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(a) If the actual Availability of the Services is less than the Availability Requirement for any
Service Period, such failure will constitute a Service Error for which Supplier will issue to the University
the following credits on the fees payable for Services provided during the Service Period (“Service
Availability Credits”):

Availability Credit of Fees
299.95% None
<99.95% but 299.0% 15%
<99.0% but 295.0% 50%
<95.0% 100%

(b) Any Service Availability Credits due under this Section 2.6 will be applied in accordance
with payment terms of the Agreement.

(c) Supplier's repeated failure to meet the Availability Requirements will constitute a material
breach under the Agreement. Without limiting the University's right to receive Service Availability Credits,
the University may terminate the Agreement for cause in accordance with terms of the Agreement.

3. Support and Maintenance Services. Supplier will provide maintenance and support services for the
Services (collectively, “Software Support Services”) in accordance with the provisions of this Section 3.
The Software Support Services are included in the Services, and Supplier may not assess any additional
fees, costs or charges for such Software Support Services.

3.1 Support Service Responsibilities. Supplier will:

(a) correct all Service Errors in accordance with the Support Service Level Requirements,
including by providing defect repair, programming corrections and remedial programming;

(b) provide unlimited telephone support 8 a.m. to 7 p.m. Eastern, Monday through Friday;
(c) provide unlimited online support 8 a.m. to 7 p.m. Eastern, Monday through Friday;

(d) provide online access to technical support bulletins and other user support information and
forums, to the full extent Supplier makes such resources available to its other customers; and

(e) respond to and Resolve Support Requests as specified in this Section 3.

3.2 Service Monitoring and Management. Supplier will continuously monitor and manage the
Services to optimize Availability that meets or exceeds the Availability Requirement. Such monitoring and
management includes:

(a) proactively monitoring on a twenty-four (24) hour by seven (7) day basis all Services
functions, servers, firewall and other components of Services security;
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