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Standard Support Policy @esri‘" UK

THE SCIENCE OF WHERE™

Standard Support overview

Esri UK standard Support provides eligible Esri UK and Esri Ireland customers with technical
assistance to help diagnose, understand, and work around issues encountered when using:

e supported commercial-off-the-shelf online or on-premise Environmental Systems
Research Institute Inc (“Esri Inc”) software, Esri UK software and third-party software sold
and supplied by Esri UK or Esri Ireland (“Supported Software”), and

e Esrilnc data, or third-party data supplied by Esri UK and delivered as part of a data
delivery service or Esri UK's Data-as-a-Service offerings or the ArcGIS Living Atlas of the
World ("Supported Data"”).

Esri UK standard Support is delivered by skilled analysts operating within a defined support
model, governed by documented priorities, response targets, and escalation pathways. The
service focuses on technical troubleshooting, reproducible issues, product-aligned guidance
and access to software updates (but does not offer project delivery or solution design).

Benefits for Supported Software and Supported Data

o Software is kept up to date: Access to software updates, including patches, bug fixes,
and new releases.

e Structured case management and issue tracking: Manage support requests, view
updates on cases and software defects, and track progress through My Esri

e Reduced Business Disruption and Faster Recovery: Customers receive expert
assistance to diagnose and resolve technical issues, helping restore business operations
quickly and minimise downtime.

o Access to Skilled Product Specialists: Support is delivered by analysts with
product-aligned expertise who understand Esri software behaviour, limitations, and
known issues.

e Protection of Product Investment: Standard Support helps customers maximise value
from their Esri investment.

e Controlled and Secure Engagement: Customers maintain control over who can access
support and how their systems are managed.

e Impact-Based Prioritisation: Critical issues affecting business operations are prioritised
appropriately and handled with urgency.
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Service Eligibility Requirements
Standard Support is available to customers that have

e purchased Supported Software as a perpetual license that includes one (1) year of
technical support and maintenance or a renewal of such support and maintenance

e purchased Supported Software or Supported Data under an Enterprise Agreement, in
which case this Standard Support is supplemented by the terms of the applicable
Enterprise Agreement

e an active subscription to Supported Software or Supported Data.
o purchased Supported Data delivered as part of a data delivery service.

e an active subscription for an Esri UK Managed Service (see Appendix 1, Esri UK Managed
Services Support)

e received an evaluation copy of Supported Software or Supported Data from Esri UK and
remain within the agreed evaluation period.

e obtained Supported Software from Esri UK under the CHEST agreement for academic
sites and institutions.

o purchased an ArcGIS Developer Bundle.

Note: Personal Use customers are eligible for installation and licensing queries only.

Service Features

Feature Description of activities and outputs

Case Management System Support cases are managed via Esri UK’s customer service
platform (My Esri)

Standards Esri UK delivers support under its ISO 9001:2015 quality
management system

Support Hours Standard Support operates Monday-Friday, 09:00-17:30 UK
time, excluding English public holidays.

Support Logging Channels Cases can be logged via:

e my.esri.com

e Phone: 01296 745555 (UK)

e Phone: 01869 3900 (Republic of Ireland)

Only customer-nominated personnel (“"Authorised Callers”) may
log cases.
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Feature

Description of activities and outputs

International Customers need to log cases for Esri UK Supported
Software and Esri UK Supported Data via email and will be
provided an email address where applicable.

Product Lifecycle information

Support for Esri Inc Software is subject to the Esri Inc Product
Lifecycle Support Policy available at:

https://content.esri.com/support/techarticles/product-life-
cycle.pdf

Support for Esri UK Software is subject to the Esri UK Product
Lifecycle Policy available at:

https://www.esriuk.com/en-gb/legal/uk/terms-and-
conditions/product-lifecycle-documents

Case Lifecycle information

Esri UK Standard Support delivers a structured, governed case
lifecycle designed to ensure consistency, transparency, and
effective resolution of support cases.

Each case is formally logged and triaged to confirm scope and
completeness, and investigated to diagnose the issue. Where
necessary, cases may involve collaboration with specialist teams,
Esri Inc, or approved third parties.

Guidance or workarounds are provided where appropriate to
help customers continue operations, and the case progresses to
resolution once an outcome has been achieved or a clear path
forward has been established (see Case Resolution below). Cases
are then formally closed.

Support Case Reference Number

When the customer logs a support case, they will be sent an
acknowledgement email which will include a unique reference
number; the reference number will be used in communications
relating to the case sent by Esri UK.

Target Response Times

Each case is triaged to assess its priority and Esri UK aims to
respond to logged support cases in the response times shown
below. Case priority is determined by Esri UK Technical Support
based on the technical impact of the issue and the customer’s
ability to work around it.

Response times are measured during Support Hours only from
when the support case is logged to the time of the first response
by an Esri UK Technical Support analyst.

Priority Target Symptom

Level Response

P1 2 hours The production system, or critical
(Critical) components, are inoperable.

Multiple users are affected and there
is potential for significant business
impact.
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Feature

Description of activities and outputs

P2 (High)

4 hours A major component of the system is
inoperable, preventing full use of the
production system. Other
components of the system are
operational, or alternative workflows

are available.

P3

(Medium)

8 hours Components of the system are not
providing functionality as expected,
or there are intermittent failures in
system processing. The production
system generally continues to

operate.

P4

(Routine)

16 hours Problem does not impact upon the
use or productivity of the system but
is frustrating to use, or there is an

error in the documentation.

Case Investigation

During the investigation of a support case, Esri UK Technical
Support may:

Provide support via telephone, email, and desktop/screen
sharing (where appropriate) to assist with the operation of
Supported Software and Supported Data

Provide advice, workarounds, or configuration guidance.
Reproduce issues using internal systems

Liaise with Esri Inc/third party providers

Case Resolution

A support case will be closed (meaning Esri UK considers it
resolved) when any of the following conditions are met:

A workaround/advice is provided enabling you to
overcome the support issue, even if the underlying issue
is not fully fixed.

A defect or software bug is logged with Esri Inc, Esri UK or
a relevant third party as an issue with the Supported
Software or Supported Data.

The issue is going to be addressed in a future release and
the Customer is advised of the likely timeframe (where
possible) and provided other relevant information.

The Customer is unresponsive after reasonable attempts
to contact

The issue is outside the scope of this Standard Support

policy

Particular problems may require lengthy investigation either by
Esri UK, Esri Inc or a third-party supplier and this may therefore
take a period of time. Esri UK will provide the Customer with

regular updates on progress throughout this period. Whilst Esri
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Feature Description of activities and outputs

UK will use reasonable efforts to provide a workaround to
problems reported a resolution is not guaranteed.

Reopening closed support cases If the same issue reappears after the case is closed, the case can
be re-opened within 10 days of the date when it was closed, after
which time a new support case must be raised (it can reference
the previous case for context).

Placing cases on hold Cases can be placed on hold (for a maximum period of 14 days)
if the Customer informs the Esri UK support team in advance
about delays such as holidays or staff unavailability.

Case Escalation The case escalation process is used when a support incident
cannot be resolved through normal troubleshooting. Escalation
ensures that appropriate resources are engaged in a timely
manner based on the severity of the issue.

A case is escalated when:

e The Esri UK Support Analyst is unable to resolve the issue
within normal processes.

e Additional expertise, oversight, or prioritisation is
required; and

e The issue is urgent or significantly impacts the customer’s
operations

Escalations may be directed to:

e ATechnical Support Lead (for technical oversight &
prioritisation)

e A Customer Success Manager (CSM) or Sales Manager
(for business coordination)

e Relevant Account Management and Technical staff in Esri
Inc or third parties

Screensharing Screensharing sessions will be arranged where appropriate to
assist the troubleshooting of problems.

e Microsoft Teams is recommended

e The use of other third-party tools will be considered on
request, but use will be subject to assessment by Esri UK
for compliance with its security policies

e Esri UK will not retain credentials

e Esri UK will not make system changes

e Esri UK will not be held responsible for any problems
resulting from changes made during a desktop sharing
session
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Obligation

Description of activities and outputs

Authorised Callers

Only Authorised Callers, managed through My Esri, may log
support cases. Customers are responsible for maintaining their
Authorised Caller list in My Esri.

Training

Authorised Callers must be familiar with, and have working
knowledge of, the Supported Software and Supported Data and
have the appropriate skills and experience to understand and
implement the guidance provided. Training or step-by-step
instruction in the use of the Supported Software and Supported
Data is outside the scope of the Standard Support Policy. Where
it becomes apparent that training or dedicated assistance is
required, customers may be referred to their CSM to discuss
appropriate options.

Communication Requirements

Participation in conference calls, bridge calls, or web meetings
involving wider customer stakeholders is not included within this
Standard Support Policy.

Calls with Customers may be recorded. Customers should inform
the Technical Support analyst if they do not want a call to be
recorded.

Case Logging Requirements:
Contact Details

Customer will provide:

e Customer Organisation Name
e Contact details (phone/email address)
e Customer’s internal reference number (optional)

Case Logging Requirements:
Issue Details

Customer will provide:

e Hardware / web platform details.

e Operating system and version, including patches

e Software, Data or Managed Service name and version,
including patches,

e Clear problem description, including reproduction steps,
sample code (minimal reproducible example), error
messages, data types, URLs, logs and supporting
information.

Support Case Reference Number

When contacting the Esri UK Support helpdesk about an existing
case, customers should be prepared to quote the relevant
Support Case Reference Number.

Customer Engagement

Customers are required to engage actively; cases cannot remain
open without customer communication.

Customer-Initiated Escalation

Customers may self-escalate support cases via the My Esri portal
or by phone. While customers may indicate the severity of an
issue, escalation does not change the assigned priority, which
remains fixed in accordance with Esri UK's documented criteria.
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Business impact statements If a defect is identified, customers are encouraged to provide a
business impact statement to assist with prioritisation.

Hardware and Operating System | The Customer is responsible for the management and
responsibilities maintenance of their hardware platform, operating systems,
systems administration, network performance, printers, system
and data backups, and any other software or data used in
conjunction with the Supported Software and Supported Data.

System changes No changes to customer systems are performed by the Esri UK
Support helpdesk. Customers are responsible for managing
system changes in accordance with their own change control and
rollback processes.

Privacy and Confidentiality The Customer is responsible for ensuring that any information
they provide is accurate, complete and limited to what is
necessary and that any confidential, personal, or sensitive data is
removed or excluded in accordance with applicable data
protection legislation. Where such information is provided, the
Customer must clearly identify it.

The Customer acknowledges that, where required to support the
investigation and resolution of a support issue, Esri UK may need
to share the information provided (including personal or sensitive
data) with Esri Inc or approved third parties, which it will do in line
with applicable data protection requirements.

Professional Conduct Customers are expected to engage with Technical Support staff
in a courteous and professional manner. Esri UK does not tolerate
abusive or offensive behaviour and may place a support case on
temporary hold or close it if such conduct occurs.

What is not within the scope of the Esri UK standard Support Policy?

e Solution architecture, implementation, upgrades, code reviews, health checks, root cause
analysis and training, which are all available via additional services.

e Software and data that is not sold by Esri UK or Esri Ireland to the Customer.

e Any software or services other than the Supported Software, Supported Data or Esri UK
Managed Services.

e Bespoke software developed by Esri UK or Esri Ireland.

e Troubleshooting or code reviewing custom software, applications, scripts or solutions
developed by or on behalf of the Customer. Support for Esri APls and SDKs is conditional
on the Customer providing the smallest reproducible sample to demonstrate a problem,
and limited to providing advice for specific problems, workarounds for known limitations
(where available) or code samples.

e Hardware components and peripheral devices, except to answer questions on how
standard, supported devices interface to the Supported Software.

e Problems in retired versions of Supported Software or Supported Data (see Product
Lifecycle Information)

Esri UK Standard Support Policy: v14.07.26



Public

e Supported Software that is not running on an appropriate hardware and operating
system configuration (refer to the relevant system requirements).

e Fixing corrupt data, data manipulation, and non-supported data formats.

e Any problems resulting from the Customer’s misuse, improper use, modification, or
damage of the Supported Software or Supported Data or the Customer combining or
merging the Supported Software with any hardware, software or data not supplied or
identified as compatible by Esri UK.

e On-site support and implementation services

e Problems with the delivery of Supported Data from Esri UK as part of a data delivery
service, including problems accessing and downloading the data delivered. Such issues
should be reported to the delivery team

e Support analysts may offer general advice, but cannot make recommendations about a
company’s GIS strategy, recommend hardware, quote prices for software or data, provide
product training, consultancy or develop scripts or applications.

Additional Information:

e Where software or data is purchased via a third party, support will be subject to
arrangements between the customer and the third party.

e Unless Technical Support is explicitly included, support for free products and samples is
only provided via Community Support and online resources.

e If anincidentis found to be outside the scope of this policy, Esri UK reserves the right to
charge the Customer for the time taken to investigate the incident, at the then current
standard Professional Services rate.

e Supported Software (including updates, patches or hotfixes to the Supported Software),
Supported Data, will be provided subject solely to and be governed exclusively by the
terms of the applicable Esri Inc, Esri UK or third-party supplier licence agreements in
place with the Customer. Esri UK's Managed Services will be provided subject solely to
and be governed exclusively by the Esri UK Operational Services Terms.

e The Customer acknowledges and agrees that the report of an error or bug in any
Supported Software or Supported Data is not a guarantee that it can or will be corrected.
For example, the Supported Software or Supported Data will be corrected on a priority
basis and are subject to release schedules determined by Esri Inc, Esri UK and third-party
suppliers (where applicable).

e The Customer is responsible for administering users, roles, content, licences, security,
and system settings. Customers should also ensure that active administrators are in place
and able to manage subscription details. Esri UK Technical Support cannot provide
administrator or subscription information to users.

Terms and conditions

The standard Support Policy is provided subject to the Esri UK General Terms or Esri Ireland
General Terms (as applicable), available at: https://www.esriuk.com/en-gb/legal/terms-and-
conditions
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Appendix 1: Esri UK Managed Services Support

Managed Services Support overview

This appendix defines the services support provided by Esri UK where Esri UK is responsible for
hosting, operating, or maintaining the service environment on behalf of an individual customer
(“Managed Services Support”). It establishes how Managed Services Support is delivered for
in-scope services, including the responsibilities carried out by Esri UK in managing availability,
performance, and operational integrity.

Managed Services Support is delivered by operational and technical specialists working within
a defined service management framework. This includes established processes for monitoring,
incident management, service request fulfilment, escalation, and recovery.

Where differences exist between Appendix 1 and the rest of the Support Policy, the provisions
within this Appendix will take precedence.

Services in Scope

This Appendix applies to the following listed Esri UK Managed Services and any other services
that are explicitly identified in the applicable Esri UK Service Definition, order form, or contract
as being hosted and maintained by Esri UK and subject to the Esri UK Managed Services
Support Appendix in the Esri UK Standard Support Policy.

e ArcGlIS Enterprise Managed Cloud Service

e ArcGIS Pro Managed Cloud Service

e ArcGIS Online Backup and Restore Service

e ArcGIS Online Advisory and Monitoring Service
e Data Observatory

Note that this Appendix does not apply to Esri UK Products provided as Software as a Service or
Data as a Service which are only covered by the main section of this Esri UK Standard Support
Policy.

Services Support Description

For Esri UK Managed Services in scope, Esri UK provides support across the service stack that it
operates or manages. The detail of what is covered for each service is defined in the relevant
Service Definition.

Investigation of a service-related issue does not require the issue to be reproduced in isolation
or outside the Esri UK hosted environment.
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Where an issue is reproduced and determined to be a defect within Supported Software or
Supported Data, further investigation and resolution will be governed by the Esri UK Standard
Support Policy.

Incident Investigation and Resolution
For Cases covered by Esri UK Managed Services Support, Esri UK will:

o Confirm that the case is within the scope of the service provided, as defined in the
Service Definition

e Investigate service incidents within the environment

e Review configuration and deployment settings under Esri UK control to determine
whether they are contributing to the issue

e Identify faults or misconfiguration within the hosted service environment and apply
corrective action where Esri UK is responsible for service operation.

e Provide corrective action or remediation in line with the Service Definition

Where third-party products or platforms form part of the service, Esri UK will manage
investigation and coordination as required. Product-level defect resolution remains subject to
the third-party supplier processes.

Case Logging Requirements

Customers are not required to supply hardware platform details, operating system versions, or
cloud infrastructure configuration when logging an Esri UK Managed Services Support case.

Esri UK maintains this information as part of service operation and management.

Hardware and Operating System Responsibilities

For Esri UK Managed Services Support, Esri UK is responsible for the operation and
maintenance of the service platform as defined in the applicable Service Definition.

This replaces the customer responsibility described in the Standard Support Policy for hardware
and operating systems.

System Changes

Changes to services are managed by Esri UK through its internal change governance processes.
Esri UK will provide advance notification of material service changes.

Esri UK does not attend customer change advisory boards unless explicitly agreed with the
Service Delivery Manager.
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Screensharing and Service Access

For services hosted by Esri UK, Esri UK staff have controlled access to the service environment
required for operation and support.

End user credentials are not required for investigation or remediation.

Screensharing may be used where helpful for collaboration or clarification but is not required to
enable support.

Service Level Commitments

If applicable, service availability targets, recovery objectives, and resilience commitments,
including Recovery Time Objective and Recovery Point Objective, are defined within the
applicable Service Definition or contract.

Service level commitments supplement this support policy and do not change how support
cases are managed unless explicitly stated.

Scope Exclusions and Clarifications

The following are not included as part of Esri UK Managed Services Support unless explicitly
stated otherwise in the Service Definition.

e Solution architecture, upgrades, training, and in-depth health checks

e Capacity increases or infrastructure changes beyond agreed service parameters

e Product level support for software or data not sold by Esri UK

e Bespoke scripts or tooling unless an ongoing support commitment is explicitly defined

Where Esri UK has deployed third-party components as part of a hosted service, Esri UK will
support their integration and operation within the service. Resolution of product defects
remains the responsibility of the third party or original supplier.
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