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Maintenance and Service Support General Description 

Minit grants and provides to Customers in a professional manner a multitier support model for problem 
resolution. 

The Customer shall be entitled as the case may be to have the respective access to Minit support via 
internet, e-mail or by any other means permitted and or designated solely by Minit. Minit’s personnel as 
the case may be shall assure providing of (first and second level) assistance with diagnosis and resolution 
of defects and/or failures in the respective software. Minit will do the very best to support the use of 
software products by the means defined hereby. If customer's reported issues cannot be solved in test 
lab environment by Minit   (as the case maybe), the Customer shall have the right to engage professional 
Minit services for support at the current hourly professional service rate of Minit   

Minit   - based on subsidiarity, agrees to provide Support, where appropriate, to Customer, which shall 
include the following actions: 

- Receive technical questions; 
- Analyze respective technical questions and provide answers to Customer; 
- Provide assistance in answering questions that may arise concerning the operation and/or use 

of respective product that cannot be resolved by Customer;  
- Solve technical problems with the appropriate software supplier (if applicable); 

Support does not include in particular the following items and/or actions: 

- Step-by-step installation of any software or service pack/-s; 
- Onsite services, professional services and/or educational services (including training or attending 

training classes); 
- More than usual support for software products issues when those products are not installed by 

certified software engineers; 
- Modification of software base code, custom code, security policy configuration, audits and/or 

security design, 
- Support or troubleshooting of base server and/or OS installation, 
- Software development kit; 
- Support of persons using trial versions of software without software purchase 

Support availability: 

Minit commits to address reported issues within 24 hours 

Business Hours: Monday - Friday 8:00 a.m. - 5:00 p.m. Central European Time, excluding local public 
holidays (List of local public holidays available on written request) 
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First Level Support: 
Ability to provide general post-sales product information; hardware and software configuration; questions 
on upgrade support; collect relevant technical problem identification information; perform base problem 
determination; provide basic support on the standard protocols and features plus the ability to resolve the 
majority of misconfigurations, troubleshoot and simulate complex configuration, hardware, and software 
problems; support problem isolation and determination of product specification defects; provide lab 
simulation and interoperability and compatibility testing for new software and hardware releases; define 
an action plan; provide basic support on all protocols and features; have the ability to analyze traces, 
diagnose problems remotely, and provide steps to reproduce a certain problem 

Second Level Support: 
Ability to provide First Level Support plus the ability to provide software enhancements such as patches 
and hotfixes, fixing or generating workarounds that address software bugs; troubleshoot bugs that were 
not diagnosed during First Level Support; work with Customers to resolve specific critical situations; and 
building action plans with Customers to address complex issues 

List of usual available Enhancements (depending on product): 
New releases, new versions, product improvements, system modifications, updates, upgrades, service 
packs, feature packs, and field modifications 

 

Software Maintenance Rules: 

Maintenance is already included in the final license price. This software maintenance  

provides access to modifications, corrections, and/or updates to the respective software; including as the 
case may be in particular: 

- Hotfixes, service packs, feature packs, and/or major upgrades, provided to Customer primarily 
by way of electronic download via support website or by other means designated by Minit  ; 

- Technical support during Business Hours: Monday - Friday 8:00 a.m. - 5:00 p.m. Central 
European Time, excluding local public holidays (List of local public holidays available on written 
request); 

- The right for the Customer to receive all new releases of the respective software; these releases 
are intended to correct errors, support new releases of the operating systems with which the 
respective software is designed to operate, add significant functional capability, and support new 
input/output devices, or provide other incidental updates and/or corrections 

Contact to Minit support: 

E-mail: support@Minit.io 

The failure of the Customer to provide all and any requested information (by any requested means) may 
hinder Minitas the case may be in its ability to bring resolution to an issue in a timely fashion 
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Service Request Closure 
Minit - based on subsidiarity, agrees to use commercially reasonable efforts to work with the Customer 
for problem resolution as follows: Timely efforts must be made by all parties involved. If communication 
from Customer ceases without notice, after five (5) business days, Minit - based on subsidiarity, may, 
upon notice, close a respective service request due to inactivity on the part of the Customer. A service 
request may be reopened within thirty (30) consecutive days of closure. Once a service request is closed 
for 30 consecutive days, this issue will be considered permanently closed, and it cannot be reopened. If 
further work is necessary, a new service request will be opened, and all pertinent materials may need to 
be resubmitted before work can continue. 
 

Reporting Errors not related to MINIT Software Products 
Upon working the service request if at any point Minit believes that a problem reported by Customer may 
not be due to an error in the product, Minit will notify Customer about such a fact without any delay If 
Customer requests that Minit proceed with problem determination at its possible expense and Minit 
determines that the error was not due to the error in the product of Minit, Customer shall pay to Minit, at 
the Minit then-current standard consulting rates, for all work performed in connection with such 
determination, plus reasonable related expenses incurred therewith. Customer shall not be liable for 

- Problem determination or repair to the extent problems are due to anomalies in the software 
products provided by Minit; or 

- Work performed after Customer has notified Minit in written form that it no longer wishes problem 
determination to be continued at its possible expense (such notice shall be deemed given when 
actually received by Minit) If Customer instructs Minit in written form that it does not wish the 
problem pursued at its possible expense or such determination requires effort in excess of 
Customer instructions, Minit may, at its sole discretion, investigate the anomaly with no liability 
therefore 

Exclusions 
Minit shall have no obligation to support: 

- Altered, damaged, or modified product or any portion of the product incorporated with or into 
other software not specifically approved by the vendor of the software; 

- Custom code components added to product; 

- Product problems caused by Customer negligence, misuse, or misapplication, use of product 
other than as specified in the software user manual, or in any other causes beyond the control of 
Minit  

- Product installed on any computer hardware that is not supported by the software; 

- Product not purchased from Minit or certified Minit Partner 

- Customer who has not attended Minit training; 
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- Customer is not in good standing with Minit or VAR 

 
 
Locations: 
Minit j.s.a, 
Košická 56, 821 
08 Bratislava, 
Slovakia 
Phone: +421 2 555 615 89 

Fax: +421 2 555 760 85 
  


