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Introduction

This document presents DocuPal Demo, LLC's proposal for providing ongoing
maintenance services for Acme, Inc.s Apollo GraphQL system. Our aim is to ensure
the system’s continued reliability, optimal performance, and robust security posture.

Purpose

The primary purpose of this maintenance plan is to establish a framework for
proactively managing and supporting Acme, Inc.'s Apollo GraphQL infrastructure.
This will minimize disruptions and maximize the value derived from their GraphQL
investment.

Scope

This proposal outlines the scope of our maintenance services, detailing the specific
system components covered and the activities we will perform. These include:

« Routine system checks and performance monitoring
Security patch application and vulnerability assessments
Proactive issue identification and resolution
Performance tuning and optimization

Ongoing support and consultation

Objectives

The maintenance plan is designed to achieve the following key objectives for Acme,
Inc.:

« Enhance overall system stability.

Improve the performance and efficiency of GraphQL queries.
Ensure the security and integrity of data.

Minimize system downtime and service interruptions.
Provide responsive and reliable ongoing support.
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Current System Overview

ACME-1 currently utilizes an Apollo GraphQL system to manage and deliver data
across various applications. The architecture consists of an Apollo Server acting as a
gateway, federating data from multiple backend services. These services include
user management, product catalog, and order processing. The GraphQL layer
provides a unified interface, allowing client applications to request specific data
requirements, reducing over-fetching and improving performance.

ACME-1's Apollo GraphQL API processes an average of 5 million requests per month.
Peak usage times are typically between 9:00 AM and 5:00 PM EST, coinciding with
standard business hours. We have observed a steady increase in API request volume
over the past year, as shown below.

However, some challenges need addressing. We've identified areas for optimization,
like N+1 query issues in the product catalog service, leading to performance
bottlenecks during peak loads. Also, there is a lack of comprehensive monitoring
and alerting, making it difficult to proactively identify and resolve issues. Finally,
the current schema lacks clear documentation, which increases the onboarding
time for new developers.

Maintenance Services and Activities

This section details the maintenance services Docupal Demo, LLC will provide to
ACME-1 for their Apollo GraphQL system. Our maintenance plan focuses on
ensuring the system'’s reliability, security, and optimal performance. We address key
areas such as bug fixes, updates, performance monitoring, and ongoing support.

Prioritized Activities

Our maintenance strategy prioritizes the following activities:

« Performance Optimization: We will continuously analyze query performance.
The goal is to identify and resolve bottlenecks.

 Security Updates: Applying the latest security patches is crucial. It will protect
the system from vulnerabilities. Critical patches will be applied immediately
upon release.
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» Bug Fixes: We will promptly address and resolve any bugs or errors that arise.
This will maintain system stability.

« Dependency Updates: Keeping dependencies up-to-date is important. It
ensures compatibility and access to the latest features and security
enhancements.

 Schema Evolution Management: We will manage schema changes carefully.
This minimizes disruption and ensures smooth transitions.

Update Frequency

Updates and fixes will be applied on a monthly basis. This regular cadence ensures
that the system remains current and secure. Critical security patches will be applied
immediately outside of the monthly schedule to address urgent vulnerabilities.

Monitoring Tools and Metrics

We will use a combination of tools to monitor the health and performance of ACME-
1's Apollo GraphQL system:

« Apollo Studio: For in-depth query performance analysis and schema
monitoring.

« New Relic: For comprehensive application performance monitoring (APM) and
infrastructure monitoring.

» Custom Grafana Dashboards: To visualize key metrics and create custom
alerts tailored to ACME-1's specific needs.

We will track the following key metrics:

» Query performance (latency, throughput)
o Error rates
 System resource utilization (CPU, memory, disk I/O)

Support Services

Docupal Demo, LLC will provide comprehensive support services. This includes:

» Technical Support: Prompt responses to inquiries and assistance with
resolving issues.

o Documentation: Maintaining up-to-date documentation of the system
configuration and maintenance procedures.
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 Consultation: Providing expert advice on best practices for Apollo GraphQL
development and maintenance.

Team and Roles

Our dedicated team will ensure the smooth operation and continuous improvement
of your Apollo GraphQL system. We have carefully selected individuals with the
expertise required for comprehensive maintenance.

Core Team

 John Smith (Lead Engineer): John is accountable for the overall success of the
maintenance plan. He will oversee all activities, coordinate team efforts, and
serve as the primary point of contact.

« Alice Johnson (GraphQL Specialist): Alice brings deep expertise in GraphQL
technologies. She will lead all GraphQL-specific tasks, including schema
management, performance tuning, and query optimization.

« Bob Williams (DevOps Engineer): Bob will manage the infrastructure aspects
of the maintenance plan. This includes ensuring the reliability, scalability, and
security of the underlying systems.

Required Skills and Expertise

Our team possesses the necessary skills and expertise in:

» GraphQL development and architecture

» Node.js runtime environment

« Database systems integration

« Cloud infrastructure management
 Security best practices implementation

« Monitoring tools configuration and analysis

Accountability and Communication

Accountability is clearly defined, with John Smith ultimately responsible for the
maintenance plan's success. Each team member has specific responsibilities aligned
with their expertise. Communication will be structured and consistent. We will use
daily stand-up meetings to quickly address any issues. Weekly progress reports will
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provide a comprehensive overview of completed tasks and upcoming activities. A
dedicated Slack channel will facilitate real-time communication and collaboration
between our team and ACME-1's stakeholders.

Risk Management

Our approach to risk management focuses on identifying, assessing, and mitigating
potential issues that could impact the stability, performance, and security of ACME-
1's Apollo GraphQL system. We recognize several key risk areas.

Potential Risks

« Unexpected Schema Changes: Changes to the GraphQL schema without
proper planning or communication could lead to application errors and data
inconsistencies.

« Third-Party Dependency Vulnerabilities: Exploitable vulnerabilities in third-
party libraries or services used by the GraphQL system could compromise data
security and system integrity.

« Infrastructure Outages: Disruptions to the underlying infrastructure, such as
network outages or server failures, could cause system downtime and impact
business operations.

Mitigation Strategies

To minimize the impact of these risks, we will implement the following mitigation
strategies:

« Change Management Process: A formal change management process will be
established to carefully plan, test, and deploy schema changes, ensuring
compatibility and minimizing disruption.

 Vulnerability Scanning: Regular vulnerability scans will be conducted on all
third-party dependencies to identify and address potential security flaws
promptly.

« Proactive Monitoring and Incident Response: We will implement proactive
monitoring with automated alerts to detect and respond to infrastructure
issues and system failures quickly.

« Redundancy and Disaster Recovery: The system will be designed with
redundant infrastructure components and disaster recovery procedures to
ensure business continuity in the event of a major outage.
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« Automated Backups: Regular automated backups of the GraphQL system
configuration and data will be performed to enable quick restoration in case of
data loss or corruption.

 Rollback Procedures and Hotfixes: We will maintain established rollback
procedures and the ability to deploy hotfixes rapidly to address critical issues
and minimize downtime.

Service Level Agreement (SLA)

This Service Level Agreement (SLA) outlines the performance guarantees, response
times, availability targets, and support commitments DocuPal Demo, LLC will
provide to ACME-1 for the Apollo GraphQL system maintenance services. It defines
the metrics, targets, and responsibilities associated with maintaining a high level of
service quality.

Performance Guarantees

We guarantee an uptime of 99.9% for the Apollo GraphQL system. Uptime is defined
as the percentage of time the system is available and responsive to requests. We also
commit to a response time target of under 200ms for critical queries. Response time
is measured as the time taken for the system to process and return a response to a

query.
Monitoring and Reporting

Performance will be measured using key metrics, including query latency, error
rates, and resource utilization (CPU, memory). These metrics will be continuously
monitored using industry-standard monitoring tools. Monthly reports will be
provided to ACME-1. These reports will include a trend analysis of the key metrics
and recommendations for improvement.

Support Commitments

DocuPal Demo, LLC will provide support to ACME-1 for any issues related to the
Apollo GraphQL system. Our team will be available during business hours (9 AM to 5
PM PST, Monday to Friday) to address any concerns or issues. Critical issues
impacting system availability will be addressed with the highest priority, with a
target resolution time of within 4 hours.
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SLA Breaches and Remedies

Failure to meet the uptime or response time targets will result in service credits. The
amount of the service credit will depend on the duration and impact of the outage.
Details regarding service credit calculations will be provided as a separate exhibit.
We are committed to working closely with ACME-1 to address any performance
issues and ensure a high level of service quality.

Cost and Pricing Structure

Our Apollo GraphQL maintenance services for ACME-1 will operate on a fixed
monthly fee basis. This fee is determined by the scope of services required and the
resources allocated to your project.

Pricing Model

We propose a fixed monthly fee of S[Amount] USD for our comprehensive

maintenance plan. This provides ACME-1 with predictable budgeting for your Apollo
GraphQL maintenance.

Cost Allocation

The monthly fee is allocated across key service categories as follows:

» Proactive Maintenance: 60%
» Reactive Support: 20%
« Monitoring and Reporting: 20%
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Reactive Support 20% ' Proactive Maintenance 60%

Budget Flexibility

To address unforeseen issues or accommodate additional requirements that may
arise, we include a contingency budget. This buffer is set at 10% of the total project
budget. This ensures we can adapt to your evolving needs without disrupting the
maintenance schedule or incurring unexpected costs.

Implementation Timeline

This section outlines the timeline for the Apollo GraphQL maintenance plan. The
project will be executed in three major phases. These phases are designed to ensure
a smooth transition and effective ongoing maintenance. The timeline considers
dependencies on ACME-1's systems access and communication. It also respects
ACME-1's security policies and change management procedures.

Project Phases

1. System Assessment (Weeks 1-2): This initial phase involves a thorough
evaluation of the current Apollo GraphQL system. We will identify potential
issues and areas for improvement. The goal is to create a detailed
understanding of ACME-1's specific needs.
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2. Implementation (Weeks 3-8): During this phase, we will implement the
prioritized maintenance activities. This includes updates, optimizations, and
any necessary configuration changes. This phase also includes rigorous
testing to ensure system stability.

3. Ongoing Maintenance (Week 9 onwards): This phase is continuous. We will
provide ongoing monitoring, support, and preventative maintenance. Our team
will address any issues that arise and ensure optimal system performance.

System Assessment

Implementation

Ongoing Maintenance

Conclusion and Next Steps

This proposal outlines a comprehensive maintenance plan designed to ensure
ACME-1's Apollo GraphQL system remains reliable, performs optimally, and stays
secure. The plan details prioritized activities, monitoring, and risk management
strategies. Our goal is to provide a GraphQL environment that supports ACME-1's
business objectives while minimizing operational disruptions.

Review and Approval

The next step involves a thorough review of this proposal by ACME-1 stakeholders.
We are available to address any questions or concerns.
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Required Actions

To move forward, we require the following:

» Formal approval of this maintenance proposal.

 Granting necessary access to the specified systems.

« Commitment to participate in scheduled meetings and ongoing
communication.

Further Discussion
We propose scheduling a follow-up meeting to discuss the proposal in detail and

address any outstanding questions. Approvals should be documented in writing for
clarity and record-keeping. We look forward to partnering with ACME-1.
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