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Summary

This Product Life Cycle Policy details the level of technical support that Esri UK will provide in relation
to its products during their life span. Product Life Cycles vary by the type of product.

The Product Life Cycle is a progression of phases starting with the initial release of a new version of a
product and ending with the retirement of that version of the product. This Product Life Cycle Policy
details the product-specific technical support which is applicable to each of the Product Life Cycle
phases.

Understanding Esri UK’s Product Life Cycle Plan for its products will help users to develop plans,
including users’ product migration and transition strategies, to ensure they remain on appropriately
supported versions.

This Product Life Cycle Policy relates to Esri UK products; for Esri Inc products, you should refer to the
Esri Inc Product Life Cycle Policy.

The support referred to in this Product Life Cycle Policy is provided in accordance with Esri UK’s
Standard Support Policy, which is available via http://www.esriuk.com/legal/terms-and-conditions,
Support in relation to the ‘Extended’ phases is subject to the caveats below. From January 2026
there is no longer a Mature support phase.

Note that where software is purchased via a third party any support will be subject to arrangements
between the customer and the third party.
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Product Life Cycle support phases

Life Cycle phases

Esri UK’s Product Life Cycle has up to three phases:
e General Availability
e Extended
e Retired

It is recommended that customers use versions of software in General Availability giving them the
full range of support services. Whilst customers may be able to continue to use products in Extended
and Retired support they should be aware that the scope of support is limited, as detailed below.

Announcing Transition

Esri UK will communicate Product Life Cycle status and transitions on its website via the relevant
Product Life Cycle document at each new release of a product. Esri UK may also announce transitions
outside of a specific release event. Esri UK may change the dates of previous releases at its
discretion.

Product Life Cycle Support status for each Esri UK product

The Life Cycle status for each Esri UK product can be found on our website in each product’s web site
pages and on our Legal pages: https://www.esriuk.com/en-gb/legal/uk/terms-and-
conditions/product-lifecycle-documents.

Product Types
There are four types of product:
e Software products deployed on premise e.g. Sweet for ArcGIS Enterprise, UNE for ArcGIS
o Typically has three life cycle phases (General Availability, Extended, and Retired)

o Typically only has one version in General Availability, with the previous release
moving to Extended support soon after each new release

o All service packs and hot fixes will have the same lifecycle as the main release
o Extended support will typically be for 18 months to 2 years
o Locally Deployed Apps e.g. UK Data Loader
o Typically has three life cycle phases (General Availability, Extended and Retired)
o When a new version is released the previous release moves into Extended support

o Extended support will typically be for 3-6 months; it is recommended that customers
upgrade to the version in General Availability

e Online Apps e.g. Sweet for ArcGIS Online, Report Builder for ArcGIS
o Typically has two life cycle phases (General Availability and Retired)
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o Atend of life the final release, may have a period of Extended support prior to
retirement (when no version is in General availability)

o When a new version is released the existing version is retired so there is only one
version available at any one time

e Online Data Products e.g. Maps+, National Data Service, Titleinfo Hosted Feature Service
o Typically has two life cycle phases (General Availability and Retired)

o Atend of life the final release may have a period of Extended support prior to
retirement (when no version is in General availability)

o When a new version is released the existing version is retired so there is only one
version available at any one time
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Software Products Deployed On Premise

Products in this category
e Sweet for ArcGIS Enterprise
e UNE for ArcGIS
General Availability phase
For products in General Availability users can expect the following:

e Technical Support is available between 9.00 am to 5.30 pm UK time Monday to Friday
(excluding English Public Holidays), and requests can be submitted online via My Esri or
alternatively by phone Contact Support

e Software patches and hot fixes for critical issues only

e New environment certification — when a major new release of a core dependent system such
as ArcGlIS software or operating system is released during the General Availability phase of
an Esri UK product, Esri UK will seek to certify this new environment either within the current
release, or through a new release.

Extended phase

The Extended phase for a product version starts when a new release of that product has become
generally available, unless otherwise stated.

Once a product enters the Extended phase, users can expect the following:

e Technical Support is available between 9.00 am to 5.30 pm UK time Monday to Friday
(excluding English Public Holidays), and requests can be submitted online via My Esri or
alternatively by phone Contact Support

e Esri UK will not provide patches and hot fixes for products that have reached the Extended
phase, the exception being critical security patches

e  Esri UK will not certify new environments for products in the Extended phase.
e Software Products will typically be in Extended support for up to 18 months to 2 years with
customers recommended to upgrade to the version in General Availability
Retired phase

Once a product enters the Retired phase, the product will no longer be available for purchase and
support will not be available.

Users will no longer have access to technical support. No new patches or hot fixes will be available
and Esri UK will not certify any new environment.

The product lifecycle will provide details of when a version of the product will be retired. Any
changes to these dates will be announced with a reasonable notice period.
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Locally Deployed Apps

Locally Deployed Apps typically have three life cycle phases (General Availability, Extended and
Retired). When a new version is released the previous release moves into the next phase of support.
Products in this category

e UK Data Loader

General Availability phase
For Locally Deployed Apps in General Availability users can expect the following:

e Technical Support is available between 9.00 am to 5.30 pm UK time Monday to Friday
(excluding English Public Holidays), and requests can be submitted online via My Esri or
alternatively by phone Contact Support

e Software patches and hot fixes.

e New environment certification — when a major new release of a core dependent system such
as ArcGlIS software or operating system, is released during the General Availability phase of
an Esri UK product, Esri UK will seek to certify this new environment either within the current
release, or through a new release.

Extended phase

The Extended phase starts when a new version of the product is released. There will only ever be
one version in the General Availability phase.

A product that is approaching retirement may also move into the Extended phase immediately prior
to retirement (during which time there will be no version that is in the General Availability phase).

Once a product enters Extended phase, a user can expect the following support:

e Technical Support is available between 9.00 am to 5.30 pm UK time Monday to Friday
(excluding English Public Holidays), and requests can be submitted online via My Esri or
alternatively by phone Contact Support

e Esri UK will not provide any further patches and hot fixes for products that have reached the
Extended phase. New environments will not be certified for the Extended phase.

e Extended support will typically be for 3-6 months, with customers recommended to upgrade
to the version in General Availability
Retired Phase

Once a product enters the Retired phase, the product will no longer be available for purchase and
support will not be available.

Users will no longer have access to technical support. No new patches or hot fixes will be available
and Esri UK will not certify any new environment.
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The product lifecycle will provide details of when a version of the product will be retired. Any
changes to these dates will be announced with a reasonable notice period.
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Online Apps
Online Apps typically has two life cycle phases (General Availability and Retired)

Products in this category

e Sweet for ArcGIS

e Report Builder for ArcGIS

e Data Observatory

e Connector for OS Places API

e Connector for OS Features API

e Connector for One Scotland Gazetteer
e Dashboard Builder

General Availability Phase

For Online Apps in the General Availability users can expect the following:

e Technical Support is available between 9.00 am to 5.30 pm UK time Monday to Friday
(excluding English Public Holidays), and requests can be submitted online via My Esri or
alternatively by phone Contact Support

e Software patches and hot fixes.

e New environment certification. When a new version of ArcGIS Online is released during the
General Availability phase, Esri UK will test this new release and make applicable test result
information available to users.

Extended Phase

Online Apps will only enter the Extended phase prior to retirement (when there is no longer a
version in General Availability).

Once an Online App enters the Extended phase, a user can expect the following support:
e The online software service will be available but will not be maintained or updated.

e When a new version of Esri Inc’s ArcGIS Online is released Esri UK will not test the new
release of such with any Esri UK Extended phase Online Apps / online software products.

e Technical Support is available between 9.00 am to 5.30 pm UK time Monday to Friday
(excluding English Public Holidays), and requests can be submitted online via My Esri or
alternatively by phone Contact Support

e Esri UK will not provide any further patches and hot fixes for products that have reached the
Extended phase.

Users will be notified at least three months in advance before any Online Apps are moved to the
Extended phase.
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Retired Phase
The Online App has been removed and the services are no longer available or supported.

If reasonable under the circumstances, users will be notified at least three months in advance before
any Online Services are moved to the Retired phase.
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Online Data Products

Online Data Products typically has two life cycle phases (General Availability and Retired)
When an Online Data Product is approaching the end of its life it will enter a period of mature
support before it is retired.

Products in this category

e Maps+
e Titleinfo — Hosted Feature Service
e National Data Service

General Availability Phase

For a Data Product in General Availability products users can expect the following:

e Data updates — frequency of data updates is determined by the update programme offered
for each data product.

e Technical Support is available between 9.00 am to 5.30 pm UK time Monday to Friday
(excluding English Public Holidays), and requests can be submitted online via My Esri or
alternatively by phone Contact Support

Extended Phase

A Data Product will only enter Extended support prior to product retirement (when there is no longer
a version in General Availability)

Once a Data Product enters the Extended phase, a user can expect the following support:
e The Data Product will be available but will no longer be updated.

e Technical Support is available between 9.00 am to 5.30 pm UK time Monday to Friday
(excluding English Public Holidays), and requests can be submitted online via My Esri or
alternatively by phone Contact Support

If reasonable under the circumstances, users will be notified at least three months in advance
before any Data Products are moved to the Extended phase.

Retired Phase

The Data Product is no longer available and any online services have been removed and are no
longer available. No support is available.

If reasonable under the circumstances, users will be notified at least three months in advance
before any Data Products are moved to the Retired phase.
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