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Department of Defense Support Plan

Scholastic will provide the following type of support via phone, web chat and email:

· Basic usage 

· Basic Installation 

· Configuration support

· Troubleshooting assistance 

· Maintenance assistance

· Available corrective service information or service patches 

For non-Scholastic software or hardware products, Scholastic will assist you in an attempt to isolate and identify issues, and will refer you to the appropriate vendor for resolution.  At this point, Scholastic considers its support requirement fulfilled.  

Customer agrees to:

· Meet the minimum system requirements as provided in writing by Scholastic;

· Update its system with available patches provided electronically by Scholastic;

· Ensure that access codes and the proper authorization are provided when needed by Scholastic;

· Provide Scholastic with all relevant and available diagnostic information on its hardware, software, and operating systems;

· Provide Scholastic with appropriate remote access where available;

· Remain responsible for adequately protecting its system and all data contained therein whenever Scholastic accesses its system with its permission;

· Provide a technically qualified individual who will be the focal person to whom Scholastic may direct technical questions about its issues. This individual must have sufficient technical knowledge of Customer’s environment to effectively enable communications;

· Assist Scholastic in remote troubleshooting and problem resolution;

· Prepare a pre-installation technology audit, and provide Scholastic with an initial inventory of all servers and workstations, network equipment, and configuration information that will be used to support Scholastic products. Additionally, Customer agrees to provide to Scholastic, in writing, any changes to that initial inventory; and  

· To provide Scholastic with sufficient, free and safe access to its facilities and systems for Scholastic to fulfill its obligations.  
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Department of Defense Support Plan – Execution

Help Desk Support, Web Chat, and e-Mail 

(Historically 95% of all issues are addressed using these channels)


Domestic

Scholastic will provide phone support, webchats and email support using READ 180 Product Specialists from 7AM to 7PM EST Monday – Friday, except major holidays. (New Year’s Day, Easter, Memorial Day, Independence Day, Labor Day, Thanksgiving, and Christmas)

Those customers not located in the 50 United States

For a continuous 60 Calendar Day Period (to be determined jointly by Scholastic and Department of Defense), Scholastic will provide:

Phone support (Dedicated toll-free number for non-domestic use only,) webchats and email support using READ 180 Product Specialists 24 Hours per day Monday – Friday, except major holidays. (New Year’s Day, Easter, Memorial Day, Independence Day, Labor Day, Thanksgiving, and Christmas)

Upon Expiration of the 60-day period, Scholastic will provide:

Phone support, webchats and email support using READ 180 Product Specialists from 7AM to 7PM EST Monday – Friday, except major holidays. (New Year’s Day, Easter, Memorial Day, Independence Day, Labor Day, Thanksgiving, and Christmas)

Escalated Issues  (Those issues not able to be addressed by the Help Desk) 

All Customers

Customer will receive a callback from a READ 180 escalation specialist within 24 hours (1 business day) from the time of escalation.

Those issues requiring a site visit

(This applies only to issues that are Scholastic product issues that cannot be addressed via the first two channels of support)

All Customers

Visits will not be scheduled or performed until all other means of problem resolution are attempted.  Additionally, Site Visits will only be scheduled to address Scholastic product issues causing READ 180 performance to be severely hindered and unusable by ANY teacher or student or, Scholastic product issues impeding the normal operation of READ 180 where a work-around solution (an alternate way of getting work done) is not immediately available. Customer will receive an on-site visit within 5 business days of escalation from the Scholastic Escalation Specialist.
Installation 

All sites will self-install. 

(This plan applies to the One-year contract currently under discussion.)
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