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ContactingWebMD Ignite Support
During theSubscription Termof anOrder Form,CustomersmaycontactWebMD IgniteSupport to
submit newsupport ticketsor request updatesonexisting tickets. Details pertaining toProduct and
MarketingEngagement support and services canbe found in theWebMD IgnitePlatformSupport and
MarketingEngagementGuideavailableon theHelpCenter.

StandardUpdates andEnhancements to theServices
At intervals thatWebMD Ignitemay reasonably select, access to standardupdates andenhancements
to theServiceswill beprovided toCustomer at noadditional cost, provided that there are nopastdue
Subscription Fees; anyprofessional services related to installationof updates and/or enhancements,
training, interfaces, or other services in connection therewithwill beprovided toCustomer via a
separateSOWona time&materials basis at a rateof$225per hour.

HostingServices
SummaryDescription.For any subscriptionbasedpurchases identified in anWorkOrder, theServices
shall at all timesduring the termof theWorkOrderbehostedatWebMD Ignite’s host server computers,
which are located inoneof several co-locationdatacenters (the “DataCenters”). TheDataCenters are
SOC2compliant,withphysical andenvironmental controls adhering to thehighest standards for data
centermanagement. Backupsof theenvironment(s) areperformednightly,weekly, andmonthly,with
off-site retentionof theweeklybackupsmaintained in acontrolled facility.

● Highestpriority in theeventof hosting failure
● Hosting issues resolved24/7
● Daily,weekly, andmonthly backups
● Auto-renewingSSLs are included for all applications
● GlobalCDN is included for application

ServiceAvailability
Service availability is defined in termsof high availability (resilience to foreseeabledisruption through
redundancy).

HighAvailability

WebMD Ignite shall usecommercially reasonableefforts toensure aServiceUptime in accordancewith
theServiceUptimeBenchmark, in anygivencalendarmonthof theSubscription Term, excluding the
periods listedbelow inServiceUptimeExclusions. IfWebMD IgniteHealthcare fails toprovide system
uptimemeetingor exceeding theUptimeBenchmark in any calendarmonth for circumstanceswithin
WebMD Ignite control, Customer shall notifyWebMD Igniteon thefirst suchoccurrenceandWebMD
Ignite shall have thirty (30) days from the receipt of suchnotice tocorrect theproblem (the “Uptime
CurePeriod”). If the systemuptime for the next full calendarmonth fails tomeetor exceed theUptime
Benchmark,Customer shall beentitled toa refundof 2.5%of the totalmonthly subscription fee for the
affectedmonth. This SLA statesCustomer’s sole andexclusive remedy for any failurebyWebMD Ignite
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tomeet theServiceUptimePercentage.Outages, accessproblemsor limitationsonbandwidthdue to
hardware, power, internet, or operating systems locatedatCustomer’s site(s) are not included in any
uptimecalculations.

ServiceUptimeBenchmark 99.5%*
*Subject to theUptimeExclusions.

WebMD Ignite reserves the right to, in its solediscretion, scale upandscaledownall SaaS
infrastructures, both horizontally and vertically, to efficiently support thedeploymentof licensed
WebMD IgniteServices, software, applications and licensedentitlements.

ServiceUptimeExclusions

WebMD Ignite shall usecommercially reasonableefforts toensureServiceUptime ismaintained in
accordancewith theServiceUptimeBenchmark in anygivenmonthduring theSubscription Term for
theapplicableSaaSApplication, excluding the followingperiodsof unavailability (“UptimeExclusions”)
causedby:

(i) scheduledor emergencymaintenanceperformedbyeitherWebMD Igniteor theCustomer;OR

(ii) or resulting from termination asdescribed in anAgreementbetweenWebMD Ignite andCustomer;
OR

(iii) or resulting fromsuspensiondue tooverduepayments;OR

(iv) factorsoutsideofWebMD Ignite’s reasonable control, includinganyForceMajeureevent as
described in anAgreement;OR

(v) that result fromanyactionsor inactionsof theCustomeror any thirdpartyonbehalf of theCustomer;
OR

(vi) or resulting fromCustomer’s equipment, softwareor other technologyand/or third-party
equipment, softwareor other technology, contractedby theCustomer;OR

(vii) Customer’s useof theService in amanner inconsistentwith theapplicableProductDocumentation,
Agreement, and/or anyother guidance fromWebMD Ignite;OR

(viii) theCustomer’s useof theService afterWebMD Ignite advised theCustomer tomodify its useof
theService;OR

(ix) or attributable to actsbypersonsgainingunauthorizedaccess toor useof theServicedue to
Customer’s failure tomaintain andcontrol security andaccess to theService;OR

(x) or attributable to theactsor omissionsof theCustomeror its employees, agents, contractors, or
vendors, or anyonegainingaccess to theService and/or theSupport andUpdates servicesbymeans
ofCustomer’s credentials or equipment;OR

(xi) or resulting from,WebMD Ignite services hostedby3rdparty vendors
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Disaster Recovery

WebMD Ignite shallmaintain adisaster recoveryplan (DRP) that is consistentwith industrybest
standards. TheDRP isdesigned toensure identifiedcritical capabilities are restoredpromptly in the
eventof adeclareddisaster ormajor systemoutage.

WebMD Ignite ScheduledMaintenance
From time to time,WebMD Ignite mayperformmaintenanceon theSaaSServices. Thesemaintenance
tasks update theService toenable newcapabilities andfixcertaindefects. In theeventof Scheduled
Maintenance:

● WebMD Ignitewill usecommercially reasonableefforts to notifyUsers up to2daysbut at least
8 hoursof advancenotice.WebMD Ignitewill usecommercially reasonableefforts to schedule
maintenanceduringoffbusiness hours

● WebMD Ignitewill notifyCustomer’s technical contacts as appropriate via email or service info
ticket (provided their contact information hasbeenprovided toWebMD Ignite’s Support team
byCustomer).
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