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AVEVA Customer FIRST Program -
support and success services

Your AVEVA software solution represents a substantial and strategic investment to
transform your business. To ensure you realize maximum value, we have a comprehensive
set of services to help accelerate your time to value as you adopt, maintain, and optimize
your software. With hundreds of technical experts and an extensive global partner
network, we partner with you to get the most from your technology and achieve your
desired business outcomes. At AVEVA, your success is our mission.



Our commitment to your success...

Your business outcomes — achieved

We work in partnership with you — leveraging
decades of experience and deep domain knowledge —
to ensure you achieve your targeted operational and
business objectives.

Local delivery, global capabilities

Our proven Customer FIRST maintenance and support
program provides resources that are available
anywhere, anytime. With hundreds of experts and

a network of knowledgeable partners, we help you

succeed wherever you do business.

A proactive approach

We provide personalized, disciplined guidance to ensure

your solutions incorporate best practices. Continuous
software maintenance and technical support assure

that your software remains secure and “state of the art”
and prevents obstacles to your success.

Adapt and scale on your terms

Adapt and scale our services engagements to your

needs with flexible tools and resources to help you
through all lifecycle stages of your software.

Reduce
operating
costs

Lower cost of
ownership

- Best practices
engineered into the
solution

- Long term reliability,
scalability, and
usability

Increase
innovation

Increased technology
adoption

- More coordinated,

thorough, and successful
solution deployments

- Broader use of

functionality drives
innovation and
transformation

Enhanced partnership

with AVEVA

- Expert guidance helps

you achieve objectives
and get your solution
“right the first time”

Reduce
support
issues

Improved
productivity

- Leverage years of

experience to
proactively prevent
issues and unplanned
distractions

Accelerate

adoption

Faster
time to value

- Expertise and

consultation enable
rapid commissioning
and deployment of
your solution
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Customer FIRST - maintenance and support provide a foundation

The Customer FIRST Program of maintenance and
support is the foundation of a successful, long-term
relationship with AVEVA and our global partner
network. It helps you get the most out of your AVEVA
software throughout its life and achieve your key
business objectives. While your AVEVA software
investment may be substantial, it is only a fraction of
your overall investment when you consider everything
else involved in your project and the benefit to your
business from the software over time. Customer FIRST
delivers critical ways to help you get the most value
from your software.

Software version upgrades and maintenance

We encourage our customers to continuously innovate
and harness the latest capabilities of our new
software versions that push the envelope of current
technology. Our software is regularly upgraded to
assure reliability, performance and security, to embrace
new technology and standards, and to provide new
functionality to meet evolving market demands. We
have an unparalleled history of investing in software
development to ensure backward compatibility
wherever and whenever possible. Customers using
our software on our industrial cloud platform,
AVEVA™ Connect, inherently get the latest software
and applications in environments maintained and
managed by AVEVA. Those using our software on-
premise can maintain and extend their investment
and seamlessly upgrade from one version to the next
to keep your software “state-of-the-art” to quickly
respond to challenges and opportunities.
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Access to exceptional global technical support

AVEVA software users have responsibilities far
beyond troubleshooting technical issues. Customer
FIRST provides streamlined access to support experts
who have years of experience supporting diverse
installations around the world and are adept at
understanding potential software implementation
issues. They can quickly triage and resolve any
technical issue — whether your software solution

is on-premise or in the cloud. With the Customer
FIRST program, you can leverage our vast software
experience and expertise to troubleshoot and resolve
your technical issues, reducing operational risk,
minimizing downtime, and saving you time and money.
You also get access to extensive online, 24/7 self-help
including our Knowledge and Support Center with
extensive technical tips, tools, and best practices, and
our Customer FIRST Support App that brings software
resources, case management, news and more to you,
wherever you are, via mobile devices.

Optional success-based services

We offer a variety of optional services that complement
a Customer FIRST agreement. Our extensive portfolio
of services are outcome-based and focused on
accelerating adoption. They can address specific
challenges that you anticipate with your new project or
encounter with an existing project.
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Tailored to your needs

The Customer FIRST Program is flexible, with core included services and entitlements that apply across our
extensive software portfolio. The program can meet your needs, whether you are looking for a minimum level of
support for an existing steady-state application, or you prefer significant support with proactive services for a
mission-critical solution. Three levels of support are available.

Standard

A base level of
technical support

and comprehensive
software maintenance

* Local business hours
technical support

e Software version updates/
upgrades and maintenance
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Premium

Extended technical
support hours for
operations that run
around the clock

e Standard level + ...

e 24/7/365 access to technical
support and emergency
support (P1)

* 10% discount on consulting

¢ Additional benefits included
based on minimum annual
contract value
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Elite

Our highest level,
priority support
for mission-critical
operations

* Premium level + ...

* Heightened Support
SLA guidelines

* “Jump the queue” priority
response

e Priority onsite support
(on demand)

e 20% discount on consulting

¢ Additional benefits included
based on minimum annual
contract value

Note: AVEVA™ Flex includes the Standard level of Customer FIRST, with the option to upgrade to the Premium or Elite level.



Detailed Customer FIRST included services

For more information on program entitlements, reference the AVEVA Customer FIRST Program User Guide available

at www.aveva.com/success

Technical support and services

Business hours technical support (normal local

business hours)

Knowledge and Support Center website
Customer FIRST mobile support app*

Level 2 - direct technical support

En route response plan for billable onsite
corrective assistance

Discount on technical support consulting services

E-Learning

Cloud application accessibility support
(24/7/365)

Emergency 24-hour technical support
(24/7/365)

Technical support priority response
commitment

Aecessto Spert echnicalassistance

Knowledge base, case management, software downloads, and more

Convenient access to product information and news, case
management, and more

Direct, immediate access to AVEVA Global Customer Support
Expert resource mobilized to your site to remedy technical issues

Leverage AVEVA software technical expertise for less

Get on-demand access to our rich library of modules

AVEVA resources available to help ensure user access to cloud
solutions

Around-the-clock support to minimize situational impacts

Priority handling of your technical support call

Software maintenance and utilities

Software version upgrades and revisions

Software maintenance releases, service packs,

patches, updates and hotfixes
License assurance?

Discount on test and offline development
system licenses

AVEVA™ System Monitor

Block of technical support consulting services

Included training for your AVEVA software
product (classroom or virtual instructor-led)

Complimentary invitations to AVEVA software
customer events

Take advantage of the latest software features; included with
AVEVA Connect

Stay current with the latest updates and fixes; included with
AVEVA Connect

Replacement or rehosting of a damaged or lost perpetual license
Save on additional licenses for testing applications

Proactive monitoring of Wonderware system health

Expert guidance during initial rollout and on-going phases

Expert training to sharpen skills and increase productivity

Attend our user conference(s) or other AVEVA-hosted events

1. Refer to the AVEVA Customer FIRST Program User Guide for usage limitations
2. Only available at Premium and Elite levels when purchased through AVEVA Partner

3. License assurance included for all subscriptions/cloud-hosted software
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https://www.aveva.com/en/support-and-success/

Detailed Customer FIRST optional services

Embed funds into your agreement for convenient use

Flexible funding for services

4 ] Valuable outcome-based services to maximize your benefit from
Success Accelerators 4 4 4
AVEVA software
A skilled AVEVA engineer resident at your plant year-round

v v Application support and maintenance for custom solutions
implemented by AVEVA

4 Only available at Premium and Elite levels when purchased through AVEVA Partner

Resident engineer

Customer FIRST for solutions

Our success offerings help you through all life cycle stages of your software

AVEVA
Customer
Success Team

Optimize Operate

Maintain
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Pre-packaged services accelerate time to value

Success Accelerators

Success Accelerators are targeted, short-term services
crafted to deliver specific and tangible outcomes. They
provide access to advanced AVEVA product expertise
to address both technical and operational challenges
you may have across all lifecycle stages of your AVEVA
software.

* Expertise on-demand — we offer expert consulting,
resident engineering, and experts on call to help you

with short-term tasks or long-term strategic projects.

* Easy to purchase, rapid results — Accelerators are
fixed-scope, fixed-fee services, so you know exactly
what you get and the price you pay.

* Budget-friendly and time-sensitive — Accelerators
provide the services you need to meet project
timelines and stay within budget.

* Plan, design and go live with confidence — engineer
best practices into new projects, implement
enhancements to application architecture, prepare
for commissioning, and/or leverage experts on
standby when you go live with new applications.

* Operate and maintain effectively — develop in-house
skills with training and personalized guidance,
or we can augment your team with AVEVA
expert resources.

* Optimize and evolve your business — innovate and
transform your business to meet changing market
demands and evolving business challenges.

Partial list of available Accelerators

Annual System Health Review

Application Design and Architecture
Consulting

Asset Performance Management Maturity
Assessment

AVEVA™ Asset Information Management -
Rapid Activation

AVEVA™ E3D Design - Usage Optimization
Workshop

AVEVA™ Enterprise SCADA - Capacity
Planning

AVEVA™ Plant SCADA - Patch Planning

AVEVA™ System Monitor - Installation
Service

AVEVA™ Unified Supply Chain - Model and
Workflow Optimization

Go Live Standby, After Hours

Implementation Consulting

On-Site Corrective Assistance, Critical
On-Site Resident Engineer
Pre-commissioning Consulting
Training Path Assessment

Upgrade Readiness Assessment

Version Upgrade and Migration Assistance
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Accelerate your time to
as you adopt, maintain, ¢
optimize your AVEVA sof
solutions. We help you get t
most from your technology to
achieve your desired outcomes.
To learn more, contact your
AVEVA representative or visit
aveva.com/success
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