HOW TO REACH CUSTOMER
SUPPORT AFTER HOURS

Access to a Keynote expert is
now available 24/7! To reach
a Keynote Customer Support
Analyst after hours, please
follow these steps:

1. Call 1-888-KEY-SYST
(1-888-539-7978)

2. Press 2 for Enhanced
Support, you will hear a
message indicating you
will be charged $400 for
after-hours support

. Leave a message outlining
the problem you are having

. A Keynote Customer
Support Analyst will return
your call within 30 minutes
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KEYNOTE CUSTOMER SUPPORT

Gain Access to Performance Management Expertise 24/7
Leverage the Full Value of Your Keynote Services
Get the Support You Need, When You Need It

Keynote has enhanced its commitment to first class service by adding more service options,
extending service hours and reducing response times.

Basic Support

Keynote Basic Support is included with your subscription and offers access to unmatched service and
performance management expertise.

Live Phone Support (During Business Hours) 1-888-KEY-SYST (1-888-539-7978)

Online Access to 24x7 Web Support http://support.keynote.com

Hours of Operation 7am to 7pm Central Time (USA) Monday to Friday
Service Level Commitment Same business day

Fee Included with all measurement services

Enhanced Support
Enhanced Support is available for $400 per incident and can he used for:

e After-hours assistance: Simply call 1-888-KEY-SYST (1-888-539-7978), leave a message and a
Customer Support Analyst will respond to you within 30 minutes.

e Test and transaction scripting: Keynote can record and provision scripts for you or assist you with
custom fields in a transaction (applets, etc.)

e Advanced diagnostics: Need help tracking down the source of a problem uncovered by Keynote
data? Our data interpretation and diagnosis team can work with you to quickly resolve it.

Live Phone Support (24x7) 1-888-KEY-SYST (1-888-539-7978),

with pager response outside of business hours

http://support.keynote.com

Express scripting, advanced diagnostics, detailed

analysis, and ISP assistance

30 minutes for initial response

Online Access to 24x7 Web Support
Types of Services

Service Level Commitment

Fee 400.00 per incident (see package discounts below)

Payment Options Credit card, purchase order and letter of
commitment

Enhanced Support Package Discounts:

Single incident $400

5-pack $1,800

10-pack $3,400



