BUILDING LASTING
RELATIONSHIPS

At Gillani we understand the
importance that high quality
service brings to you. We bring a
focus on service to everything
that we do. With this in mind, we
have developed our iCare site to
maximize your investment and
allow you to obtain service when
you want it.

Our goal is to build lasting
relationships with our clients
through strong communication.
We understand the important role
that Gillani plays in your
continued success and
prosperity, and we are committed
to your satisfaction.
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LEVELS OF SUPPORT

Support for Gillani’s Endura™ and FourGen® CASE Tools is provided to all clients
when a support agreement is purchased. A support agreement ensures you
receive a prompt response to system problems and questions.

Three levels of support are offered:

BusinessCare (BRONZE) provides from 8:00 AM to 6:00 PM (CST)
Monday through Friday excluding holidays. This plan features:

Phone support as needed

Remote dial-in capabilities to diagnose and resolve problems
Problem reporting, tracking, monitoring and resolution
Service requests classified by severity level

Product upgrades including major and point-level releases

PremiumCare include all of the features of the BusinessCare with expanded
hours of coverage to 24 hours per day, 7 days per week, 365 days per year.

CustomCare provides customized support for clients based on special business
needs which can include all of the features of the PremiumCare and include any
of the following:

Semi-annual assessment of system operations

Semi-annual audit of backup and recovery procedures

Assistance in planning for new releases, updates and major modifications
Priority routing and response to product defects

First level user support

Computer support outsourcing

DBA outsourcing

SERVICE REQUEST

You can initiate a service request or inquiry by one of the following methods:

e Contacting Gillani's National Client Support Center (NCSC) at 1-877-424-
8500. The Client Service Center is open 24 hours a day, 365 days a year.
Faxing a Service Request Form to the NCSC at 972-918-0659
Emailing an attached Service Request Form to support@gillani.com
Entering a Service Request through the iCare site at www.gillani.com
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You can get help using iCare extensive online help. You may also request a new account or change your password
by accessing our Services pages.

In our Case Management section, we give you the ability to open your own support cases, update information in
existing cases, and inquire on all cases you have reported. We hope this will provide you with a means to track the
progress of your cases as they are resolved.

We've also included our entire library of Product Documentation for your reference. No longer will you have to
hunt through your bookshelf to dig up that buried manual. It's all right here at your keyboard. Not only that, but by
accessing these manuals on-line, you'll get the most recent versions and revisions, as they are published.

Finally, if you have any specific questions on how to use these pages, or any questions in general, don't hesitate to
Contact Us. We want to make this website the ultimate resource for you and we look for your feedback to continue
to serve you better.

COMMITTED TO YOUR SUCCESS!

Gillani is always trying to expand its service offerings to maximize your investment. We can now offer the following

o System Performance Tuning
Gillani offers database performance analysis and tuning services for Oracle™ and Informix™ databases to help
you make optimal use of your database environment. We will help you enhance your database management
support activities by identifying performance problems, developing corrective solutions, and providing you with
valuable information to plan for growth in application, data and user volumes.

e DBA Support

o Software Enhancements
If you are interested in making modifications and enhancements to the product on site and require assistance, Gillani
provides a full suite of post-implementation services.

e Hardware Sales and Services
Through our partnerships, Gillani can provide sizing and architecture recommendations, as well as, hardware
configuration and installation services.

e OS upgrades

o Software and Case Tool Training
A critical component in any curriculum is the fundamental tools needed to support the technology. Courses such as
Enterprise/iWorkBench use workshop environments to enhance the consultant/partner's ability to customize,
troubleshoot and/or maintain the product in the field.
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