






As a maintenance customer, you are entitled to 
assistance with your new installations, upgrades and 
usage questions. When the nature of the technical 
issue goes beyond what is covered inside of this 
maintenance and support agreement, for instance 
report writing, query writing, training, customiza-
tions, or any further support, you may be referred to 
the project manager or sales associate assigned to 
your account. 

Defects are features or functions that do not work as 
documented. You can report what you consider to be 
a product defect by opening a service request. 
Defects will be accepted, recorded, and reported 
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For customers with the Basic maintenance plan, the callback time target is based upon the impact of the issue: 

Call 
Type

Description Example of 
Call Type

Response Time

Critical

High

Low

An important feature is not working as 
documented and there is no work-
around available. A large number of 
users in a production environment are 
affected.

A mission-critical application is down. A 
production tool used to perform tasks 
integral to your core business is 
inoperable and there is no workaround 
available. The entire enterprise is 
affected.

It is not a serious issue. It appears that 
the product is not working as docu-
mented, but it is a cosmetic or minor 
issue that has little or no business 
impact.

Slow or not formatting as 
expected

Sessions drop intermittently

Mission-critical file transfers 
fail

System not responding 2 business hours

4 business hours

2 business days

Knowledge Relay will provide, without additional 
charge, revised or updated releases of the software 
products originally licensed when such revised or 
updated releases are made generally available by 
the Licensor of the software products. On provision 
of such releases by Knowledge Relay, all previous 
releases shall be replaced for all purposes by such 
new releases. In the event of non-acceptance and/or 
non-application of any such new releases within a 
reasonable period of time following the date of the 
release, your service agreement may be voided.

Basic Maintenance Plan Priority Levels
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