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Technical Support Policy

Reporting a Problem to OrbitalNet Technical Support

All service level effecting issue’s must be raised via Orbital Net’s online customer
support portal or by Telephone to the number provided by your Account Manager.
Orbital Net Customer Support Portal can be currently found at
http://support.orbital.net

The designated Support Contact will report the problem to Orbital Net and
provide as much information as possible including the following:

e Customer ID number
e A detailed description of the problem
¢ Any relevant configuration information

e Relevant effected IP Address information

Once the Helpdesk receives the query, you will receive an email confirming the
ticket number. If you raise your issue over the telephone you will be given your
ticket number and asked for a contact email address for the confirmation.

Hours of Availability
Our support staff are available 24 hours a day, 7 days a week, 365 days a year.

Response Times

Orbital Net aim to respond to all technical support queries within 1 hour, although
in many cases our response time is much less. We aim to resolve 90% of
problems within 24 hours, unless the issue is deemed out of our control in which
we will activate suppliers SLA’s and will update tickets accordingly.

Support Case Escalation Procedure

Upon receipt of the problem report from the designated support contact, Orbital
Net Technical Support team will acknowledge receipt of the ticket. The Customer
Support representative will verify the issue and perform troubleshooting,
including research and replication of the problem, if possible. If the issue persists,
Orbital Net Customer Support will obtain a possible fix or workaround.

In every case, Orbital Net Customer Support will use best commercially
reasonable efforts to resolve the issue by providing the necessary
troubleshooting, workarounds or fixes. A case will be deemed open for the
duration of time upon receipt of the case-related information by Orbital Net until
a solution or recommendation has been provided, excluding any time during
which the case is awaiting customer response. Orbital Net Customer Support will
close the case when the problem is deemed rectified by both Orbital Net
Customer Support and the client.

If at any time you believe that a case is not being handled in accordance with the
service levels within your SLA or you wish to comment on the way a particular
case is being addressed by an Orbital Net Support representative, please feel free
to ask for your ticket to be escalated to Management or contact your Account
Manager.



Our Commitment
At Orbital Net, we are constantly striving to improve our service and create closer
customer relationships. Orbital Net Customer Support team is committed to
provide consistently professional high-quality service. This means that at all
times:
e We expect our Customer Support Representatives to conduct
themselves professionally.
e You will be treated with respect and given every consideration
possible.
e You have a right to request manager escalation for unresolved or
“network down” issues.



