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Akamai Guardicore Software License Agreement 
 

This is a software license agreement (the "Agreement") for certain Software  that is owned by Akamai and delivered 
to Customer by Channel Partner. By using the Software, or any modified version of the Software customized by Akamai, 
Customer agrees to these terms. 
 
1. DEFINITIONS.  The following capitalized terms have the meanings set forth below: 
 
"Agent" means the Software's agent component that is installed on virtual machines, physical servers, endpoints, workstations, 
containers, or other equivalent or similar machines or technologies of the Customer, in each case per the Software's 
specification. 
 
“Akamai” means: (i) Akamai Technologies, Inc. (“ATI”); or (ii) a wholly-owned subsidiary that enters into this Agreement 
with Customer by signing where indicated below, as applicable.  
 
"Channel Partner" means a distributor, reseller, or other third party duly authorized by Akamai to distribute and/or sublicense 
the Software.  
 
“Customer” means either: (i) an Akamai customer accessing and using the Software; or (ii) the entity that enters into this 
Agreement with Akamai as evidenced by signing where indicated below, as applicable.  
 
"Documentation" means the Software's operational guides, specifications, or similar documentation, as specified in the Order 
Form. Unless the context requires otherwise, references herein to Software shall be deemed to include its Documentation. 
 
"License Scope" means any Software usage or consumption limitations and parameters (for example, as to the licensed 
Software modules, volume of Management Server licenses, volume of Agent licenses, installation environment, features and 
functionalities, etc.) specified in the applicable Order Form. 
 
"Management Server" means the Software's management and dashboard component. 
 
“Order Form” means the Purchase Order submitted to Akamai by Channel Partner on behalf of Customer that incorporates 
an unexpired Akamai quote for the Software. 
 
"Software" means the certain object code, instructions, and associated code, tools and information that is owned by ATI and 
delivered to Customer in accordance with the terms and conditions of this Agreement and subject to the Order Form. 
 
“Software Support and Maintenance” means the Software support and maintenance terms specified in Schedule A hereto, 
which is expressly incorporated herein by reference and hereby made a part of this Agreement. 
 

 
2. LICENSE 

 
2.1. License Grant.  

 
Subject to the terms and conditions of this Agreement, Akamai grants Customer a limited, worldwide, non-exclusive, 
non-transferable, non-sublicensable right and license, during the License Term, to do the following (collectively, the 
"License"): 

 
(i)  install the Agents in such volume as authorized by the Order Form; 
(ii)  unless the Management Server is being purchased on a Software as a Service (“SaaS”) basis, install the 
Management Server in such volume as authorized by the Order Form; and 
(iii)  access and use the Software for Customer’s internal business purposes subject to the restrictions 
set forth in this Section 2, in accordance with the Documentation. 
 

For the avoidance of doubt: (i) the License is subject to the License Scope, and Customer shall not use any technical or 
other means within, or external to, the Software to exceed or circumvent the License Scope, and (ii) the Software is 
only licensed (and not sold) hereunder. Any rights not expressly granted herein are hereby reserved by Akamai and its 
licensors, and, except for the License, Customer is granted no other right or license to the Software, whether by implied 
license, estoppel, exhaustion, operation of law, or otherwise. 

 
2.2. Ownership. Akamai (and/or its licensors, as applicable) is, and shall be, the sole and exclusive owner of all 
right, title and interest (including without limitation all intellectual property rights) in and to the Software and all related 
intellectual property (such as content appearing therein), and all improvements, derivative works, and/or modifications 
of/to any of the foregoing, regardless of inventorship or authorship.  Customer shall make, and hereby irrevocably 
makes, all assignments and/or waivers necessary or reasonably requested by Akamai to ensure and/or provide Akamai 
(and/or its designee(s)) the ownership rights set forth in this paragraph. 
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2.3. Delivery. Unless the Order Form specifies otherwise: (i) delivery of Software shall be by electronic 
download and will be deemed delivered once made available for electronic download; and (ii) the Software shall be 
deemed accepted upon delivery.  

 
2.4. Term and Termination. This Agreement and the License shall automatically terminate upon expiration or 
termination of the applicable Order Form. The “License Term” shall be specified in the applicable Order Form. Either 
party may terminate this Agreement and the License if the other materially breaches this Agreement and such breach 
continues unremedied for thirty days following notice of termination. 

 
2.5. License Restrictions. As a condition to (and except as expressly permitted by) the License, Customer shall 
not do (or permit or encourage to be done) any of the following (in whole or in part): (i) copy, "frame" or "mirror" the 
Software; (ii) sell, assign, transfer, lease, rent, sublicense, or otherwise distribute or make available the Software to any 
third party (such as offering it as part of a time-sharing, outsourcing or service bureau environment); (iii) publicly 
perform, display or communicate the Software; (iv) modify, adapt, translate, or create a derivative work of the Software; 
(v) decompile, disassemble, decrypt, reverse engineer, extract, or otherwise attempt to discover the source code or non-
literal aspects (such as the underlying structure, sequence, organization, file formats, non-public APIs, ideas, or 
algorithms) of, the Software; (vi) remove, alter, or conceal any copyright, trademark, or other proprietary rights notices 
displayed on or in the Software; (vii) circumvent, disable or otherwise interfere with security-related or technical 
features or protocols of the Software; (viii) use the Software to develop any service or product that is the same as (or 
substantially similar to), or otherwise competitive with, either of them; (ix) store or transmit any robot, malware, Trojan 
horse, spyware, or similar malicious item intended (or that has the potential) to damage or disrupt the Software; (x) 
employ any hardware, software, device, or technique to pool connections or reduce the number of servers/machines, 
Agents, or users that directly access or use the Software (sometimes referred to as 'virtualization', 'multiplexing' or 
'pooling') in order to exceed or circumvent the License Scope; (xi) forge or manipulate identifiers in order to disguise 
the origin of any data or content inputted or uploaded to, or transmitted through, the Software  by or on behalf of 
Customer; (xii) take any action that imposes or may impose (as determined in Akamai's reasonable discretion) an 
unreasonable or disproportionately large load on the servers, network, bandwidth, or other cloud infrastructure which 
operate or support the Software, or otherwise systematically abuse or disrupt the integrity of such servers, network, 
bandwidth, or infrastructure; or (xiii) use the Software  in connection with any internal performance testing or 
benchmark studies of which the results are designated or likely to be published in any form or media, or otherwise 
made available to the public, without Akamai's prior express written approval, or otherwise disclose or publish such 
results. 

 
2.6. Software Support and Maintenance Services. Customer will be entitled to receive Software Support and 
Maintenance during the License Term. Other professionals services pertaining to the Software, such as implementation, 
integration and training, may be purchased through Channel Partner directly, subject to a statement of work and related 
services agreement between Customer and Channel Partner. For the avoidance of doubt, this Agreement does not apply 
to such additional professional services.  

 
2.7. Records and Usage Audit. Customer shall maintain records identifying the location of each copy of the 
Software, as well as the location, identity, and total number of virtual machines, physical servers, and workstations on 
which the Software is installed (collectively, "Installation Record"). Upon request by Akamai, Customer shall provide 
Akamai with a copy of the Installation Record. Akamai shall, from time to time, be entitled to audit Customer's 
deployment and use of the Software (a "Usage Audit"), and Customer shall facilitate such Usage Audit by providing 
Akamai with all access (including as necessary, remote access) reasonably requested by Akamai. If a Usage Audit 
reveals a usage or consumption level above that permitted by the License Scope Akamai reserves the right to invoice 
Channel Partner and Customer hereby agrees to pay Channel Partner for the unpermitted usage of the Software.  

 
3. Limited Warranty. Akamai warrants to Customer that, during the Warranty Period (defined below), the Software shall 
operate substantially in accordance with the material functions and features set out in the applicable Documentation (the 
"Warranty"). In the event of any Warranty breach, and provided Customer has notified Akamai in writing of the breach 
promptly after discovery thereof, Akamai shall first determine whether the defect can be resolved via the Software Support and 
Maintenance, and Customer shall fully cooperate with Akamai in such efforts. If Akamai determines that the Software Support 
and Maintenance cannot resolve the defect, Akamai shall (at its sole option, and at no additional charge) use commercially 
reasonable efforts to provide a workaround, bug fix or patch, and Customer shall fully cooperate with Akamai in such efforts. 
For the avoidance of doubt, any workaround, bug fix, or patch shall not re-commence the Warranty Period, and are warranted 
for the remainder of the Warranty Period as then in effect. In the event Akamai is unable to provide a workaround, bug fix or 
patch within thirty (30) business days of receipt of the Warranty breach notice, then, as Akamai's sole obligation and liability, 
and Customer's sole remedy, Customer shall be entitled (exercisable within fifteen (15) days following expiration of the 30-
day period) to terminate this Agreement upon written notice to Akamai and, following full uninstallation and permanent 
deletion of all copies of the Software by Customer (and verification thereof by Akamai), Akamai will terminate the Order 
Form, and Channel Partner shall receive a prorated refund of any prepaid license fees hereunder based upon the remaining 
period of the then-current License Term. 
 
The "Warranty Period" shall be ninety (90) days commencing upon the earlier of the date of deployment of the Software or use 
of the Software in a production environment. 
 
The Warranty shall not apply to (and Akamai shall have no obligation or liability for) Software problems or defects arising 
from any of the following: (i) improper installation or use of the Software other than as specified in the applicable 
Documentation; (ii) modification, configuration, or servicing of the Software by any person other than an authorized Akamai 
representative; or (iii) any fault in any Customer (or third-party) equipment or programs used in conjunction with the Software. 
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4. Mutual Warranties. Each party represents and warrants that it has the authority to enter into this Agreement and perform 
its obligations hereunder; and each party further represents and warrants that it is and shall be in compliance with all applicable 
laws and regulations. Customer and Akamai undertake to comply with the Data Processing Agreement located at: Akamai Data 
Processing Agreement. 
 
5. DISCLAIMERS. WITH THE EXCEPTION OF ANY WARRANTY AND SUPPORT AND MAINTENANCE TERMS, 
THE SOFTWARE, OUTPUT, AS WELL AS ANY OTHER GOODS AND SERVICES PROVIDED OR MADE 
AVAILABLE BY AKAMAI OR ITS AFFILIATES HEREUNDER (COLLECTIVELY, THE "AKAMAI MATERIALS") 
ARE PROVIDED AND MADE AVAILABLE ON AN "AS-IS" AND "AS-AVAILABLE" BASIS, WITH ALL DEFECTS, 
AND ALL EXPRESS, IMPLIED AND STATUTORY CONDITIONS AND WARRANTIES (INCLUDING WITHOUT 
LIMITATION ANY IMPLIED CONDITIONS OR WARRANTIES OF MERCHANTABILITY, SATISFACTORY 
QUALITY, FITNESS FOR A PARTICULAR PURPOSE, TITLE, QUIET POSSESSION, NON-INFRINGEMENT, OR 
QUALITY OF SERVICE, OR THAT OTHERWISE ARISE FROM A COURSE OF PERFORMANCE OR USAGE OF 
TRADE) ARE HEREBY DISCLAIMED BY AKAMAI AND ITS LICENSORS. AKAMAI DOES NOT MAKE ANY 
REPRESENTATION, WARRANTY, GUARANTEE OR CONDITION: (I) REGARDING THE EFFECTIVENESS, 
USEFULNESS, RELIABILITY, TIMELINESS, COMPLETENESS, OR QUALITY OF AKAMAI MATERIALS; (II) THAT 
CUSTOMER'S USE OF AKAMAI MATERIALS WILL BE UNINTERRUPTED, SECURE OR ERROR-FREE; (III) 
REGARDING THE OPERATION OF ANY CELLULAR NETWORKS, THE PASSING OR TRANSMISSION OF DATA 
VIA ANY NETWORKS OR THE CLOUD, OR ANY OTHER CELLULAR OR DATA CONNECTIVITY PROBLEMS; OR 
(IV) REGARDING THE SATISFACTION OF, OR COMPLIANCE WITH, ANY LAWS, REGULATIONS, OR OTHER 
GOVERNMENT OR INDUSTRY RULES OR STANDARDS. AKAMAI WILL NOT BE LIABLE OR OBLIGATED IN 
RESPECT OF DELAYS, INTERRUPTIONS, SERVICE FAILURES OR OTHER PROBLEMS INHERENT IN USE OF 
THE INTERNET AND ELECTRONIC COMMUNICATIONS OR FOR ISSUES RELATED TO PUBLIC NETWORKS OR 
HOSTING PROVIDERS. 
 
6. Confidential Information.  Any information that a receiving party knows or has reason to know is confidential or 
proprietary (because such information is identified by the disclosing party orally or in writing as such or is not generally known 
in the relevant industry), is “Confidential Information” and shall remain the sole property of the disclosing party. For the 
avoidance of doubt, Software is Confidential Information. Neither party shall disclose, use, modify, copy, reproduce or 
otherwise divulge Confidential Information of the other, except as required by law or as necessary for Akamai to provide the 
Software in accordance with or as otherwise permitted by this Agreement. This Section 6 shall not apply to information 
disclosed in published materials, generally known to the public, lawfully obtained from any third party, or previously known 
to or independently developed by the receiving party.  

 
7. Non-Infringement Indemnity. Akamai shall defend, indemnify and hold Customer harmless from and against any claim 
made, or any suit or proceeding brought against Customer, but only to the extent that it is based on an allegation that the 
Software furnished hereunder directly infringes an issued patent or other intellectual property. If a Service is held to infringe 
and the use enjoined, Akamai shall have the option, at its own expense, to procure for Customer the right to continue using the 
Software; or replace same with a non-infringing software; or modify the Software so that it becomes non-infringing. 
Notwithstanding the foregoing, Akamai will have no defense or indemnity obligation for any intellectual property claim to the 
extent it is based on: (i) the Customer data; (ii) Customer’s modification of the Software in a manner not approved or instructed 
by Akamai; (iii) use or combination of the Software with any Customer or third-party technology and the Software is incidental 
to the infringement allegations; or (iv) Akamai’s implementation of a technical standard that any similarly-situated provider 
would necessarily be required to implement in a like manner to provide software similar to the Software. Akamai shall not have 
any obligation to defend and indemnify Customer in accordance with this Section 7 unless Customer: (i) promptly notifies 
Akamai in writing of any claim, suit or proceeding for which indemnity is claimed; and (ii) allows Akamai to solely to control 
the defense of any claim, suit or proceeding.  

 
8. LIMITATION OF LIABILITY; AND EXCLUSION OF CONSEQUENTIAL DAMAGES. EXCEPT FOR AKAMAI’S 
LIABILITY ARISING OUT OF ITS INDEMNIFICATION OBLIGATIONS OR A BREACH OF EITHER PARTY’S 
CONFIDENTIALITY OBLIGATIONS TO THE OTHER PARTY AS SET FORTH HEREIN, AND TO THE FULLEST 
EXTENT PERMISSIBLE BY LAW, LIABILITY FOR ALL CLAIMS ARISING HEREUNDER, WHETHER IN 
CONTRACT, TORT OR OTHERWISE, SHALL NOT EXCEED $1,000,000 USD IN THE AGGREGATE. EXCEPT FOR 
AKAMAI’S LIABILITY ARISING OUT OF ITS INDEMNIFICATION OBLIGATIONS OR A BREACH OF EITHER 
PARTY’S CONFIDENTIALITY OBLIGATIONS TO THE OTHER PARTY AS SET FORTH HEREIN (EXPRESSLY 
INCLUDING CUSTOMER’S BREACH OF ITS OBLIGATIONS UNDER SECTION 2.5 OF THIS AGREEMENT), AND 
TO THE FULLEST EXTENT PERMISSIBLE BY LAW, IN NO EVENT SHALL EITHER PARTY BE LIABLE FOR ANY 
LOST DATA, LOST PROFITS, BUSINESS INTERRUPTION, REPLACEMENT SERVICES OR OTHER SPECIAL, 
INCIDENTAL, CONSEQUENTIAL, PUNITIVE OR INDIRECT DAMAGES, HOWEVER CAUSED AND REGARDLESS 
OF THEORY OF LIABILITY, EVEN IF A PARTY HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES. 
THE LIMITATIONS AND EXCLUSIONS SET FORTH IN THIS SECTION 8 SHALL NOT APPLY TO DAMAGES 
ARISING OUT OF: (I) A PARTY’S GROSS NEGLIGENCE; (II) A PARTY’S WILLFUL MISCONDUCT; OR (III) ANY 
OTHER LIABILITY THAT CANNOT BE LIMITED OR EXCLUDED UNDER APPLICABLE LAW. 
 
9. Restrictions on Export. The Software may not be used or otherwise exported or re-exported (i) into (or to a national or 
resident of) a United States embargoed country or (ii) to anyone on the U.S. Treasury Department's list of Specially Designated 
Nationals or the U.S. Department of Commerce's Table of Denial Orders. By using the Software, Customer represents and 
warrants that it is not located in, under control of, or a national or resident of any country or on any such list. 
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10. Open Source Software. The Software contains certain modules which are licensed under various open-source software 
licenses.  

 
11. Government End Users. If Customer is acquiring the Software on behalf of any part of the United States Government, the 
following provisions apply. The Software and accompanying documentation are deemed to be "commercial computer software" 
and "commercial computer software documentation," respectively, pursuant to DFAR Section 227.7202 and FAR 12.212(b), 
as applicable. Any use, modification, reproduction, release, performance, display or disclosure of the Software and/or the 
accompanying documentation by the U.S. Government or any of its agencies shall be governed solely by the terms of this 
Agreement and shall be prohibited except to the extent expressly permitted by the terms of this Agreement. Any technical data 
provided that is not covered by the above provisions is deemed to be "technical data-commercial items" pursuant to DFAR 
Section 227.7015(a). Any use, modification, reproduction, release, performance, display or disclosure of such technical data 
shall be governed by the terms of DFAR Section 220.7015(b). 

 
12. Notices. Any notice required or permitted shall be in writing and shall be delivered by an established overnight commercial 
carrier. Such notice will be deemed to have been given five days after it has been deposited with such carrier.  

 
13. No Assignment. Customer may not assign this Agreement, including by operation of law, without Akamai’s prior written 
consent, which will not be unreasonably withheld, delayed or conditioned. 
 
14. Force Majeure. Neither party shall be liable for any failure to perform its obligations under this Agreement as a result of 
any event or circumstance not created by a party and beyond its reasonable control (“Force Majeure Event”). The party 
prevented from performing its obligations as a result of the Force Majeure Event shall promptly notify the other party of the 
same and use commercially reasonable endeavors to mitigate any damages suffered by the other party as a result of such non-
performance and resume performance as soon as possible.  
 
15. Successors-in-Interest.  This Agreement is binding upon and inures to the benefit of each party and its successors and 
permitted assigns.  
 
16. Governing Law; and Jurisdiction. If the Software is provided to a Customer located in the United States, regardless of 
where any action may be brought, this Agreement shall be interpreted under the laws of the State of Delaware and the parties 
shall be subject to the non-exclusive jurisdiction of the state and federal courts in and of the Commonwealth of Massachusetts. 
If the Software is provided to a Customer located exclusively outside of the United States the governing law and jurisdiction 
shall be the country in which the Software is provided to Customer. Notwithstanding any local laws to the contrary, the parties 
agree that the governing language of this Agreement and any notices related hereto shall be English. The parties exclude 
application to this Agreement of the United Nations Convention on Contracts for the International Sale of Goods.  

 
17. Insurance. Akamai will maintain, at its sole cost and expense, all commercially reasonable insurance coverages and 
amounts including, without limitation, the following: (i) commercial general liability insurance with a minimum combined 
single limit of $1,000,000 per occurrence, $2,000,000 annual aggregate; (ii) professional liability insurance in an amount of 
not less than $15 million per claim; and (iii) workers’ compensation insurance as required by applicable law. 
 
18. Severability. If any provision of this Agreement is unenforceable under applicable law, the validity or enforceability of 
the remaining provisions will not be affected. To the extent any provision of this Agreement is judicially determined to be 
unenforceable, a court of competent jurisdiction may reform any such provision to make it enforceable. The provisions of this 
Agreement will, where possible, be interpreted so as to sustain its legality and enforceability. 

 
19. Integration. Prior agreements, representations, and statements with respect to the subject matter of this Agreement are 
superseded by this Agreement. This Agreement may be changed only in a written document signed by Akamai and Customer, 
and no effect shall be given to terms set forth in any Customer purchase order, confirmation or similar document. 
 
20. Waiver. No failure or delay of either party to exercise or enforce any of its rights hereunder operates as a waiver of any 
such right.  

 
21. Independent Contractors. The parties are independent contractors.  
 
22. Survival. Sections 2.2, 2.5, 4, 5, 6, 8 and 16 shall survive termination or expiration of this Agreement. 
 
The parties hereto have caused this Agreement to be duly executed and delivered by their respective authorized officers as of 
the last date of signature below. 
 
AKAMAI           CUSTOMER:       
 
By:       By:    
 
Name:       Name:    
 
Title:       Title:    
 
Date:       Date:    
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Schedule A 
 

Software Support And Maintenance   

1. Updates and Upgrades. During the License Term, Akamai will make available to Customer such Updates and 
Upgrades that Akamai generally makes available to its other supported customers. For the avoidance of doubt, 
Updates and Upgrades expressly exclude new Software modules, which modules Akamai may make available at its 
sole discretion subject to additional fees. "Updates" means modifications or revisions to the Software (such as a bug 
fix or patch), as typically represented by the number to the right of the decimal point (e.g. Version 1.X). "Upgrades" 
means new releases (each, a "Release") of the Software (such as the addition of new features or functionalities), as 
typically represented by the number to the left of the decimal point (e.g. Version X.0). 

 
2. Support. During Business Hours (set forth below), Akamai's help desk personnel shall receive Customer email web 

support requests in connection with Errors (each, a "Support Request"). "Error" means any verifiable and 
reproducible failure of the Software to materially perform the functions described in the Software's documentation. 
Once Akamai has determined that the Support Request is covered by a valid support contract, Akamai will: 

i. respond to such Support Request based on the Severity Levels (as determined by Akamai) set out in the 
table below; and 

ii. Akamai will use commercially reasonable efforts to get to Problem Resolution or to provide a workaround 
for the Error. 

 
"Problem Resolution" means the use of commercially reasonable efforts to resolve the reported Error. These efforts 
may include (but are not limited to): configuration changes, patches that fix an issue, and reinstalling the Software. 

 
3. Support Requests Submission 

 
Support Requests to Akamai may be submitted to: 

(i) By Phone:  see the Contact Us Section at https://www.akamai.com/global-services/support  
 

(ii) By Email: support@akamai.com 
 

(iii) On the Web:  https://www.akamai.com/global-services/support  
 

In order to be addressed by Akamai, Errors must be verifiable and reproducible. Furthermore, in order for Akamai to address 
a Support Request, Customer must provide Akamai with all information, documentation, assistance and access as Akamai 
might reasonably require, including, without limitation: 
 

● setup information, 
● application knowledge, 
● listing of any output, 
● detailed steps required to enable Akamai to replicate the Error, 
● exact wording of Error messages, and 
● any other data that Akamai may reasonably request in order to reproduce operating conditions 

similar to those present when the Error occurred. 
  
  
Each Error for which a Support Request is received by Akamai, shall be classified by Akamai and assigned a level of severity 
(“Severity Level”), in accordance with the following criteria: 
 

Severity Level Definition Premium Support 
(PRM) 

Akamai Commitment 

 
Severity 1 - CRITICAL 
  
(a) The Error causes a critical effect to Customer’s 
production environment in a way that significantly 
impacts the Customer’s business; or 
  
(b) A key capability of the Software is fully or 
partially inoperable, in a way that causes a major issue 
to the Customer's production environment; or 
  
(c) An Error with a direct security impact on the 
Software 

First level response within 
less than 1 hour. 
Escalation within 6 hours. 
  

Akamai and Customer will commit 
the necessary resources around the 
clock for Problem Resolution to 
obtain workaround or reduce the 
severity of the Error. 

  
Severity 2 - HIGH 
  

First level response within 
4 hours. Escalation within 
24 hours. 

Akamai and Customer will commit 
an engineer during normal Business 
Hours for Problem Resolution to 
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(a) The Error causes the Software to operate 
improperly in a manner which impacts the normal 
course of business for Customer; or 
  
(b) An Error that substantially degrades the 
performance of the Software  in a way which impacts 
the normal course of business for Customer; or 
  
(c) An Error that prevents the Software from being 
installed or operated when properly configured. 

  obtain workaround or reduce the 
severity of the Error, and alternative 
resource during non- Business Hours 

  
Severity 3 - MEDIUM 
  
(a) The Error causes a function not to execute as 
described in the Software's documentation without a 
significant loss of utility or intended functionality; or 
  
(b) the Error disables one or more nonessential 
functions of the Software; or 
  
(c) The Software behavior is materially different from 
that described in the Software's documentation but 
does not rise to the level of a Severity 1 or Severity 2 
Error; or 
  
(d) Software alerts are not functioning as expected 
with no impact to the Customer's production 
environment 

First level response within 
Business Hours. 
  

Akamai and Customer will handle 
the case during Business Hours to 
obtain a resolution if applicable 

  
Severity 4 - LOW 
  
All other issues, including general usage questions 
and cosmetic issues. 

First level response at the 
next business day 
  

Akamai and Customer will handle 
the case during Business Hours to 
obtain a resolution if applicable 

Note:  Severity 1 - CRITICAL Errors require a phone call to Akamai support in order to ensure timely handling of the Support 
Request. 
 
Business Hours are defined as follows: 

• For incidents in North America or Latin America, Business Hours are 9AM to 5PM Eastern Standard Time, Monday-
Friday.  

• For incidents in Europe, the Middle East, or Africa, Business Hours are 9AM to 5PM, Central European Time, 
Monday-Friday.  

• For incidents in the Asia Pacific region, Business Hours are 9AM to 5PM, Indochina Time, Monday-Friday.  
 
 

4. Exclusions. The technical support described above will only be provided with respect to the then-current (and the 
two immediately preceding) Releases, and shall exclude Errors resulting from: 

i. any modifications of the Software that have not been approved by Akamai in advance and in writing; 
ii. Customer's failure to implement in a reasonably timely manner any Update or Upgrade made available by 

Akamai (or its representative); 
iii. Customer's written instructions to Akamai, or installation or set up adjustments made solely by Customer; 
iv. Customer’s use of the Software in violation of the Agreement or of any applicable laws and/or regulations; 
v. any fault in any Customer (or third party) equipment or programs used in conjunction with the Software; 

and/or 
vi. Customer’s negligence or willful misconduct.  

 
5. Customer Responsibilities. Customer agrees to the following responsibilities: 

i. Customer agrees to receive from Akamai communications via e-mail, telephone, and other reasonable 
formats; 

ii. Customer's technical support contact shall cooperate with Akamai at all times during the provision of 
Support and Maintenance Services under this Schedule; 

iii. Customer shall report to Akamai all material problems with the Software and shall implement any 
reasonable corrective procedures provided by Akamai reasonably promptly after receipt; 

iv. Customer will make available to Akamai a remote access solution ("Remote Access") allowing Akamai's 
Customer Success team to remotely connect to the Software and Customer systems. Such Remote Access 
requires that, inter alia, Customer make available a Virtual Private Network (“VPN”) or Virtual Desktop 
Infrastructure (“VDI”) facilitating access from Akamai’s offices, allowing Akamai's Customer Success 
team to access the following systems: 
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i. Web and CLI access to the Software backend components - all Management Servers and 
Aggregators installed on premises. 

ii. Desktop access to the machines used for automation and reporting development and execution. 
Application access to Customer standard communication means - email or other. 

 


