
 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

Support & Maintenance Service 
Levels 
  

Bronze 
  Silver 
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    Platinum 



 
 
Support & Maintenance 
 Service Levels 

Selecting the right support service level   

 
Description of the service 

Apptus offers a variety of support packages. The level that suits you the best depend on your 

application uptime demands and your availability of in-house technical resources.  

 

 Bronze Silver Gold Platinum 

Product Support • • • • 

Product Maintenance • • • • 

Application Support  • • • 

Application Management  • • • 

Extended Support Business Hours   • • 

Application Operations    • 

 

Service Descriptions 

 Product Support allows you to report errors and ask technical questions concerning the 
licensed product. by email or phone during normal business hours  

 Product Maintenance includes free updates,  service releases and patches  

 Application Support allows you to report errors, receive error corrections and ask technical 
questions concerning the application. by email or phone during normal business hours 

 Application Management gives you access to an appointed Application Manager who can help 
you with planning and implementing changes  

 Extended Business Hours extends the availability of the support services above from normal 
business hours (9-17) to 8-22 Monday - Friday.  

 Application Operation is a 24/7 service that includes application monitoring and correction 
of all operations disturbances caused by product, application or data errors with a 
guaranteed application uptime of 99.7% 

 

Error Sources 

The figure below illustrates the relative frequency of error conditions for a typical application: 

 

Product Errors:  
Application Errors:  

Out-of-spec. operation:   
Data Errors:  

External Errors: 

(power, network, hardware, OS) 

 

Importance of …  

Why it’s important to have 

control of the application 

 

 Prevent unexpected 

situations 

 Secure service level to 

the business 

 Reduce time, cost and 

effort in managing the 

application 

 

 

 

 

Apptus consultancy 
services 

Apptus offers you the 

following consultancy 

services: 

 

 Application Management 

 Project Health Check Up 

 System Development 

 IS/IT Architecture 

 DB Specialists 

 

 

 

 

 

Apptus in 12 seconds 

Apptus vision is to be a 

leading vendor within 

specialized data management. 

Apptus help clients to 

manage, search, share and 

distribute data in some of the 

world’s most traffic and 

transaction intensive 

information system. 
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Error corrections included 

Which error corrections are included depends on the error source and the support level: 

 Product Errors are covered by all support levels (Bronze – Platinum). 

 Application Errors are covered by the Silver, Gold and Platinum levels. 

 Out-of-spec operation generally requires an application or hardware upgrade. In all cases 
where a temporary workaround is possible, this is covered by the Platinum level. 

 Data Errors generally requires corrections to the source data. In all cases where a 
temporary workaround is possible, this is covered by the Platinum level. 

 External Errors are not covered by Apptus support agreements, and are excluded from 
the Platinum level uptime guarantee.  

 

Recommendations of what service level to choose 

Which support level to choose depends mainly on your application uptime requirements and 
your own support resources: 

 Bronze Level is primarily intended for customers who develop their own applications 
based on Apptus products or have trained in-house resources for application support and 
maintenance.  

 Silver Level is recommended when you have an existing first-line IT support, but no 
available application support and maintenance resources.  

 Gold Level is recommended if you need access to support during extended business 
hours. 

 Platinum Level is a proactive service including monitoring and an uptime guarantee, 
suitable for business critical applications where 24/7 operations support is crucial.  

 

Contact information 

For more information or order of this service, please contact: 

Mats Larsson, Support Manager 

Tel: +46 46 286 41 29 

E-mail: mats.larsson@apptus.com 
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