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Customer Support Service Level Agreement for PRO, DIMENSIONS, READY,
and HRSD

UKG provides support for all customer environments on UKG Subscription Services. Configuration of new
features may be subject to additional cost depending on complexity.

Priority Based Support

UKG provides support on a "priority” basis. As such, customers with the ~~n~* ~witinal vnninnslad il e

serviced first, pursuant to the following UKG guidelines: Evaluating UKG? Ask about
products, capabilities, or demos.



PRIORITY LEVEL DESCRIPTION TARGET RESPONSE TIME

High A critical Customer issue with no available workaround where the  Thirty (30) minutes
Subscription Services cannot be accessed, or where the or immediately via
Subscription Services are experiencing major system degradation, Rapid Response
such as:

¢ Cloud outage

* Unable to sign-off time cards

® Payroll data accuracy or unable to process payroll
® Totals are not accurate

* Unable to collect punches from terminals

¢ Unable to access a critical function within the Subscription Services

Medium A serious Customer issue which impacts ability to utilize the One (1) business
Subscription Services effectively, such as: hour or

immediately via
¢ Intermittent or inconsistent functionality results or data accuracy (e.g., Rapid Response

accrual balances not matching pay codes but balances are accurate)
¢ Data display inaccuracies or inconsistencies across multiple tasks

* Application performance is inconsistent or fluctuates



PRIORITY LEVEL DESCRIPTION TARGET RESPONSE TIME

Low Non-critical Customer issue generally entailing use and usability ~ Within two
issues or "how to" questions, such as: business (2) hours

®* How do | set up a holiday pay rule?

®* How do | run areport?
Service Coverage Period

UKG provides support 24 hours a day, seven days a week, 365 days a year, for high priority issues. UKG
provides support during business hours for medium and low priority issues.

Support Language

Support is provided in English and may be provided in French, German and Spanish in some regions during
local business hours.

Support Exclusions
Support services do not include service to the Subscription Services resulting from, or associated with:

1. Failure to use the Subscription Services in accordance with UKG's published specifications;

2. Customer's end user computer or operating system malfunctions, including browser and internet
connection, or failure of the internet;

3. Services required for Subscription Services programs or conversions from products or software not
supplied by UKG; or

4. Implementation services, configuration changes, and custom reports.

Critical Outages

UKG will provide continuous effort on all high priority events through either bug identification, the
development of a workaround, or problem resolution. If this effort goes beyond normal business hours, the



case may be passed to the after-hours team. On-going continuous effort may also be dependent on the
customer's ability to provide a resource to work with UKG during this period.

Technical Escalation

UKG's case resolution process is a team based approach structured around specific features within the
Subscription Services and staffed by UKG support engineers covering the full spectrum of skill sets and
technical expertise. The teams are empowered to dynamically apply the appropriate resources to a case
based on severity and complexity for the fastest resolution time possible.

The teams are also integrated with the development engineering and cloud operations staff and engage
their assistance and technical guidance when necessary and/or directly escalate depending on case
severity and time to resolve considerations.

For situations that contain multiple cases, an account or relationship manager may be assigned to act as a
single point of contact and communication regarding case resolution status, action plan development,
resource integration and implementation co-ordination. The account or relationship manager remains
engaged until the situation has been successfully remediated.

Management Escalation

Customers may, at any time, ask to speak to a UKG global support manager if they experience
dissatisfaction with the level of service received with respect to a specific case or service in general. To
contact a UKG global support manager, please telephone your UKG support services center and ask to
speak to a manager. Phone numbers are listed on the UKG Community at
https://community.kronos.com/s/article/KB13193.

Remote Support

UKG utilizes a web-based screen-sharing tool of its choosing that enables UKG to support Customers by
empowering our support representatives to remotely view the computer of a Customer’s user. By
connecting through the internet or via intranets and extranets, support representatives will work in real time



with Customer’s users and quickly escalate to desktop sharing, which features mutual mouse and keyboard
control and whiteboard capability.

UKG Community

UKG provides Customers with access to the UKG Community, which includes access to how-to articles and
discussion boards, as well as the ability to open support cases. The UKG Community helps Customers make
the most of its UKG solutions by putting tools and resources at its fingertips in a collaborative, intuitive
online space — a space that makes opening a case, accessing support, and viewing all Customer’s account
information easier than ever. Streamlined and searchable, the information Customers need is just a click
away.

Additional Support Options
As part of the Support Services, UKG may also provide:

e UKG Onboarding Experience: Step-by-step guidance to assist Customer during onboard activities
e Success Manager: A UKG resource to provide guidance on best practices in using Subscription Services
e Integration/API Support: Assistance with enhancing and updating existing APIs and integrations

¢ New Feature Review and Activation Assistance: Guidance on new features of Subscription Services and
how to enable them

e Industry Best Practices Review: Review configuration and use of Subscription Services against industry
peers and provide recommendations

e Configuration Review: Assistance with optimizing the use of Subscription Services based on your current
usage patterns
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