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HOSTING SERVICES AGREEMENT

BETWEEN
SunGard Higher Education Inc.
a Delaware Corporation
with Headquarters at:
4 Country View Road
Malvern, PA 19355
(""SunGard Higher Education'')

AND

o e

720 Westview Drive SW
Atlanta, Georgia 30310-1495

(for purposes of this Agreement, "Client'")
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I HIS AGREEMENT is made between SunGard Higher Education and Client as of the Execution Date.
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SunGard Higher Education with a valid tax  exemption following: (A) SunGard Higher Education or its agent
certificate; otherwise, absent proof of Client’s direct (as applicable) must promptly notify Client of any such
payment of such tax amounts to the applicable taxing claim; (B) SunGard Higher Education or its agent (as
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EXHIBIT A

SERVICES
I.  HOSTING SERVICES
1. Additional Definitions
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1.7. “Client’s Software” means the applications software of whatever sort that are purchased or licensed by

Client. or oroyjded bv SunGard Higher Fdneatippfor Cligur’s henefit and incralled on Hagtinadlardiiare (3¢ o

hereinafter defined).

1.8.  “Client’s System” means Client’s Software and data. which is installed on or resides on Hosting Hardwate
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I.18. “Tier 1 Troubleshooting” means that first level of support interaction which is required after an initial
incident or problem request.

1.19. “Tier 2 Troubleshooting” means that support which is reauired afier the fallowine has heen_nerformed or
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determined:
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1.19.2. Client has opened a subport ticket with the_annrapriate_Annlication vendor cistomer sunnart conter
]

H Mu[ﬁ-]mipi EEE dptﬁpﬁan zng Simi&”} L tanlisdine dntantinn
1Y S b

multi-zone suppression system.
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3.5  SunGard Higher Education maintains responsibility for all day-to-day server maintenance. Server
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admipjstration and nerformance tuning

3.6 SunGard Higher Education supports all hosted hardware components and will replace failed components.
Hardware replacement procedures will begm as per SunGard’s incident management process.

to identify any information security risk that may be present and trigger remediation efforts as per SunGard s
incident management process.
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systems and services installed in the Collocation facility.

4.3 —SunGard Higher Education reaiyrgs that all Intarnet facip
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proper encryption of data transmitted between the SunGard Higher Education Data Center and the Client
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integrity of such Client PII and protect against unauthorized access to or use of such Client PII that could result
in substantial harm or inconvenience to a client of Client.

Certain Client Responsibilities
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5.2.21. Providing for programming qnd user ligisons to research reyi aye /ey parcectanalicatinn




52.23 Providing functional, technical and/or programming and user liaisons to provide first level
troubleshooting of all application issues and communicating appropriately with the software vendor,
including opening support contacts with the software vendor. Once the support contact has

T ] ER] Iy -

‘ — Tedt 4 . Fl
P @
I - ——— — — —

L.
6.4.3 Monthly tape backups are kept for one (1) year
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8. Conditions to Services — In order for SunGard Higher Education to provide the Services, Client will:
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listed in Schedule A;

Be required to license all database software that meets SunGard Higher Education’s specifications as listed
in Schedule A;
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Client Responsibilities as to External Interfaces / Third-Party Integrations

10.5 The Client will provide a point of contact for communication of activities, planning and

reqipgis/reanirements fn thewAnolication Sexdces feam
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10.7  The Client will purchase supported SSL certificates for the Applications servers.

108 lhalalicat will pravdde the st b mes pen™ nasoszariiey fh Yo ——— +




13. Lawful Use — The Client’s System may not be used in any manner that would violate or infriasée ugon anv of rge
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ll. Service Levels

I.  Coverage and Terminology

In connection with these Service Levels, the term "Availability" means the percentage of a particular month
(based on 24-hour days for the number of days in the subject month) that the content of Client's application is
available for access, as measured by SunGard Higher Education.

Availability: The ability of the managed service to receive, queue, and execute real-time requests

Measurement: Service Availability is measured as the ratio of actual avallabl 1ty to expected avallablhty
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software (including, without limitation, ecommerce software, payment gateways, chat, statistics or free

provision of this SL;
52 Failure of access cirenits tn the SanGard Hicher Fdneatinn Netwark ar ite unctream nravidere nnlace
must include Client’s account name and the dates and times of the unavailability of Clients applications and
must be received by SunGard Higher Education within ten (10) business days after Client’s application was not
available. If SunGard Higher Educatlon conﬁlms the unavallablhty, credits will be applied within two billing
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Triaged Response Metrics

A - i
3. Inability to reach login site of supported applications
4. Supported Web Portal site is down

Priority 2 - High
nlinnts
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2. New trouble report that needs immediate attention and is affecting major component(s) of supported applications
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