Druva Support Guide

DRUVA SOFTWARE PVT. LTD

4'* druvoa

continuous data availability

Druva Support Contract and Guidelines

[Technical Support Guidelines]

Druva Support
March 10

This document describes the process adopted by Druva Support team to ensure a smooth
customer experience.
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Introduction

This document explains the support contract and describes the process adopted by Druva
Support team to ensure a smooth customer experience.

Understanding Support Contract

The following are the terms and conditions for the support contract offered by Druva -

Silver Support Gold Support

Contact Web/ Email Web/ Email/ Telephone

Response Time 8 Hours 6 Hours

Upgrades All upgrades Free All upgrades Free

Issue resolution Unlimited Unlimited

Support Portal Yes Yes
Access

Roles and Responsibilities

Customer Roles and Responsibilities

Druva technical support requests customers to:

9 Submit the support request and get a support ticket number. Always quote that
number till resolution

9 Receive and administer the Druva product licenses, updates and upgrades from
Druva.

9 Update the customer contact information by sending a mail to support@Druva.com.

Druva Support Roles and Responsibilities

Customer Service Representatives are the first contact when submitting a support request
by phone. Customer service representative will:

9 Log the support requests into call tracking system

9 Give customer the tracking number for reference

9 Advice the initial response time

9 Create and/or maintain accurate customer profiles

Technical Support Engineer: The new support requests are assigned to a TSE. The TSE will
 Respond to support requests
9 Recreate customer technical environments
I Resolve issues
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Customer Best Practices

The following are the best practices to be followed -
9 See the product overview and installation demo
9 Read the product release notes and other related technical documentation.
9 Participate in Discussion Forums (http://forrums.druva.com/)
I Refer technical notes and relevant material in the website

When reporting an issue, please collect the appropriate log files and system information and

submit it along with the report.

Keep Your Profile Up-To-Date. Inform Druva about any changes in the contacts and support

category.

Support Request Life Cycle

The following sections detail the life cycle of a support request.

1. Collecting Information - Ensure relevant information regarding the issue is collected

before contacting Druva Support.

2. Configurations - Check if the System, storage and/or network is properly configured

3. Log File - When reporting an issue, please collect the appropriate log files and
system information and submit it along with the report.

4. Record Any Recent Changes - Check the website for details regarding recent

upgrades.

Understanding Severities

Severity level is a measure of the relative impact of an issue on the business. Accurately
defining the severity of the issue ensures a timely response.

Druva product is non-functional and
there is a serious business impact

Resources deployed immediately until a
solution or acceptable work around is
found

Druva product has issues with the
functionality. There are no available
work around and there is a medium
business impact

Resources deployed AEP(As early as
possible) until a solution or acceptable
work around is found

Druva product functionality is slightly
impaired but operational, and there is
hardly any business impact

Resources deployed on availability until
a solution or acceptable work around is
found

Generic requests or enhancement
requests

Enhance requests are reviewed and
implemented in the next feasible release
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Submitting a Support Request

Support Website

Filing a support request online is available to all customers. Customers can file a support
request on Druva support website by logging in to the support home page,
http://support.druva.com/ and selecting éNew Ticket®d £

Customer Support Portal

» Log in [Lost Password]

E-mail: | admin |

Password: [

|

Remember =
Me:

Login

[EULIEGES English (US) u

Kindly ensure the following information is provided ¢

Priority
Product

OS versions
Description
Logs if applicable

ok wnE

Support Center » Submit a Ticket » General

Component version

» Submit a Ticket

You can fill in the fields below with as much detailed information as possible and send it to our agents.

General Information

Priority: Low [+]
Ticket Details

Product: *

Product facing issue - inSync /
Phoenix?

Component: [ client
Component facing issue B server
Client OS:

05 on which Druva's Client NA [+

Component is installed

Client OS Version:
Windows XP? Windows Vista?
Windows 77 CentOS/RHEL 5.x7
Ubuntu 9.x ...

Druva's Client Component
Version:

I

Server OS:
0OS on which Druva's Server | NA [+]
Component is installed

Server OS Version:
Windows 20037, Windows
2008?, CentOS/RHEL 5.x?,
Ubuntu 9.x7 ...

Druva's Server
Component Version:

I

» My Account [Logout]
Logged In: Admin

/% My Account

{3 Change Password
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The customercanviewd KS & dzLJLJ2 NI NBIljdzSad KAAG2NER FyR

Support Center » Ticket List

» Ticket List » My Account [Logout]
Listed below are the tickets you've submitted in the past. Click on a ticket's subject to view the ticket and its Logged In: Admin
history
% My Account
Page 1 of 1
@ Change Password
Ticket List
Last Update A Last Replier Status Priority Department

ACI-923849: Client not synchronising
09 Mar 2010 7:22 PM Admin Open Low General

Page 1 of 1

@ Back

Home | View Tickets | Submit a Ticket ELLUEGES English (US) ﬂ

After filling out the Support Request form, the request is assigned a Ticket number. The
Ticket number is confirmed on-screen and a computer-generated message acknowledging
receipt of the request is sent to the customers email address. Please refer this Ticket
number for all communications with Druva support for that issue.

Initial response times by the Technical Support Engineer will follow the support guidelines
opted by the customer.

Via the Phone

Druva technical phone support is available to customers covered by Platinum (7x24) and
Gold (24x7) support contracts. Druva Support requests customers to report severity-1 issues
via_telephone. Please check the Druva website for latest information about the phone
numbers.

On rare occasions where customer service is not accessible by phone, please leave a detailed
message including:
1. Name
Company name
Phone number or pager number
Ticket number (if the call is in regard to an existing issue)
A brief description of the problem

ik wnN

Response will be either by phone or email or a combination of both depending on license
type and support type opted.
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Working the Problem

A TSE is assigned to the support request who owns the problem until it is closed. The TSE will
contact via email and/or phone as appropriate during the resolution process. / dza G 2 Y S NI a

responsibility is to have the appropriate people and resources available to work with the TSE
during the resolution process. The resolution process will involve ¢

1. Asking the customer for more information
Asking the customer to install specific updates and/or patches

3. Asking for specific logs from the system and, if necessary, conducting tests to
generate these logs

4. Trying to reproduce the problem on test machines
5. Verifying software bugs with Druva engineering staff

6. Asking the customer to implement and test workaround suggestions that may avoid
the problem

7. Asking the customer to involve networking, database or other technology specific
administrators to help troubleshoot

8. Working with the customer to involve relevant third party software or hardware
vendors (for example, the operating system and database vendors) where necessary

~

The customer can view the status of the support request and annotate the support request

via the Druva Support Web site. Log into the Request Support area, selectlinkd a & ¢ A O] St a ¢
as shown below -

$ druva

continuous data availablility

09 Mar 2010

é Customer Support Portal

Support Center » Ticket List

» Ticket List » My Account [Logout]
Listed below are the tickets you've submitted in the past. Click on a ticket's subject to view the ticket and its Logged In: Admin
history

i My Account
Page 1 of 1

@ Change Password
Ticket List

Last Update A Last Replier Status Priority Department
AGI-923849: Client not synchronising

09 Mar 2010 7:22 PM Admin Open General

Page 1 of 1
@ Back

Home | View Tickets | Submit a Ticket IEULIEGRES English (US.) u

Help Desk Software by Kayako eSupport v3.60.04

Druva Software Pvt. Ltd



Druva Support Guide

Support Request Closure

A support request is typically closed when the customer confirms that a resolution has been
reached or if Druva support team does not hear back from the customer after three
attempts to contact during a ten day period. Druva support may also close support requests
if it chooses not to resolve certain issues, with agreement from the customer.
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