
New software releases

Maintenance updates

Cumulative patches, patches and fixes

Technical support via telephone (Toll-free in the Americas, most of Europe and Asia Pacific)

Assistance in resolving software installation issues

Assistance in identifying defects and resolving product usage issues

Assistance in requesting and formulating software enhancements

Access to the AspenTech online support center (http://support.aspentech.com)

Incident submission via web, email, or telephone; incident tracking via web

Access to extensive online knowledge base

Support e-Bulletin via email

Critical problem alerts via email

Critical Problem Resolution (CPR) management

Target response time to email requests or incidents reported through web

Target response time to support telephone calls

Target initial response time to voice messages

Escalation to 2nd level on critical incidents

Escalation to development on critical incidents

Frequency of updates on critical incidents

Target departure time for emergency onsite support

Target problem resolution time on critical incidents **

< 2 Business Hrs.

90% Immediate

< 2 Business Hrs.

< 2 Business Hrs.

< 4 Business Hrs.

Every Business Hr.

< 24 to 48 Hrs.*

< 2 Business Days

Premier SupportServices Entitlements
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Your ONE source for award-winning software maintenance and support

Customers who have a valid license for software can now take advantage of a single, comprehensive
offering for Software Maintenance and Support (SMS). AspenTech Premier Support is an award-winning
support package that offers a wide range of services to help you realize the full value of your
software investment.

We’ve Got You Covered

We have only one goal in mind: your complete and total satisfaction. By helping you understand the scope of the services we

offer, we can work together to ensure you receive the full benefits of your SMS investment and the value of our software solutions.

AspenTech Premier Support
With AspenTech Premier
Support, you can benefit
from our quick response,
industry expertise, and
flexible access methods in
several support categories.

* For “Production System Down” situation only and may be subject to travel and time zone constraints (visa and
travel documents). AspenTech’s consultant’s travel and living cost is the responsibility of the customer. Other fees
may apply if incident is not caused by AspenTech software defect.

** Without code changes. 80% probability. Workaround can be considered as a temporary solution.



Response Time and Incident Criticality

Whenever you’re talking about software support, it’s important that you and your provider are

clear on the definitions of response time and criticality. With AspenTech Premier Support,

please familiarize yourself with these terms to ensure your complete satisfaction.

Response Time is the maximum length of time for AspenTech to acknowledge receipt of your

support request, and route the request to the appropriate person to work on an incident.

Escalation for Different Criticality Levels

The following table lists the targeted escalation schedule:

Worldwide Headquarters

Aspen Technology, Inc.
200 Wheeler Road
Burlington, MA 01803
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info@aspentech.com
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AspenTech Ltd.
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Basingstoke Road
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APAC Headquarters

AspenTech - Shanghai
3rd Floor, North Wing
Zhe Da Wang Xin Building
2966 Jin Ke Road
Zhangjiang High-Tech Zone
Pudong, Shanghai
201203, China

phone: +86-21-5137-5000
fax: +86-21-5137-5100
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For more information on AspenTech Premier Support and our complete offerings, we invite you to visit

the customer support website at http://support.aspentech.com.

About AspenTech

AspenTech is a leading provider of award-winning process optimization software and services. AspenTech’s

integrated aspenONE solutions enable manufacturers to reduce costs, increase capacity, and optimize

operational performance end-to-end throughout the engineering, plant operations, and supply chain

management processes.

For more information, visit www.aspentech.com.
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Production system down. Unable to collect or generate critical data
correctly. Critical project at a standstill, with no workaround.

Customer cannot use major product feature or cannot fully utilize product
as designed or documented. No “acceptable” workaround available.
Necessary to correct major feature issue.

General problem or question, which does not prevent customer from fully
utilizing product (as designed or documented).

Customer not awaiting immediate solution or response.

Critical

Urgent

Important

Minor

Criticality Definition

Escalation for Different Criticality Levels
This table lists the targeted escalation schedule:

Criticality Status Updates Escalate to 2nd Level Escalate to 3rd Level Resolution Target
( Development) w/out Code Change***

Critical Every Business Hr. < 2 Business Hrs. < 4 Business Hrs. < 2 Business Days
Urgent Every 2 Business Days < 1 Business Day < 2 Business Days < 1 Wk.
Important Every Wk. < 2 Business Days < 1 Wk. < 2 Wks.
Minor Every 2 Wks. < 1 Wk. < 2 Wks. < 5 Wks.

** Target: 80% of incidents within target.


