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Terms & Conditions

Annex - IC Fortigate Support

Definitions

e

"IC Fortigate Support" is this agreement and is a purchasable item covering fixed
periods of time.

"Firmware" Means software provided by Fortinet which will require a current
support contract to be in place with Fortinet in order to be available.

. "Business Hours" Means the hours of operation of our company as displayed upon

the IC website.

"Fault Diagnosis Period" Means the period following the reporting of a fault when
IC will carryout some or all of the actions described within these terms.
"Maintenance Release" (within version) - Means an incremental release of
software that provides maintenance fixes and may provide additional software
functions.

"Major Release" Means a release of software that provides additional software
features and/or functions.

"Fortigate" Means the physical / virtual / software UTM device instance
purchased.

"System Maintainer" is the individual(s) that are responsible for the day to day
maintenance of the Fortigate(s) within the customer or the customer’s nominated
external support company.

"Software" Means the primary system including O/S, Applications and Control
Panels.

. "Hardware" Means physical electronic device(s) supplied.

"Fortinet Support" Means a valid agreement with Fortinet which must be
maintained for the duration of use of the IC Fortigate Support contract.
"Tickets" these are individual requests by the customer for support and advice.


https://kb2.ic.uk/category.php?id=22

They are per request made and include up to 45 minutes of engineering time per
instance, where a request may take longer than 45 minutes then tickets can be
grouped to provide the necessary time required.

m. "Fault" Means a failure causing outage to the Customer which is not as the result
of configuration changes and has occurred while in normal running condition on
existing configurations.

n. "UTM" means Unified Threat Management.

Service Description

This is an ancillary service designed to compliment and add additional value to the
support provided directly by Fortinet. The service provides the ability for help and
guidance on changes and configuration by way of a set number of tickets. It also provides
secure offsite configuration backup & storage and reporting services to provide an insight
into the firewall(s) being deployed. It is aimed to reduce the need for customer
specifically trained engineers to lighten the local IT burden and ensure trained engineers
are on hand.

This is service is separate to the Warranty, Support and Licencing provided by Fortinet,
all device faults, returns and software faults should be raised directly to Fortinet to avoid
additional time delays. As part of the support service IC can be used as first line
diagnostics and provide the information to assist in the diagnosis by Fortinet and IC can
optionally raise the faults into Fortinet on behalf of the customer by request.

Primary Service - Services Provided




|IC Fortinet Support Specific Terms and Exclusions

Customer acknowledges that no security system can provide perfect security.




Standard Lead Times

The lead times quoted are for standard delivery where stock or resources are available at
the time of order, where possible it is requested that a forecast is supplied to cover 90
days where multiple systems are being requested to assist in stock and resource
management and reduce potential shortages / delays. Where additional network build is
required or for complex solutions that include connectivity these times will not apply.
Where the planning activity / survey confirms that standard delivery is possible then the
following shall apply;

Service Level Agreement and Raising Requests

1.




Cancellation

Cancellation prior to delivery / installation

Cancellation at the end of or any time following the minimum term




Cancellation prior to completion of the minimum term

Firmware Update Service

Product / firmware withdrawal / end of life
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