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CASE MANAGEMENT PROCESS

To ensure we provide the best level of support to you, and for your peace of mind, we have clear processes in place to manage
any problems or requests you may have.
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CASE ESCALATION

Cases will be managed and escalated according to the following criteria.

P1 A critical part of our solution is n/a Head of Support Engineer
unavailable, with no work around. Customer Services
These will have an immediate and
high impact on the business.

P2 A critical part of our solution is If the issue has not been resolved Support Engineer Support Engineer
unavailable. However, a work around within 2 business days, the priority
is in place. will be reviewed and escalated as

appropriate.

P3 A problem not causing an If the issue has not been resolved Support Engineer Support Engineer
immediate, high impact on your within 4 business days, the priority
business and limited to a small will be reviewed and escalated as
number of users. appropriate.

P4 Minor issues causing minimal impact If the issue has not been resolved Support Engineer Support Engineer
and requests for advice. within 15 business days, the priority

will be reviewed and escalated as
appropriate.




CASE RESOLUTION

CASE RESPONSE

Once we have received your new case we
will respond by telephone or email, where
we will provide estimated time scales and
set target objectives for its resolution (these
are not contractual).

CASE UPDATES

We will endeavour to provide updates on
the case in line with our SLAs.

You can track all cases using the customer
support portal.

CASE RESOLUTION EXCLUSIONS

Software. If you have a software problem we will aim to fix it as soon

as possible. However if the problem is not something that can be fixed
immediately we will aim to provide a workaround or temporary fix, whilst
addressing the issue.

Hardware. All hardware provided by Green 4 is supplied with a
manufacturer’s standard warranty and support contract. Typically this
provides for hardware fixes to be provided within 8 working hours. We are
unable to support hardware supplied externally, however will we always
endeavour to help you find a resolution.

Data. Please ensure that you always apply good business practise &
procedures to ensure proper entry and modification of system data.
Green 4 cannot be responsible for data incorrectly modified or entered
by the customer.







WORKSHOPS ‘ @ @

1. Ticketing Management

2. Introduction to CRM and Marketing Communication

3. Introduction to CRM and Corporate Sales Processes




Hosted services using the Microsoft Azure cloud
platform for speed, reliability and stability. It’s
everywhere, running on a growing global network of
Microsoft-managed data centres.

Azure is always up and always on, offering a 99.95%
availability SLA, 24/7 tech support and round-the-

clock service health monitoring.

For more information about Microsoft Azure visit

http://azure.microsoft.com




COMPLIANCE

Microsoft partners with customers to help them address a wide
range of infernational, country and industry-specific regulatory
requirements.

= SO 27001/27002

e SOC 1/SSAE 16/ISAE 3402 and SOC 2
e Cloud Security Alliance CCM

e FedRAMP

< FISMA

= FBI CJIS (Azure Government)

e PCIDSS Level 1

e United Kingdom G-Cloud

= Australian Government IRAP

= Singapore MTCS Standard

< HIPAA

< CDSA

= EU Model Clauses

e Food and Drug Administration 21 CFR Part 11
= FERPA

« FIPS 140-2

e CCCPPF

P It’s laaS + PaaS
The only major cloud platform
ranked as an industry leader for

both infrastructure-as-a-service and
platform-as-a-service.

It's open and flexible
Azure supports any operating system,
language, tool and framework.

It’s always up, always on

Azure offers a 99.95% availability SLA,
24/7 tech support and round-the-clock
service health monitoring.

e P

It's economical and scalable
Azure can quickly scale up or down to
match demand, so you only pay for
what you use.

*+

gt .. il 1U's everywhere
) Azure runs on a growing global
network of Microsoft-managed data

centres across 19 regions.




SUPPORT SERVICE OPTIONS

AS STANDARD

GOLD PLATINUM

Second and third line break/fix support

Benefit from continuous Green 4
development and innovation

Free access to quarterly training
workshops and account manager visit
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Monthly service hours for additional Pay as Upto5 Up to 10 Up to 20 Up to 30
requests and managed services you go hours hours hours hours




SUPPORT SERVICE LEVEL AGREEMENTS

As part of our service commitment to you, we categorise and prioritise all cases received using the following levels. We also provide an optional
additional ‘Out of hours’ service which includes weekends and UK Bank Holidays, which are not included in the standard agreement.
We expect, you the Customer, to complete the 1st line investigation, with help from your own IT support team.

P1 A critical part of our solution is 1 Business Hour 1 Business Hour 1 Business Day Mon - Fri
unavallgble, with no work_around. 0800 - 2000 UK
These will have an immediate and
high impact on the business.

P2 A critical part of our solution is 4 Business Hours 4 Business Hours 3 Business Days Mon - Fri
yr)avallable. However, a work around 0800 - 2000 UK
is in place.

P3 A problem not causing an 8 Business Hours 3 Business Days 5 Business Days Mon - Fri

immediate, high impact on your
business and limited to a small
number of users.

0800 - 2000 UK

P4 Minor issues causing minimal impact 8 Business Hours 5 Business Days 20 Business Days Mon - Fri
and requests for advice.
0800 - 2000 UK




TERMS & CONDITIONS

Our service may only be used for lawful purposes. Any use
which contravenes any national, European or international
laws which may apply to any relevant jurisdiction is strictly
prohibited.

While using our services you must not:

Post or transmit any unlawful, threatening,

abusive defamatory, pornographic, or otherwise
objectionable information of any kind, including
without limitation any transmissions constituting

or encouraging conduct that would constitute a
criminal offence, give rise to civil liability, or otherwise
contravene any national, European or international
law and laws protecting intellectual property
including copyright, trademark, trade secret,
misappropriation and anti-dilution laws.

Post, publish, transmit, reproduce or distribute any
information or software which contains a virus or other
harmful component.

Transmit any unsolicited commercial or bulk e-mail
or engage in any activity known or considered to be
“spamming” or “Mail Bombing”.

Transmit unsolicited or prohibited advertising or other
harassing or illegal materials through electronic mail,
Usenet postings, or other Internet media.

For full terms and conditions, including a list of prohibited
activities please refer to your contract.






CONTACT

W. www.green4solutions.com

E. marketing@green4solutions.com

UK, HEAD OFFICE.

GREEN 4 SOLUTIONS LIMITED
16-17 MIDLAND COURT
CENTRAL PARK
LUTTERWORTH
LEICESTERSHIRE

LE17 4PN, UK

T. +44 (0) 845 508 8149

AUSTRIA.

C/0O EVENTDATA-SERVICES AUSTRIA
GMBH

SOLLHEIMER STRASSE 16/6C

5020 SALZBURG

AUSTRIA

T. +43 (660) 48 72 166

USA.

GREEN 4 SOLUTIONS INC.

1134 SATELLITE BLVD
SUWANEE

GA 30024

USA

T.+1678 878 4051
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Microsoft Partner

Gold Independent Software Vendor (ISV)



