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@ Amorphic

1. Introduction

This document describes Amorphic support for offering provided by Cloudwick’s technical
support team (“Amorphic Support”) in connection with support requests related to bugs,
defects, or errors in the Service causing it to fail to perform in material conformance with the
Documentation (“Errors”). This document also describes the service level commitments
applicable to certain editions of the Service. Customer shall receive Freemium, Bronze, Silver
or Gold Support described and subscribed to in the applicable (“Order Form”). This document
may be updated by Cloudwick from time-to-time upon notice (which may be provided
through the Service or by posting an updated version of the ‘SUPPORT POLICY AND
SERVICES LEVEL AGREEMENT” at: https://www.amorphicdata.com/support-services-and-legal/

2. Audience

This document is intended to provide Amorphic support definitions related to the priority of the
incidents.

e Tier 1 support team
e Analytical users
e Program/Technical management

This is a formal document subject to revision and change control. The list of authors is given in
the section at the beginning of the document.

3. Submission of Support Cases.

Each Support Case shall; (a) designate the Severity Level of the Error in accordance with the
definitions in Table 1, (b) identify the Customer’s Account that experienced the error, (c) include
information succinctly detailed to allow Amorphic Support to attempt to duplicate the Error
(including any relevant error messages), and (d) provide contact information for the Customer
Contact most familiar with the issue. Unless Customer expressly designates the Severity Level,
the Support Case will default to Severity Level four. If Customer believes that the issue to be
related to Client Software (as defined in the Agreement), then the Support Case shall also
include the applicable Client Software log files. If Customer Contacts submit Support Cases
related to enhancement or feature requests, Cloudwick shall treat those tickets as closed once
the request has been forwarded internally.
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4. Severity Level Definitions

Table 1

Sev 1 - Production System Down Your business is significantly impacted. Important
functions of your application aren't available.

Sev 2 - Production System Impaired Important functions of your application are impaired or
degraded.

Sev 3 - System Impaired Non-critical functions of your application are behaving
abnormally, or you have a time-sensitive development
question.

Sev 4 - General Guidance You have a general development question, or you want

to request a feature.

5. Error Response

Upon receipt of a Support Case, Amorphic Support will attempt to determine the Error and
assign the applicable Severity Level based on descriptions in Table 1. Amorphic shall use
commercially reasonable efforts to meet the Initial Response Time Target for the applicable
Severity Level, as measured during in-region Amorphic Support hours set forth in Table 2 below
(such hour(s), “Business Hour(s)” with the total Business Hours in an in-region support day
being “Business Day(s)”). If the Customer Contact that submitted the Support Case is
unresponsive or unreachable, Amorphic may downgrade the Severity Level by one level. If
Amorphic Support’s Severity Level designation is different from that assigned by Customer,
Amorphic Support will promptly notify Customer in advance of such designation. If Customer
notifies Amorphic Support of a reasonable basis for disagreeing with Amorphic’s designated
Security Level, the parties will discuss in an effort to come to a mutual agreement. If
disagreement remains after discussion, each party will escalate within its organization and use
good faith efforts to mutually agree on the appropriate Severity Level.
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Table 2

Global Amorphic Support Hours

Amorphic Service

Regions

us

EMEA

ASEAN

Amorphic Subscriptions: Freemium, Bronze, Silver & Gold

Basic Bronze and Silver

9AM-5PM Mon-Fri
Excluding US Recognized
Banking Holidays

No TAC Support

9AM-5PM Mon-Fri
Excluding EU Recognized
Bank Holidays

No TAC Support

9AM-5PM Mon-Fri
Excluding ASEAN
Recognized Holidays

No TAC Support

Gold

24x7x365

24x7x365

24x7x365

6. Support First Response Times for Production

Table 3

Amorphic Freemium, Bronze, Silver & Gold First Response Times for Production System

Issue Severity

Sev 4 -General Guidance

Sev 3 - System Impaired

Sev 2 - Production System
Impaired

Sev 1 - Production System
Down

Basic

Best Effort

Best Effort

Best Effort

Best Effort

Bronze

M-F 9AM -5PM
< 24 business hours

M-F 9AM -5PM
<12 business hours

M-F 9AM -5PM
< 12 business hours

M-F 9AM -5PM
< 8 business hours

Silver

M-F 9AM -5PM
< 24 business hours

M-F 9AM -5PM
<12 business hours

M-F 9AM -5PM
< 12 business hours

M-F 9AM -5PM
< 4 business hours
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7. Support Level Entitlements

Table 4
Entitlements Basic Bronze Silver Gold
Amorphic Support (knowledge- Y Y Y Y

base, forums,
articles, events, etc.)

Follow-the-Sun Case N N N Y
Management
Number of Total Customer 0 3 6 Custom

TAC Contacts

Case Escalation N N N Y

Designated Technical Account

Manager (TAM) to proactively N N N Y
monitor your environment and

assist with optimization

24x7 Phone Access N N N Y

8. Usage Entitlements

Table 5 — Subscription Usage Entitlements
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Baskc Mways Free Bronze $7K/Monthly Siiver $12K/ Monthly.

Pocal 825 ME [ NED 88 M/ 8-hour
Amamphic Data Lake Manager Appiication
100% Amamhic Managed AWS Senverless Appiication infas sucsue X X X X
Customizable User imerface Based on Rale X X X X
Semvedess Web Applicaton Hosted on Dot Lake X X X X
Zeso Downsme Applicaton Upgrade Process X X X X
Usage Snsstcs by AWS Senvice X X X X
Datalake Health View: X X X X
Acdhanced Pessonalization with Bookmarking featue X X X X
Quick Actions Customizaton X X X X
feanues ple In femomiic X X X X
Pessonalized Nosdcatons X X X X
Amamphic Secudty
100% Amomphic Managed AW'S Secunsty infas Tuctue X X X X
100% Prvate deployment 10 AW'S account X X X X
fenomated Mabwase Detecsion X X X X
OWASP Top Ten Web Application Secutty Risks Addwessed X X X X
Headess CSPSTS, X X X X
Dot Encryplion at Restand in Motion X X X X
P Addess Whitelissrg for Access X X X
o for fecess X X X
Cus tom VPC Range Deployment X X X
Custom Censcate for UV UX X X X
Single SIgn On with any SAML based System like 4D, OKTAex. X X
| opsonaiyerdore Me Ao Login X X
Suppont for Customer's AW'S Tams it Gareway X X
Support for Customer's AW'S Wil Gaseway X X
g X X X X
Admin Contolied Useq/ G roup Management X X X X
Role Based Access Contol X X X X
Easy Tagging for lata Cassificason X X X X
Advanced Logging Capability 1 sack User, AP1 and infas uctue Sewvice Actons X x x X
Secue AP access 1 Amamphic for 3ud Pary IntegRtons. X X X X
Amamphic Data inges ton & Pipeline
100% Amomhic Managed AWS ETL infas uctue X X X X
Hgh Scale Dot inges ton fom any Relatonal latbases X X X X
Hgh Scale Dot Inges Son $om Extemal Stomage Systems X X X X
491 Based Dot Ingesson X X X X
Sevedess ETL for Data Tansformaton X X X X
Low/No Code Drag and Drop ETL X X X X
Prvate Connectvity Support 1o OnPremises/Coud Data Souces X X X X
Real 3me Dot Ingeston using 'Change ot Capture’ for Relatonal latabases X X X X
Scheduled Dot IngesSon and ETL Jobs X X X X
Query Engine for Adhoc Analytcs X X X X
Drecty Data Ingeson © Dot Lake (S3| OWH (Reds i) or both X x X X
Mews' suppart for Advanced Analyscs X X X X
Bulk Management for atasets X X X X
Process using X X X
Amamphic Dev-Ops
100% Aemamhic Managed AWS DevOps infas wuctue X X X X
Producson Datatake deployment in S0 Mrs X X X X
Amamhic Managed Servedess Dev-Ops X X x X
Zem DevOps mquired for dedining Role Base Access Conol or Access fumhonzaton X X X X
Zew DevOps required for Dot Access for Uses /Groups X X X X
Zem DevOps mquired for High Scale Dot Inges Son with/ without Charge (it Caphue X X X X
Inbuilt fenomated Pipsline 1 Move Dot acmss diflerent Somge Semvices Like 53 10 Redshidt X X X X
funomated Schema Validason X X X X
Amamphic Machine Leaming
100% Amomhic Managed AW'S Machine Leaming infas sucsue X X X X
Single Olick Sagy s e X X X X
Register, Testand opemtonalize ML models Easily X X X X
model for o X X x X
fesomated ML based Metacata Extaction fom pdfs, images, Documents e X X X X
Easy Ceaton of Forecas sng Models X X X X
Aoiliny % run Custom ML Models on Dot X X X X
Easy Labeling of ot Using Custom Comprehend Models X X X X
fsk Questors % Dot with Amamhic NLP based Deep Search X X X X
Amamphic DWH and Vis ualizatons
100% Aemompiic Managed AWS DW H infas suctue X X X X
fesomatcally Move Stuctured Datasets % Amazon Reds hilt/ fuom Analytcs X X X X
feromatcally Move Key Metadata of the Uns tuctured Dotasets %0 Reds hift/ furom for Analytc X X X X
funomatcally Ceate User/ Tables/D8s in Reds hift fom the Dot Lake X x X X
OWH Connecton Detalls 3 Embedded In the Dot Catalog X X X X
Embedded Dashboards for AW'S QuickSIghts or any other 81 senvice X X X X
108C ConnecBvity 10 your Favoste 81 Tools ke Tableau, QlkView, Looker ex. X x x X
Adhoc Aealbpics via Quesy Engine X X X X
Amamhic Data Catalog
100% femompiic Maraged AW'S Catalog Infas tuctue X X X X
Seamiess Do Dscovenbiliy X X X X
One Oick Data Share funcsonality X X X X
Business Dom Dcsonary X X X X
Dota Prodling for Stuctued Dot X X X X
Google Like indexed Search for all Dot In Dot Lake X x X X
funomated Schema Exyacton X X X X
Taggirg/ Cassifcaton of oty X X X X
One Catalog for all Dot in ot Lake - Syuctued, Semis suctued and Urs sucsued X X X X
One Catalog for all Soage In Data Lake (53, Redshify o exc) X X X X
Support for Texy/ Documents X X X X
Suppost for POF X X x X
Suppont for fudo da X X X X
Suppont for Wideo data X X X X
Support for image daty X X X X
Suppoet for Excel Documents X X X X
Inelligent Catalog with Auto Data Extaction fom Urnstuctued data using ML X x x X
Amamphic Seaxch
100% Aemompiic Managed AW'S Search infas tuctue X X X X
Global Search - Search Across Datalake for Catasets, Jobs, ML models, Dashboards exc. X X X X
-Seaxch e Inchuding ke POF, ) X x X X
Deep Search - sk Ques fors % your Dot with Amomiic NLP Deep Seach X X X X
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9. Gold Service Level Availability & Credits

If Customer is receiving Gold Support Level, target availability for the Amorphic Service is ninety-nine and
nine tenths percent (99.9%) per calendar month (based on minutes of availability/total minutes per month)
(“Service Level”). If the Amorphic Service fails to meet the Service Level in a given month (“Service Level
Failure”) and Cloudwick agrees to the Service Level Failure, then as Customer’s sole and exclusive remedy,
Customer shall receive the applicable Amorphic credit set forth in Table 5 below (“Service Level Credits”), and
paid to the customer within 60 days following the Service Level Failure provided that Customer request Service
Level Credits within (21) days of the calendar month in which the Service Level Failure occurred. As used in
Table 5 below, “Average Daily Amorphic Credit” means Customer’s actual Amorphic Credit in the prior
calendar month divided by the number of days in such month, Service Level Credit may be applied only to
subsequent Amorphic Data monthly subscription payment.

Table 6- Gold Support Level SLA

Availability Service Level Credit

Under 99.9% but greater than or equal to 99.0% 1 x Amorphic Daily Credit
Under 99.0% but greater than or equal to 95.0% 3 x Amorphic Daily Credit
Under 95.0% 7 x Amorphic Daily Credit

Example Calculation — Customer is paying $600,000 USD per year for Gold subscription and there are 31
days in the month and the availability of Amorphic Service is 98% that month. Customer’s Service Level
Credit is ($50,000/ 31 days = $1,613 x 3 = $4,839 Credit which will be paid to customer by check within 60
days.

10. Support Policy Exclusions

Cloudwick will have no liability for any failure to meet the Service Level to the extent arising
from: (a) use of the Amorphic Service by Customer other than as authorized under this
Agreement or Documentation, (b) Customer data; (c) Customer or user equipment: (d) third
party acts, or services and/or systems not provided by Amorphic; (e) general Internet problems,
or other factors outside of Cloudwick’s reasonable control: (f) evaluation or proof-of-concept
use of the Amorphic Service; or (g) Amorphic’s preview features (e.g., beta functionality not
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intended for production use). Cloudwick will have no obligation to provide support for third
party software or service other than those approved by Cloudwick in writing, or for custom
scripts or code not native to the Amorphic Service. Additionally, if Customer desires technical
or professional services from Cloudwick for Amorphic, including but not limited to services
related to data modeling, code development, migration, or product training, then Customer and
Cloudwick must enter into a mutually executed Statement of Work for such services.
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