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SERVICE DESCRIPTION: H—ERERBAE:
VMWARE TECHNICAL SUPPORT VMwareBi iy HR— b
The provision of remote engineering services to YR— FRFEDOVMware GmIZHR DY I D7,
review, advise, and resolve issues surrounding FARL—F 4 VIR TF AL, BEUEBRMEIZET
software, operating system, and compatibility issues | zpResx | 5 — BE. BLUBRT IERT
on supported VMware products. VOZTF) U —ERDIEH
Services and Deliverables Y—EXRB L VRED
A. VMware Technical Support VMware i fifi 78— bk
PPT will provide remote guidance and support PPTIX. UTFTDEBIZDOWTCERBTDHA S
(“Services”) for the below items: VABLUHR—F (UTF TH—EZR] &L
WEF) ZRRHELFET,

. S vSphere Site
De;‘%;r;lble Des;;gtlon and | VSAN Netv':llcs>:l(( . | Recovery
= vCenter 9| Manager

Error Log Providing technical support on
Analysis analysing system and application
logs to identify the cause of errors.

IS5—n454 I7—REOHEEZEMELEY

g ATLELVT7 T r— 300
TORWIZEAT HEMHR— D
IRt
vCenter User | Providing technical support on .
Management | adding, removing, or modifying
Queries users and groups within the

Customer’s VMware environment.

vCenter1— @ BEHROVMwarelRiBEIZHIT5H2
Hy—gmys T —HF—BIUTIL—TDEM. Hl
1) B, FLEXERICET HEMYR
— FDIEE
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Deliverable Description
Rty ES

Data Store
Management
Queries

FT—RALT
EEH T

Cluster
Management
Queries

DR EHE
e

Host
Management
Queries

KA NEEY
T

Performance
Queries within
the vCenter

vCenterlZ$
SR YAWE
TRy LY

Providing technical support on
managing capacity to function in
an optimal manner.

REGHETHESEDZLZR
e LE-BEDEEICET 1Tl
HR— bDIZH

Providing technical support on
best practice configuration across
the cluster to maximize
performance and resilience within
the Customer’s environment.

BEFROREICETA/NT4+—<
VABLVEENDRERXRIEE B
ELIZUSRIEERTORR LT
9T 1 ABRICEY HEMTY R
— ~ DR

Providing technical support on
best practice configuration on
ESXi hosts to maximize
performance and resilience within
the Customer’s environment.

BEROREICETAH/1NT74+—<
VABEVEENODEXRIEEZBEH
E LIZESXitRR FDRR TS5
T 4 AERIZET ST YAR—
DIz

Providing technical support on
performance tuning to ensure that
the customer’s environment runs
at optimal performance.

BERORENREL/NT+—<
DATHETHLS5BRT S L
#EMELEENTHF—TURFa
— = JICEAY BEMMYER— D
1R
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. o vSphere Site
DeTll%v{:Er#a%ble Des;qr,_gtmn and | VSAN Netvr:ln?:I(( . | Recovery
& = vCenter 9 | Manager

Virtual Providing technical support on the
Machine creation and update of virtual
Creation and | machine templates from which to
Template deploy the Customer’s virtual
Management | estate.

Queries

EEXLVD  BEEORBEEEFTIOCTD

ERELVT | o0 RETVTUTL— LD

YITL—tE R EEHICET SEMR— b

oL Dizft

SRM Reviewing configuration and .
Configuration | advising on best practice and any

Review and potential issues.

Health

Checks

SRMERDL #EOLELZ—LBLULNIZAR KT
Ea—HXUV ST ALV BENGREIC
NILRF vy BT EBEDIRE

Z

Horizon Guidance on examining and .
appliances interpreting error logs generated

Configuration | by various components within the

Queries VMware Horizon environment.

Horizon7 77 | VMware HorizonB BIEERD S £ & E
SATUARAD | HAVKR—RU MI&->TERS
R T nN-I>—0JDHRE L BERIZE

TEIHAAF R
Horizon VDI Guidance on setting up and .
User customizing various components

Management | and settings within the VMware
Horizon environment to meet the
specific requirements and
preferences of a customer's
organization.
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. o vSphere Site
DeTll%v{:Er#a%ble Des;qr,_gtmn and | VSAN Netvr:ln?:I(( . | Recovery
& = vCenter 9 | Manager

Horizon VDI BEROHBOEARNLGEG LA

A—Y—FHE $x#E-dTLEENELT
VMware HorizonIiRIEERD S £ I F
BAVKR—FR B I UHREDE
BELUVHRETAXIZETEH

A H R
Performance | Guidance on managing user .
Queries within | accounts, access rights,
Horizon entitlements, and profiles within

the VMware Horizon environment.
This encompasses various tasks
and capabilities aimed at
controlling user access to virtual
desktops, published applications,
and resources, as well as ensuring
a seamless and secure user
experience.

HorizonlZ # VMware HorizonlBE(CH(T5H1—
F23/804+— H—Thoob, 7TUORXIE, #
< R4y B, BLUTOT7MILOERIC
B3 H5H4 582 R, ThiIZlE. &
TR by T, REAT7 T H5—
vav, BLEV)Y—ZRAD—
Y—TF7OX#FFEL., >—LL
ATRERILI—HY—IVRRY I
VAEHRTAHIEFXZBME LT
SEITFELRIRY EBEELRE TN

F9,
Virtual Guidance on monitoring, .
Desktop optimizing, and ensuring the

Deployment/ | performance of the VMware

Management | Horizon environment to provide a

Queries responsive and reliable virtual
desktop and application
experience for end-users.

REFRY + IV RA—H—IZEEHEEEN
wInsTo PEWMRETRI by TELUT
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. o vSphere Site
DeTll%v{:Er#a%ble Des;qr'l__pqtlon and | VSAN Netvr:ln?:I(( . | Recovery
& = vCenter 9 | Manager

1/ EBY T

')

T)r— 3 VI ARYIT VR
RIS EEBHE LT
VMware HorizonIziED /N7 +—<
VADER. x#Elk. BLUHER
[CBETHHA TR

The Services have been designed in two levels:

H—ELRE2DDLAN TEREFEINTVET,

» Basic: This is intended for non-critical
platforms, providing support during regular
business hours.

o N=IvJ -BEEDEWSIYNIA-LETREL
EY-EAT, BEOEEBEBMAICHR- R4
LY,

» Production — This is intended for a production
environment, providing access to our support
teams around the clock.

o JTO4VY3y-TOFVvavEREBENRELEY -
EAT. Y- b F-LADT It A% 240 K HI T
RELET,

PPT will provide appropriate support resources to
deliver the Services to support the customer’s
VMware environment (“Covered Systems”).
Specifically, the PPT remote engineering team
(“Technical Support”) will provide general remote
support (for example, via phone or screen-
sharing) on the Covered Systems.

PPTIE, BEERDOVMwarelRiE (UTFIHRYATL]
EVWWET) #HIR-NT 300, T-EAZIRH T 28
TIRYR-MY-AZRHELE T, EFMNICIE. PPTO
BBIVIZTUIIF-L (BUF T R-R L
£9) (3 WRYATACH L T—RAIEERR Y R- b

(FIZE. BEZLGEEEFCLZYIR-F) %
HLET,

VMware Technical Support will include the
following:

VMware AT R—HIE U TFORABAEINKT,

1. Incident ticket creation: The process begins
with the Customer creating a ticket within
Central Park, the PPT customer portal. The
Customer point of contact will be provided with
an initial response, representing
acknowledgement of the ticket.

AVITIFTY DR : TOERE PPTOHRI V-
=% )L T BCentral ParkT. BEHRDFTy hE
ERR T3S TRBLET . BEREBOICE.
Foy I ERINI LRI HICE MR HS
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nxd,

2. Incident guidance: The PPT support team or
individual will engage with the Customer point
of contact listed on the ticket to understand
the current objective and desired outcome.
The PPT support team or individual will advise
the Customer on steps towards resolution.

AVITINAATI VA - PPTHR-FF-LF (3B LE
(& FrYMIRHINTWIEERBOLEEL.
BAEOBMNSLIVEXEL\VEREBEZELES, PPT
YR-FF-LXLFEHE L BRICATTEATY
TEEERICBIELET,

2. Incident closure: Once support has been
provided to the Customer and the Customer

confirms that the request has been addressed,

the ticket is marked as completed and closed.

1VYTVROI0-X : YiR-MIBERRICIR AN,
BADH LN B ESEHRNERT DL,
FIybEE T EN-IEN, J0-XENET,

All activities are transparent to the Customer,
which will have visibility to incident tickets,
engineering notes and progress through Central
Park. Credentials for access to Central Park will
be provided during the contract onboarding
process.

BERICIITRTOZEDOBAENERINTS
Y. Central Parkx &L TAV o TUNFYb, TV
DTV BEUESIRREHERETHIE
MTEET, Central ParkIZ7otR T 3= DR
SEERRIE. DA R—T 5 TOEX TR
NnFET,

Customer is responsible for ensuring that the
appropriate Customer personnel are available to
work with the PPT Technical Support team as the
activities are collaborative in nature. The Services
are conditioned on this Customer collaboration.
PPT’s service commitment consists of the
consultative support provided herein and may not
deliver any specific deliverable or result.

Y—EXIBENLEHEEZET 50, BFHK
(X. PPTO#H i HR— b F—L E13ET 58]
BABZHERTIERZAVET, Y—EXRE
 COLEBERICKDHEESREEL LTULE
T, PPTOH—EROI Y FAY I, REH
[CEOHLNZAUHILT 1« VT R— b THER
Sh, BEOREYFEIEREZRE LA
ERHYET,

A.

Activities Out of Scope

EHFE S DIEE

» Installation, administration, or configuration of
any VMware software solutions.

« VMwareVYIhJI7Y1-93VDA VAN, B
B, £-3HEK

» Activities related to the removal or
replacement of a VMware offering.

«  VMwareZ OB IBREIIRIEICET T 3)E5E)

* Any installation, configuration, or
troubleshooting relating to a third-party

o Y-R-TFABIRCRIT B VAN, WAL, £
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product.

(FESTNYa-T14V7

Performance Standards; SLAs and KPIs

INTA—IREHEE SLASELUKPIS

A. SLAs — Operating System Support

SLA - ZARL—TAV T L AT LD Y R—

 Park Place VMware Technical Support - Basic

« Park Place VMware D ffiHR— bk - X—3%
v

The following sets forth the response time
commitments of PPT under this service with
respect to the incidents and severity:

UTIE. 10V TU MBS EUERIEICEL T,
AH—ERIZHITHPPTOREREMOI I Y +
AUREEDELDTY,

Severity 4
RZIEA

8x5x12 UK
and US EST
business hours

8x5x 12 EEH

Document ID: LEGCONO029 VMWARE ENG-JAP
v.2
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Severity 3

RHIES

8 x5 x 12 hours
8 x 5 x 128
UK and US EST
business hours

URGENT

Severity 2 Severity 1

EZIE2

8 x 5 x 8 hours
8 x 5 x 8H¥H
UK and US EST
business hours

RHIEA

8 x5 x4 hours
8 x 5 x 451
UK and US EST
business hours

EEB#ODE“%E#F;% HEZEROE  HEZREROE  HIEEROE
) ) =RFRE = RFRE = RFRE
Performance of Key component
Performance of ;2’ SCIZ] mﬁggﬁﬂ;‘f unavailable or
system degraded key group of
Request for with workarounds | degradedorkey o o hable to
advice and available group of users access the
project work suffering poor VMware
[ o performance -
BERLU7O ;i;ﬁg@é during significant environment.
Sxy Ml Ty oiop  period TBEEROMEA
=== >
RORE ERESFAT  rmmmo. o A0 FEEE
ﬁg . bek %E:L—"f—@o
AFA—X AN
=712k B

TEICIET. £i=

X ZID: LEGCON029 VMWARE ENG-JAP
E2H 7
FITH. 2024 £5 F30 A




PR
o N

D
PO

)

PARK PLACE

TECHNOLOGIES

SERVICE DESCRIPTION

FEEHZIA—Y  VMwarelREAD
—NL—TIZH Tt AART

N THE & 7 HAR

[Zhi=Y/N\T+

—I VAMET

SLA Response Times: This is the number of
hours within which PPT will respond to the
incident ticket. For example, “4” means a 4-
hour response time (for example, 7x24x4).
Response time begins when (a) the initial call
for service has been received and
acknowledged by the PPT Solutions Support
Centre and (b) PPT has completed the initial
review and confirmed that the request relates
to Covered Systems included on the Order
Schedule. Customer may choose a response
time outside of (slower than) the contracted
response time based on its business needs.

SLAG &R - Chld, PPTA7Y > oF 2
FFTy FMZAET BRI T, HIZIE
o TAy (E, IEFROAREETHSE &
FEBLET (B:7x24%x4) , ILEH
EilL, () RAIDY—EXEZFPPT Y Y
A= F VIR — P —FBE LS
L. 5 U (b) PPTAIEL E2—
FXT L, BEIEXZEICSEAIHR
RTALIZEET B FHEZL-EEFI2H
BLET, PEHILE, B5DEELD=——
RIZEDE, I NI BRI TIEHL)
(L YEL) BRI ZERT S EHT

FFT,
+  Park Place VMware Technical Support - «  Park Place VMwareDQ#ftiiyR— bk - 70O
Production e EW

The following sets forth the response time
commitments of PPT under this service with
respect to the incidents and severity:

LFIE. A TV FBSEVFEZIEIZEL
T. KRYH—ERIZB T BPPTORERE®
AIYRAVMEEDELDTY,
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Severity 4 Severity 3

RZIEA RZIE3

24 x7 x 12 hours | 24 x 7 x 8 hours

24 x7x12 BEfE 24 x7 x 8 B

Performance of
system degraded
Request for with workarounds
advice and available
project work
e SRTLDINTD
MESLVTO L o
oy FEEE T+23HLD0
== -
RXDEF ERE R
e

* Direct engagement with a Level 3 engineer will be
available within 60 minutes.
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Low NORMAL HIGH
{E B =

Severity 2

R E2

24 x 7 x 4 hours

24 x7 x4 B

Performance of
key components
are significantly
degraded or key
group of users
suffering poor
performance
during significant
period

FEEZRD/INT
F—T UANK
BICIET. £i=
FEELI—Y
—TL—TIZH
W TR 7 HARE
[Zhf=Y/N\T+
—IVAMET
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URGENT

Ra -
Severity 1

R E

24 x7 x 30
minutes”

24 x7x30 H*

Key component
unavailable or
key group of
users unable to
access the
VMware.

FEERDFEA
A, £-1FE
BElpai—¥—4
IL—TI2& B
VMware~ND7 &
& N |

* LRILIDI =T H600 LLRIZERER G LY
T: L/i-d-o
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SLA Response Times: This is the number of
hours within which PPT will respond to the
incident ticket. For example, “4” means a 4-
hour response time (for example, 7x24x4).
Response time begins when (a) the initial call
for service has been received and
acknowledged by the PPT Solutions Support
Centre and (b) PPT has completed the initial
review and confirmed that the request relates
to Covered Systems included on the Order
Schedule. Customer may choose a response
time outside of (slower than) the contracted
response time based on its business needs.

SLAGERHE - Thld, PPTRA VT
FF oy MIRET SR TT, HlAIL
. 4] X, BEBEIBRETHIZ &
ZEKRLET (Hl: 7x24x4) , IEE
FlX. (@ RMDHY—EREFZPPTV Y
1—YarvHYiR— U2 —INZEELV
HEL. ™D (b) PPTHAIIEALE 1 —%5%
TL, EFENEIXZEICETNEREVRT
LICBEET DS EEERELI-EECHBL
9., BEKIE. BoDEELO=——XIC
HOE, BHINE-EEBBTEEL (X
UELY) CERFRZEEIRTHIIENTEE
ERR
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