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What is MooseGuard?

MooseGuard refers to Moose Logic’s suite of fixed-fee support contracts. These plans are intended to
bring predictability to your IT support expenses, keep your systems running better and more reliably
through proactive monitoring and preventative maintenance. You can think of this as an insurance
policy for your critical computer systems.

Why should | consider MooseGuard for my network?

e  Murphy’s Law says that a major system failure will always happen at the least convenient time in terms of
both your business operations and your budget. The failure of a critical server can mean days of downtime
and thousands of dollars in repair charges. Worse yet, it could mean loss of critical business data...and the
chances are disturbingly high that your business will never recover from a loss of critical data. With a
MooseGuard™ plan, you’ll be able to budget for network support just like rent or insurance, protect
yourself against data loss, and avoid unexpected emergencyepair costs

e Youdl |l avoid expensi v eOurnewoik manioringanddnaimteaaocewilbsavey c o st s .
you money by preventing expensive network disasters from ever happening in the first place.

e Youdl |l experience faster performance, Sotnepatsof Agl i t ch
your system will degrade in performance over time, causing them to slow down, hang up, and crash. Our
preventative maintenance and network monitoring will detect these problems early and prevent them from
escalating into more expensive repairs and downtime.

e Youodll feel as thouselfdepaytroent withauvtiee castsAs a MooseGuard™
customer, you’ll have access to a support staff with a wealth of experience in networks ranging from small
businesses to large enterprises — and all devoted to keeping your systems running.

e You'll receive substantial discountson IT services that you are already buying. Most IT firms will nickel
and dime you over every little thing they do; under our Platinum program, you’ll pay one flat, affordable
rate and get all of the technical support you need. And even our Gold and Silver programs include
discounted hourly rates for items that are not covered under the program.

e You’ll eliminate trip fees and receive faster support respondmcause the remote monitoring will enable
us to access and repair most network problems right from our offices.

e You’ll sleep easieknowing the “gremlins at the gate” are being watched and kept out of your network.

e You'll safeguard your data. The data on the hard disk is always more important than the
hardware that houses it. If you rely on your computer systems for daily operations, it's time to
get serious about protecting your critical, irreplaceable electronic information.

¢ You'll stop annoying spam, pop-ups, and spyware from taking over your computer and your
network.

e You'll gain incredible peace of mind. As a business owner, you already have enough to worry
about. We’ll make sure everything pertaining to your network security and reliability is handled
so you don’t have to worry about it.



What kinds of plans are available?

There are four plans available:

The Silver plan is best suited for customers who want to do the majority of the work themselves, but
recognize the value in having help monitoring the systems and making sure critical updates are applied.
We have seen many cases where, after helping a customer recover from a major system problem, we
discovered that warning signs had been present — perhaps an entry in an event log or a warning light —
but the customer personnel were so busy that the signs were overlooked until it was too late. On a
Silver plan, we assume the responsibility for managing and applying critical updates, and we notify you
when we see alerts that point to a possible system failure or an impending problem. If you want us to
take remedial action, the work effort is billable at a discounted hourly rate. Out-of-plan services are
billed at the same discounted hourly rate.
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The Gold plan can be compared to a “major medical” health insurance policy. The work effort required
to resolve most of the functional problems on a covered system is included in the plan at no additional
charge. This plan is best suited for customers who have someone within the organization who can
handle the day to day questions from end users and serve as the central point of coordination for
problem resolution, but need a higher level of expertise on-call and want to protect themselves against
unexpected repair bills in the event that a critical system should fail. To avoid confusion and duplication
of effort, we request that our Gold plan customers select one primary contact and one alternate to be
our points of contact for service issues. Additional contacts can be added for a small incremental fee,
and in the event that one of the contacts is absent (e.g., vacations, business trips, etc.) a substitute

contact can be named by notifying Moose Logic in writing.

The Platinum plan is best suited for customers who do not wish to have any in-house IT functions. On a
Platinum plan, we are your IT department. Your users are entitled to contact us directly for support on
Microsoft Operating Systems and Productivity Applications. We handle user account maintenance.
We'll help you develop an Internet “Acceptable Use Policy.” However, we still need designated primary
and alternate contacts so we know who is authorized to request such actions as the creation or deletion
of a user account. In short, the Platinum plan is designed to cover everything but “adds, moves, and
changes” — and those are handled at our most deeply discounted hourly rate.

MooseGuard for Citrix is a special plan designed for larger customers who do have their own in-house IT
staff, but who need to supplement their own skill set with our Citrix expertise. Our MooseGuard for
Citrix plans cover unlimited telephone and remote-access support for a fixed monthly fee.

The Silver, Gold, and Platinum plans begin with a free 53-point inspection of your network and
computer systems. Just as you may be required, on a personal level, to have a physical examination
before obtaining an insurance policy, we must verify that your computer systems meet certain minimum
standards and are in good repair. If we identify potential problems, we will discuss the problems and
recommended solutions with you. Your coverage cannot begin until a Moose Logic engineer has signed
an acceptance document certifying that your systems meet those standards. Among other things, our
engineer will look at:



e Network security

Data back-ups

Virus protection

Spam filtering

Hardware integrity (check for pending failures)
e System performance and trends

e Overall network design and layout

All plans also include 24 x 7 monitoring of covered workstations and servers by our automated systems.
We've invested thousands of dollars in hardware and software that will insure that, if something starts
to go wrong, we know about it — often before you do! These systems also allow us to keep track of the
critical updates that improve system performance and protect you from security vulnerabilities, and
make sure that those updates are applied to your systems...without having to come on site and disrupt
your business operations to do it. Some of the things we will monitor include:

e Server traffic and load

e Hardware integrity and reliability

e Storage space and availability

e Back up success and failures

e Anti-virus and spyware monitoring (of Customer’s anti-virus or anti-spyware software)

e Uninterruptible Power Supply (UPS) Monitoring (requires intelligent UPS, e.g., APC SmartUPS or

equivalent)
All plans also include access to our automated Ticketing System.

Are new hardware and software installation costs covered under this agreement?

No, but you will receive a discount on our rates for installing and configuring new hardware and
software. Note: The costs of the hardware and software are NOT included. However, we will act on
your behalf, at no additional cost, to research, recommend, and purchase new hardware and software if
you are a Platinum client, and application installations and upgrades are covered for Platinum clients if
they can be performed remotely.

Will you guarantee that | won’t have any technical problems or downtime?

No, we cannot guarantee that you will never have any technical problems or downtime; no one can.
However, we will guarantee you will see a significant drop in the number of problems you experience
and a dramatic improvement in the speed, performance, and reliability of your system. Plus, if you are a
Gold or Platinum Client, we will resolve any critical problems on covered equipment without billing you
additional fees.

When does my coverage begin?

On the Gold and Platinum plans, we assume substantial risk: if a covered system experiences a critical
failure, it’s our responsibility to get it running again. Therefore, just as an insurance company may
require you to have a physical prior to writing an insurance policy, we must validate that the systems we



are going to cover meet certain minimum standards, are properly configured, and are in good repair
before we will cover them. So your coverage doesn’t begin until the network inspection has been
performed, any necessary remediation has been completed, and a Moose Logic engineer signs an
acceptance document certifying that the systems meet those standards. If, for some reason, it’s likely to
take a while to bring systems up to those standards, we can either place you on a Silver plan in the
interim, or modify the agreement to specifically disclaim responsibility for the work effort that may be
required to repair a sub-standard system.

Will you support my third-party software?

If you are on a Gold or Platinum plan, we will be happy to act as a liaison with your third-party vendor
to assist in problem resolution. However, we are not experts in your accounting software, CRM
software, ERP software, etc. Your MooseGuard” Gold or Platinum plan covers support of your
Microsoft Operating System and (for Platinum customers) Microsoft productivity applications. You
should look to your application software provider for support of their application.

What if the stated response time for my Critical Issue isn’t good enough?

If you need to declare an “emergency,” and get a callback more quickly than the Critical Issue response
time specified in your plan, we will do everything possible to get an engineer to call you back within the
hour, or within two hours if it is outside of “regular business hours,” which are defined as Monday —
Friday, 8:00 am — 5:00 pm Pacific Time, excluding National Holidays. Because this can cause serious
schedule disruption, up to and including pulling someone off of another customer’s project to deal with
the emergency, there is an Emergency Escalation Fee that varies depending on your plan (Silver, Gold, or
Platinum) and whether the escalation is requested during normal business hours or after hours.

How do you rank the severity of a support issue?

Severity is ranked as follows:

e Emergency — Your server or network is “down” or there is a critical impact to your business
operations, and you are requesting an immediate response. As noted above, an Emergency
Escalation Fee will apply to Silver and Gold plan customers.

e Critical — Your server or network is “down” or there is a critical impact to your business
operations. This level indicates that you wish the fastest response defined in your support plan.

e High — Operation of an existing server, network, or workstation is severely degraded, or
significant aspects of your business operation are negatively affected by inadequate
performance of covered devices.

e Normal — Operational performance of your server, network, or workstation is impaired, while
most business operations remain functional.

e Low —You require information or assistance with capabilities, installation, or configuration.
There is little or no effect on your business operations.

How do | contact Moose Logic for support?

If you need to open a support request with us, you may do via email, telephone, or on the Web:

e Email — Support requests emailed to tickets@mooselogic.com will automatically generate a


mailto:tickets@mooselogic.com

formal request for support. The newly created support ticket will immediately alert our staff,
and you will receive an automated response. You can then reply to this response to update the
ticket with new information about your problem. Please note that the ticket should only be
used for information specific to the problem being worked. General support inquiries, or
questions not relating to a specific ticket should be directed to support@mooselogic.com, your
Moose Logic Salesperson, or by calling our main office at 206-774-0619 and asking for Customer
Service. Please note that when emailing tickets@mooselogic.com, the subject line will become
the title of the support ticket, so a simple but informative description would be best. Please
include the severity of the incident as described above.

e Web — The support portal can be accessed by double-clicking the Moose Logic icon @ in the
system tray of any system on which our monitoring agent is installed. When the portal page
opens, select “Create New Ticket” under the “Trouble Tickets” section on the left side of the
screen, complete the Web form, and click the “Submit” button. This will also result in your
receiving an automated email response which can be replied to as described above.

e Phone — Moose Logic offers an emergency support hotline at 206-774-0638. This line is for
urgent requests for support or requests when other means are unavailable, i.e., you have no
access to email or the Internet. Calls to this number are considered formal requests for support.
This line is monitored at all times. Please note that calls to this line after hours will
automatically result in escalation of your incident, and an escalation fee will be assessed
unless your plan specifically states otherwise. Our support staff will create a ticket with the
information you supply, and you will receive an automated response which can be replied to as
described above.

Why can’t | just call or email my favorite engineer?

Please do not attempt to contact one of our engineers directly unless specifically instructed to do so.
Otherwise, it may actually take longer for us to get back to you. If the engineer you're trying to contact
is on a project, or on vacation, or out sick, it could be hours or days before your email is seen or your
voice mail is heard. If you follow the process described above, your support request is guaranteed to be
seen.

Will you guarantee not to change my monthly rate?

As we'’ve discussed, your monthly premium is based on the level of service provided and on the number
of covered systems. We will guarantee not to change our rate structure without giving you 30 days
notice and the option to cancel your plan if you don’t like the new structure. However, we do “true up”
the number of covered systems and users on a monthly basis — so your premium may fluctuate from
month to month as your network or user base grows or shrinks...just as your automobile insurance
premium goes up or down when you add or drop a vehicle, our your health insurance premium goes up
when you add a dependent.
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