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Initial Setup and Implementation

Ongoing Optimization and Engagement 

Support

Operations
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YPVUXTRQASPMMRVVALKNKJRQAWYSLI ^XX[RZ eRZbMKURZ

SX[PUbXNAjQMrbURMUAWSjI ^XX[RZ eRZbMKURZ

�NURJQKUbXNAYXNvJPQKUbXNASP~~XQU �bVb�b[bU�AKNZAYXNUR�U

¢RU¡XQ�AjQMrbURMUPQRA�R�bR¡V �NbUbK[A¦ALXNUrV

SRNVXQASMX~bNJAKNZAeR~[X�TRNU

ÀVRAYKVRAeRvNbUbXNAKNZALK~~RZA¸^�V

Ð�e�AÀNb�RQVbU�AÈASR[ÆÈÄPbZRZAÕQKbNbNJ
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ó�RMPUb�RAçPVbNRVVA�R�bR¡AWóç�I õA SRTbÈjNNPK[[�

YPVUXTb�RZAeKVr�XKQZVAKNZA�R~XQUV õA $AeKVr�XKQZV��R~XQUVAjNNPK[[�

YSLAYKZRNMRA/QR(PRNM� LXNUr[� SRTbÈLXNUr[�

SUQKURJbMASRMPQbU�AÐ~UbTb�KUbXN SRTbÈjNNPK[[� MPKQURQ[�

�bVb�b[bU�AÄK~AjNK[�VbV SRTbÈjNNPK[[� MPKQURQ[�

_RK[UrAYrRM� SRTbÈjNNPK[[� MPKQURQ[�

?=FF<jH

^QbXQbU�AóVMK[KUbXN õA

���}�¦{$ASP~~XQUAW^ÈpAbVVPRVI õA

��$ASP~~XQUAWLXNÈ/Qb�A[XMK[AUbTRI

_KQZ¡KQRA�R~[KMRTRNUAW�LjI
_KQZ¡KQRA¡KQQKNU�APNZRQ·
VP�VMQb~UbXN�A�RVUAR®XQU­

_KQZ¡KQRA¡KQQKNU�APNZRQ·
AVP�VMQb~UbXN�A�RVUAR®XQU­

YKVRALKNKJRTRNUA^XQUK[

¸NX¡[RZJRAçKVRAKNZA/jMAÜb�QKQ�

<F>jGHD<B?

Y[XPZAS�VURTAÀ~UbTR ÷÷­$õ ÷÷­$õ

S�VURTA_RK[UrALXNbUXQbNJ

SWALKbNURNKNMRAÀ~ZKURV
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b `aXJO_aJ0LOJT^aJJ0T]WXN\V0JPMKNXJT^I0T]W_MUa]a^\J0T^0JaNO_T\Y0WMJ\O_a0X^H0XZTI^T^I0JMZO\TM^J0KT\P0GO\O_a0

LOJT^aJJ0MLSaN\TUaJR

b F_MUTHaJ0X^0MUa_UTaK0MG0NM^^aN\aH0HaUTNaJ0X^H0XJJaJJaJ0JaNO_T\Y0UOZ^a_XLTZT\TaJ0X^H0XJJMNTX\aH0_TJEJQ

u?=@oh;qAr0/p=lfoptr=0p8r07Acot@=

b �OJ\M]T�a0HXJPLMX_HJ0X^H0_aWM_\J0\M0]aa\0YMO_0M_IX^T�X\TM^wJ0O^T�Oa0XOHT\V0NM]WZTX^NaV0X^H0_aWM_\T^I0

_a�OT_a]a^\J0a�M_\ZaJJZYQ
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b µ^´HaW\P0_a]M\a0_aUTaK0a^PX^NaJ0\P_aX\0_aJWM^JaV0X\\XNE0JO_GXNa0XKX_a^aJJV0X^H0W_aNTJTM^´\O^aH0T^NTHa^\0

XZa_\J0GM_0]X¢T]O]0W_M\aN\TM^Q

Ã;=;f;Â;@�03pc0*8pÂ�=;=

b âG\a_0T^T\TXZ0HaWZMY]a^\V0Ka0T]W_MUa0\Pa0HaWZMY]a^\0LY0THa^\TGYT^I0X^H0XHH_aJJT^I0WM\a^\TXZ0LZT^H0JWM\J0\M0

XNNMO^\0GM_0XZZ0µMÒV0ÊÒV0X^H0µM`Ò0HaUTNaJQ

ìApÂ@l0ulACç

b �M]W_aPa^JTUa0XJJaJJ]a^\0MG0YMO_0HaWZMY]a^\wJ0a�aN\TUa^aJJQ0RaNM]]a^HX\TM^J0W_MUTHaH0\M0a^PX^Na0HX\X0

NMZZaN\TM^V0XNNO_XNYV0X^H0HaUTNa0NM^^aN\TUT\YQ

¡U--47)0¡+7Ã2u+¡

24D70¡?ccot@

b F´10TJJOaJ0M^ZYR

b µ^XLTZT\Y0\M0ZMIT^0M_0W_MHON\0Wa_GM_]X^Na0NM]WZa\aZY0HaI_XHaHQ

+hp;Â0¡?ccot@

b SOL]T\0W_MHON\0T^�OT_TaJ0aZaN\_M^TNXZZYR

b 1´LOJT^aJJ0HXY0_aJWM^Ja0\T]aR

b ÊRDR0�S0_aNM]]a^HJ0_aUTaKT^I0XZZ0MWa^0X^H0O^_aJMZUaH0\TNEa\J0M^0\Pa0ÊRDR0SOWWM_\0FM_\XZQ



�����
	����������
�������� ��	��������

'#(%$"!��&#� !

612+,-1.10+*+./,3)5/14
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g.)_4+\0+,a12+,1.\,WYV,UTe515d
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JL:MIJHL,;MI?S,LPvFPHL,MELJF>DMPF?,LjHDLPHsB,JLSIHL,:IEEMJ>,SLGFPS:B,FPS,LGEM;LJ,I:LJ:,>M,GFiDGDhL,>vL,

E?F>nMJG�:,HFEFND?D>DL:Co
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@ ªPH?ISL:,>JMIN?L:vMM>DP<,Mn,D::IL:,JL?F>LS,>M,�O�O,:M?I>DMP,vFJS;FJL,HMGEMPLP>:,FPS,JLE?FHLGLP>,Mn,nFI?>s,

vFJS;FJL,FHHMJSDP<,>M,O8Q,<IDSL?DPL:C

»3º¹Y¶µ»´�
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@ �O�O�:,H?MIS,DPnJF:>JIH>IJL,D:,LP<DPLLJLS,>M,SL?D}LJ,LiHLE>DMPF?,JL?DFND?D>s,FPS,HMP>DPIMI:,:LJ}DHLB,;D>v,F,

<IFJFP>LLS,ÍÍCÌç,:s:>LG,IE>DGL,nMJ,MIJ,H?MIS,>LPFP>:C
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@ kJFHKDP<,:s:>LG,GL>JDH:B,:LP:MJ,:>F>I:B,FPS,SF>F,�M�

@ �JM}DSDP<,JLF?�>DGL,F?LJ>:,FPS,FI>MGF>LS,SDF<PM:>DH�

@ ,ªSLP>DnsDP<,FPS,JL:M?}DP<,D::IL:,EJLLGE>D}L?s

�)*/_15+,W+1/�5+,1.\,-1T./+.1. +,¹+4+12+2

@ ªPH?ISL:,GF5MJ,FPS,GDPMJ,JL?LF:L:,;D>v,PL;,nLF>IJL:,FPS,HFEFND?D>DL:,DP,FSSD>DMP,>M,ELJDMSDH,IESF>L:,FPS,NI<,

AiL:C
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@�Tn�;=�<yygQQ�jY�g�gyjdYlNy�dgQYudygQ9�3cQjgdy�cQQ�GNBgYQ9�|pip�WlNGgdQNjL�2YulBcjNYlQ�yYudQg\cdg9�1lY\�gB[g�UcQg�

cdjNy�gQ9�clB�ycQg�_clc[g_glj�?Ydjc�F

@�Tn��=�|pip�?dYGNBgQ�BNdgyj�cyygQQ�jY��gGg��777�jgyvlNyc��Qu??YdjE�/g�OYyuQ�Yl�Bg�NGgdNl[�gJ?gdj�cQQNQjclyg�OdY_�Yud�jY?�

dgQYudygQ9�\NjvYuj�jvg�lggB�OYd��gGg��7�Yd�77�jNgdQF

@�Tn�.=�6mx�tAfR�fmZbZf^fmkR�]Mkw�{qhq�amZMmffeMmZ�sPXe�VtZ�-IfR,8�hfH{>R�sPXe�MmPebRketxktef�MRRtfR,8�bmA�+eXAtxk�

4bmbZf^fmk�sPXe�mf]�tRf�xbRfR�bmA�Pfbktef�ef*tfRkR,D

:���xtRkX^fe�xbRfR�bef�kebx0fA�bmA�ef>XekfA�VK�kwf�bRRMZmfA�{qhq�`tRkX^fe�)txxfRR�4bmbZfe�VbRfA�Xm�kwf�>eMXeMkK�XP�

kwf�MRRtfC
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¼º¶¹´»²³¸·º±±²¶¶¸°±¹µ¯µ¹µ²¶¸®¸­«ª²³¶©µ¬

ÂÁ¿½Á¿À¾ ÇÉÆ¿Å¿À¿½Å
¿Å¿À¿ÔÒ¸ÁÉËÂ½ÅËÉÐ
À¿ÏÉ

åÔËÉ¸ÞÂÇÔÀÉÐ
¿ÅÀÉÁØÔÒ ¸åÞËÀ½ÏÉÁÐå½ÏÏ¿ÀÏÉÅÀ

ñîðïîðæí¸é¸
èîçêìæ

Critical¸system¸or¸service¸outage¸in¸
a¸live¸production¸environment¸that¸
results¸in¸an¸inability¸to¸access¸the¸
ORDR¸product,¸and/or¸severe¸
degradation¸of¸overall¸performance.

é-Hïuî Daðlí The¸Customer¸and¸ORDR¸will¸
commit¸the¸necessary¸resources¸
around¸the¸clock¸to¸resolve¸the¸
situation¸or¸provide¸a¸
workaround.

ñîðïîðæí¸2¸
Hðçh

Intermittent¸degradation¸of¸the¸
ORDR¸product¸performance,¸failed¸
integration,¸high¸sensor¸utilization,¸
or¸sensor¸failure.

2-Hïuîs Evêîí¸ïæhêîÐ
busðìêss¸daí

The¸Customer¸and¸ORDR¸will¸
commit¸full-time¸resources¸
during¸normal¸business¸hours¸to¸
resolve¸the¸situation¸or¸provide¸a¸
workaround.

ñîðïîðæí¸3¸
Mïdêîaæê

Clearing/unclearing¸alarms,¸
periodic¸user¸account¸
inaccessibility,¸issues¸related¸to¸
security¸and¸vulnerability.

2-Busðìêss¸Hïuîs Evêîí¸ïæhêîÐ
busðìêss¸daí

The¸Customer¸and¸ORDR¸will¸
commit¸part-time¸resources¸
during¸normal¸business¸hours¸to¸
resolve¸the¸situation¸or¸provide¸a¸
workaround.

ñîðïîðæí¸�Ð
�ï�

%o¸impact¸on¸system¸performance¸
or¸operations.¸Information¸re"uests,¸
document¸errors,¸or¸standard¸
"uestions,¸minor¸software¸bugs,¸
assistance¸with¸con�guration¸or¸
functionality¸of¸e"uipment,¸asset¸
classi�cation.

�-Busðìêss¸Hïuîs 6êê4lí The¸Customer¸and¸ORDR¸will¸
provide¸resources¸during¸normal¸
business¸hours¸to¸provide¸
informational¸assistance¸or¸as¸
re"uested¸to¸collect¸feedback.
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