, or the resolution times, are not met due to an
issue that is clearly attributable to us and does not fall under the stated exceptions, we
may compensate you for this. Compensation is calculated by providing you with one hour
of consultation per 24 hours that the deadlines were exceeded or the software was
unavailable, without charging you for it. This compensation is always paid in kind (in
nature) and is not deducted from the invoice, nor does it lead to a refund of partially paid
invoices.
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5.ADDENDA

e Fair Use Policy - [Link]

e Remote Access Procedure - [Link]

e Optional: If you use the OurMeeting solution, the OurMeeting addendum applies,
adding provisions to this SLA - [Link]

e Optional: If you use the JOIN Samenwerken solution, the following user agreement
applies - [Link]



https://wiki.decos.com/nl/fairuse
https://wiki.decos.com/nl/remoteaccess
https://hubs.ly/Q029WvV20
https://hubs.ly/H0H43wH0

	1. Changes
	2. Introduction
	2.1. References
	2.2. General characteristics of the SLA and reading guide

	3. Principles
	3.1. Which Products and Services does this SLA apply to?
	3.2. Which services are covered by this SLA?
	3.3. Eligibility for Support Under This Agreement
	3.4. Indexing and Payments

	4. Practical
	4.1. How do I report a disruption?
	4.2. How do I determine the priority of my disruption?
	4.3. What are the resolution times for products?
	4.4. How does extended 24/7 support work?
	4.5. Which process should I follow?
	4.5.1. Questions
	4.5.2. Wishes or feature requests

	4.6. How can I view reported issues?
	4.7. What does the installation process involve for a major release?
	4.8. What does the test phase of a major release look like for private cloud installations?
	4.9. Where can information about the releases be found?
	4.10. Is the sla applicable during the project phase?
	4.11. Which sla applies to certified partners of the supplier?
	4.12. What is the process for remote access?
	4.13. What happens if the sla uptime or resolution times are not met?

	5. Addenda

