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YcnoBusi npegocTaBneHUss TEXHUYECKOWU NOAAEPKKN
MO cemeinctBa Creatio
(Bepcus 1.3. ot 15 anpens 2021 roga)

Terms for Technical Support of Software Product Line
Creatio
(Version 1.3. dated April 15, 2021)

1. OMPEAOENEHUE TEPMUHOB

1. DEFINITION OF TERMS

1.1. «MporpammHoe o6ecne4veHuey, «MO» - nporpammbl
ONsi 9NEeKTPOHHO-BbIMUCNUTENBHBIX MalwunH (3BM) cemencTaa
Creatio,(nanee coBmecTtHo cemencteo Creatio) n Marketplace
Creatio, npeactaBneHHble B 00bekTMBHOM hopme Kak
COBOKYMHOCTb AaHHbIX W KOMaHA, npegHasHaveHHbIX AN
dyHKumoHmpoBaHns O3OBM  »n  gpyrux  KOMMNbHOTEPHbIX
YCTPOWCTB B LeNnsaxX NonyvyeHusi onpegeneHHoro pesyneraTa,
BKIto4as nopoxagaemble nmu ayavoBuayarnbHble
OoTODpaxeHWs, CONPOBOXAAMLY WX [OKYMeHTauuio, a
Takke ux obHoBneHus. MO nuueHanpyeTcs Kak OObeKT
aBTOPCKOro npasa.

1.1. «Software», «SW» is programs for electronic computers
(computers) Creatio family (hereinafter- Creatio family) and
Marketplace Creatio, presented in an objective form as a
combination of data and commands intended for the operation of
computers and other computer devices for the purpose of obtaining
a certain result, including audiovisual displays generated by them,
documentation accompanying them, as well as their updates. The
SW is licensed as a copyright object.

1.2. «[JoroBop NOCTaBKU» JoroBop  Mexay
MonbsoBatenem [1O  ©“  yNOMHOMOYEHHBIM  FIULIOM
npaBoobnagatenss MO npo noctaeky CepTudmkaToB
TexHudeckomn nogaepxku MO.

1.2. “Supply agreement” is an agreement between
software user and authorised person of the software vendor for
purchasing of Technical Support Certificates for software.

1.3. «YcnoBus npepocTaBrieHUA TEeXHUYECKOW
noanepXkKuy» - nopsagok M obbem npesocTaBneHust
cepBUCOB TexHu4eckon noaaepxku MO, ycTaHOBNEHHbIN
npasoobnagatenem MO.

1.3. “Terms for Technical support” — procedure and scope
of provision of technical support services for software specified
by the software rights holder.

1.4. «Cnyx6a noaaepKKu» nuuo,
ynornHoMo4eHHoe npasoobnagarenem MO ocywecTBNsATb
TEXHWYEeCKyro nogaepxky MO.

1.4. “Support service” — a party authorised by the software
rights holder to provide software technical support.

1.5. «Monb3oBatens MO» — nuyo, koTopoe B
COOTBETCTBUA C ycnoBmamMun 3aKM4eHHOoro
JINLUEH3NOHHOrO  cornalieHus, nosyYnno npaeBo  Ha

ucnons3oBanHme 10O, u npnobpeno CepTudmkar Ha
TeXHUYEeCKylo noaaepxKy.

1.5.“Software user’— a person who, according to the
concluded License agreement, gained a right to use software
and purchased Certificate for technical support.

1.6. «CepTudumkar» OOKYMEHT, KOTOpbIN
noareepxaaeT npaso [Nonb3osatens MO Ha nonyyeHune
TeXHMYECKOM nogaepxkn oT npomnssoautens MO wnu ero
naprtHepa.

1.6.“Certificate” — a document confirming right of a Software
user to get technical support from software manufacturer or its
partner

2. NMPEOMET TEXHUYECKOW NOOOEPXKU

2. TECHNICAL SUPPORT SUBJECT

2.1. Cnyx6a nogaepxkun, B COOTBETCTBUM C YCMOBUSMU
CepTndukaTa, 4vepes cpeactBa ydaneHHoOro Aocrtyna
OCYLLECTBNAET TexHu4Yeckyto nogaepxky O, ykasaHHoro
B Ceptudmkare. lNonb3oBaTtenb He MOXET UCMOMbL30BaTbL
O[HOBPEMEHHO pasHble BWAbl MaKeTOB TEXHUYECKOMN
nogaepxku MO.

2.1.Support service, according to the Certificate terms,
performs technical support for software specified in the
Certificate via remote access means. The User cannot use
various types of software support packages simultaneously.

2.2. B pamkax BblOpaHHoro [lonb3oBaTteneMm nakeTa

2.2.Within support package chosen by the User Support service

noaaepxku, Cnyxba noaaepXkm ocyuwectenseT | performs the following services:
crnepfyrLme CEpPBUCHI:
Cepsuchl/Services BbasoBbii/Basic  buaHec/Business Mpemnym/Premium

Bo3moxHocTu camoobenyxnBaHus/self-service

Hoctyn k Creatio Community/Access to the Creatio
Community

Hoctyn k Creatio Academy/Access to the Creatio Academy
HocTtyn Kk nnyHoMy kabuHeTy 1 6ase 3HaHUI Ha Success
Portal Creatio/Access to the Knowledge Base in self-
service portal

KaHanbl o6paweHuin/Communication channels

Success Portal Creatio
Email

Tenedon/Phone
[unarHocTuka obpalLeHnin B pexumMe yaaneHHoro
noaknoyeHus K akpaHy/ Live screen sharing / co-browsing

Bupgbl o6pawenun/ Consultation types

KoHcynbTauum no yHKUMOHaNbHLIM BO3MOXHOCTAM 10/
Consultation on the platform capabilities and product
functionality

KoHcynbTauum no noctpoeHuto 6usHec-npoueccos/
Business process management consultations
KoHcynbTaumm no nameHeHuno nHtepdgerica n usHec-
npasun (no-code HacTpolika)/ Consulting on changing the

+ + +
+ + +
+ + +
+
+
- + +
+ + +
* + +
(ans/for cloud/on-
site subscription -
+ +

0o 5 obpatlleHnii
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interface and business rules (no-code setting) B rog*/upto 5
requests per
year*, ans/for on-
site — oo 15

KoHcynbTaumm no hopmMmMpoBaHmnio 0THETHOCTHU U N
y 4 popmmp obpalleHuii B

aHanMT4ecknx cpesos/ Consultations about analytics and ron*/up to 15 + +
reporting
requests per
year¥*)
KoHcynbTauum no agmmHuctpuposanuto MO/ + + +
Consultations about Software administration
KoHcynbTaumm no paspaboTke Ha O Creatio/ i i +

Consultations about development on Creatio Software
O6HoBReHue Ha HoBble Bepcuu Creatio/ Creatio new releases

MpenoctaBneHue HoBbIx Bepcui MO/Provision of new
software versions
B03MOXXHOCTb 03HAKOMITEHUS C HOBbIM PENN30OM Ha Konuu
MO nepepn o6HOBREHMEM NPOAYKTUBHON Cpeabl
(no 3anpocy, Tonbko Ana MO ¢ TMNoM nHCcTannauumn
cloud)/ Early bird release testing prior to the production
update (under request, only for Software with cloud type of
installation)
MuausmayanbHbin rpacduk 06HOBNEHNS Ha HOBbIE BEPCUM
B paMKax OgHOro KpynHoro (Ma)xopHoro) penuaa (no
3anpocy, Toneko ans MO ¢ Tmnom uHctannsumm cloud)/
Individual update schedule for new versions within one
major release (upon request, only for software with the
cloud installation type)

3akpenneHHbIn Customer Success Manager/ Assigned Customer Success Manager

KoHcynbTauum n conpoBoXaeHne Ha BCex aTanax 3anycka
MO B paborty/ Creatio onboarding consultation during all + + +
software launch stages

KoHcynbTaumm no pelueHnio 6usHec-3agay npm NoMoLLm
rotoBon cpyHkumoHaneHocTum MO/ Consulting on solving

+ + +

business problems using ready-made software * * *
functionality

MpenocraBneHne cTatMCTMKK No mucnonb3osaHuto MO (no

3anpocy, Tonbko Ans MO ¢ Tunom nHctannsAumm cloud)/ ) + +

activity statistic report about using the Software (under the
request, only for software with the cloud installation type)

JononHutenbHble cepBucbl/Additional services
YnpaBneHune npuoputetammn obpatieHuin/ Case priority

- - +
management
apaHTupoBaHHOe BpeMs paspelwlenusi/ Guaranteed +
resolution time
MHauBmayanbHbIn NPOAKTUBHBI MOHUTOPUWHE 24/7 (TONBbKO
ansa MO ¢ Tunom uHctannsumm cloud)/ Individual proactive ) ) +

monitoring 24/7 (only for software with the cloud

installation type)

KonnyecTBo aBTOPM3npOBaHHbIX NNL, C NPaBoM
obpaleHus B Cnyx6y nogaepxku/ Number of authorized 2 5 15
contacts eligible to submit support cases

[ononHutenbHbIe cepBUCHI, AocTynHble ans MO ¢ Tunom unHctannsauum On-site/ on-site subscription/ Additional

services available for the Software with On-site/ on-site subscription type of installation

KoHcynbTaumm no pa3sepTbiBaHuio 1 HacTpoiike N0

Creatio/ Consulting on the deployment and configuration of - + +
Creatio software

PekomeHgaumm no ontummsauum padotel O Creatio B

nHdpacTpykType on-site/ Consultation on the on-site - - +
performance and infrastructure diagnostic

MpepocraBneHne cueHapneB OGHOBNEHMS, YYUTBIBAOLLMX

nHavBMAayanbHble kactommsaumm MO (Toneko ana MO ¢

TUNoM uHctannaumm on-site)/ Individual update scenarios - - +
with respect to the softwawre customizations (only for

software with the on-site installation type)
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*MNog TepmuHoM 1 rog CtopoHbl noHMMatoT cpok B 360 gHen/* By the term 1 year, the Parties mean a period of 360 days

2.3. OuarHocTnka  obpalleHMn B pexume
yAaneHHoOro nOAKIYEeHUs1 K 3KpaHy — CepBuC
yAaneHHoro MOAKMYeHs Ans aHanu3a obpalleHus,
cbopa AmMarHOCTU4eCcKoW WHopmMauum M BO3MOXHOIO
pelueHuns obpalleHus.

2.3. Live screen sharing / co-browsing - a remote
connection service for analyzing the appeal, collecting
diagnostic information, and a possible solution to the appeal.

2.4, KoHcynbTauMm no nocTtpoeHuio 6GusHec-
npoLeccoB BKIOYaloT B ceo1:

e KoHcynbTauuu no ansanHepy n anemMmeHTam
npoL,eccoB.

e KoHcynbTaumu no afgMUHUCTPUPOBaHMIO MPOLLECCOB.

L] KOHch'IbTaLMM no HaCTpOI;IKe ANHaMN4eCKnx KencoB
(DCM).

2.4 Business process management consultations include:
e Consultation on designer and process elements.

e Consulting on process administration.

e Consulting on setting up dynamic cases (DCM).

o . Limitations:
FPAHNHEHU. e Does not include consultations on the implementation of
° He BntouatoT B cebsi KoHCynbTaumm no business tasks using tools of business processes.
peanu3auun 6usHec-3agayqy UHCTPyMeHTaMm 6usHec-
NpOLIECCOB.
2.5. KoHcynbTauum no agmunuctpupoBanuio MO | 2.5 Consultations about Software administration include:

BKNIKOYalOT B cebA:

° KOHCyJ'IbTaLlI/II/I Nno NUUeH3npoBaHuio, yrnpasieHuno
YY4€THbIMU 3anncamu nonb3oBaTenen n nx ponamun.

e KoHcynbTaumm no HacTpovike npas gocTyna.
o KoHcynbTaumm no HacTpovike 6a30BbIX MHTErpaLui.

e KoHcynbTaumm no UHCTpymeHTam nornposanus B MO
Creatio.

e Consulting on licensing, management of user accounts,
and their roles.

e Consultations on setting up access rights.
e Consulting on setting up basic integrations.
e Consulting on logging tools in Creatio software.

2.6. KoHcynbTaumm no paspabotke Ha MO Creatio:
o BkntouaeT B ceb4 kOHCynbTaLmm No Beldoopy
npaBUNbHOIO pelleHna nnu noaxoaa K peleHuo
NocTaBIieHHOW GM3HeCc-3agaun.

o MpenocraBnseTcs TONbKO aBTOPU3NPOBAHHBLIM
nvuam Monb3osatens MO, nmeloLWwmM AeNCTBYIOLWMIA
ceptudmkaTt no paspaboTke Ha O Creatio.

. He BkntovaloT B cebsi KOHCynbTaumm no
dyHKLMOHanNbHOCTK, pa3paboTaHHon Nonb3oBatenem
MO camocTosiTeNnbHO, OTNAAKY €ro Koga.

2.6 Consultations about development on Creatio
Software:

e Include advice on choosing the right solution or approach
to solving a given business problem.

e Provided only to authorized persons of the software who
have a valid certificate for development on Creatio software.

e Does not include consulting on functionality developed by
the User independently, debugging his code.

2.7. BO3MOXHOCTb O3HAaKOMJIEHUSI C HOBbIM
penuzom Ha konum [O nepen oGHOBNEeHUeM
NPOAYKTUBHOM cpedbl — CEPBUC NpeaoCTaBeHus
sandbox-cpeabl Ha HoBow Bepcun. Wcnomb3yetcs ans
O3HAKOMIEHUs C HOBOM (OyHKUMOHanbHocTblo O wu
NpoBEPKM KOPPEKTHOCTMN paboTbl KaCTOMHOM
dyHKumnoHanbHocTh MNonb3osatens M0O.

2.7 Early bird release testing prior to the production
update - a service for providing a sandbox environment on the
new version. Used to get acquainted with the new functionality
of the software and check the correctness of the custom
functionality of the User of the software.

2.8. UHomBugyanbHbin rpacdhmk obGHOBRNEeHUA Ha
HOBble BepcMM — BO3MOXHOCTb MJl@aHMPOBATb
obHoBneHne 1O  Creatio B  wuHAMBMAyanbHble,

nogxopdwme Monb3osatento MO, BpeMeHHble nepuoapl
(Hanpumep, 1 pa3 B kBapTan), a He B 06LleM MOToke
0oGHoBneHun. OrpaHnYeHneM SBNsSieTcs OJIMTENbHOCTb
MHTepBana o6HOBMNEHNs!, KOTOpasl He AOIKHA NpeBbILLATh
6 MecsLeB C gaTbl BbIXxO4a Tako HOBOW BEPCUN.

2.8 Individual update schedule for new versions - the
ability to schedule the Creatio software update in individual
time periods suitable for the Software User (for example, once
a quarter) and not in the general update stream. Limitations -
the duration of the update interval should not exceed 6 months
from the date of the release of such software version.

2.9. Customer Success Manager — cneuunanucr,
KOTOpbI cornacHo rpaduky Cnyx0bl  TEXHUYECKOMN
noaaepXku JocTyneH anga cesasu ¢ [Nonb3oBatenem MO
YTOObl YAOCTOBEPUTLCHA, YTO KIOYEBbIE MOOYNU UMK
KOHKpeTHble  yHkumn 1O Creatio  ucnonbaytoTcs
HaunyywuMm obpa3om M B MOMHOM Mepe, a Takke 4TO
6usHec-uenu MNonb3oBatens N0 4OCTUrHYTHI.

2.9 Customer Success Manager - is a specialist who,
according to the schedule of the Technical Support Service, is
available to contact the User of the Software to make sure that
the key modules or specific functions of the Creatio software
are used in the best possible way and to the fullest extent, and
that the business goals of the User of the Software have been
achieved.

2.10. YnpaBneHue npuopuTeTaMu oOGpalleHun —
BO3MOXXHOCTb YCTaHaBMNMBaTb NPUOPUTET HA YCMOTPEHNE
Monb3oBaTtens [10. CepBuUC [JOCTyNeH TONMbKO Ans

oOpalleHnit,  3aperucTpupoBaHHbIX  Yepe3  nopTan
camoobcnyxuBaHus. [NpegocraBnserca AnA  nakeTa
TexHu4eckomn noaaepxku Npemmym.

OrpaHuyeHusn:

. MepBbIi  NpuopuUTET MOXET ObITb NPUCBOEH

UCKIIOUUTENBHO 0BpaLleHUsiM  OTHOCUTENBHO MOJHON
HepaboTtocnocobHocTu M10.

2.10 Case priority management - the ability to set the priority
at the discretion of the Software User. The service is available
only for requests registered through the self-service portal.
Provided for the Premium Technical Support Package.

Limitations:
« The first priority can be assigned only to requests regarding
the complete inoperability of the software.
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2.11. UHanBuagyanbHbIn NPOaKTUBHbIN
MOHUTOPUHr 24/7 — noJknw4YeHne K cpede
MNonb3oBaTens no cepBuca VMHOVBMAYaNbHOro
MOHWUTOPWHrA [Ans  KOHTPONs W pearvpoBaHust Ha
noTeHumarnbHble OTKIIOHEHMS OT HOPMbI. BkrntouaeT B cebs
(YHKUMN  MPOAKTUBHOMO  pearvpoBaHWsl,  XpaHeHust
ncTopun 1 popMMpoBaHNS aHaNUTUKK O MPOUCLLECTBUSIX.

2.11 Individual proactive monitoring 24/7 - connection to the
User's environment of the software of the individual monitoring
service to control and respond to potential deviations from the
norm. Includes functions of proactive response, history storage,
and formation of analytics about incidents

2.12. KonuyectBo aBTOpPM3UPOBAHHbLIX nUL C
npaBom obpalleHus B Cnyx6y noaaepxku — cepBuc
onpeaenseT MakcuManbHOEe KOMUYeCcTBO fuu, KOTOpble
MOTrYT KOHTaKTMPOBAaTb CO Cry>x00n nogaepku no pabore
MO Creatio o1 umeHn ogHoro Monb3osatens MO.

2.12 Number of authorized contacts eligible to submit
support cases - the service determines the maximum number
of persons who can contact the Support service about Creatio
software on behalf of one Software User.

2.13. KoHcynbTaumm no  pasBepTbiBaHUIO U
HacTtpolke O Creatio BkntovaloT B cebs:

. KoHcynbTaumu no yctaHoBKe U pa3BepTbiBaHWIO
MO Creatio;
. KoHcynbTaumu no Hactpowike komrnoHeHToB MO

Creatio (rmobanbHbIi nMouck, nouck Aybnen, cepsuUChHI
MaLUMHHOTO OByYeHust u ap.);

. KoHcynbTauum no HacTponke u pabote yTunuTel
obHoBnEHS;
. KoHcynbTaumm no HacTporiKke KOMMOHEHTOB Ansi

paboTbl 6a30BbIX MHTErpaumn (TenedoHns, noyTa).
OrpaHuyeHus:

. He Bknioyaetr B cebs KOHCynbTaumm no
HacTpolike w1  pabote  gpyroro  NporpaMMHOro
obecneyeHuns.

2.13 Consulting on the deployment and configuration of
Creatio software includes:

Consulting on installation and deployment of Creatio software;
» Consulting on configuring Creatio software components
(global search, duplicate search, machine learning services,
etc.);

» Consultations on setting up and operating the update utility;

» Consulting on configuring components for basic integrations
(telephony, mail).

Limitations:

» Does not include advice on setting up and operating other
software.

2.14. PekomeHpgaumu no ontumusauum paéotsl MO
Creatio B MH(pacTpykType on-site:

e [Ina naketoB nopaepxku bBasoBbin u  BuasHec
npegocrtaBndaeTcA KOHCYynbTauua no AnarHocTuke
npounssogntenbHoctu MO Creatio. AHanu3 1 npyMMeHeHne
peLueHni BbINOSHAOTCS Monb3oBaTenem no
CaMOCTOATENbHO;

e [lna naketa nopgaepxku [lpemuym - aHanus wu
MOAroTOBKY pPeLUEHU BbINOMHAT cneunanuctsl Cnyxobl
NoAAePXKMN.

2.14 Consultation on the on-site performance and
infrastructure diagnostic (on-site)

» For Basic and Business support packages, advice is provided
on diagnosing the performance of Creatio software. Analysis
and application of solutions are performed by the Software User
independently;

» For the Premium support package - analysis and preparation
of solutions are performed by support specialists.

2.15. TMpepocTaBneHune HoBbix Bepcun MNO:

. KnueHTbl ¢ TINom nHctannauum cloud nonyyatoT
OOHOBMNEHWA aBTOMaTUYECKN;
. KnueHtam ¢ TunoMm uHCTannaAuuMM  on-site

subscription npegocTaBnATCA aBTOMaTU3MPOBAaHHbIE
cueHapun OOHOBMeHWs, afanTUpoBaHHble Mog cpeay
knueHta. O6HA3aTenbHbIM YCIOBMEM MNpeaoCTaBreHus
cepBuCca ABMNAETCA NOoNyvyeHne OT KnneHTa 06e3nnmyeHHon
konwm B[;

. KnueHtam ¢ TunNoM wuHCTannsauuuM  on-site
OOCTYMHbl MHCTPYKLMW U BCE HEOBXOAMMbIE pecypchl s
CaMOCTOSATENbHOWN YCTAHOBKM KaXKaoro 0GHOBNEHMSI.

2.15 Provision of new software versions

. Clients with installation type cloud receive updates
automatically;
. On-site subscription clients are provided with

automated upgrade scripts tailored to the client's environment.
A prerequisite for the provision of the service is to receive an
impersonal database copy from the client;

. Clients with the on-site installation type have access to
instructions and all the necessary resources for self-installation
of each update.

2.16. MpepoctaBneHue cueHapueB OGHOBMEHMS,
yuYuTbIBalOWMX UHAUBUAYanbHble kKactomusauum MO
— cepBuUC, KOTOPbIA BKMOYaeT B cebs mMoaroToBky WU
NpegocTaBneHne  aBTOMATU3MPOBAHHbIX  CLEHapueB
0BHOBNEHMs, adanTUPOBaHHbIX MOA4 WHAWBMAYaIbHYO
cpegy [Monb3oBatens MO. O6s3atenbHbIM YCNOBUEM
NpefoCTaBMNeHUst cepBuca SIBMSIETCA MONyyYeHue OT
MonbsoBatensa 1O o6esnuueHHon konuu B (6a3bl
[OaHHbIX).

2.16 Individual update scenarios with respect to the
individual software customizations - a service that includes
the preparation and provision of automated update scripts
adapted to the individual environment of the Software User. A
prerequisite for the provision of the service is the receipt of an
impersonal copy of the database (database) from the Software
User.

3. PEFMAMEHT NPEQOCTABJEHUA TEXHUYECKON
NOAOAEPXKHU

3.RULES FOR TECHNICAL SUPPORT

3.1. Cnyx0oi nopoepxku yTBepXkdeHa criegylollas
KrnaccudvKaums MHLUUOEHTOB:

3.1.Support services has approved the following classification
of cases:

MpropuTeTbl UHUNOEHTOB

Case priorities

1 | MO nonHocTblo HepaboTocnocobHo. B cnyyae NHumaeHToB Software is fully broken. In the event of 1t priority

1-ro npnopuTeTa pekoMmeHayeTcs ucnonb3oBaTtb bonee Case it is recommended to use faster
onepaTuBHbIE KaHanbl KOMMYHUKaLUWiA co cnyxbom communication channels of the support service.
NoaAePXKKM.

2 HeBO3MOXHO BbINOMHEHME OCHOBHbIX pyHKUMI 1O n He Main functions of software cannot be performed
CYLLECTBYIOT anbTEPHATMBHbIX BAPMAHTOB UX BbIMOSTHEHWS. and there are no alternative versions for their

performance.




Creatio

3 | HeB03MOXHO BbINONHEHME BCOMOraTernbHbIX dyHKUmMi 10 Helping functions of software cannot be
— BHE 3aBMCUMOCTW OT Hannuusi anbTepHaTUBHbIX performed — regardless of availability of
BapMaHTOB BbIMOMHEHWS; UM HEBO3MOXHO BbIMOSIHEHNE alternative versions of performance; or main
OCHOBHbIX oyHKUMI MO, HO CyLLeCTBYIOT anbTepHaTUBHbIE functions of software cannot be performed but
BapunaHTbl UX BbINOMHEHWS. there are alternative versions for their
performance.
4 KoHcynbTauuu, a Takke aedektbl (owmnbkn) MO, He Consultation, as well as defects (errors) of
BMUSIOLLNE HA BbINOMTHEHNE €ro OYHKLWIA. software, having no effect on performance of its
functions.
B HacTosweM nyHkTe: In this clause:
«MHUMpeHT» - o3HayaeT nwboe cobbiTMe, He | “Case” shall mean any event which is not a part of standard
SIBNSAIOLLEECS HaCcTblo cTaHAapTHol paboTkl MO, koTopoe | software operation and which resulted or can result in
npvBeno wnu MOXeT npuBecT K HapyweHwo wnu | malfunction or reduction in the quality of software operation.
CHWXeHUo kadecTBa padoThsl IMO. “Defect (error)” shall mean an error in software as a result of
«dedrekT (owmbka)» - o3HadyaeT owwubky B [1O, | which software behaves unpredictably or not in accordance
Bcneacteue kotopon MO BepeT cebs HenpeaBuaeHHo, | with documents; as well as verifiable multiple non-operability of
UNn He B COOTBETCTBMM C AOKyYMeHTaumewn; a Takke | software, or software bug allowing the Support service to go
nogaaroLiascs npoBepke HeoaHoKpaTHas | into error and provide software operation in accordance with
HepaboTtocnocobHocTb MO, unu cbon MO, nossonsowmin | documents.
Cnyx6e nogaepxku paccreoBatb OLNOKY 1 obecneunTts
YHKLMOHMPOBaHUE no B COOTBETCTBUU c
OOKYMEHTaLmen.
3.2. TexHnyeckas nogaepxka npegocrtaendaetca | 3.2.Technical support is provided by the Support service
Cnyxbon nopoepxkn cormacHo  cnegytowemy | according to the following schedule:
rpaduky:
Timing specifications for provision of technical support services
Basic Business Premium
Operating hours (UTC +03:00, Moscow) 9 am -6 pm 9 am -6 pm 24x7
(Monday — Friday) (Monday —
Sunday)
Maximum response time (1 priority cases) 4 hours 1 hour 30 minutes
Maximum response time (2" — 4" priority cases) 8 hours 4 hours 2 hours
BpemeHHble xapakTepuCTUKX NpeaocTaBrieHUs CEPBMCOB TEXHMYECKON NOAAEPKKMN
Ba3zoBbin BusHec Mpemnym
Bpewmsa npepoctasneHusa (UTC +03:00, Mocksa) 9:00 — 18:00 9:00 — 18:00 24x7
(NH. =T1.) (MH. - Bc.)
MakcumansHoe Bpems peakumm (MHUMAEHTbI C NEPBbIM 4 yaca 1 vyac 30 MuHyT
NpuopuUTETOM)
MakcumanbHoe Bpems peakuum (2-4 npyuoputeT) 8 yacos 4 vyaca 2 yaca
Bpems v npouenypa paspelueHusi vHunaeHToB ans Npemnym naketa
Mpuoputer MakcumanbHoe FapaHTMpoBaHHOEe Mpoueaypa
BPEMS peakuuM  BpeMs paspelueHus
1 30 MuHyT 2 yaca MHumaeHT nonHocTbio ycTpaHeH unm pabota MO BoccTaHoBNgHa
2 2 vaca 2 paboumx gHA Takvum 06pas3om, YTO MPUOPUTET MHUMAEHTA NOHWXKEH A0 YPOBHS
3unn 4
3 2 yaca 10 paboumx gHewn Cpok MOXeT onpenensiteCa MHANBUAYyanbHO nyTem
4 2 yaca 20 paboumx cornacoBaHVa Mexay OTBeTCTBEHHbIMU NpeacTaBuTensaMm
aoHewn CTOPOH
Time and procedure for resolving cases for Premium package
Priority Maximum Guaranteed Procedure
response time resolving time
1 30 minutes 2 hours The case is fully eliminated or software operation is restored if
2 2 hours 2 business days such a way that case priority is downgraded to 3 or 4
3 2 hours 10 business days Term can be defined individually as agreed by designated
4 2 hours 20 business days representatives of the parties
3.3. 3asBKka Ha cepBUChbl COrNacHoO ¢ 06yCNOBMEHHBIM 3.3.Service request according to support package specified
B Ceptudmkare naketom noagepxku, [omkHa ObiTb in the Certificate must be made in one of the following ways:
ogpopmMrieHa ofHUM 13 crieytoLmx o6pasos: e by email to the Support service address:
e [MMCbMOM 3IEKTPOHHOW MNoyTbl Ha agpec CnyxGbl (support@creatio.com);
noaaepxku: (support@creatio.com); e by phone +7 (495) 280-16-80, if it is determined by the
e no TenedoHy +7 (495) 280-16-80, ecnu 3TO technical support package chosen by the User;
obycnoBneHo wu3bpaHHbIM [lonb3oBaTenem nakeTom e in personal cabinet on the portal Creatio Success
TEXHUYECKON NOAAEPXKKN; Portal https://success.creatio.com/
e B Nn4yHOM kabuHeTe Ha nopTane Creatio Success
Portal https://success.creatio.com/ Request must be made exclusively on behalf of the person
authorised by the Customer and contain:
3aaBka OomkHa ObITb OdopMIieHa MCKMYMTENBHO OT [a) in case of provision of consultation — clear questions;
UMEHN aBTOPM3NPOBAHHOIO CO CTOPOHbLI 3akasduka nuua |b) in case of detection of the defects/errors — according to
N cogepxarb: pattern below:
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a) B crnyyae npefocTaBneHUst KOHCYNbTaLuUn — YETKO
NoCTaBrieHHble BONPOCHI;

6) B cryyae obHapyxeHus gedeKkToB/oWwmnboK — CornacHo
LabnoHa Huxe:

HasBaHue Name

[NocnepoBaTenbHOCTb
OencTBUI, KOTOPYIO
HeobxoanMO BbINONHUTL ANs
NMOBTOPHOrO BOCNpPOM3BEAEHMS
nedekTta/owmbkm

KoMMeHTapun, CKpUHLLOTHI,
CCbINKW Ha BMAEO, Apyras
OononHuTenbHas nHopmauus

[ns nuueH3nin ¢ Tunom
nHctannsaumm Cloud: Bpayaep,
OC K Monb3osatens

[ns nuueHsnn ¢ Tunom
nHcTannsauum on-site: MpoaykT n
Bepcusi

Sequence of actions which must be
done for repeat of the defect/error*

3HaueHune/ Meaning

Hanpwuwmep: / For example:

Mepevitn B pasgen "Mpogaxu”. OTKPbITh
KapTouky nmtobon npogaxu. MNMepentun Ha
BKragky "®annbl U CCbinkn" 1 HaxaTb Ha
kHonky "[do6aBuTe dhaiin”. BeibpaTsb dann
("MonHas npeseHTauus cuctembl.pptx”).
Cuctema otobpaxaeT coobLueHne o6
oLwumnbke: "Owmnbka 3arpysku cavina". / For
example:

Go to section “Sales”. Open card of any
sale. Go to the tab “Files and links” and
press “Add file”. Select file (“Full
presentation of system.pptx”). System shows
error: “File download error”.

Comments, screenshots, links to
video, other additional information

For licenses with Cloud installation
type: Browser, OS of the User’'s PC

Hanpumep: IE 11/ For example: IE 11

For licenses with on-site installation
type: Product and version

3.4. 3aaBku Ha npegocTtaBneHve CcepBuUCoB
NPVHUMaOTCSt OT aBTOPU3NPOBaHHLIX NuL, MNonb3oBaTens
MO, onpegeneHHbix B [oroBope nNOCTaBKU "
Cneundukaumsax K Hemy.

3.4.Requests for provision of services are accepted from
authorised persons of Software user specified in the Supply
agreement and Specifications to it.

3.5. Monb3oBatens N0 MoXeT nmeTb He bonee Toro
KOnnMyecTBa aBTOPU3NPOBAHHLIX fUL, OAHOBPEMEHHO,
KOTOpoe npedyCMOTPEHO COOTBETCTBYHOLUMM NaKETOM
TexHudeckonm nogaepxku. [lonb3oBatens O wumeet
NpaBo Ha3Ha4UTb HOBOE aBTOPWM3UPOBAHHOE NULO NyTEM
HanpaBneHuss  cooOlUeHWsi, B  KOTOPOM  [OOKHb
copepxaTbcest KOHTaKTHble [aHHble HOBOro
aBTOPU3MPOBAHHOIO nuLa, MO agpecy SreKTPOHHON
noytbl Cnyx6bl nogaepxky, ykasaHHom B n. 3.3. aTux
Ycnosui.

3.5. The software user can have no more than the number of
authorized persons at the same time, which is provided for by
the corresponding technical support package. Software user is
entitled to appoint a new authorized person by sending a
message with contact details of a new authorized person to e-
mail address of the Support service stated in p.3.3 of these
Terms.

3.6. O6si3atensctia Nonb3osarens MO: 3.6.Software user responsibilities:

3.6.1. Tlo TpebosaHuio Cnyx6bl nopaepxku | 3.6.1To overcome circumstances which endanger the quality
ncnpaensTe  obcTosTENbCTBA,  KOTOpble  YrpoXatoT | and timeliness of provision of services by request of the
Ka4yectey M CBOGBPEMEHHOCTM  MPeAoCTaBneHns | gupnort service:

CepBuCcos: - Untimely delivery of information required for getting
- HecBoeBpemeHHOE npegocTaBneHne Cnyxbe

noaaepKkn nHpopmaumm, HeobxoanMow Ans NonyYeHust
CEpPBMCOB TEXHUYECKON NoaaepKKu;

- HeBo3MoOXHOCTb yyacTusa B paboTe ¢ gedektamu 1
WHUMOEHTAMM HEoOXOAMMbIX COTPYOHWKOB CO CTOPOHbI
Monb3oBaTens MO B CBs3N C OTNYCKOM, KOMaHOVPOBKOW,
nT.n,;

technical support services to the Support service;

- Inability of the corresponding employees of the Software
user to participate in work with defects and cases due to
vacation, business trip, etc.;

3.6.2. Cnyxba nogaepxku He HeceT OTBETCTBEHHOCTb
3a HecobnoaeHne CPOKOB U KayecTBa CEPBUCOB, KOTOPbIE
OblNMM  HECBOEBPEMEHHO OKasaHHble B pesynbraTe
HecobmoaeHust Monb3osaTtenem MO ycnoBuin, ykasaHHbIX
B n. 3.6.1. JaHHbIX YCrnoBui.

3.6.2.Support service shall not be liable for a failure to meet the
terms and quality of services which were provided untimely as
a result of non-observance of the conditions stated in p.3.6.1 of
these Terms by the Software user.

3.6.3. HecBoeBpeMeHHbIM npegocTaBreHnemM
OOKYMEHTOB M Apyron  uHdopmauun  cyutaeTcs
npegocraBrneHne Takon uHdopMauunm [lonb3oBaTenem
noaxe 4em 4yepe3d 48 yacoB C MOMEHTa MONyYeHUs
coobuleHnss 0  [ocTaBke Monb3oBarernto no
uHdOopMaumnoHHoro 3anpoca Crnyx6bl NOAAEPXKM MO
3NEeKTPOHHOW noyTe. HanpaBneHnve WHMOPMaLMOHHOIO
3anpoca Cnyx0bl NOAAEPXKKN MO 3NEKTPOHHOW Mo4yTe C
yBEOMIEHNEM O JOCTABKE Ha afpec 3MEKTPOHHOM NOYThI
Monb3oBaTens MO, nMeeT lOpUANYECKY0 CUMy 3anpoca,
OCYLLECTBIEHHOIO B NMUCbMEHHOMN dopme.
MoaTBepXaeHNEM OTNPaBKM Takoro 3amnpoca siBnsiercs

3.6.3.Poorly timed presentation of the documents and other
information shall mean presentation of such information by the
User later than 48 hours upon receipt of a notice on delivery of
information request of the Support service to the Software user
by e-mail. Forwarding of information request of the Support
service by e-mail with confirmation of delivery to the Software
user’'s e-mail address shall have legal force of a written request.
Confirmation of sending such request is a text of electronic
message and delivery notification.
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TEeKCT JJ1IeKTPOHHOro yBeaoMIeHua U yBegomIeHue o
AOCTaBKe.

3.7. Cnyx0a nogaepxku octaBnsieT 3a cobon npaso
OoTKa3aTbCsl OT MPeAOoCTaBIEHUs] CEPBUCOB B Cllyyae:

+  Ecnu obpalueHre NocTynnno He OT aBTOPM30BaAHHOIO
nuua Monb3osatens MO;

« Ecmm npobnema obycnosneHa
HeTpyZocnocobHocTelo  obopyaoBaHust  [lonb3oBaTens
MO wnn oTcyTCTBMEM yAaneHHoro AocTyna, npu 9ToM
Monb3oBaTenb MO He ycTpaHsieT HeTpPyAOCnOCOBHOCTL
obopyaoBaHus 1 / unu He nNpepocTaBnseT yaaneHHbIn

aoctyn.
. MHuunaeHT BosHuKkaeT Ha Bepcun MO Hmke N-1
nocnegHero penusa. Fae N —  Tekywuin KpynHbIA
(MaxopHbI)  penu3.  Hanpumep, ecnu  Tekyllen

oduymnanesHon Bepcuen sisnaetca 7.16.3.1485, toraa N =
7.16. [Ons ycTpaHeHus WHumaeHTa peKkoMeHayembiM
pelleHnem sBnsetcs obHoBnenve Bepcun 1O go
nocrnegHero penusa

3.7.Support service reserves the right to refuse to provide the

services in case:

« Ifthe request was received not from the authorised person
of the Software user;

« If the problem is caused by a failure of equipment of the
Software user or absence of remote access and the
Software user does not repair a failure of equipment and/or
does not provide a remote access.

* The incident occurs on software version lower than N-1 of
the latest release. Where N is the current major release.
For example, if the current official release is 7.16.3.1485,
then N =7.16. To eliminate the Incident, the recommended
solution is to update the software version to the latest
release.

3.8. Cnyxba nopaepxkym OTBe4YaeT Ha BOMPOCHI
Monb3oBatens O B nepuon BpemMeHuM CcornacHo ¢
npuobpeTeHHbIM  MNakeToM nogdepxku. B cnyuyae
HEBO3MOXXHOCTN OTBETa B OFOBOPEHHLIN NEpUOS BpEMEHU
no BuHe [lonb3oBatena [10, Cnyxba noooepxkn
coobuaeT MNMonbsosaTtento O HOBLIV NEpPUOA BpEMEHH, B
Te4yeHnn KoToporo 6y,qu BO3MOXHOCTb NpeanoCcTaBUTb
OTBET.

3.8.Support service responds to the Software user’s questions
during the period of time specified in the purchased service
package. In case of inability to respond within the agreed
period by the fault of the Software user, Support service
reports a new period of time to the Software user during which
it will be possible to give the respond.

3.9. Cnyxba noggepxkn He  npegocTaBnseT
OONONHUTENbHbIE CepBuChl, KoTOpble MoryT
noHagobuTbCca Npu nNpegocTaBneHnn Hosbix Bepcun MO
32 WCKMKYEHMEM CEpPBUCOB, OnMUCaHHbIX B Pasgene 2
OaHHbIX YCnoBu.

3.9.Support service does not provide additional services that
may become necessary during provision of new software
versions, except for the services specified in Article 2 of these
Terms.

3.10. Cnyxba noaaepxkm MOXeT BbICTYNaTb
UCKMounTeENbHO Kak [epBasi NUHUS NopaepXku Ans
MHUMOEeHTOB, KOTOpble OTHOCATCA K npunoxenHuam/MO,
pa3MeLLeHHbIM Ha canTe www.marketplace.creatio.com, a
MMEHHO — OCyWecTBMATb npueM MWHumpgeHta ot
MonbsoBaTtena 10, u nepepayy Takoro WHumpeHTa
npasoobnagaTento/Npon3BOANTENIO TAKOTO NMPUIIOXKEHUS.
PaccmoTpeHne, npenocTaBneHue peakuum U peLueHust
MHumMaeHTa  OCYLLECTBNSIOTCA B COOTBETCTBUM  C
YCMOBUSIMU  TEXHUYECKOW MOAAEPXKKW, OnpeaeneHHbIX
npasoobnagatenemM [IpunoxeHns M pasmeLleHHbIX Ha
CTpaHuue Takoro MpunoxeHwus Ha cante
www.marketplace.creatio.com.

3.10.Support service can act only as a First line of support for
the cases related to applications available on the website
www.marketplace.creatio.com, in particular — receiving a case
from the Software user and passing this case to the rights
holder of such Application. Consideration, response and
solution to the case are carried out according to terms of the
technical support specified by the rights holder of Application
and available on the web page of such Application on the
website www.marketplace.creatio.com.

3.11. Ecnm wuHoe He npegycmoTpeHo [loroBopom,
CTOpOHbI cornacoBanu, 4YTo:

(i) Bce peHexHble obasaTenbcTBa no [orosBopy u
Crneuudhukaumam K Hemy He nognexar OTMeHe, a
ynnayeHHbIe CyMMbl HE MoAnexar Bo3BparTy;

(i) opHocTOopoHHMIM oTka3 [lonb3oBatenem [1O o1
HoroBopa (ucnonHeHuss [oroBopa) MNOMHOCTBIO UMK
YacTMYHO He JgonyckaeTcs

3.11. Unless otherwise provided by the Agreement, the Parties
agreed that:

() all monetary obligations under the Agreement and its
Specifications are non-cancellable, and the amounts paid are
non-refundable;

(i) unilateral refusal by the Software User from the Agreement
(execution of the Agreement) in whole or in part is not allowed
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