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Safe Passage with TomorrowNow Support

SAP AE FAQ’s — Regarding TomorrowNow Support Services

1. What does TomorrowNow offer?
TomorrowNow Stsppost Services replace Oradle-PeopleSoft Arniual Maintenance and Support. Tomorrowhiow
Suppoit Sesvices inchude Tuesandampmtforseﬁasapmicaﬁoqm:es,wmx&reguiamryupdates.

2. What is a serious application issue?

Wsa product defect ("bug”) that seriously impacts the dient’s ability to process, or causes the failure of a material
feature or function.

3. How can you suppott for PeopleSoft and ID Edwards products?
tegally, customess have the ticense right to customize and maintain their applications.
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We provide product support for PeopleTools, JD Edwards Foundation Code, and Third-Party Products. However,
since the customer does not have the source code to these products, TomotrowNow cannct creste any new fixes
o the compiled code, and will then make changes in other ways. It is important to note that these mission gritical
ervors da not typically octur in these stable, mature technology products. In fact, since entering the business in
1998, TomormowNow management has not encourtered a serious issue that could not be resohed,

4. How do you cvercome the need for 3D Edward SPC's {Software Protection Codes)
SPC’s are part of the perpetuat ficense agreement and not the support agreement. Customers showld continue to
obiain these codes as needed from Oradle (they are on-ine) in actordance with the terms of each customer’s
perpetual license agreerment.  Note: PeopleSoft Enterprise products do rot use Software Protection Codes.

5. Do you support customers world-wide?
Yes. Cusrently, the majority of TomorowNow customers are North American. However, through 2005
TomorowNow opened offices in Amsterdam, the UK, and Singapore. TomomowNow can and does suppoit global
opetations in over 12 languages. As 3 member of the SAP family of companies, TomomowNow also leverages
SAP's global infrastructure to further extend and expand coverage.

6. What's the difference between Application Management / Hosting and TomorrowNow Support Services?
TomorrowNow Support Services replaces Orade-PeopleSoft Annual Maintenance & Support; ASP's do not.
TomorowNow’s senvices complement ASP’s and Hosting Companies sesvices - -they do not compete.

WWWW(&Q.,EDS,BMMD}WmanMMmW
and support for the programs being serviced.  Today, TomorrowNow worics with ASP's EDS, TBM AoD, Summit
Techniology, and USI to provide TomorrowNow maintenance & support for some of their customers.

7. Does TomarrowNow provide genesal consulting services?
TomorroviNow does not compensation it's AP's to sell hourly services. However, TomomowNow does provide
consulting upon customer request for specialized projeds (e.g., upgrades, maintenance of customizations). We do
not compete with our Systems Integration pariners. When possible, TomorrowNow will help refer dients to
proven, refiable consulting organizations that can assist cients.

8. Do you have competitors?

. Orade-PeopleSoft is our only full competitor for PeopleSoft Enterpiise. For 1.D. Edwards there are a few small
shops trying to enter the market, but they do not have a proven track record. There are a few general consulting
firms that offer some individuol services in an attempt to be a “me too” competitor 1 TomomowNow. However,
WMWMWMNWWhWW,_WdemS
services, and overall experience in servicing PeopleSaft and JD Edwards produdts.
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9.Whatreleasesandplaﬁmrsdoyousuppoxt?
PeopleSoft Enterprise
> TonmowNwwwoﬁsomaﬁmﬁorsopﬂaﬁngmaﬂPeokaoﬁﬂWisembas&cﬁunlom&a
A m.rmmm,sm,mmmmmmmmmm
*  The only Enterprise product that TomotrowNow will not support is the Student Administration product utiized
wmmm&msmmmmwhm.
3D Edwards World and EnterpriseOne (OneWorld)
. Tmummwmsmmmﬁumwwmumm(mmd)
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‘Edwards original names. ¥ you have a question please contact TomomowNow.
Supported Platforms
.= TomorrowNow offers all platforms that were cestified by PeopleSoft and JD Edwards.
. 1m:m,mmsqm,smwmmxmmf5(mm)wm

10. Do you offer Service Level Agreements (SLA's)?
Our SLA commits to a first live conversation with a support engineer within 30 minutes of a chient cal or web
report of a serious issue, 24%7x365, This ks 3 higher level than is offered by Orade.

11.1famsmmmmmmgqmmmmmpm
M.Thwmmmmwmmwwwmﬂmmmmwhmm&mm
at a significant savings from thelr ciarent Orade anmusal maintenance fees.

12.AreﬁaeseanyVSOEor“mrveout’issuasifTomomwNowdoseqabwnsacﬁonatthesametﬁneasSAP?

minzm,Tmmmmmommmwﬁawmmmwwwmm
. Mmemmhmm’m%Mb&m Ina
puteSafePassagedeal,ﬂxeustmmdoamtpayawfestoTomomwNmaspartofmeSafe
Passage transaction, In this case a customer does NOT have the right to upgrade. tp new releases.
. M‘Swma'wngmnsmnbemdem\etsmﬂ-abmuinomjmcﬁmManwm,
and in this case the customer pays TomorrowNow directly at the 50% off current Oradle fees. Under the
stardmam,amnwupgadewhﬂeuﬁmemmwNowammm.

Highlights of TomorrowNow Support Services

Lopger Support Periods

Note: QurgoatistnmovecustomevsbomySAPasmpidlvaspwsible. ’
*  Suppoit Period with No Required Upgrades: Up to Ten Years or 2013
*  Application Fixes for Serious Issues: Up to Ten Years or 2013
¢ Tax & Regulatory Updates: Up to Ten Years or 2013
*  Upgrade Script Suppott & Fixes: Up toTen Years or 2013

Res| i f

*  Named, Senior Primary Support Engineer: Every Chient
*  24x7x365 Support Coverage: Every Client

»  Thirty (30} Minute Support Engineer Response: Every Client

ower ual Mai

*  “Sunset for Safe Passage"—UmiermeSaiePassageprogramSAPoﬁusmenprowaponSewksat
NO COST as part of the SAP Safe Passage ficense transaction.

+ “Standard TomorrowNow Support Services” - For customers who are notreadyﬁ)kenseSAP,
TomMowcanmmmeeopmo&andJDEdwmﬂspmdtnatsc%ofmemstd%de—asigniﬁcant
savings from their anrent Crade annual maintenance fees. .
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