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This document serves as theguide toour ProductSupport andMarketingEngagementServices. These
termsassumeanactive subscription for applicableWebMD IgniteProductsor Services.WebMD Ignite
reserves the right tochange, alter, replace, or otherwisemodify this ProductSupport andMarketing
EngagementGuideat any time in its solediscretion.
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ContactingWebMD Ignite
CustomersmaycontactWebMD IgniteSupport via ourHelpCenter. Details pertaining toProduct
Services andMarketingEngagement support andServices canbe found in this document.

Typesof SupportCases

Support casescome inoneof the types listedbelow. The typeof requestdetermines howWebMD
IgniteSupport handles aCustomer’s ticket.

● Service requests:Requests for helpwith self-service needsas they relate toWebMD Ignite
products. Service requests have response timesbasedon theSeverity level definitions and
SLAs listed in in theSupport Severity Levels&Response Times section.

● Technical support requests: Technical product issues suchas unexpectedbehavior or
interruptionof service. Technical support requests have response timesbasedon theSupport
Severity Levels&Response Times section.

● General questions:Questions regarding theexpectedbehavior of theWebMD Ignite
products.General questions are consideredaSeverity 4 (Low) request as it is defined in this
document.

Availability of Support

CoreSupport business hours areMonday throughFriday from8:00amto5:00pmCentral Time,with
theexceptionof theholidays listedbelow. Support canbeaccessedvia theSupport Portal.

For Severity 1 issues, caseswill be automatically routed to theagentoncall 24 hours aday 7days aweek
365days a year.Wewill adhere to the response timesdocumentedbelow in theSupport Severity
Levels&Response Times section.

ObservedHolidays

WebMD Igniteobserves the followingFederal Holidays. If a holiday falls on aSaturday, wewill beclosed
theprecedingFriday. If a holiday falls on aSunday, the holidaywill beobservedon the following
Monday.
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● NewYear’sDay
● MLKDay
● President’sDay
● Memorial Day
● IndependenceDay
● LaborDay
● ThanksgivingDay
● DayAfter Thanksgiving
● ChristmasDay

Note: If a holiday falls on:

● Monday, our officescloseat 2p.m. local time theprecedingFriday.
● Saturday, the holiday is observed theprecedingFriday.
● Sunday, the holiday is observed the followingMonday.

Support Severity Levels&Response Times
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Severity Description

Severity 1
(Critical)

24 x 7Support

The softwareor Service hascaused theproduction system tocease
operating, the softwareor Service is unusable inproduction, or there is a
lossofproductiondata. The situation halts theUser’s business
operations, andnoproceduralworkaroundexists.

ForDXE Services, if there is anerror in theServices that causes a
site/pageoutage, such that theServiceofferedbyCustomer to its
customers is unavailable.

MarketingEngagementServices/Support donotqualify for this
category.

Severity 2
(High)

Aproblemwhere the softwareor Service is functioning, but use in a
productionenvironment is severely reduced. The situation is causinga
high impact toportionsof theUser’s businessoperations, but a
proceduralworkaroundexists.
MarketingEngagementServices/Support donotqualify for this
category.

Severity 3
(Medium)

Aproblem that involvespartial, non-critical lossof useof the softwareor
Service inproductionenvironments. There is amedium-to-low impacton
theUser’s business, but theUser’s business continues to function,which
may includeusingaproceduralworkaround.



WebMD IgniteSupport utilizesSeverity Levels basedon the impactof agiven issue to thebusinessof
theCustomer. For eachSupport casecreated, theCustomer shouldchoosea severity levelwhich
reflects thebusiness impactof the issueaccording to thedefinitionsbelow.WebMD IgniteSupport
may re-assign the severity as appropriate in its sole, reasonablediscretionbasedon information
learnedas the support ticketprogresses.

Severity Levels

The tablebelow lists eachof theSeverity Levels available for technical issues and thedescription for
which the ticket canbeopenunder that Severity Level:

Initial Response andSubsequent Responses

Service Level Agreements aredefined in the tablesbelow.

● “Initial Response”means that WebMD IgniteSupport hasperformed initial analysis of the
problemand routed thecase to theappropriate Team.

● WebMD IgniteSupportwill provide the  Initial Response toeachcaseaccording to theSeverity
Level that is set for thecase.

● Following the Initial Response,WebMD IgniteSupportwill provideupdates to thecasebased
upon theOngoingResponse Timesaccording to theSeverity Level.

● If the root causeof acase is determined tobeaproductbug/defect, the issuewill be handled
via theproductdevelopment teamandcommunicationwill beprovided.

WebMD IgniteActivation&DXE Support SLA

Initial Response Time OngoingResponse Times

Severity 1
(Critical)

60minutes 4hours

Severity 2
(High)

90businessminutes 2businessdays

Severity 3
(Medium)

4business hours 10businessdays
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MarketingEngagementServices/Support donotqualify for this
category.

Severity 4
(Low)

Ageneral usagequestion, reportingof adocumentationerror, There is
low-to-no impacton theUser’s businessor theperformanceor
functionality of theUser’s production system.

AllMarketingEngagementServices/Support fall into this category.



Severity 4
(Low)

1 businessday 10businessdays

WebMD Ignite EducationSupport SLA

Initial Response Time OngoingResponse Times

Severity 1
(Critical)

15minutes 4hours

Severity 2
(High)

2business hours 8business hours

Severity 3
(Medium)

4business hours 2businessdays

Severity 4
(Low)

1 businessday 10businessdays

ScopeofWebMD Ignite Support
WebMD IgniteSupport  coversproduction technical support issuesofour products andServices. For
example:

● Usage issues andquestions
● User access
● Issuediagnosis and troubleshooting

Support does not include:

● Systemenhancementsor configurationchanges
● Support of custom integrations
● Newdata sourcesor changes toexistingdata
● Changes toAPI’s or other integrations
● User training
● Training/configuration for ancillary products suchasSalesforceMarketingCloud, Eloqua, and

Act-On
● DebuggingCustomer’s or other 3rdparty applications
● Analyzingor troubleshootingcustomizationsmade to supportedcomponentsobtained from

WebMD Ignite as samples,whichweremodifiedbyCustomer
● Software installedonanyhardware and/or interfaces that are not explicitly supportedby

WebMD Ignite
● ProblemscausedbyCustomer’s negligence, abuseormisapplicationor useof theService

other than as specified in theProductDocumentation, the applicableAgreement, and/or other
guidanceprovidedbyWebMD Ignite
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● Problemscausedas a result of anoccurrenceoutsideof thecontrol ofWebMD Ignite

ScopeofMarketing Engagement Support andServices
MarketingEngagementSupport is limited to the following:

● BasicProduct usagequestions
● Ad-hoc list load ingestion
● BasicProduct configurationquestions

MarketingEngagementServices include, but are not limited to the following:

MarketingEngagementServices arepaid services, chargedona timeandmaterial basis. Thesemaybe
covered inpart or in full by contractual terms.*

● List Pull Activities include, but not limited to:
● Evaluationof list criteria
● Buildingof target audience
● Export of target criteria anddeliveryof test audiencecount for approval
● Executionof final list pull uponapproval
● Deliveryof list toSFTP
● FacilitationofNewMovers list purchase
● Facilitationof External/Physician list purchase
● Marketingcommunication list consultation and/or execution
● Reportingconfiguration andbasic interpretationof results
● Product usagequestions to satisfyday-to-daymarketingand reportingneeds
● ReturnDirectMail DoNotSolicit (DNS) Service

ScopeofClinical ContentConsultingServices

ClinicalContentConsultingServices arepaid services, chargedona timeandmaterial basis. These
maybecovered inpart or in full by contractual terms.

● Assist in clinical content strategy
● Provide subjectmatter expertise
● Content training
● Curationof content for targetedusecases including

○ Educationplans
○ Programs
○ Carecollections
○ Campaigns

Clinical ContentConsulting does not include:

● Developmentof neweducationmaterials
● Customizingormodifyingexistingeducationmaterials
● Activities related to implementationof educationmaterials into non-Ignite hosted systems
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● Technical support or development that goesbeyondcontent strategyandcuration

EndofDocument
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