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LOTE 1: MANTENIMIENTO Y SOPORTE DE LA INFRAESTRUCTURA DE SERVIDORES,
ALMACENAMIENTO Y CONTINGENCIA BASICA DEL CPD DE LA SEDE DE ENRESA (C/ Emilio
Vargas, 7)

El servicio técnico de “MANTENIMIENTO Y SOPORTE DE LA INFRAESTRUCTURA DE SERVIDORES,
ALMACENAMIENTO Y CONTINGENCIA BASICA DEL CPD DE LA SEDE DE ENRESA (C/Emilio
Vargas,7)” debe ser provisto segun las especificaciones, condiciones, niveles de servicio y planes de evolucion de
los fabricantes de la solucion EMC/CISCO, cubriendo todos los aspectos relativos al:

e Mantenimiento preventivo
e Mantenimiento correctivo
para que la plataforma se encuentre plenamente operativa.

Los elementos de la plataforma tecnoldgica objeto del servicio integran una solucion completa de servidores y
almacenamiento con la conectividad necesaria, inventariados en el ANEXO I, segun el diagrama general:
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Los programas de mantenimiento para cada equipamiento seran los definidos por los fabricantes
CISCO/EMC para sus productos tal y como se recogen en los paquetes de servicio siguientes:

e “CISCO SMART NET TOTAL CARE SERVICE, (Service level: Smart Net Total Care 24x7x4; 4-
hour response, 24 hours a day, 7 days a week, including holidays)”

https://www.cisco.com/c/en/us/products/collateral/cloud-systems-management/smart-net-total-
care/datasheet-c78-735459.html

[ANEXO 1I]



https://www.cisco.com/c/en/us/products/collateral/cloud-systems-management/smart-net-total-care/datasheet-c78-735459.html
https://www.cisco.com/c/en/us/products/collateral/cloud-systems-management/smart-net-total-care/datasheet-c78-735459.html
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e DELLEMC, EMC PREMIUM SUPPORT (Severity Level 1: 4; on a 24x7 basis)”

https://www.dellemc.com/content/dam/digitalassets/active/en/unauth/manual-warranty-
informations/services/h4273-premium-support.pdf

[ANEXO I1I]

Las actividades de mantenimiento deberdn realizarse bajo peticion y preferentemente mediante accesos a través de
herramientas de control remoto IP, siempre bajo la supervision del personal de operacion o sistemas de Enresa, o de
las empresas contratadas destinadas a tal efecto. No se proporcionard acceso continuo desde el exterior, ni se
facilitara la instalacion de comunicaciones para el soporte remoto.

Las actuaciones que requieran los mantenimientos, preventivo y correctivo, y que exijan la parada de una maquina
o de alguno de los servicios que prestara se planificaran junto con Enresa en un horario acordado, de manera que
afecten lo menos posible al funcionamiento de dichos servicios.

La herramienta de monitorizacion actual existente en Enresa es “Microsoft System Center 2012 (SCOM)”, desde
cuyas consolas se gestiona y controla la plataforma de infraestructura hardware, servidores, RAM, discos,
almacenamiento, interconexiones, etc.

El punto de contacto con el contratista deberd ser unico de manera que se centralicen y coordinen todas las
actividades necesarias para los mantenimientos, tanto los diagnosticos, reparaciones y sustitucion de piezas, como
la gestion de los desplazamientos asociados.

El servicio cumplira los acuerdos de nivel de servicio pactados y se realizara cumpliendo los estindares de la
metodologia ITIL de gestion de servicios.

Mantenimiento preventivo:

Se ejecutara siguiendo los programas de mantenimiento preventivo establecidos bajo las recomendaciones y
requerimientos de los fabricantes EMC/CISCO mencionados, mediante una planificacion previa acordada y
coordinada con Enresa a través del equipo soporte que sirva para prevenir problemas y aportar asesoramiento
tecnologico y operativo.

Al inicio del periodo de prestacion del servicio el contratista llevara a cabo una auditoria completa del equipamiento
objeto del mantenimiento, y presentara un informe de situacion que incluira recomendaciones preventivas a realizar.

El mantenimiento preventivo debera incluir la revision de la instalacién en que se ubica el CPD, en concreto de las
condiciones ambientales y de alimentacion eléctrica. Se debera comprobar el funcionamiento de los componentes
mecanicos y fuentes de alimentacion, y como minimo se realizaran: un analisis de los registros de error de cada
equipo; una prueba de diagnostico para comprobacion del estado; una limpieza y ajustes generales de piezas, un
analisis de desgastes y la sustitucion de baterias. Se realizaran las pruebas funcionales necesarias, actualizandose la
documentacion de mantenimiento existente.

Asimismo, debera incluir el diagnostico de la solucion tecnologica, la asistencia técnica y configuracion, asi como
su optimizacion y andlisis de rendimiento periddico que garantice su funcionamiento en las condiciones 6ptimas.

Debera revisarse el nivel de “drivers” y “firmware” del inventario de equipos y componentes, segun las
recomendaciones de los fabricantes EMC/CISCO, y establecer proactivamente la conveniencia de su actualizacion,
de manera planificada con Enresa. Aqui deben considerar aquellas nuevas funcionalidades aparecidas en versiones
posteriores para su consideracion como parte del mantenimiento.

Al menos una vez al aflo se realizara una revision completa del inventario de equipamiento que incluird un informe
de situacion y recomendaciones para la mejora del rendimiento de los sistemas.


https://www.dellemc.com/content/dam/digitalassets/active/en/unauth/manual-warranty-informations/services/h4273-premium-support.pdf
https://www.dellemc.com/content/dam/digitalassets/active/en/unauth/manual-warranty-informations/services/h4273-premium-support.pdf
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Mantenimiento correctivo:

Se realizara siguiendo los programas de soporte técnico y mantenimiento definidos segun los requerimientos de los
fabricantes EMC/CISCO mencionados e incluira las asistencias técnicas necesarias en caso de anomalia o averia, de
cualquiera de los equipos y componentes objeto del contrato para recuperar en el menor tiempo posible la operativa
normal del servicio.

Gestion de incidencias

Debera proveerse un servicio de “Help Desk™ de atencidn a consultas de técnicos de Enresa, una herramienta soporte
de gestion de incidencias y un procedimiento detallado propio atencion y generacion de informes.

El contratista podra optar, siempre que lo considere oportuno, por utilizar el sistema de reporte directo a los
fabricantes de los equipos asumiendo los gastos que pudieran derivarse de este escalado y de la posibilidad de
incidencias erroneas notificadas como averia.

Se entregara un parte de intervencion firmado por el técnico en el que se especifique como minimo el equipo
averiado, ubicacion, descripcion de la averia, fecha y hora de notificacion y de resolucion, trabajos realizados para
su resolucion y estado de estos.

Se identificaran las incidencias segun su nivel de severidad y se llevaran a cabo las acciones (remotas/presenciales)
definidas para cada nivel, procediendo a su escalado especialmente para las mas criticas a los fabricantes EMC y
CISCO que lleven a su resolucion de la forma mas rapida y eficaz posible. Las incidencias se documentaran
adecuadamente.

Se considerara que una incidencia se ha reabierto cuando se notifique exactamente la misma incidencia, relativa al
mismo equipo, dentro de las 48 horas posteriores a su cierre definitivo. Las averias reiteradas del mismo equipo
dentro de un plazo mensual se computaran como una sola a efectos de seguimiento de ANS.

Se debera entregar un Informe anual, en formato electronico, de la gestion de incidencias tratadas indicando, por lo
menos, la fecha y hora de la notificacion de la incidencia, tipo y modelo de equipo, n° de inventario, descripcion de
la averia, tiempo de resolucién y componentes sustituidos.

Sustitucidén y configuracion de repuestos

La reparacion o sustitucion de piezas defectuosas cubrird todos y cada uno de los elementos (externos, internos,
eléctricos, mecanicos) que componen los equipos, incluyendo los cables, conectores, accesorios e interfaces que
estén conectados, asi como todos los componentes afiadidos de los mismos.

Todos los gastos derivados de cualquier clase de actuacion exigida por la reparacion o sustitucion de equipos,
incluido el movimiento o retirada de las maquinas, seran por cuenta del contratista. Los equipos sustituidos deberan
ser desechados a través de un gestor autorizado tras las actuaciones necesarias para impedir la recuperacion de la
informacion que contengan.

Los elementos candidatos a ser sustituidos, al no ser posible su reparacion, habran de serlo por piezas nuevas y
originales. De no ser posible, por obsolescencia o discontinuidad, lo seran por repuestos de similares caracteristicas
que pasaran a ser propiedad de Enresa.

El contratista debera garantizar la provision de cualquier clase de repuestos que permita, si no la sustitucion
inmediata del equipo o componente averiado, la reposicion del servicio en condiciones de calidad similares a las
originales. Si resultase imposible tendra que ofrecer soluciones alternativas que requeriran la aceptacion previa por
parte de Enresa.

Se realizaran la configuracion y tareas necesarias para que todo repuesto quede operativo.
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Sustitucidén temporal de equipos

Cuando, por motivo justificado, el tiempo de reparacion sea superior al establecido por el fabricante el contratista
estara obligado a su sustitucion temporal por otro equipo de caracteristicas y prestaciones similares o superiores y
totalmente configurado.

Si el equipo original es susceptible de reparacion sera reinstalado y puesto en funcionamiento en sus condiciones
iniciales de uso. Tanto el mantenimiento del “stock” de equipos necesarios para el cumplimiento de los acuerdos de
nivel de servicio, como todos los costes ligados a los transportes deberan ser asumidos por el contratista.

Actualizacion del “firmware”

El contratista debera proporcionar y actualizar el “firmware” necesario, previa planificacion y aceptacion por Enresa,
para que el componente o equipo esté operativo al mismo nivel o superior que el resto de la maquina, bien tras su
sustitucion o bien para resolver un fallo. Cualquier actualizacion incluira tanto el software como la documentacion
asociada.

LOTE 2: MANTENIMIENTO DE LOS SERVIDORES HP DE OTROS CENTROS DE TRABAJO DE
ENRESA

Incluye el mantenimiento de los servidores del fabricante Hewlett-Packard (HP), diferentes a la infraestructura
tecnoldgica del Centro de Proceso de Datos (CPD) de la sede de Enresa, en donde se encuentran alojados ciertos
servicios como el de ficheros, supervivencia de “Skype for Business”, seguridad “Dorlet”, controladores de dominio,
servidores de impresion, etc., servicios que son actualmente prestados desde los centros de trabajo.

El servicio de soporte técnico debe garantizar la capacidad y disponibilidad requerida de estos servicios esenciales
que incluya un mantenimiento correctivo de los servidores para cumplir los acuerdos de nivel de servicio de
recuperacion, en caso de fallo, en el menor tiempo posible.

Centro Host S/N Modelo

Zorita EN5-HYV-XO01 CZ20081JGW ProLiant DL385 G7
Vandellos 1 EN4-HYV-XO01 CZ21220C6J ProLiant DL385 G7
Villar De Caifias EN3-HYV-XO01 CZ21220C6K ProLiant DL385 G7

[E1 Cabril EN2-HYV-X01 CZJ33911Z3 ProLiant DL385p Gen§8

El equipamiento objeto de soporte y su localizacion es la siguiente:

Mantenimiento correctivo

El nivel de servicio de mantenimiento que debe ofrecer el contratista, por las distancias entre los centros de trabajo
de Enresa a un Centro de Soporte de HP, es el recogido por el propio fabricante bajo la denominacion:

o “HPE FOUNDATION CARE SERVICE CTR (24x7)”, (Service level: HPE Foundation Care Service
CTR 24x7; 24 hours a day, 7 days per week, including holidays”

https://h20195.www2.hpe.com/v2/GetPDF.aspx/4AA4-8876 ENW.pdf



https://h20195.www2.hpe.com/v2/GetPDF.aspx/4AA4-8876ENW.pdf
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[ANEXO IV]

Debe garantizar un compromiso de reparacion de 8h. en funcion de la distancia al centro de HP Espafia mas cercano,
segun la tabla adjunta, e incluird las asistencias técnicas necesarias en caso de anomalia o averia de cualquiera de
los equipos y componentes objeto del contrato, para recuperar en el menor tiempo posible la operativa normal del

servicio:
Centro Raneo
Direcciones de los centros de trabajo de Enresa HPE mas ~ango
Distancia
cercano

EL CABRIL: Ctra. A- 447 direccion Fuenteobejuna- Cazalla de la Sierra Km 17,8
14200 Penarroya-Pueblonuevo — Cordoba

VANDELLOS: Central Nuclear Vandellés I - 43891 Hospitalet de L’Infant —
Tarragona

VILLAR DE CANAS: C/ La Fuente 5 bajo 16433 Villar de Cafias - Cuenca Madrid 81-160 km

Sevilla 81-160 km

Barcelona | 81-160 km

ZORITA: C.N. José Cabrera. Ctra. de Almonacid — Pastrana 19118 Almonacid

de Zorita — Guadalajara Madrid 81-160 km

Gestion de incidencias

Debera proveerse un servicio de “Help Desk” de atencidon a consultas de técnicos de Enresa y una herramienta
soporte de gestion de incidencias.

El contratista podra optar, siempre que lo considere oportuno, por utilizar el sistema de reporte directo a los
fabricantes de los equipos asumiendo los gastos que pudieran derivarse de este escalado y la posibilidad de
incidencias erroneas notificadas como averia.

Se entregara un parte de intervencion firmado por el técnico en el que se especifique como minimo el equipo
averiado, ubicacion, descripcion de la averia, fecha y hora de notificacion y de resolucion, trabajos realizados para
su resolucion y estado de estos. Las incidencias se documentaran adecuadamente.

Se considerara que una incidencia se ha reabierto cuando se notifique exactamente la misma incidencia, relativa al
mismo equipo, dentro de las 48 horas posteriores a su cierre definitivo. Las averias reiteradas del mismo equipo
dentro de un plazo mensual se computaran como una sola a efectos de seguimiento de ANS.

Se debera entregar un Informe anual, en formato electronico, de la gestion de incidencias tratadas indicando, por lo
menos, la fecha y hora de la notificacion de la incidencia, tipo y modelo de equipo, n° de inventario, descripcion de
la averia, tiempo de resolucion y componentes sustituidos.

Sustitucidén y configuracion de repuestos

La reparacion o sustitucion de piezas defectuosas cubrird todos y cada uno de los elementos (externos, internos,
eléctricos, mecanicos) que componen los equipos, incluyendo los cables, conectores, accesorios e interfaces que
estén conectados, asi como todos los componentes afiadidos de los mismos.

Todos los gastos derivados de cualquier clase de actuacion exigida por la reparacion o sustitucion de equipos,
incluido el movimiento o retirada de las maquinas, seran por cuenta del contratista. Los equipos sustituidos deberan
ser desechados a través de un gestor autorizado, tras las actuaciones necesarias para impedir la recuperacion de
informacion de ellos.

Los elementos candidatos a ser sustituidos, al no ser posible su reparacion, habran de serlo por piezas nuevas y
originales. De no ser posible, por obsolescencia o discontinuidad, lo seran por repuestos de similares caracteristicas
que pasaran a ser propiedad de Enresa.

EL contratista deberd garantizar la provision de cualquier clase de repuestos que permita, si no la sustitucion
inmediata del equipo o componente averiado, la reposicion del servicio en condiciones de calidad similares a las
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originales. Si resultase imposible tendra que ofrecer soluciones alternativas que requeriran la aceptacion previa por

parte de Enresa.

Se realizaran la configuracion y tareas necesarias para que todo repuesto quede operativo.

Sustitucién temporal de equipos

Cuando, por motivo justificado, el tiempo de reparacion sea superior al establecido por el fabricante el contratista
estara obligado a su sustitucion temporal por otro equipo de caracteristicas y prestaciones similares o superiores y

totalmente configurado.

Si el equipo original es susceptible de reparacion sera reinstalado y puesto en funcionamiento en sus condiciones
iniciales de uso. Tanto el mantenimiento del “stock” de equipos necesarios para el cumplimiento de los acuerdos de
nivel de servicio, como todos los costes ligados a los transportes correran a cargo del contratista.
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ANEXO 1
Desglose de equipamiento LOTE 1
CPD Sede Enresa
Equipo Cantidad "Part Modelo/Descripcion
qup number"/Codigo P
EMC VNX5600
Hardware:
1 VNXB56DP25 VNX5600 DPE 25X2.5" DRIVE SLOTS-EMC RA
2 VNXBRACK-40U  VNXB 40U RACK WITH FRONT PANEL
12 VNXB6GSDAE15  VNXB 15X3.5 6G SAS EXP DAE-EMC RACK
1 VNXB6GSDAE25P VNXB 25X2.5 6G SAS PRI DAE-EMC RACK
1 VNXBCS VNXB CONTROL STATION-EMC RACK
1 VNXB56DM VNX5600 ADD ON DM+FC SLIC-EMC RACK
1 VNXB56DME VNX5600 DME: 1 DM+FC SLIC-EMC RACK
1 V4-2510-600 VNX 600GB 10K SAS 25X2.5 DPE/DAE
11 V4-2S6FX-200 VNX 200GB FAST VP SSD 25X2.5 DPE/DAE
46 V4-VS07-020 VNX 2TB NL SAS 15X3.5 DAE
1 V-V4-260010 VNX 600GB 10K VAULT 25X2.5 DPE/DAE
130 V4-VS15-600 VNX 600GB 15K SAS 15X3.5 DAE
1 VBMSAS-MSAS10 ONE PR OF 10M MINI SAS TO MINI SAS CBLS
2 VBPW40U-IEC3 CAB QUAD POWER CORD IEC309
1 VNX56-KIT VNX5600 Documentation Kit=IC
2 VDMBMI1GCUA VNXB 1GBASE-T DM MODULE 4 PORT
2 VDMBMXG2TWA VNXB 10GBE 2 OP MODULE (TWINAX)
2 VSPBMSGFFEA VNXB 4 PORT 8G FC 10 MODULE PAIR
2 VSPBMXGFCOTW VNBX 2 PT FCOE 10 MOD PAIR-TWAX
EMC VNX5600
Software:
EMC SECURE REMOTE SUPPORT GATEWAY
1 ESRS-GW-200 CLIENT
1 APS-1-LS LS FOR VNX APPLICATION PROTECTION SUITE
1 RP-LS RECOVERPOINT LICENSE SOLUTION
1 456-104-616 RP/SE LOC FOR LPS V55 V56=IC
1 457-101-186 VNX5600 Application Protection Suite=IC
1 456-105-138 AppSync for VNX5600 =IC
1 456-105-143 Replication Manager for VNX5600 =IC
92 VNXBOECAPTB VNXB OE PER TB HI CAPACITY
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82 VNXBOEPERFTB VNXB OE PER TB PERFORMANCE
1 FSTS-VNX5600 VNX5600 FAST Suite=IC
1 SCS-VNX5600 VNX5600 Security & Compliance Suite=IC
1 VNXOE-5600 VNX5600 Operating Environment
1 UNISU-VNX5600  VNX5600 Unisphere Unified Suite=IC
1 LPS-VNX5600 VNX5600 Local Protection Suite=IC
EMC Datadomain
2500 Hardware:
1 DD2500 SYSTEM,DD2500,NFS,CIFS
1 DD2500-21TB SYSTEM,DD2500-7X3TB SAS,21TB,NFS,CIFS
1 DDRACK-40U RACK; DATA DOMAIN;40U
1 L-XCAP2500-B LICENSE.DD2500 EXP CAP,MORE THAN 66TB
POWER
! PC-RK3OIECS CORD;INTERNATIONAL;RK;DUAL;IEC309
1 C-FLDIN2500 OPTION,FIELD INSTALL KIT,DD2500
1 C-10GMOP2PN OPTION,DD 10GBE,IO MODULE,OP SFP,2PORT
EMC Datadomain
2500 Software:
1 D-BST-DOCS2 DOCS; BOOST; S2
1 DDOS-DOC-A2 DOCS; DD OS DOC; A2
1 L-BST-2500 LICENSE,BOOST,DD2500
Libreria Quantum:
Quantum Scalar 180 Library, two LTO-6 tape drives, 50
I LSCI8-CH6J-232H slots, 8Gb native Fibre Channel
Quantum Scalar i40/i80 Tape Drive Module, LTO-6,
2 LSCIS-UTDJ-L6H 8Gb native Fibre Channel
1 LSC18-URPS-000  Quantum Scalar i80 Redundant Power Supply
4 3-03893-12 Quantum Fibre Channel Interface Cable, OM3 optical
multimode 50 micron, LC-to-LC, 49 ft (15 m)
Cisco UCS:
1 UCS-SP7 UCS SP7 ENT 2x6248 1xCH
1 UCS-SP-INFRA- 13¢5 P BASE 5108 Blade Svr AC Chassis
CHSS
1 NO1-UAC1 Single phase AC power module for UCS 5108
1 N20-CAK Accessory kit for UCS 5108 Blade Server Chassis
8 N20-CBLKB1 Blade slot blanking panel for UCS 5108/single slot
8 N20-FANS Fan module for UCS 5108
1 N20-FWO011 UCS Blade Server Chassis FW Package 2.1
) UCS-IOM-2208XP UCS 2208XP 1/0 Module (8 External, 32 Internal 10Gb

UCSB-5108-PKG-
HW

Ports)
UCS 5108 Packaging for chassis with half width blades.
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4 UCSB-PSU- 2500W Platinum AC Hot Plug Power Supply for UCS
2500ACPL 5108 Chassis
4 CAB-C19-CBN Cabinet Jumper Power Cord, 250 VAC 16A, C20-C19
Connectors
) UCS-SP7-INFR- (Not sold standalone) UCS 6248UP 1RU Fabric Int
F148 w/12p LIC
4 CAB-C13-C14-2M Power Cord Jumper, C13-C14 Connectors, 2 Meter
Length
12 DS-SFP-FC8G-SW 8 Gbps Fibre Channel SW SFP+, LC
2 N10-MGTO011 UCS Manager v2.1
4 SFP-10G-SR 10GBASE-SR SFP Module
8 SFP-H10GB-CU3M 10GBASE-CU SFP+ Cable 3 Meter
2 UCS-ACC-6248UP  UCS 6248UP Chassis Accessory Kit
2 UCS-BLKE-6200 UCS 6200 Series Expansion Module Blank
4 UCS-FAN-6248UP  UCS 6248UP Fan Module
2 UCS-FI-DL2 UCS 6248 Layer 2 Daughter Card
4 Lo PSU62ASUP s 6248UP Power Supply/100-240VAC
UCS B420 M3 Blade Server w/o CPU memory HDD
9 UCSB-B420-M3-U mLOM (UPG)
36 UCS-CPU-E5-4620 220 GHz ES5-4620 95W 8C/16MB Cache/DDR3
1333MHz
130 UCS-MR- 16GB DDR3-1600-MHz RDIMM/PC3-12800/dual
1X162RY-A rank/1.35v
13 A03-D300GA2 300GB 6Gb SAS 10K RPM SFF HDD/hot plug/drive
sled mounted
9 UCSB-MLOM-40G- Cisco UCS VIC 1240 modular LOM for M3 blade
01 servers
18 N20-BBLKD UCS 2.5 inch HDD blanking panel
36 UCSB-HS-01-EP CPU Heat Sink for UCS B200 M3 and B420 M3
) N20-C6508-UPG UCS 5108 Blade Svr AC Chassis/0 PSU/8 fans/0 fabric
extender
4 UCS-IOM-2204XP l[)](gtss )2204XP I/0 Module (4 External 16 Internal 10Gb
3 UCSB-PSU- 2500W Platinum AC Hot Plug Power Supply for UCS
2500ACPL 5108 Chassis
] CAB-C19-CBN Cabinet Jumper Power Cord 250 VAC 16A C20-C19
Connectors
2 N20-FWO012 UCS Blade Server Chassis FW Package 2.2
2 NO1-UACI Single phase AC power module for UCS 5108
2 N20-CAK Accessory kit for UCS 5108 Blade Server Chassis
16 N20-CBLKB1 Blade slot blanking panel for UCS 5108/single slot
16 N20-FANS Fan module for UCS 5108
) UCSB-5108-PKG-  UCS 5108 Packaging for chassis with half width blades.
HW
SFP-H10GB-
4 CU3M= 10GBASE-CU SFP+ Cable 3 Meter
2 SFPHI0GE- 10GBASE-CU SFP+ Cable 1 Meter

CUIM=
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Cisco Nexus:

Networker

para

Data Protection:
Latiguillos:

23

N5K-C5548UP-FA
N5548-ACC-KIT
N55-PAC-750W

N55-M16UP

N55-DL2
DS-SFP-FC8G-SW
GLC-T
SFP-10G-SR

NSKUK9-602N2.3

N55-8P-SSK9
N55-VMFEXK9

CAB-C13-C14-2M
N5548P-FAN

F/LAT-Z883PP-05

F/LAT-U60GR050

VBSFP-TWAX-5M

Nexus 5548 UP Chassis 32 10GbE Ports 2 PS 2 Fans
Nexus 5548 Chassis Accessory Kit
Nexus 5500 PS 750W Front to Back Airflow

Nexus 5500 Unified Mod 16p 10GE Eth/FCoE OR 16p
8/4/2/1G FC

Nexus 5548 Layer 2 Daughter Card

8 Gbps Fibre Channel SW SFP+ LC

1000BASE-T SFP

10GBASE-SR SFP Module

Nexus 5000 Base OS Software Rel 6.0(2)N2(3)

Nexus 5500 Storage License 8 Ports

Nexus 5500 series VM-FEX license

Power Cord Jumper C13-C14 Connectors 2 Meter
Length

Nexus 5548P Fan Module

Licencia de Networker para Data Protection Suite 40
sockets

LATIGUILLO FO MM (50/125) OM3 DOBLE
LCD/PC-LCD/PC 05 METROS

LATIGUILLO 4 PARES UTP RJ45-RJ45 CAT6 LSZH
GRIS 05 METROS

Qty 2 SFP+ TO SFP+ 5M ACTIVE 8G/10G CBL
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ANEXO II

PROGRAMA DE MANTENIMIENTO LOTE 1
“CISCO SMART NET TOTAL CARE SERVICE”

dl ]
Data shaat

Cisco Cisca public

Cisco Smart Net Total Care
Service
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Overview

\With so much depending on your network, even a routine issue can have a major effect on your customers, your employees,
and your business profitability. Cisco Servicas provides the support you need from first purchase of your Cisco products with
our foundational services through technology refresh and beyond with our high-value services.

Your IT infrastructure is the lifeline that connects your business to customers and suppliers. Business success requires
rmaintaining high service levels for your neteork while reducing costs and expanding your network as your business grows.
Cisco Smart Met Total Care” {Srnerthlet'} and our other foundational services can help you meet these objectives.

Manage risks to business continuity

Osco Smart Met Total Care helps reduce downitime with fast, expert technical support and flexible hardware coverage provided
by the Cisco Technical Assistance Center (TAC). it also offers integrated smart capabilities, providing current information about
your installed base, contracts, and security alerts to enhance the efficiency of your support workflows.

« Resolve problems faster by identifying issues quickly and streamiining your inCident management processes to
improve IT service levels.

« Reduce risk by having access to Cisco technical experts and smart tools that improve visibility into the state of your [T
infrastructure 24 hours a day, 365 days a year.

* Increase operational effidency through proactive management tools and avtomated processes which make network
administrators and managers more productive.

What's included

*=  Award-winning technical support from the Osoo TAC

« Advance hardware replacement, in as little as two hours
» Operating Systemn (05) software updates

« Access to online resources

« Entitlement to Cisco installed base insights through smart capabilities

Osco services provide chokces for all types of companies, from basic service for commercial-grade products with Support
Essentials to rovnd-the-dodk assistance fior all your Cisco devices with Smart MNet Total Care.

The TAC is staffed by Cisco experts and is accessible 24 hours a day, 365 days a year. Technical service available through the
TAL is backed by advance hardware replacement with fast response times, including onsite support options, and access to the
latest 5 software for your licensed feature set. Online self-help tools inclede our extensive knowledge library, softweare
downloads, and support toeols designed to help you resolve network: issves quickly, often without opening a case.

Smart-entitled capabilities

All support customers are entitled to smart capabilities’, including access to the portal and the collector software. Smart
capabilities are delivered through the Osco Services Connection portal, providing actionable information and automation to

* smart capabilitiss such as tha Cisco portal and coflector softwara must be configured or amabled to defver the fnctionality desorbed.

& Joag Clsco andfor its affilates. All rights resereed. Pagejofg
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support your Cisco products. Customizable screens show you up-to-date information about the service coverage, product
lifecycles, and security and product alerts that apply to your netwoirk.

The collector avtomatically gathers device support information for Cisco products, incuding serial numbers, installed cards and
madules, product IDs, and more. This saves time and provides a more curment view compared with manual efforts. The
collector can also identify hardware or software versions and configuration files for your Osco network devices.

The portal also provides interactive workflows that simplify support management processes. Altogether, the foundational
technical services and smart capabilities work to provide the visibility and insight you need to improve the efficiency of your
support operations, resolve problemns more quickly, and mitigate risk.

Outcome benefits

Table 1. COutcome benefits

Risk Mitigation | Operaticnal Faster Problem
Efficency Resolrtion
] ] ]

Technical Service and Incident Management
= Fast expart technical support from Cisco TAC

= advance hardwara replacement

» Avtomated streamlined procassses for modent
managamant

Sequrity and Product Alerts L ] L]
& Artionabla soourity alarts
= Ralavant product notices (Hardware and software)
= Sarvice availabity aberts (Hardware and sofware)

Service Coverage Management [ 1 [ 1
& Coveradfuncovensd, right coverage
& Ranewal proparation and planning

= Budget Planning

Product Lifecyde Management L ] L ]

* Up-to-date instalied basa information
& EoS/Eol, softwars varsion inconsistencias

& Automation to reduos cost and nisk of manual processes

Technical service and incident management - Get the support you need when and how you
need it

When a network problem affects business-critical systems, it reqguires fast response and a deep understanding of the
technology to resolve the incident guickly. Smart Met Total Care offers award-winning technical support from the TAC
combined with advance hardware replacement, onsite support options, cnline tools, and self-help support for device-level
support to help you reduce the risk of business interruptions caused by network issues. These capabilities help ensure that you
get rapid response and can guickly identify your devices and their service coverage information in order to streamline your
interaction with TAC support representatives.

Security and product alerts - Know the secunty and product alerts that affect your network

Staying current with Cisco alerts regarding security recommendations, hardware updates, and software releases can be
challenging. Smart capabilities help preempt network disruption by allowing you to identify and manage relevant alerts for

& 2cay Clsco andfor its affilates. Al rights resersd Fagesofy
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your devices. They proactively idemtify which devices are affected by Cisco published product alerts and security advisories and
enable you to document alert-related activity.

Alert information is available for hardware, software and security alerts, and field notices. An alert management workflow
allows you to assign status information to alerts. i then filters future alerts so that youw receive only those that still require your
attention. If you close an alert, or change its status to “action taken®, you will not be distracted by that alert in the future. Alert
status information also makes it easy for supervisors to monitor your team's progress toward desired goals as they work on
reviewing alerts and performing the reguired actions.

Service coverage management - ldentify what's covered and what's not

Without good visibility imbo your installed base and service contract status, there is a risk that an uncovered device will hawve an
outage, and then you will be scrambling to find a solution while your network is comnpromisad. The portal reports help ensure
that your business-critical assets have the necessary service coverage to meet business needs and comply with corporate

podicies.

The portal provides avtomated installed base and contract management functionality to assist you in determining the proper
coverage for your Cisco devices. Whereas manual methods of tracking service coverage for large or complex netwaorks can be
time consuming and prone to error, SmartMet uses automation to save time and reduce risk. Regular data collection and
flexible reporting capabilities help you manage your Osco installed base and service contracts, idemtifying and tracking what is
new, what's changed, what's covered, and what's not.

Product lifecycle management - Obtain the information to plan for product replacements
and upgrades

Using up-to-date data from the portal can provide dramatic efficiencies over maintaining labor-intensive spreadsheets while
also redudng the nisk of errors. The portal reports can help you maintain a current view of your Cisco installed base, including
device and configuration details such as serial number, product 1D, Cisco 105" software wersion, installed memorny and
firrmware, I[P address, hostmame, and more. Up-to-date records about coverage also simplifies your renewal and budget
planning processes. Smarthet enables you to quickly identify service contracts that will be expiring at various intervals so that
you can plan for remewals and identify budget requirements.

= 1o Chseandjor its affiliates. All rghts resereed. Page 5ofg
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By providing enhanced visibility imto your installed base, you can:
«  Owickly identify Cisco products that are reaching end of life, end of sale, or end of support
« Easily see what has been moved, added, or changed in your netwaork
= Verify that your Cisco hardware is running cwrrent, consistent, and supported software versions

= Mitigate risk and plan for upgrades for equipment that is no longer supported

Your technical service options

Mo matter the size of your business, you are dependent on your network applications and vuinerable to the lost revenue that
can result from a network outage. But you also cannot afford to commit to a service program that doesn‘t meet your particular
business needs. Cisco services provides a range of options for you to choose from for accessing our award-winning technical
assistance center. Yiou can choose from a basic level of Bxg callback within one business day for non-aritical issues with Support

Essentials to around the dodk direct phone access przgoz65 to our TAC engineers. It's up to you to choose the option that is
right for your network and your situation.

You have the same type of flexibility with advance hardware replacement. If you need fast replacement in as little as two hours
for your most critical network segments, that's available. If next business day replacement for devices is acceptable, that is an
option too.

Table 2. Advance hardware replacement service levels

Support Essentials BxcxMext Business Day Mext-business-day delivery, local business hours based on depot
time, §days aweek

Srmiart Met Total Care 24x7vz 2-hour response, 24 howrs a day, 7 days per wesk, incleding holidays

Smart Mat Total Care 2o, 4-hour response, z4 hours a day, 7 days a week, induding holidays

Smiart Met Total Care Bxgxy, 4-hour response, local business howrs based on depot time, © days a
wagk

Smiart Net Total Care BxzxMext Calendar Day [Mext-calendar-day delivery, local business hours based on depot
time, 7days aweek

Smiart Net Total Care BxsxMext Business Day [ext-business-day delivery, local business hours based on depot
time, g days aweek

Smart Met Total Care without RMA Software and installation-focusad TAC support only, no RMA or
other TAC support

& poag Clseoandfor s efilates. All dghts resersed Fage Eclfy
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If you want support services in person at your location, Osco offers Onsite options for many of our service levels.

Table 3. Omsite support service levels

Simart Met Total Care Onsite 2630
Simart Met Total Care Onsite 237

LSimart Met Total Care Onsite Bxoxy

Smart Met Total Care Onsite BxyxMext Calendar Day

Smart Mat Total Care Onsite BxgxMendt Business Day

z-hour response, 24 hours a day, 7 days per wesk, including holidays

&-hour response, 24 hours a day, 7 days a week, including holidays

Based on depot time

&-hour response, g a.m. to § pum,, if the request is received before 1
p.m, the service (including parts, labor, and materials) will be
provided the same day. For requests received after 1 pom, the
service will be provided the following business day

Based on depot time

Mext calendar day, g a.m. to 5 p.m., if the request is received before
3 p.m., the service (including parts, labor, and materials) will be
provided the next calendar day

After 3 p.m., the service (including parts, labor, and materials) will be
provided the following calendar day

Based on depot time

Mext business day, g a.m. to g p.m, if the reguest is received before 3
p.m, the service (induding parts, labor, and materials) will be
provided the next business day

After 3 p.m., the service (including parts, labor, and materials) will be
provided the following business day

When you're ready to upgrade your network devices

Operating your business with unsupported products poses risks to your business. An unsupported failed product can negatively
impact business continuity, revenue, and compliance. When you want to update your network devices or migrate to new

hardware, Cisco Migration Support Services can provide coverage for your hardware that reaches end-of-life during your

technology migration.

Migration Support Services extend support for Cisco products that are no longer supported and past Last Day of Support
{LDoS). They help you mitigate the risk of operating with unsupported, aging technologies while you plan and implerment your

upgrade projects. Migration Suppaort Services provide a support solution that extends across your migration plan, and they are

a lifeline when you cannot complete migration by LDo5. You can depend on continued support, so you can foous on your

business goals and objectives. Lagrp MMore

& 200 Clsco andfor its affilates. All rights reserved
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Related services to extend the value of your Cisco products

Tisco can offer you more high value and personalized services when you need them. You should consider:

Software support — Basic, Enhanced and Premiuvm

Cisco Software Support offers comprehensive coverage - from foundational support to Enhanced and Premivm levels —
for your Cisco software application products. The Basic level of service will help you keep your systemns and business
applications renning smoothly. To fast-track the full benefits of your Cisco software, get the Enhanced or Premivm
levels of service. Our experts will assist your team with product onboarding, an [T adoption plan, providing proactive
support, and help with quickly resolving and, often times, avoiding issues.

Solution Support

Maximize performance, reliability and ROI of your Cisco solution with Cisco Solution Support. You get access to a team
of Cisco solution experts that is your primary point of contact, delivering centralized support across your multiproduct,
multivendor deployment. Whether you hawve an issue with a Cisco product or one from another vendor—or are just
looking for guidance and assurance on your new solution—simply contact us. We'll take it from there and remain
accountable for your case, from first call to resolution.

Business Critical Services

As the next generation of Optimization services, Cisco Business Critical Services help you realize the full value of
existing network capabilities. Streamline your IT operations workflow so you can focus on innovation. At every step of
the way, our team of experts will guide your success. Make informed decisions faster with data that is easy to consume
and act on. Detect problems in real-time and avtomatically open TAC cases without human intervention. Optimize the
management of your network with powerful tools and Cisco experts who know your netwaork. And quickly address
cyber-attacks. Better yet, prevent them.

Why Cisco

You must align your network strategy with top company initiatives to continue to innovate and grow your business. Cisco can
help you benefit from our experience and expertise. Cisco Services can make netwarks, applications, and the people who use
them waork better together. Our solutions and services build on our innovation and leadership in networking. Recognized by
1.0 Powrer and Associates for providing “An Cutstanding Customer Service Experience,” Cisco is the only company to have
achieved CTS5 certification eleven times.”

Customer call to action

For more information about Cisco Smart Met Total Care Service, visit hittps: ffweww . cisco.com/goftotal or contact your local

account representative.

You can also find resources such as videos, training, and case studies and interact with other users in discussion forums on the
Smart Met Total Care Community.
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Cisco Capital

Flexible payment solutions to help you adhieve your objectives

Osco Capital makes it easier to get the right technology to achieve your objectives, enable business transformation and help
you stay competitive. We can help you reduce the total cost of ownership, conserve capital, and accelerate growth. In more
than 100 countries, our flexible payment solutions can help you acguire hardware, software, services and complementary third-

party equipment in easy, predictable payments. Learn more.

Americas Headguarters Asis Pacific Headouariers Europe H=adquarters
Cisco Systemns, Inc, Cicn Syshams [IIH-'.! Pe, Lid Cisco Systems Inlermaboral B% Arrehandam,
San Jage, TN SinEpae Thee Mallwerdancs:

Cison has mona than 200 alfices worldside. Addressas, phone numbers, and fa numbsans ane lsbed on the Cieco Wiebsiie & hiipsaiiwww,clsco.comigaiafices.

Cigoa and the Caoo oga e rademarks of regelersd rademanks of Ceseo arklion £ aMBaies in the WS, and ather countnes. To view & s ol Caco rademanks,
w0 1 this LR it ) vt csca comigodinackemarks. Thind- pamy achemanks mentioned ane the propeny of hai respective owners. The ise of the word paniies
wioas nal imply & parmarship alatonship betweaen Cino and any obhar company, (17107}

Prinked in LEA Cl-resamyon oney
& 100 Cisco andjor its sffiliates. All ights ressreed. Fagegofg
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DEALLEMC

ANEXO III

PROGRAMA DE MANTENIMIENTO LOTE 1
“DELL EMC PREMIUM SUPPORT”

EMC PREMIUM SUPPORT

The following chart lists the service features of Premium Support provided under EMC's.

wamanty and/or maintenance terms.

Premium Support is available as to:

1. EMC® Equipment which is identified on the EMC Product Warranty and

Maintenance Table as:

* including Premium Support during the applicable warmanty period; or

+  gligible for upgrade to Premium Support during the applicable wamanty period; or

+ gligible for Premium Support during a subsequent maintenance peniod

2 EMC Software which is identified on the EMC Product Wamanty and Maintenance
Table as eligible for Premium Support during & maintenance period

SERVICE FEATURE DESCRIFTION FREMIUM SUFFPORT—COVERAGE
DETAILS
Customer may contact EMC by telephone  Included.

GLOBAL TECHNICAL SUPPORT

or web interface on a 24x7 basis to report
an Equipment or Software problem amd
provide imput for initial assessment of
EMC provides (i} a response by remote
means based on the Severity Level of the
problem; or, (i) when deemed necessary
by EMIC, Onsite Response as described
below.

Initial response objective, based upon
Severity Lewvel, within the following time
penod after receipt of Customer contact:
Sewverity Level 1: 30 minutes; on a 247
basis

Sewverity Level 2- 2 hours; on a 24x7 basis
Severnty Level 3: 3 local business hours
Sewerity Level 4: 8 local business hours

ONSITE RESPONSE

EMC sends authorized personnel to
installation site to work on the problem
after EMC has isolated the probliem and
deemed Onsite Response necessary.

Inciuded for Equipment only.

Initial Onsite Response cbjective is based
on Severity Level, within the following
time period after EMC deems Cnsite
Support is necessany.

Severnty Level 1: 4 hours on a 24x7 basis
Sewerity Level 2 Within 12 hours on a
24¥T basis

Sewverity Level 3: Mext business day, local
business hours

Sewverity Level 4: Mext business day, local
business hours

Onsite Response does not apply to
Software, but may be separately
purchased.

HANDOUT
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REPLACEMENT FARTS DELIVERY

EMC provides replacement parts when
deemed necessary by EMC.

Inciuded.

Replacement part delivery objective is
based upon Severty Level, within the
following time period after EMIC deems a
replacement part is necessany:

Severity Level 12 4 hours on a 24x7 basis
Severity Level 2- Within 12 hours on a
24T basis

Severity Level 3: Mext business day, local
business hours

Severity Level 4: Mext business day, local
business hours

Local country shipment cut-off times may
impact the same day/next local business
day delivery of replacement parts and the
related Onsite Response.

Imstallation of all replacement parts
performed by EMC as part of Onsite
Response, but Customer has option to
perform installation of Customer
Replaceable Lnits (CRUs).

See EMC Product Warranty and

Maintenance Table for listing of parts

designated as CRUs for specific
Equipment.

If EMC installs the replacement part,
EMC will amramge for its retum to an EMC
facility. If Customer installs the CRU,
Customer is responsible fior retuming the
replaced CRU to a facility designated by
EMC.

RIGHTS TO NEW RELEASES OF
SOFTWARE

EMC provides the rights to new Software
Releases as made generaly available by
EMC.

Inciuded.

INSTALLATION OF SOFTWARE
RELEASES

EMC will perfiorm the installation of mew
Software Releases.

Inciuded for Software which EMC
determines is Equipment cperating
environment Software and only when the
associated Equipment into which the
operating environment Software is being
installed is cowvered by an EMC warmanty
or then curment EMC maintenance
contract.

Customer will perform the installafion of
new Software Releases of Software (that
is, Software not classified as Eguipment
operating environment Software), unless
atherwise deemed necessary by EMC.

24XT REMOTE MONITORIMNG AND
REPAIR

Certain EMC products will automatically
and independentlty contact EMC to
provide input to assist ERC in problem
detemination.

EMC will remotely access products if
necessary for addiional diagnostics and
o provide remote support.

Inciuded for products that hawve remote
mnitonng todls and technology available
from EMC.

Once EMC is notified of a problem, the
same response objectives for Global
Technical Support and Onsite Response
will apply as previcuwshy described.

21 de 35
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24X7T ACCESS TO ONLIME SUPPORT
TOOLS

Cusiomers who have properly registered  Included.
have access on & 24x7 basis o EMC's

web-based knowiedge and self-help

customer supiport tools via the EMC

Online Support site.

RENEWAL OF MAINTEMANCE CONTRACT

The following chart lists the additional senice features included as part of a purchase of
a renewal of an EMC Premium Support Option maintenance contract on or after May
31, 2018 for the eligible EMC Equipment identified on the EMC Product Warranty and
Maintenance Table, subject to the Customer activating and maintaining the cumenty
supported version(s) of EMC Secure Remote Support ("ESRS") software during the
applicable renewal term. ESRS enablement is a prerequisite for these additional
renewal senvice features.

SERVICE FEATURE

DESCRIFTION FREMIUM SUPFPORT—COVERAGE

DETAILS

ENVIRONMENTAL ASSESSMENT

»  \erification of solid state drive
("S507) wear levels™

# \alidation of remote connectivity
activation

#  Chedk for failed components in
eligible Equipment.

» \erfication of operating emircnment
Saoftware against target code
recommendations

»  \alidation of disk drive and
component immware levels

# |dentification of field change orders,
EMC tachmical advisories, and EMC
security alerts that may impact the
affected EMC Equipment

*»  Summary of open service request

Included.

Customer is eligible to request one (1)
Environmental Assessment analysis per
each twehwe (12} month penod during the
applicable renewal term of a current
Premium Support Option maintenance
contract

PROACTIVE SOLID STATE DRIVE
REFLACEMENT

Included.
Response objective is based on the

If the Endurance Level (as defined below)
for any solid state drive reaches five

percent (5%) or less (as determined by
EMC) during a then cument maintenance
renewal term of a Premium Support

Replacement Parts Delivery and Onsite
Response service features detailed
above.

Option maintenance contract, the
Customer is eligible to receive a
replacement solid state drive. Endurance
Level means the average percentage of
life span remaining on the eligible S50

“Severty Levels:

*  Severity 1—Critical: a severe problem preventing customer or workgroup from
performing critical business functions.

*  Severity 2—High: the customer or workgroup able to perform job function, but
performance of job function degraded or severely limited.

»  Severity 3—Medium: the customer or workgroup performance of job function is
largely unaffected.

*  Severity 4—Request: minimal system impact; includes feature requests and other
non-critical questions.

** Available for solid state drives in eligible Equipment that persistently store Customer
data, including metadata, as detemnined by EMC.
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CONTACT US

To learm more, contact your local
representative or authorized reseller.

The warranty penicds and support oplions ("EMC Support Information”™) on this website
apply (i) only between EMC and those organizations that procure the applicable
preducts andior maintenance under a contract directly with EMC (the "EMC Customer™);
amd (i} only to those products or support oplions ordered by the EMC Customer at the
time that the EMC Support Information is curment. EMC may change the EMC Support
Information at any time. The EMC Customer will be nofified of any change in the EMC
Support Information in the manner stated in the then curment product ordering andior
maintenance related agreement between EMC and the EMC Cusiomer, but any such
change shall not apply to products or support options ordered by the EMC Customer
prior to the date of such change.

EMIC will have no obligation to provide Support Services with respect to Equipment that
is outside the EMC Service Area. "EMC Service Area” means a location that is within (i)
one hundred (100) drivable miles of an EMC service location; and (i) the same country
as the EMC service location, unless otherwise defined in your goveming agreement
with EMC, in which case the definition in the goweming agreement prevails.

Products or services obtained from any EMC reseller are govemned solely by the
agreement between the purchaser and the reseller. That agreement may provide terms
that are the same as the EMC Support Information on this website. The reseller may
make arrangements with EMC to perform warranty andor maintenance services for the
purchaser on behalf of the reseller. Please contact the reseller or the local EMC sales
representative for additional information on EMC's performance of wamanty and
maintenance services on Products obtained from a reseller.

DSALLEMC

Copyright & J0B-2017 Dell Ine. of Its subsiiarkes. All Rights Resarved. Dell, EMC, and athar trademarks ane frademarks of Dell Inc. of s
subsidlanas. Other trademarks may be the properiy of Mer respective owners. Published In the USA.. H4273.10

EMC Corporation belaves the Information In this docwment Is accurale as of 15 publication date. The information s subject o changs

without notice.
Rev. June 12, 2017.
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ANEXO IV

PROGRAMA DE MANTENIMIENTO LOTE 2
“HPE FOUNDATION CARE SERVICE”

POINTNEXT

HPE Foundation Care Service
Support Services

Service overview

HPE Foundation Care Service is composed of comprehensive hardware and software sarvices aimed to help increzss the avalability of
your IT infrastructure. Hewlett Packard Enterprise (HPE) technical rescarcas provide support and work with your IT team to help you resolve
hardware and software problems with HPE and selected third-party products.

For hardware products covered by HPE Fowndation Cara, the service indudes remote diagnosis and support, as well as on-site hardware
reqair if it is required to rescive 2n issua. For eligible HPE hardware products, this service may also include Basic Software Support and
Collaborative Call Managament for selected non-HPE software. Contact HPE for more information and determination regarding which
ehgible software products may be included as part of your hardware product coverage. For software products covered by HPE Foundstion
Care, HPE provides remote technical support and access to software updates and patches. Updates for salected HPE-supported third-party
software products are included, a5 they are made avalable from the original software manufacturer.

In addition, HPE Foundation Care provides electronic access to related product and suppart information, enabling any member of your IT
staff to locate this commercially avalable essantial information. For third-party products, acoess is subject to availabiity of information from
the ariginal manufacturer.

You can choose from a set of reactive support levels to meet your business and operationzl neads.

HPE Foundation Care service-level options

The HPE Foundation Care options nated in the following are product dependent. HPE will provide the handware support features for
covered hardware products and the software support features for covered software products.

Hardware support coverage windows and responsa times will apply to covered hardware products, and software support coverage windows
and responss times will apply to covered software products.

All coverage windows are subject 1o local avalability. Product eligibility may vany. Contact a locl HPE sales office for detalled information an
service avalability and product eligibiiity.

Regardiass of your coverage window, incddents with covered hardware or software can be reported to HPE via telephone or web portal, as
locally available, or 25 an automated equipment reporting event via the HPE electronic remate support solution 2& hours 3 day, 7 days 2 week.

For products covered by Foundation Care, HPE offers three distinct service levels:
= HPE Foundation Care MBD Service
= HPE Foundation Care 24x7 Service
= HPE Foundation Care CTR Service
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Survica-kewal options tabla
Service-kval options Coverage window Hardwara responss tHms® Soffware responsa time

I
Naxt business day (NBD}  Sfandard business howrs, sfandard business days: Nact-business-day on-site esponse for cowered

Sorvica is avaibiblo % hours per day botween hamwan. Casos received outside the cowerage window
E-00 am. and 5:00 pm. local tima, Monday wil ba adknowledged the naxt mverage day and
through Friday axchuding HPE halidays. sarviced within tha following coverage day.

14x7 Hhat Servic is avallabla 24 hows per day, T days b-hiour an-site response for covered hardwara

per week including HPE holidays.

Onca a safrwere case is
legged, an HPE Soluticn
Center angineor wil
respond 1o the casa within
twea howrs during the
Feradabikity of call-to-repair fimes s dependent o Cowaraga wincow.

ti provimity of your site fo an HPE-dasignated

support hub, 25 desorbed in the "Tiawel zomes™

saction For noncritical inciders Sevarity 2 or 3, o

at your request, HPE will work with you to schadulke

an agreed-upan fima for the remedial acticn to bagin,

and tha cal-to-ropair time will then start at that tima

Incidant severtty kevels are defined in the: Genaral

Previsions socfian

Call to repair ECTRY Hhat Service is avallabla 34 hows per day, T days i cal-to-regair fime: For critical incidernts
per week induding HPE holidays. Gerwarity 1), HPE will roturn the covared hardwar to
cperating condition within six hoors”

! Oin-site resporsa fima for hardware Esues begins when tha inifial case has bean recived and ackrowledged by HPE. The an-sife responsa fime ends when tha
HPE autharizad represantative amives at your site, or whan the reported event is dosed with the explination that HPE has determined that no on-site intervartian
is required.

? Call-to-repair fima for hardware Esues begins whan the initial case has bean recaied and acknowledged by HPE or & the start fime for work scheduled in agroament
with you, as spacified in tha THardware cal-o-repair” soction. Call-to-repair fime onds with HPE's determination that the hardware = ropaired, ar whan the incidant
is clased with the explanation that HPE has determined that no an-site infervertian is nequired. For HPE Comerged System, call-io-nepair time begins whan the initial
casa has boon recaived and acknowledgad by HPE as a hardwara problemn

Travel zones

All hardware on-site response times apply only to sites located within 100 miles (L&D km) of an HPE designated support hub. Trawval to sites
located within 200 miles (320 km) of an HPE designated support hul ks provided at no additional charge. If the site is located mare than
200 rmilas (320 k) from the HPE designated support hub, there will be 2n additional travel change.

Travel zones and charges, if applicable, may vary in some geographic locations.

Response times ta sites located mone than 100 mies (1&0 kmi from an HPE designated support hub will have modified response times for
extended traved, as shown in the following table.

Travel rona table

Distance from HFE-dasignated support hub &-howr hardware on-site response Hima Naoct-day hardware on-site response Hms

O-50 miles {0-B0 km) & haurs Next coverage day

E1-100 miles (B1-1£0 o L haurs Mext covmrage day

100-200 mikos C161-320 km) Ahaours 1 additicnal coverage day

201-300 mies {321-4BD ol Established af fima of crder and subject to availabiity I additioral coverage days

Mare than 200 mies (480« kmd Esrablishad 2 time of order and subject to availabiity Establzhed at time af arder and sulbject 1o aailabiity
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A call-to-repair time commitrment is available for sites located within 50 miles (80 km) of an HPE designated support hukb.

For sites that are located within 51 to 100 miles (B1 to 140 km) of an HPE designated support hub, 2n adjusted hardware call-fo-repair fime
commitment applies, as shown in the following table.

The hardware call-to-repair time commitment is not availabde for sites located more than 100 mies (160 km) from an HPE designated

support hub.

CTR travel 2omes

Distanca from HFE-designated support hub ti-heour hardwars call-fo-rapair fime:
050 mies {0-E0 km) & hours

£1-100 miles (B1-160 b E hours

Mare tham 100 mies (140« km) Mct avaiabla

General provisions

HPE will acknowledge a case by kogging & case, communicating the case ID to the Customer, and confirming the Customes’s incident saverity
and time requirements for commencement of remiedisl action

Hardware support on-site responss fime and call-to-repair fime commitmeent, a5 well 2= software supoort remote responss time, may differ
depending on incddent severity. The Cusiomer determines the inddent severity level

Inckdent severity levels are defined as follows:

= Severity 1—Critical or Severe Business Impact: for example, production environment down: production system or production application
down/at severe risk: data cormuotion/loss or risk; business saveraly affactad; safety and ssourty issues

= Seventy 2—Limited Business Impact or Business Risk: for exampla, Critical Nonproduction environment or system issue; production
emdronment svalable but some functions limited or degraded: severely restricted use

= Seventy 3—MNo Business Impact: for example, nonproduction system (eg, test systerm) or nonontical isswe; work around in place,
instaliations
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Specifications
Tabla 1. Servicn featurss
Feature

Page &

Dalivery specifications

Hardwara support

Remote problam diagnosis and support

Orica tha Customer fas placed and HPE has adinowladged the receipt of a case as described in the Yeanaral previsions™
saction, HPE will work during the covaraga window to isplaie the hardware incident and 4o remataly troubleshaoat, remedhy, and
resciva tha incident with the Customes: Prior 10 &y an-site assistance, HPE may initiate and perform remate diagnostics using
akeciranic remate support solufion fa aooess covered products, ar HPE may wse other means availabla to faciitate remate
inddant rescluticn.

HPE will provida telaphone 2zsEtance during tha service coverage window for installaticn of Dustemer-rstallabla firmears o
parts dassified by HPE as Customer Salf Repair parts (570

On-site hardwars support

Far hardware incidents that cannct, in HPE s judgmant, be rescived remately, an HPE autharized represemtative wil prowida

an-site technical support on oowered hardwane products o refurn tham ko operating condition. Once an HPE authorized

represaralive arrives at your sil, the epresemative wil continue to dalver the sarvice, either on-site ar remotaly, ar tha

discratian of HPE, until the products are repaired. Work may be: temporarily suspended if parts or additicnal resources ara

regpained, but work will resume whan thay becoma availablo.

Repair is considored complete upon HPE verificatian that tha hardwara mabunction has bean corecied ar faf the hardwan

has bean replced.

In addition, af the fima of on-site technical suppert delrary, HPE many:

= Irstall available engineering impeovamants fior covened handware products o help you ensum proper aperation af the
hardwan products and maintain compatioiiy with HPE-supplied hardwara replacement parts

= Ir=tall awaiable firmware updates defined by HPE as noncustomer installable for covered hardware products, that, in the
opinicnaf HPE, ame required fo retum tha cavened peoduct to operating conditian or to maindain supportability by HPE

At your request, HPE will install dunng covaraga hours oitical firmwan updates defined by HPE as nonousiamar installabla

for covared hardware products. Critical firmware updates are firmwara updates recommaendad by tha HPE product division for

mmediate nstalatian.

Replacement parts and materials

HPE will provica HPE-supparied replacement parfs and maternals necessary fio maintain the cowered hardwane procuc
in oparating conditian, induding parts and materalks for awalable onginearning improvemaents required by HPE o ez

supportatility of the product.

Firmware wpdates for salected
products

As part af this sarvice, you will have the right to download, install, and usa fimware updates for hardwarn products oovered by
this service, subject fo all apphcablo koense restnctions in HPE's curent standaed sakes herms.

Far Custamers with lioenses 1a firmware-based saftwane products (faatures implemanted in firmwara activaied by the
purchase of a separate software licanse produc, you must also have, if amibble, acte HPE Foundation Care support
coverage ar an active HPE Softwan Support agreemant an the firmeeare-based softwara products 1o receive, download,
install, and usa related fimware updates.

HPE will provida, install, or assist you with installstion of firmware updates as previcusly desoribad in this documant anly if you
hawe the loense fo vse the nelaled software updates for each syshomn, sadef, processar, procssor cora, or end-usar softwane
icer=a as allowad by the criginal HPE or original marardcturer software cersa terms.

Basic Softeares Support and

Basic Software Support peovidas 24 hours par day, T days per weak phone suppant for selected indopandont softwara wandar
{EW} scftware that resides on hardware cowered by HPE Foundation Care. For Basic Software Support, HPE will investigaia
and artempt 10 reschwe problems by asking you to apply foes that have been mads svaiable or known fo HPE. In some cses,
suppart may ba limited 1o communication of a knawn f avaiabla through tha installation of a software update or patch,

and you will be directed to awailible sources far the applicable updates or paiches because acoess 1o the known fix equins
additional service cont racts with tha respect e softeare vendor. If the case is sfill not resohed, then Colaboratiea Call
Management can be initiated at your request.

I HPE datarminas that a problam is cawsad by a sedecied ISV product and the problam is not resabved by you applying mown
araaiable fces, HPE will, 2t your roquest, initiate Collaboratieg Call Maragemant with tha ISV, Collaberafiee Cal Managemant
can ba provided cnly in cases whera you hawe appropriate active suppart agreemants in plice with smlected | 5Ws and yau
hawe taken the steps necessary to ensura that HPE can submit cases an your behalf for the imied purpasa of placing a
support casa with the vendor. HPE will engage the BV and provida information about your issue, as abfained during the Basic
Safreane Support sErvice case. Onoe the casa has ransitionad 1o the 15V, it & then the responsiility of the BV fo resobe
your msug, which will ba subject fo the suppart levals of the agreement betwoan you and that BV Onoe tha 15V is engaged,
HPE wil dasa the HPE case, but you or BV can resume tha service issue with HPE i needed by referendng tha original casa
dartification numbar.

Basic Software Support and Colbbarative Call Management apply anly 1o select ISV software when that software & nat under
HPE support. When BV softwane is covered by HPE Softwaro Suppart, support & peovided as dascribaed inthe "Software
support” soction of this tablo Note: For a st of the nan-HPE scitwan produces digibke for Basic Softwars Suppart and
Cellanorative Call Managemen, plas rafer to hpscom/servisesieallaborativesupport.
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Tabla L Sirvice feahures (oomtinusd)
Featarg Dedivary specifications

Periodic malmanancs

For mors information on glgible procucts al will receive pardodic mainienance services & par! of his service, pleass contact
Vo HPE sales repiesamiative

F periodic mainierancg i inchuded, an HPE authorized represeniaties will confact you, hocmangs for the periodic mainhenance
o be performed 3t 3 mulusily agreed-upon fims, during locsl HPE slandard budness hours exciuding HFE holicays, and
within the required scheduied Infersl 3s defined in Tha produch mainfenance schadule, unless otherwise agneed by HPE In
wriing. Any sarwiogs provided outside of HFE standand busingss hours may be subject o addtional charges.

HPFE will plan fha recsszany pericdic mainhenance sciivitios, and identify and communicaha any pramegquisihas 50 you when
Comacting you o schedul Tha sevicg. You must provide aoo2ss o the product, ensung that the prereguikiies have boen med,
=nd Zuppiy any consumsiias 2uch 25 fiters and chemicals requined a1 Hhe fime of product maimenance

Softwarg seppart

Acces to technibcal resources

You zn acce=s HFE fechnical resources wia fekephona, aiactnonic communi cation, or fax dvhors: locally avallabia) for
szzisiancn In resoiving softwere implomenkation of operations problams

Licanssa To s softwars opdatcs

You seoaivs the lconso hooume sofftware updates o HPE o HPE-supporied thind-party softwars: for @ach syshom, socked,

D DOSAEIN, [NOCESSON 00N, OF and-user softwans: iconso oownssdd Iy This sarvica, 25 slowed by tha origingl HFE o criginzl
mandaciwor soffwarn liosnss ferms, provided you havs: righifully acquined the original softwars oenso

The IcereEa fms shall be & desribed In the HFE soffwaie licansing hames Cenespond ing 10 your psrequisia unceriying
£of haana licensa, of in acredance with the oene licensing Sames of the thind-party softwans manufacieo, 1 applicabig,
nCucing any a0t Bional softwans Ieensing ferms thal May sCcompanry of ofharwiss e maca avallabio for such softwana
updaies provicied undar this servicn

Dastribution of Cartan tird-party soitwane updaies, |censs agreamants, 3nd ICRness kays may ba mace direcily from fhe
thind-party vandor to you, & applicable.

HFE provides cosrective support 1o resalve identifiatio and Cusiomerseprocu cibie softwans procucth probiems, support

10 hilp you idently probéams that 2 oMot o reproducs, and asssiancs In Toubieshooling probiems snd calermining
Configuration peramators fof supponed configurations.

Once = soiTeaie case s logged, 2n HPE Solution Canler engineas will respond 1o he case within two howrs. Cases received
and areweied oursds the service coverage window will be logged he next day for which you have 3 sarvios covaraga windiow
(may vary by geogrEphic lacahon]

Limitad adviscry support & provided and i restriched So/basic adwisory assisiancs F you encounier cificultics whils
parfonming 2 sof weng procuct instalizhion or adwioeon proper iInsializhon mathods and updating of standalone applications.
The scopse of such acvisory suppar! ks ot HPE'S disoietion

Exriusions o #his adwisory suppoet induds, et ars naf Iimited o, the folowing: sny downioscing of complein soltwars:
paciages o walking you thnough an instalation om start 1o finksh. Thesa services are svalabls for an sditionsl chargs: snd
cani b purchased ssparaidy from HPE.

‘Software features and cperaticnal

HPE provides informalion, &= commendally avallabie, on ourent procuct feshones, known probiems and avallabla solutions,
and cperalional sdvice and asskiancs.

‘Softwam product and Seoomantation

Az HFE roloases upates 1o HFE soffwang, The iatest avisions of fha sofftwarn and refesonce manusk are mada awallabic
1o yous For soigcind third-par by software, HFE will provido softwars updates 25 such updaies are mado allabls om tho
third party, or HPE may prowida instructions on how you can obtzin any softweng updaies dlrecity from the thind party

A Irensa key OF 300 Codk:, or Instnuctions for obfaining & loense key of 20055 0ok, will aisn ba provided fo you when
reequined fo download, install, oo run tha lshest soffwang revision

For most HPE softwang and selociod HFE-=supporiod thind-party softwass, updates will bs mada availabia fhrough Hha
Eoftwars Updales and Liconsing portal wia the HPE Support Caner, Tha Softwane U pdahes and Licansing portal providias o
with sleciionic sCoass foreceive: and proaciively manags sof twan product and dorumamahon upcates.

For other HFE-supparted thind-party soffwars, you may B requined o downilood updates dinecty from o vandion's webshs.

Whan his 2aviog 15 providec or 3 solution hat |5 composed of muliphe HPE andion Minc-paity poducts, soffwang supoort
walll b offered oniy on Updanes: ik ane mace avaliatic Tor 1ha solution by HPE.
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Table 1. Service feahues (oontinusedd)
Faarhare Delivary spacifications
I —
‘Oritgr feahares
Accews To alectronic sepport Ax part of this service, HFE peovides you with 200esx fo cariain commend ally avaiiabio eiecinonic and web-bamed fook You
Irdformation and services have aocees o
= Ciaeiain capabiiities made Jvallabie foregisionad weaes with linked eniifiements, =urh 25 downloading ssieched HPE softwana
patches, subsrribing So handwsnerelzhed proactive service nofificahions, and partidpating insupposd fonames for solving
probiams and sharing best practioss with other registened users
= Expandced wob-esed searches of fechnical support documenis to faciizie fasier probiom sodving and certain
HFE propriatary servios dagnostic hools with passwors accass.
= & web-hasod ool fior submitting questions directy o HFE; the ool halps fo resolve problems quickdy with & praquaiificztion
process that routes the case 1o the resource qualified ho answer the question; I also allows The sizhs of each case submitied
Tz e wiawsad, Inchuding cases susmitted by lekphona
= HFE and Third-party hoshed knowiedge caizbamas fior cortain Third-party products, whess you tan search for and ieiress
product imfonmation, find answars 1o support questions, participss In support fonims, and download softwars updates; this
service may be imited by thid-party access restrichions.
= Tha Softwana IUpd afas and Licansing podtal, which orovides you with giecinonic somess fo emive, proactively manags, and
plan for softwane procuct updales; aooess jo tha posal is through the HPE Support Canler
Estalation managemant HPE has establishad formal escaiation protedures o faditale the resalution of oom pias inddents. Local HPE managemant

coordinates Indoent eecttion, enllshing the skl of spYorale HPE resDustes fo-2ssist you with probdam somng. Fos
sekecind third-party softwars procucts for which HPE IS prowicing Soffware Support and update saracas, HPE wil fodow tha
agres-upon escalalion processes established between HPE and tha Mind-party ¥endor 1o 255kt with cass resolution

HPE slactronic remate suppart salution

For oligibia products, the HFE ekechonic iremole suppoed sohation prowides nobust froubieshoating 2nd repain capabiitties.

I Can Inciuds: remoke SySIam 200ess solutions and may offor 3 comvenknt ceniral point of aoministiation andEn enenrise
wiow of opsan Inddents and history. An HPE support spactaist will only =g $ha remots Sysiom aCress with your suthorization
Tha nemol SYSHam 300 may enabk tha HPE support spacialist 1o proside mong afficient froutieshooting and Feter cass
resoiution

Specifications (Optional)

Tabds L. Optioral servica fashuores

Faarhare Dslivery spedfications

Ceafactiva madia refention For eligibie products, tha defective media refention (D) service fashure opfion allows you fo retain defoctive hard disk o

eligibls S50/Flash drive compaonants that you do not want horolinguish dus ho sensiifes data contained within the disk (Disk
o SEOFiash Drive™) covared under This service A0 Disk oo eligitie SS0/FEh Drises on 3 covaned Sysiem must participaha in

i cialeciive media retenion

‘Comprahersive defective materil In addifion o defiec v meds refention, The comprehensive defiactive malerial ralention serdce fegfure option Jllkows you fo sefain

rafention 2cd ioral components. tral haes boen dedgraled by HFE as having dala relentive capabilties, sudh 25 memaony modulas. &1
aligibés data rolaniive componanis on a covenad sysiem must particpaie in the comprohonshe dalecive matorial retention. The
Companas hat can be retained undar this sarice feahuns s ousined in the document iocaied ot hps. ooms fsarvioss fodmr.

‘Optional faature avallabia only with HPE Confrachual Services

Preventive malienancs An HPE quitorined represamizhive wil vish your sis ol regulary scheduied Imfarsls. You shall ass HPE horsguest and
schedule 3 praventive mainienance wish 3t the ageed -upon inmervals. Axallsbility 2nd dellverabios may vary by region

Fraweniive mainienance services will be delivared betwaen B-00 am. and 500 pm. iocal fime, Maonday Hhrough Fricay

meciuding HPE hallcays, regardiess of the selectarl COMGI300 WINGo
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Coverage

For HPE ProLiant servers and siorage systems, the serdoa on the main product covers HPE-branded hardwarne optiors not designated
by HPE 2= requirng separate coverage, that are qualified for the senver, are purchased at the same fime or afiereard, and are infernal o the
enchsure, as well as HPE-supporied and -supplied fower UPS products. These ders will be covered at the same service level a5 the main product.

For HPE BladeSysiem sndosures, this service covers the endosure, power supplies, fans, endosure devices, and options not designated by
HPE as requiring saparate coverage.

For HPE Moonshot systems, this sarvice covers the chassss, power supolies, fans, chassis devices, and servers not designated by HPE as
requiring separate coverage.

For HPE Frollant servers, storage, of HPE BladeSystem endosures installed within a radk, the service abo covers all HPE qualified rack options not
designated by HPE as reguiring separate mowerage Coverage indudes HPE-supporied and -supplied UPS products nof exceeding 12 VA, KV
switch, consola, and PO Instalied within the same rade The UPS batiery ks covened saparately under Bs own warranty terms and condifions,
Imited to the term of the applicable waranty period. For 3 complete [s1of the HPE ProlUant and HPE BladeSysiam opfions and Moonshaot serers

faf requine separate sende ooverage, please viIT h20195.aww 2. hpe.com/v2/getdocument aspa P demame=LA A L-8SISENW.

Far HPE natworking sysiems, tha sarvios on tha main product covers HPE-branded hardware aptions not designated by HPE 2= requising
saparate coverage, that are quabfied for the system, are punchased af the same time ar afterward, and are Imtemnal to the system Gor
exampla, connectivity modules, franscelvers, and Internal power supplies),

Supplies and consumable parts imcduding, but not Bmited to removable media, malntenance kits and other supplies, as well as ser
maintenance are not supporied and will not be provided as part of this senvice; sfandard warranty ferms and conditions apply to supplies
and consumable parts. The repair or replacement of any supplies or consumables s the responsibility of the Customer. Some exceptions
may appdy; contact HPE for maore information If a consumatle part s eligible for coverage, as determined by HPE, call-fo-repair fime
commitments and on-she response fimes do not apply fo repair or replacement of the covared consumabde part.

marwithstanding amything to the confrary In this dooument or HFE's ourrent standard sales tesms, HPE will, for salect enferprise storage amays
and enterprise fape products, cover and replace defective or depleted batieries that are aifical fo the proper oparation of the covered product

Maximum supparied ietima/maximum u=age: Parts and companents that have reached thelr maximum supported Ifetime andfor the
maximum usage limit a5 set forth in the manufaciurers aperating manual, product CuldsSpecs, or the technical product data shaet will not
b providiad, repained, o replaced as part of this sendice.

Prerequisites, Customer responsibilities, and service limitations
Hardware on-site support

&n on-stte response tima will not apply if the service can be delivered using remate diagnosk, remate suppart, or other sarvice dalvary
methods desoribed harain

For technical hardware ssues that cannot, in HPES judgment, ba resolved remataly, an HPE suthorized reprasantative will provide on-sie
teghnical support on coverad hardware products 1o return tham to operating condition. For certain products, HPE may, at s sole discraton,
elect to replace such products Inlew of repainng them. Replacement products are new or funchionally eguhalent fo new In performanca.
Replaced products become the property of HFE.

In cases whane C5R parts of replacement products are shipped to resalve 3 case, the Oustomer & responsible far returning the defecte
part ar product within a time period desigrated by HPE. In the event that HPE does not recelve the defective part or product within the
desigrated fima pariod or i the part or product is degaussed or othereise physically damaged upon recelpt, the Customer will be required
to pay the HPE st price for the defiactive part or product, as determined by HPE

If you agree to the recommended CSR and a C5R part s provided to return the system o operating condifion, the on-stte service bavel shall
nat apply In such cases, It is HPE's practice fo express ship to your location the CSR parts that ane oritical to the product's opesation. For

more detalk on the CSR process and parts, please refer to hpe.comfinfolesr:
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For replacement parts and componants that ana discontinued, an upgrade path may be required. Upgrades for disconfinued parts o
COMpanants may In some cases result in addional charges: to the Customer. HPE will work with the Customer fo recommend a replacemant.
Mat all components will have avallable replacemants in all counfries due o local support capabilifies.

The Customer s responsible for installing, in @ fimely mannes, aifical Customer-installable femware updates, as well as CSR parts and
raplacement products dalvenad to the Customer.

The Customer agrees to pay additional charges if the Customer requests that HPE install Customes-Installable firmaane or software updates
or patches. Any additional charges o the Customer will be an a time and materials basts, unless otharwise previously agread o in writing by
HPE and the Customer.

The Customer is responsible for the security of the Customars propretary and confidential information. The Customer 1s responsibde for
proparky sanitizng or removing data from products that may be replaced and retumed 1o HPE a5 part of the repair process fo ensure
the safeguarding of the Customers data. For more information on Customer responsibilities, Induding those outlined in tha HPE Medta

Sanifization Policy and Media Handling Policy for Healthcare Customers, go to hpecomimediahandling.

Hardware call-to-repair

For hardwara cal-to-rapakr ime commitments, HPE requires that you install and operate the appropriate HPE remote suppaort solution,
with a secure connection o HIFE, In order fo enable the delivery of the serdce. Phease comtact @ bocal HPE represantative for further
datals on requirements, spedfications, and exdusions. If you do not deploy the appropriate HPE remode support solufion, HPE may
ot b abla o provide the service as defined and s not abligated fo do so Addifional charges: will ba applied for on-site installation of
nonoustomear-installabka firmaana § yow do not deploy the appropriate HPE ramote support solufion In cases where recommeanded and
avallable installation of Customer-nstallable finmware 15 your responsibiliby.

HPE, at It soke discretion, may require an audit on the covered products. auch an audit s required, an HPE authorized representative will contact
you, and you will agres fo arrange for an audst to be performed within the Intial 30-day time frama. &t the sole dsoetion of HPE, the audit may

b perfiormed on-site, via remode syshem acoess, via emode sudit tools, or over the phaone. If an audrt s reguired by HPE, 1t will fake 30days from
the fime this service s purchasad o sat up and perform the audits and processes: that miust ba complated bafore the handware call-io-repair tme
commitment can be put info effect. The hardware Gll-fo-repair time commistmzant wall not take effect until five (53 business days afffer the: audithas
been compiizted. Unfil such time, senvice for the covered hardwarne will be daltversd at a &-hour on-sthe responss fima serioe level.

In addifian, HPE reserves the right to downgrade service fo an on-site response time or cancel the sanice confract If ortical awdit
suggestions are not foliowad or the audit & not performed within the spacified fima frame, unless the delay s caused by HPE.

The hardware repair fime may vary for spedfic products.

HPE resaryes the right o modify the call-fo-repair fime commétment a5 1t applies fo youwr specific product configuration, location, and
ernimonment. This |5 established at the tima of the support agresmeant order and & subject fo resource avallability

The hardware call-fo-repair fime commitment s subject to you providing Immeediate and unirestricied access: o the system, as reguested
by HPE. The call-ta-repalr time commitment does nat apply when system access, induding phiysical. remiote froubleshooting, and hardware
diagnashic assessments, 15 delayed or denied. i you request schaduled sarvice. the call-to-repair fime pariod bagins at the agread-upon
scheduled tima.

# hardware cal-to-repair fime commitment does not apply o software products or when you chooss o have HPE prolong diagnosks ather
than execute recommended recovery procedures.

The hardware call-to-repair fime commétments and on-site response fimes do not apply to the repair ar replacement of defactive or depleted
battenies for selecied enterprise storage amays and enterprise tape producks.
Thea following acthities or sttuations will suspend the hardware cal-io-repair ima cakoulation (f appliicablel until they are completed or resohed
« Any Customer or thind-party achon or Inacion Impaching the repair process

= Any automated or manual recowery processes tiggered by a hardware malfunction, such as dek mechanism rebulld, sparing procedures, or
data Inhegrity protection maasures

= Any ather acivities not spedfic to the hardware repair but which are required fo varify that the hardwane mafunction has been comected,
such as rebooting the oparating sysiem

—
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Collaborative Call Management for non-HPE software

Imarder for HPE fo provide Collaborative Call Managemend, you must have an active support agreement with the sofrware vendor that
includes the required sarvice level and features that allow you o place cases and receive support from the vendor:. if the vendor requires

it, wou will fake any steps necessary o ensure that HPE can submit cases on your behalf. In addifion, you must provide HPE with the
appropriate Information needed for HPE to Intiate a senvice case with the soffwana vendior on behalf of youw. withouwt thesa steps, HPE will
ot b abde to transfer cases fo the vendor and assumes no responsiblity for falure to do so. HPE'S cbligations are limited to the placament
of support cases only. Purchase of Collaborative Call Maragement does not assign the support agreement between you and vendor fo HPE.
You remaln responsible for the performanca of s obligatons under such agresamenits, which Indude pearymeant of all applicable faes, Induding
any fees that may apply as a result of logging cases with the vendor. HPE 5 not liabls for the performance or nonperformance of third-party
vendars, thair products, or thelr support services.

Defective media refention and comprehensive defective material retention: The defactve meda retenftion and comprehersive
defective material retention service feature options apply ondy to eligible data retentive components replaced by HPE due to malfunction.

They do not apphy io anmy exchange of data refanttve components that have not falled.
Cata retentive components that ane spedfied by HPE s consumable parts andfor have reached the maxdmum supported Bfetime and/or

fhe masimum usage [imit a5 sat forth In the manufactuers oparating manual, the product QuickSpecs, or the fechnical data sheet ane not
covered by this sarvica

Cefective media reiention service and compreheansive defective matenal refenfion service ooverage for opfions designated by HPE &
requiring saparate coverage. If avallable, must be configured and purchased saparatety.

Fallure rates on thess components are constantly moniiored, and HPE resanves the nght fo cancel this service with 30 days' notice

HPE raasanably believes that you are ovarusing the defective media retertion or comprahensive defective material ratention service faature
option (such as when replacement of defective dafa retentive components materially exceeds the standard falure rates for the system
invoivad,

If wou choase fo retaln repalr parts covered under the defective media retention andfor comprehensive defective material retention sarvice
feturas opfians, If s your resparsibillty o

« Ratain covered data refentive componanis that are replaced during support delbeery by HPE

« Enzure that any Customer sensitive data on the retained componant s destroyed or remains secure

« Hawe an authorzed represantative present ta refain the defective data refenfive component, aocept the replacement component, provide
HPE with identication information such as the saral number fior each component refained hareunder, and, upon HFE request, execute a
dooument provided by HPE acknowledging the retention of the data refentive component

« Desiroy the retained data retentive componant and/or enswre that It is not put Into wse again

« Dispasa of all retained data retentive components in compliance with apphcble environmental laws and regulations

For data refenfive components supplied by HPE to you as keaned, rented, or leased products, you wil promptiy retum the replacemant
components at the expiration or termination of support with HPE. viou will be solely responsible for removing all sensitive data befone

returning any such loaned, renfed, or leased components or products to HPE, and HPE shall not ba responsibla for maintaning tha
cordidentiality or privacy of any sensitive data that remains on such companents.

Software support

software updates are not avallable for all sofrware products. For some products, software updates Include anly minos improved features.
Mew saftware varsions must be purchased separafaly.

‘Whian Software support Is purchased, i must be fior the same service coverage (or higher? &5 the base product and for each system,
pIOCessOn, processor oore, of end usar in the Customers environment that will raguire support.
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Thie Customer wilt

« Take respansibity for registenng to use tha HPE or third-party wandors alectronic faclity inorder fo aocess knowledge databasss ar to
obfain product Information. HPE will provide reglstration Information o the Customer, as required: addifionaly, for certain products, the
Customer may be required to accept vendor-spaciic farms for use of the electronic fadliby.

= Ratan, and provide 1o HPE upon reguest, all onginad sofrwarne beenses, beerse agreements, icensa keys, and subsaiption sarvice registration
Informadion.

= Take respansibity for acting upon software product wpdates and cbsolescences nofffications recetved from fhe HPE Supoart Cerer.

« Uise all software products In accordancs with current HPE softwara bcensing terms cormesponding fo the Customer's pransguiste underhying
software license or in aocordance with the cwment Boensing terms of the third-party software manufacturern, f applicable, induding any
addifional softwane licensing terms that may accompany or made avallable for such software updates provided under this service

General provisions and exclusions

The Cusiomer acknowledges and agrees that HPE may use resources outside the country of purchase for delivery of these services unless
oitterwse specified as part of a service feature descripfion.

&1 the disoretion of HPE, servce will ba provided wsing 3 combinatian of remate diagnosk and support, ssnvices delivered on-site, and ather
saryice dalivery methods. Other serdce delivery methods may include the dalveryvia a courier of Customer-replaceable parts such =
cartain hard disk drives, and other parts dassified by HPE as CSR parts, or an enfire replacemeant product HPE will detesmine the appropriate
dalvery method regquined fo provide effective and timely Customer suppart and mest the call-to-repalr fime commatmenit, f applicable.

vou mitst have rightfully acguired the Bcenss for any undardying firmmeane that will be covered undear these services.

To be elighle fo purchasa this service, you must be propery licensed 1o use a cumrently supporied revision of the software at the time the
suppart agreement covarage bagins; otherwise, additional charges may be appliad to bing you infio serdice eligibility:

if you do not act upon your spediied Cusiomes responsiblities, at HFE's disgetion, HPE or the HPE authorized service provider will 1} not be
cbligated fo delhver the sanvicss a5 described, or 10 perfiorm such service at wour expanse at the prevaling time and matanal rafes.

HPE ratzins the right to determine the final resolution of all incdanis.
Activities such as, but not imited o, the following are excluded from this serboe
= Senvices required due to your failure toInconporate any system fie, repair, patch, or modfication prowvided o youw by HPE

= Senvices that, in the opinion of HFE, are required due fo unauthorized atiempts by non-HPE persanned o install, repaeir maintzin, or modify
hardware, fermwane, or sofrware

= Dperational testing of apolicatons, or addifional fests requested or required by you

= Sepvices that, in the opinion of HPE, are required due o imgroper treatment o use of the products or eguipmeant
= Senvices required due to fallure of you to take avoldance action previously adwised by HPE

= Badbup and recovery of the operating system, other software, and data

« installation of any Customer-instalable firmware andior softwane updates

= Troubleshoofing for interconnectivity or compatibity problems
= Support for network-related problsms

HPE may uhlize authorized sanvice dalveny pariness In carfain countres wheane HPE does not have a direct, local presence. Any specfied
on-ste responss fimes or provision of CSR parts s subject fo local parts avallabillty at the counitry leval.

Coverage for elgible multvendor systams Is bmited fo all standard vendoe-supplled Imtemal components.
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Customer responsibilities

If required by HPE, the Customer or HPE authorized representative must activate the handwane product fo be supported within 10 days of
purchase of this service, using the registration Instructions within the documentation prowided by HPE, or as otherwisa directed by HPE. In
the event that a covered product changes location, activation and registration (or proper adjustment toexsting HPE registration? Is ta ooour

within 10 days of the change.
The Customer s responsibla for remaying devices that are blocked from physical access and ensuring amy covered devices are directly
acoessible without the usa of addional fooks or equipmeant and da not expose the HPE suthortzad representative fo a poterial health

or safety hazard In order to perform the services. The Customer must ensune the covered deswiceds) ara fully and freely accessible 1o the
HPE authonzed reprassntathee without any hindrance whatsoever poor ta the dealvany of the senica

Remaote Support: Lipon HPE request, you will be required to support HPE's remaba case resolution efforts. vouw wilk

= Start seff-tests and Install and run other diagrostic ook and programs

= install Customer-Irsfallabls softwane and firmware updates and patches

« Run data colaction “sorpts” on bahalf of HPE whan they cannot be initiated from HPE Remate Suppart Technalogy

« Prowide all information necessary for HPE o deliver timely and profiessional remote suppoet and to enable HPE to determine the leval of
support ebgibdity

« Parform other reasonable activities to halp HPE denfify or resohe cases, as requested by HPE

Smart Spares Box

The folkowing tesms apohy cnby f Customer has an HPE owned and provided Smart Spares Box installed at the Customears stie. The Smart
Spares Bax s configured to store a remabaly manageable inventory of product spare parts ("Smart Spanes Bax Content™} In connection with
thie qualfying Support Sereces described in this data shaet.

Customer responsibilities

1 Allow HPE to delver and fimely Install (nduding securng permission for placement and Installation at Customer sies leased from or
ownied by a thind parhyd the Smart Spares Boe on Customer's premises at a lecation mutually determined by the parties for purpose
described previously

2 Allow HPE ta have fimaly unrestricied acoess to the Smart Spares Box 1o drop off and pid: up Smart Spares Bow Confent, Inspect, maintain,
repalr and de-install or replace the Smart Spares Box a5 requested by HPE

3. Tonot fransfer the cane or custody or remove the Smart Spares Box
& Motify HPE as soon as reasonably possible of amy unauthorized usa or damage jo or malfunction of the Smart Spares Box, a5 s00n &
rezsonably possible following disoovery by Customer

5 Take reasonabla care Onduding taking reascnable measuras to prevent loss or damage) of the Smart Spares Box while installed at
Cushomer's sihe

& Upon fermination of expiration of support coverage with HPE, or 3t HPE's sole disoetion, allow HPE to remowe the Smart Sparss Box and
Smart Spares Box Condent. Customer can request removal of the Smart Spares Bax by providing HPE with shhy (500 days advance notics

Additienal imitations
The Smart Spares Bax 15 considerad a Propiatany Service Tool as defined In HPE'S support terms, induding any Supparting Materdal.

The Customer axpressly acknowladges that nesthar this provision nor the provisioning of the Smart Spares Box constitutes a sale or rental of
the Smart Spares Box or the Smart Spares Boe Confent. The Smart Spares Box ks prowided =as 1s,” without express or implied wamanty
of any kind, and to the extent permiftted by law, HPE disclaims all warranties.
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Ordering information

For products containing indhvidually sold and supported units or options, all Individuzlly sold and supparted units or aplions miust ba on
contract and at the same servce level as the base product If that sarvice leved Is avallabla on thosa units or opfions.

whean software support Is purchased, it must ba for the same service coverage or higher 2 the basa product and for each systam,
prOCesson, processor cong, of and usar in the Customess envtronment that will raguire support

#yallabillty of service features and service levels may vary according o local resources and may be restricted fo eligible products and
geographic locations

To obtain further informatian or fo arder HPE Foundafion Care Sarvice, contact a locd HPE sales represantative and reference the following
product numbers (o danobes the service length In years; options are 3, &, or 5 yeass, or "C” for Confractual Services)

« HFE Foundation Cane MED SWEC (HTI32 Ax)
« HFE Foundation Cane MED wDMR SWC (H7E33A0
« HPE Foundation Care 2657 SVC (HTE4AKD
« HPE Foundation Care 25657 wOMR SyC (HF BS54
« HFE Foundation Came CTR SWE (H7E64%)
= HPE Foundation Care CTR wDMR SWC (H7E 7800

DI reguires DMR and can either be selected a5 a configurable option within the MR sarvica levels, or the ODMR service level will ke
preconfigured with both DR and COMR faatures induded.

Depanding on the paint of purchase and the requested servce-kvel option, ofher product numbess may apply. Plaasa consult a local
HPE representative o HPE reseller regarding which product number will best meet your specific needs.

For more information

For mare Information on HPE Foundation Care Service or other Support Services, contact any of our worldwide sales offices or visit the
fofiowing websiie hpe.com/fservices/support

Learn more at
hpe.com/us/en/services/foundation-care-services
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