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1 Mission

After the NicelLabel product purchase is the stage of the product installation and label printing
production. Even at this stage, NiceLabel users are not left to take care of itself. NiceLabel Technical
Support department with its rich knowledge and experience is ready to provide assistance.

The mission of Euro Plus support department is to ensure the efficient label printing for NiceLabel users
and assist design profitable solution for partners.

Main features of Euro Plus technical support are:

- Flexibility to each user's level of technical knowledge,

- The choice of the assistance way is left to the user depending on its needs,

- A large range of communication channels,

- Provides return of input in investment

2 Technical support services

Wide range of on-line assistance and direct access is available to partners and end-users.

2.1 On-line help

Free access to on-line assistance will solve the majority of outstanding problemes. It is available to Euro
Plus partners, registered users and to Nicelabel users, which only recognize label printing.
Help is available on the website of the www.nicelabel.com and includes:

o Knowledge database
When working with NiceLabel you may come across some unexpected troubles or error
messages. Please check the FAQ sections below to learn about possible workarounds, or
even solutions with the new versions of the software :
http://www.nicelabel.com/Support/FAQ

e Tutorials
contain animated demonstrations of procedures you need to get familiar with NicelLabel
software, from installation and activation to designing the first label and mastering
advanced:
http://www.nicelabel.com/Learning-center/Tutorials
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e Forums
The forums will accumulate the NiceLabel knowledge from the experienced users. Forums
allow you to exchange ideas, thoughts, getting answers to technical and sales questions,
sharing NiceLabel knowledge:
http://www.nicelabel.com/Support/NiceLabel-Forums

e Documentation
Manuals and White papers:
http://www.nicelabel.com/Learning-center

e Downloads
Last builds of NicelLabel software and NiceDrivers:
http://www.nicelabel.com/Downloads/NiceLabel-Demo and
http://www.nicelabel.com/Products/NiceDrivers

2.2 Direct Access

In the event that the on-line help does not solve the problem, we offer Direct Access to the Technical
Support Team. Members of a Technical Support Team are highly qualified experts in the field of
NicelLabel products with wide experience. In the resolution of support incidents, Development
Department is avaliable to assist, as a holder for the development of NicelLabel products.

The Nicelabel Partner program offers three different levels of partnership - Platinum, Gold and Partner
level. Direct Access is available to all NiceLabel partners free of charge through all communication
channels. Responding to the level of partnership our partner is involved in , we ensure priority level of
support incident manage. Platinum Partner support incident has highest priority level.

NiceLabel end-users can use Direct Access as a paid service according to the price list of Euro Plus
company.

2.2.1 Direct Access channels

Euro Plus offers a large range of channels through which provides Direct Access:

e e-mail, please contact your local vendor:
o North America email: support@nicewareintl.com,
o Germany email: support@nicelabel.de,
o France email: support@nicelabel.fr,
o China email: support@nicelabel.cn,
o Other: support@nicelabel.com
e phone, +386 (0) 4 280 50 01,
e internet conference
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e request support form, http://www.nicelabel.com/Support

2.2.2 Working hours

Technical Support Team is available for Direct Access from Monday to Friday from 8:00 until 16:00 (CET).

2.2.3 Response time

Technical support team assures:
e Acknowledgment of the incident on the same day
e Information on the current status of the incident or the request for additional information
within 3 working days of receipt of the incident
e Final solution or information on the expected date of final solution within 5 working days

2.3 Visit to the location of the partner or NiceLabel End-
User

In the event that Direct Access does not fix the problem, a member of Technical Support department at
the request of the NicelLabel end-user or partner makes payable visit to the location of the NicelLabel
user.

2.4 Maintenance contract

The standard level of support often does not satisfy the need for responsiveness and quality support.
The time lost as a result of waiting for external intervention, is too valuable.

Company Euro Plus offers assistance in providing reliable label printing and operation of the NicelLabel
products as payable service.

A Maintenance Contract is available for email, Web and telephone support. A Maintenance Contract is
effective for a period of year and applies to NicelLabel software licenses described in contract.
Maintenance Contracts renew automatically unless the customer cancels the contract within 3 months
of the renewal notification.

By signing the maintenance contract user obtains:
e Ensured technical assistance tied to NicelLabel products,
e Ensured response time to priority treatment,
e Free minor upgrades and 50% discount on major version
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The maintenance contract is intended only to NicelLabel users, not to partners. Partners receive a 30%
discount on support contract they sell.

For more information please contact Euro Plus Technical Support department, e-mail
support@nicelabel.com, phone +386 (0) 4 280 50 01.

2.5 Supported NiceLabel version

NicelLabel Technical Support Department supports a given version of the NiceLabel until such revision is
superseded by 3.x sequential new Product versions. For example, NiceLabel Technical Support
Department will stop support of version 2.1 when version 4.x and version 5.x are released.

3 Technical support rates

3.1 Support incident payment processing

Euro Plus company offers service to NiceLabel users from 2.2 points as payable service. The procedure is
as follows:

NicelLabel user completes the Support Order

NiceLabel user send the form to the fax +386 4 233 11 48.

NiceLabel Technical Department approaches to resolving the incident.

Euro Plus company billing on the basis of the work in hours.

PwNPE

The minimum quantity of work is charged % hours after a standard price list Euro Plus company.

Incident Resolving (per h) EUR
v"Incident resolving 80 EUR

v E-mail, phone, web conference channels
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3.2 Maintenance contract

The annual maintenance contract price is 20% of licenses.

Services

Maintenance Contracts for Network Editions EUR
NiceLabel Suite Network 5 License Pack — 1 year contract 400 EUR
NiceLabel Suite Network 10 License Pack — 1 year contract 600 EUR
NiceLabel Suite Network 20 License Pack — 1 year contract 1.000 EUR
NiceLabel Suite Network 50 License Pack — 1 year contract 2.000 EUR
Maintenance Contracts for Print Center Editions EUR
NiceLabel Print Center, 5 users license — 1 year contract 600 EUR
NiceLabel Print Center, 10 users license — 1 year contract 900 EUR
NiceLabel Print Center, 20 users license — 1 year contract 1.500 EUR
NiceLabel Print Center, 50 users license — 1 year contract 3.000 EUR
Maintenance Contracts for NiceWatch Enterprise Editions EUR
NiceWatch Enterprise — 1 year contract 800 EUR
NiceWatch Enterprise — additional copy — 1 year contract 700 EUR
NiceWatch Enterprise —HL7 — 1 year contract 1.400 EUR
3.3 The visit to the NiceLabel partner or end-user

It shall be paid by a standard price list Euro Plus company.

Services of Technical Support (per hour) EUR

1. Maintenance & intervention — Technician

50 EUR + Expenses

2. Maintenance & intervention — Engineer

60 EUR + Expenses

3. Maintenance & intervention — Specialist

70 EUR + Expenses

4. Maintenance & intervention — Urgent response

100 EUR + Expenses

Expenses include traveling and accommodation costs.

Services of Technical Support (per day)

EUR

1. Maintenance & intervention

450 EUR + Expenses

Expenses include traveling and accommodation costs.




