
ChatSpace, Inc.

Premium Technical Support Program
The ChatSpace, Inc. Annual Technical Support Program is designed for the individual who requires support for the installation and maintenance of ChatSpace, Inc. (ChatSpace) products and subsequent upgrades.  It covers the specified ChatSpace programs on the distribution media.

Following is the ChatSpace Annual Technical Support Agreement.  To complete the ChatSpace Annual Technical Support Program, you must send the entire signed Agreement to:

ChatSpace Technical Support

          
ChatSpace, Inc.

         
1901 Camino Vida Roble,Ste. 115

          
Carlsbad, CA  92008

Priority support is offered to ChatSpace Annual Technical Support Program customers via phone, email, chat and page for Severity Level One support.  Telephone support numbers and email addresses along with other support resources are provided at http://www.chatspace.com/support.
An agreement confirmation will be sent to you under separate cover, detailing charges and/or balances.

After your ChatSpace Premium Technical Support Program has started, you have 30 days to return if unused.  Please send the agreement information so we can efficiently process your first call.

Please, photocopies and facsimile of these documents cannot be accepted.

ChatSpace, Inc.

support@chatspace.com

ChatSpace, Inc.

Premium Technical Support Agreement
ChatSpace, Inc.

and


Lane Community College





(Name of Customer)

4000 East 30th Avenue





(Mailing Address)

Eugene, OR  97105-0640




(City, State & Zip)
This ChatSpace Technical Support Agreement provides you (the person or company named above) with toll-free telephone support services for your inquiries relating to ChatSpace Products.  The Technical Support Program offered by ChatSpace is described below and provides support for a period of one (1) year from the date your payment method is approved by ChatSpace.  ChatSpace, Inc. will provide one identification number (an “Access Number”) for each Authorized Individual named below which will permit telephone access to ChatSpace support center 24 hours a day, seven days a week (24 x 7). The Access Number provided is for the use of the designated Authorized Individuals.  The Authorized Individuals are not permitted to share or duplicate the Access Number.

The prices indicated below for each support program are per ChatSpace product License.

Please read the General Terms and Conditions in this agreement, which apply to all support programs purchased under this Agreement.  Have an Authorized Representative of your company sign as indicated at the end of this Agreement.

---------------------------------------------------------------------------------------------------------------------------------

Annual Technical Support Programs for ChatSpace Software

ChatSpace Product (s) 

WebBoard 5.0 Upgrade_______________          ___________________________________

Premium Support____________________          ___________________________________

___________________________________          ___________________________________


Name(s) of Authorized Individual(s) – Three Names Per Access Number

Telephone & Email Support is designed for the individual who is supporting the installation and maintenance of ChatSpace products.

1. Name: _______________________ Email: ___________________________ Phone:  ____________________

2. Name: _______________________ Email: ___________________________ Phone:  ____________________

3. Name: _______________________ Email: ___________________________ Phone:  ____________________

GENERAL TERMS AND CONDITIONS

ACCEPTANCE OF THESE TERMS AND CONDITIONS IS SIGNIFIED BY CHATSPACE, INC.’S RECEIPT OF A SIGNED COPY OF THIS AGREEMENT ALONG WITH PAYMENT.

SUPPORT SERVICES

For the term of this Agreement, ChatSpace, Inc. (ChatSpace) will provide the Authorized Individuals with an ChatSpace Access Number providing access to the telephone support & email program purchased under this Agreement (the ‘Services”).

TERM AND RENEWAL

The Authorized Individuals will receive the Services for one (1) year from the date your credit card or purchase order transaction is approved by ChatSpace.  If the registered owner of the listed ChatSpace product purchases a higher priced version of the software during the contract term, the remainder of the contract will be prorated and a new term calculated.  If you are eligible for a period of free technical support as a result of an upgrade to a newer version, the free tech support period will begin when the current tech support contract expires.  You will receive notification 30 days in advance of expiration for renewal from Customer Services.

CUSTOMER RESPONSIBILITIES

Only the Authorized Individuals may use the assigned Access Number to access ChatSpace Technical Support. You may substitute another individual for the Authorized Individuals only upon written notice to the ChatSpace Tech Support Manager at the address on the front of this agreement. You will be responsible for implementation procedures to avoid any misuse or excessive use of the Access Number.  Furthermore, it is the Authorized Individual’s responsibility to (1) copy or back up program and data files before executing an instruction given by ChatSpace Technical Support as technical assistance and (2) verify all output from ChatSpace's program.  Each Authorized Individual must continue to use ChatSpace products (the “Software”) in accordance with the agreement governing use of the Software.  You may not assign this Agreement or the Authorized Individual’s right to receive support.

LIMITATIONS

ChatSpace will not provide Services in any of the following instances: (1) the Authorized Individual is no longer using the Software in accordance with the ChatSpace Agreement, (2) the Authorized Individual or a third party has modified or attempted to modify the Software or is using the Software with hardware or software (including operating system software) other than those specifically designated by ChatSpace for use with the Software, (3) ChatSpace has not received proper payment for the Services, (4) the Individual is using software which ChatSpace has classified as pre-release or evaluation software and which has been provided free of charge, (5) the Authorized Individual is using Software a) that is not the most current release, and b) which ChatSpace has specified as no longer covered by Technical Support, (6) ChatSpace determines that the cause of the error or other problem reported is the malfunctioning or failure of any hardware or software not furnished by ChatSpace, (7) in response to requests to develop, interpret or rewrite applications, (8) in excess of 10 hours per year per software product, or (9) the Authorized Individual is requesting Technical Support services for software that is not the product specified on the first page of this document.

TERMINATION

ChatSpace may terminate this Agreement at any time upon a breach of any of the terms of this Agreement, including but not limited to the use of this Access Number by anyone other than the designated Authorized Individuals or the failure to make proper payment, or upon a breach of the terms of the ChatSpace Agreement(s).  The terms and availability of the Services are subject to changes upon prior notice.

LIMITED WARRANTY

ChatSpace makes no warranty or representation, either express or implied, regarding the Services, their quality, performance, or ability to solve customers’ reported problems.

LIMITATION OF LIABILITY

ChatSpace’s liability under this Technical Support Agreement shall be limited to the amount paid by customer for the Services.  In no event will ChatSpace be liable for indirect, special, incidental, cover or consequential damages arising out of the use of or inability to use the Services, even if advised of the possibility of such damages.  ChatSpace is not responsible for any costs arising out of the use of the Services including, but not limited to, loss or damage incurred as a result of lost profits or revenue, loss of use of computer programs, loss of data, the costs of recovering programs or data, claims by third parties or similar costs.

SUPPORT SEVERITY LEVEL DEFINITIONS

	1
	System failure, crash or data corruptions occur, impacting Licensee’s ability to continue using his product.

	2
	A major feature or function is not working. No workaround is available, but use of the product can continue for a reasonable amount of time before Licensee can no longer use the product.

	3
	Degraded operations.  Only certain minor functions are disabled or impaired.

	4
	Inconvenience and work-around available for a cosmetic problem.


SUPPORT RESOLUTION DEFINITIONS

Resolution can be defined as:

· Providing a solution to the issue.

· Providing a work-around to the issue.

· Determining the issue is not a problem related to the application

· Determining the issue is an enhancement request and providing the request to Development as a “Wish List” item.
SUPPORT SEVERITY/RESPONSE/RESOLUTION STANDARDS

Premium Support provides for prioritized handling of incidents.  Response and resolution is attempted based on the severity of the incident.  This is not a guaranteed Service Level Agreement and there are no penalties to ChatSpace for failure to meet these standards.

	Severity
	Initial Response
	Resolution

	1*
	30 minutes**
	12 Hours

	2
	2 hours*
	2 working days

	3
	4 hours*
	5 working days

	4
	1 business day
	10 working days


*  Severity Level One support requires that customers follow recommended backup procedures as defined in the printed documentation.

** Initial responses of less than 1 business day requires that problem be reported via telephone support

GENERAL

This Agreement may not be modified other than by a written instrument signed by both you and ChatSpace.  No ChatSpace dealer, distributor, or agent is authorized to make any modification or addition to this Agreement.  This Agreement sets forth the complete and exclusive agreement and understanding between the parties as to the Services and supersedes all other communications, whether written or oral, prior or contemporaneous.

UPGRADE PROTECTION OPTION

The Premium Technical Support Contract covers major version upgrades (i.e. 2.x to 3.x) and point-release updates (service releases, hot fixes, bug fixes) during the term of the contract for each product.  

************************************************************************************************************************

ChatSpace, Inc will complete the following information.:

Effective Date:  





Access Number: 100DB02A_________________
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