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Confidentiality Notice

This is a Footprint Solutions Limited confidential document that contains information of
competitive and strategic value to Footprint Solutions Limited and is provided solely for
internal use within the recipient company or their nominated representatives. The recipients
agree to maintain such information in confidence. Failure to comply constitutes a breach of
contract with Footprint Solutions Limited.

This document may not be included as part of any non-disclosure agreement for any reason
unless permission to do so is granted in writing by a duly authorised officer of Footprint
Solutions Limited.

This document contains 10 pages.

Copyright © 2025 Footprint Solutions Limited. All rights reserved.
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Service Level Agreement Information

The core hours of support for the solution (excluding Bank Holidays) are:

Monday 09:00 t017:00
Tuesday 09:00 t017:00
Wednesday 09:00 t017:00
Thursday 09:00 t017:00
Friday 09:00 t017:00
Saturday Closed

Sunday Closed

Core Hours Service Levels:

IMPACT Priority 1 = 1 Hour Response
HIGH MID LOW Priority 2 = 2 Hour Response

Priority 3 = 3 Hour Response

HIGH 1 2 3
Priority 4 =5 Hour Response

MID 2 3 4 Priority 5 = 6 Hour Response

ov > (a0 R

Please note that there is currently no out of hours support for the solution. The support email queues are monitored
outside of core hours but responses for all issues are not guaranteed.

URGENCY

Additional support agreements could be established on the account if necessary but these would incur additional
support fees.

Logging calls and creating support tickets

All incidents must be reported using our incident management system. Calls may be logged by the following means:
1) Directly via our switch board on 01565 873 918

2) Via the online support portal which is located at http://support.footprint-solutions.co.uk

3) Via email at support@footprint-solutions.co.uk

www.e-redact.co.uk
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Logging calls via Online Support Portal

Figure 1 details the default landing page for the site.

footprint solutions et Eerl ol

making your Information work

4% Support Center Home Open a New Ticket [} Check Ticket Status

Welcome to the Support Center

In order to streamline support requests and better serve you, we utilize a support ticket system. Every support request is assigned a
unique ticket number which you can use to track the progress and responses online. For your reference we provide complete archives and
history of all your support requests. A valid email address is required to submit a ticket.

Open a New Ticket Check Ticket Status
\0 < Please provide as much detail as possible so we o < We provide archives and history of all your current
can best assist you. To update a previously and past support requests complete with
submitted ticket, please login. responses.
Open a New Ticket Check Ticket Status Fi gure 1
There are 2 methods to open a new support ticket, by the 2 buttons (Figure 2 and 3):
Open a New Ticket |_d Open a New Ticket
Figure 2 Figure 3 On the top bar
footprint solutions e e
making your Information work
£ Support Center Home [ Open a New Ticket [} Check Ticket Status When these are pressed a screen appears to
Open a New Ticket enable the support ticket to be created (Figure 4):

Please fill in the form below to open a new ticket.

Help Topic — Select a Help Topic — v

Contact Information

Email Address: |-
Full Name: |A
Phone Number |Ext' ‘ ‘

Ticket Details
Please Describe Your Issue

Issue Summary:

Issue Details.
< 9 B I U 5 = = E 5 MO B & & — w
Details on the reason(s) for opening the ticket

@® Drop files here or choose them

Carcel Figure 4

www.e-redact.co.uk
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The Help Topic (Figure 5) enables the ticket creator to select help topics which detail the general issue:

= Select a Help Topss — b
— Salacl 3 Help T —
Feadback

General Inguiry

Infa Warehouse- User Access
Infa Warehousa- View [S5ues
Robot Issue

Tabdist A e ouri A lrnailnda
Takdet Licensing 5508

Takdat Ml Outpid lssue
Tabdlat Sync 155ud

Tabdat- Cannol Login
#-Hadact 30 Day Taal Code

e-edact- general isswe Figure 5

The contact details, including email address, name and issue summary are entered by the creator of the ticket. Files,
such as error logs or screen images may be dropped into the lower section of the screen or you may choose them.
Additional details may be added under the Issue Details.

Once the ticket has been created the creator will receive a confirmation on screen (Figure 6).

footprint solutions s

making your Information work

£ Support Center Home [} Open a New Ticket [} Check Ticket Status

| @ Support ticket request created

Peter Smith,
Thank you for contacting us.

A support ticket request has been created and a representative will be getting back to you shortly if necessary.

Support Team

Figure 6

A mail is then sent to the creators email address.
The contents would look similar to the mail below (Figure 7):

Dear Peter,

A request for support has been created and assigned #298154. A representative will follow-up with vou as soon as possible. You
can view this ticket's progress online.

Your Footprint Solutions Team,
Support Department

Ifyou wish to provide additional comments or Diformation regarding the issue, please reply to this email or login to your accourt

Jor a complete archive of your support regquests.

Figure 7

www.e-redact.co.uk
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From here the progress of the ticket can be followed by the hyperlink (Figure 8)

footprint Solutions Guest User | Sign Out

making your Information work

{3 Support Center Home |c} Open a New Ticket |2 View Ticket Thread

@Looking for your other tickets?
Sign In or register for an account for the best experience on our help desk.

Ticket #298154 #

Ticket Status: Open Name: Peter Smith
Department: Support Email: peter. smith@footprint-sclutions.co.uk
Create Date: 01/30/2015 2:34 pm Phene: 01565873918

Subject: Cannot activate my tablet

01/30/2015 2:34 pm Peter Smith

Hi I think that my 48 hour window for activating my tablet has expired. Please could you send me my authorisation again.

Thanks Peter Smith

Post a Reply
To best assist you, we request that you be specific and detailed *

<r b | B I u & = OE = E=E kM M E @

@® Drop files here or choose them

|' Post Repl\,r'|| Reset || Cancel |

Figure 8

From here the thread may be monitored. This ticket has been queued to the Footprint Support Team- any response
may then be seen.

Note that an account could be opened which would enable all tickets to be reviewed over a period of time.
This is achieved by clicking the link provided in the bar containing “Looking for your other tickets”.

Itis recommended to open an account as all ticket history may be seen.

There is also a benefit in that any responses are displayed in one place.

Otherwise a thread has to be monitored in the creators mail box.

www.e-redact.co.uk
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Assuming we open an account (a one off operation) we would see the screen below (Figure 9)

footprint solutions o s

making your Information work
£ Support Center Home Q Open a New Ticket View Ticket Thread

Account Registration

Use the forms below to create or update the information we have on file for your account

Contact Information

Email Address: |peter smith@footprint-solutions.co.uk .

Full Name: Péte’ Smith 5

Phone Number: [01565873918 | Ext: I:I

Preferences
Time Zone: | 'G'M:T DD -“W'r_ésterr] .E'L'lrope T|m 'i:pn.dopi L|sbon (.32.1§_a:bi'a|jcg-1. v
Daylight Saving: || Observe daylight saving (Current Time: 01/30/2015 2:42 pm)

Access Credentials
Create a Password:

Confirm New Password:

[ Registe'r-' Cancel |

Once the account has been created all tickets opened/closed may be reviewed.

A mail is sent to authorise the account (Figure 10)

footprint solutions s

making your Information work

{3 Support Center Home [ Open a New Ticket View Ticket Thread

Account registration

Thanks for registering for an account.

We've just sent you an email to the address you entered. Please follow the link in the email to confirm your account and gain access to
your tickets.

Figure 9

Figure 10

The mail contains a hyperlink to the ticket (Figure 11). Once this is clicked the account is opened.

Hi Peter,

We've created an account for vou at our help desk at http:/support. footprint-solutions.co.uk.

Please follow the link below to confirm vour account and gain access to vour tickets.

http:/support.footprint-solutions.co.uk/pwreset.php token=WR.6] 861 -3NSz8 9 TugW3lvlU-7TY NWXTIMrUDuTfautDL-AM

Your friendly Customer Support Svstem
Footprint Solutions

Figure 11

www.e-redact.co.uk
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The view below (Figure 12) details the ticket history:

footprint solutions

making your Information work
{2 Support Center Home | Open a New Ticket Q Tickets (1)

Peter Smith | Profile | Tickets (1) - Sign Out

Tickets
Open (1) v|[ Go

Showing 1 -1 of 1 Open Tickets

Ticket # Create Date Status Subject
m 298154 01/30/2015 Open Cannot activate my tablet
Page: [1] ) ) )

Z Refresh

Department
Support

Figure 12

Any response from the Footprint Support team is recorded in the history of the ticket.

Each update is automatically sent to the creator (Figure 13):

Dear Peter Smith,

Hi Peter

T have sent the reactivation.

Please could you confirm that everything is OK

Your Footprint Solutions Team,

1, reply to this email or login to your account for a complete archive of all your support requests and

Figure 13

The call may be updated via the portal or by replying to this message. The portal maintains the full history of the
support ticket (Figure 14). In this scenario the client contacted by phone to close the call. A confirmation was sent by
the Footprint support Team. Note that the client could reopen the ticket, if required.

fo 0 t p r i n t S 0 I u t i 0 n S Peter Smith | Prefile | Tickets (1) - Sign Out

making your Information work
£ Support Center Home [} Open a New Ticket (=) Tickets (1)

Ticket #298154 #

Ticket Status Closed

Name Peter Smith
Department Support Email: peter smith@fectprint-solutions_co.uk
Create Date: 01/30/2015 2:34 pm Phone: 01565873918

Subject: Cannot activate my tablet

017302015 2:34 pm Peter Smith

Hil think that my 48 hour window for activating my tablet has expired. Please could you send me my authorisation again.
Thanks Peter Smith

01/30/2015 3:06 pm Simon Head

Hi Peter

I have sent the reactivation

Please could you confirm that everything is OK
01/30/2015 3:13 pm Simon Head

Thanks Peter for getting back to us.

We have closed the call

Post a Reply
Ticket will be reopened on message post *

¢ 9 B I U 5 = = =€ = B @&

i

@

Figure 14

www.e-redact.co.uk



B-REJACT

Support Procedure Redact. Review. Release.

e-Redact training resources

There is a host of training resources available to all e-Redact users including online videos, a brochure and an
installation guide at www.e-Redact.co.uk/help

Help

For any further help or if you have any sales enquires, please email sales@e-redact.co.uk

Alternatively, contact the office on 01565 873 918

www.e-redact.co.uk 10
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