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Introduction

Prisma Maintenance Proposal for ACME-1

This document outlines a comprehensive Prisma maintenance proposal from
Docupal Demo, LLC to Acme, Inc ("ACME-1"). It details our recommended approach
to ensuring the continued optimal performance, reliability, and stability of your
Prisma services. Our goal is to provide proactive support and issue resolution,
minimizing downtime and maximizing the value of your database infrastructure.

Purpose and Objectives

This proposal addresses ACME-1's need for ongoing maintenance and support of its
Prisma environment. It describes the services included, such as performance
monitoring, proactive issue identification, and timely resolution of any incidents
that may arise. Our services are designed to ensure high availability of your Prisma
services through performance optimization. This maintenance agreement aims to
deliver a stable, secure, and highly performant Prisma environment for ACME-],
allowing your team to focus on core business objectives.

Service Scope and Deliverables

This section details the scope of maintenance services Docupal Demo, LLC will
provide to ACME-1 for their Prisma infrastructure. It outlines the specific
components covered, the support services included, and the deliverables ACME-1
can expect during the maintenance period.

Prisma Components Covered

Our maintenance services encompass the following Prisma components:

Prisma Client
Prisma Migrate
Prisma Studio

Prisma ORM
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We ensure these components operate efficiently and reliably within ACME-1's
environment.

Support Services

Docupal Demo, LLC will deliver comprehensive remote support, which includes:

» Troubleshooting: Rapid identification and resolution of issues affecting
Prisma components.

» Configuration Adjustments: Fine-tuning Prisma settings to optimize
performance and stability.

» Performance Tuning: Proactive measures to enhance the speed and efficiency
of Prisma operations.

Our support services are designed to minimize downtime and ensure seamless
operation.

Maintenance Tasks

Our maintenance services include:

« Updates and Upgrades: Applying the latest Prisma updates and upgrades to
ensure compatibility, security, and access to new features. We will coordinate
with ACME-1 to schedule updates during pre-approved maintenance windows.

» Bug Fixes: Promptly addressing and resolving any bugs or defects identified
within the Prisma components. Our team will provide hotfixes and patches as
needed to maintain system integrity.

« Proactive Monitoring: Continuous monitoring of Prisma components to
identify and address potential issues before they impact performance. We use
advanced monitoring tools to track key metrics and performance indicators.

« Regular Health Checks: Conducting regular health checks to assess the overall
health and performance of the Prisma infrastructure. These checks include
reviewing logs, analyzing performance data, and identifying areas for
improvement.

 Security Patching: Applying security patches and updates to protect against
vulnerabilities and security threats. We stay informed about the latest security
advisories and proactively address any potential risks.

« Log Analysis: Analyzing logs to identify trends, diagnose issues, and improve
overall system performance. Our team will review logs regularly to identify
potential problems and take corrective action.
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 Configuration Management: Managing and maintaining the configuration of
Prisma components to ensure consistency and reliability. We will document all
configuration changes and maintain a central repository of configuration
information.

« Backup and Recovery: Implementing backup and recovery procedures to
protect against data loss and ensure business continuity. We will work with
ACME-1 to establish backup schedules and recovery procedures that meet their
specific needs.

» Performance Optimization: Identifying and implementing performance
optimizations to improve the speed and efficiency of Prisma operations. Our
team will use a variety of techniques to optimize performance, including query
optimization, caching, and indexing.

Scheduled Maintenance and Emergency Response
Scheduled maintenance windows will be communicated to ACME-1 well in advance

to minimize disruptions. Emergency response services are available 24/7 to address
critical issues that may arise outside of scheduled maintenance periods.

Pricing and Payment Terms

Docupal Demo, LLC will provide Prisma maintenance services to ACME-1 for a fixed
monthly fee. This predictable cost structure allows for easy budgeting and
forecasting.

Maintenance Fee
The fixed monthly maintenance fee for the services outlined in this proposal is

S[Amount] USD. This fee covers all services described in the "Scope of Services”
section, including ongoing support, monitoring, and necessary updates.

Payment Schedule

ACME-1 will receive monthly invoices from Docupal Demo, LLC. Payment is due
within thirty (30) days of the invoice date. We accept payments via [List payment
methods, e.g., ACH transfer, wire transfer, or check]. Late payments may be subject
to a [Mention late payment policy, e.g., late fee or service suspension].
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Service Level Agreement (SLA) Credits

We are committed to providing excellent service and maintaining high uptime for
your Prisma environment. In the event that we fail to meet the uptime SLA outlined
in the "Service Level Agreements” section of this proposal, ACME-1 will be eligible
for service credits. The specific calculation and application of these credits are
detailed in the SLA section.

Cost Distribution

The fixed monthly fee covers several key service areas. The estimated cost
distribution across these areas is illustrated below:

Administration 10%

Support 40%

Monitoring 30%

Service Level Agreement (SLA)

This Service Level Agreement outlines the standards for Prisma maintenance
services provided by Docupal Demo, LLC to ACME-L. It details our commitment to
response times and system uptime. Should we fail to meet these standards, ACME-1
will be entitled to service credits.
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Response Time

We commit to the following initial response times for support requests:

o Critical Issues: Initial response within 1 hour.
 Standard Issues: Initial response within 4 hours.

These response times represent the time it takes for a Docupal Demo, LLC engineer
to acknowledge the reported issue and begin working towards a resolution.

Uptime Guarantee

Docupal Demo, LLC guarantees a 99.9% uptime for the Prisma environment. Uptime
is measured using our monitoring tools. This ensures continuous availability of
your Prisma services.

Remedies for SLA Misses

If Docupal Demo, LLC fails to meet the uptime guarantee or response time
commitments outlined above, ACME-1 will receive service credits. These credits will
be applied to ACME-1's next invoice. The specific amount of the service credit will be
determined based on the severity and duration of the SLA breach.

Team Roles and Responsibilities

Our Prisma maintenance team comprises experienced professionals dedicated to
ensuring the stability and performance of your database infrastructure. Each
member brings specific expertise to deliver comprehensive support.

Key Personnel

 John Doe, Lead Engineer: John oversees the overall maintenance strategy and
provides technical direction. With over 10 years of experience in database
management and Prisma, John ensures that the maintenance activities align
with industry best practices and your specific needs.

« Jane Smith, Database Administrator: Jane is responsible for managing all
database administration tasks. Her 8+ years of experience in database
administration makes her adept at handling database optimization,

Page 6 of 9

+123 456 7890 7 info@website.com P.O. Box 283 Demo
+123 456 7890 websitename.com Frederick, Country



[©) DOCUPAL

Docupal Demo, LLC

performance tuning, and security management.

« Mike Brown, Support Specialist: Mike manages day-to-day support and
promptly resolves issues. With 5+ years of experience in technical support,
Mike ensures that all inquiries and incidents are addressed efficiently,
minimizing potential disruptions.

Responsibilities

The team's responsibilities are distributed to leverage individual strengths and
ensure comprehensive coverage. John focuses on strategic oversight, Jane handles
the technical database aspects, and Mike addresses immediate support needs. This
collaborative approach ensures a proactive and responsive maintenance service.

Risk Management and Mitigation

Docupal Demo, LLC recognizes that maintenance activities carry inherent risks. We
have identified key areas of concern and developed mitigation strategies to ensure
minimal disruption and optimal performance for ACME-1.

Technical Risks

We acknowledge the potential for database corruption during maintenance
procedures. To counter this, we will perform database backups before any major
changes. These backups will be stored securely and tested regularly. Server outages
are another potential risk. We will minimize downtime by implementing redundant
systems and proactive monitoring. This allows us to identify and address potential
issues before they escalate into full-blown outages. We also acknowledge the risk of
software vulnerabilities. Docupal Demo, LLC will apply security patches and updates
promptly to safeguard the system against exploits.

Downtime Mitigation

Minimizing downtime is a priority. Our approach includes several layers of
protection. Redundant systems will ensure continuous operation even if a
component fails. Regular backups allow for quick restoration in case of data loss or
corruption. Proactive monitoring will help us identify and resolve issues before they
impact ACME-1. We also provide clear communication during any planned
maintenance to keep ACME-1 informed.
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Contingency Plans

Unforeseen issues may arise despite our best efforts. Docupal Demo, LLC maintains
a comprehensive disaster recovery plan. This plan includes failover procedures to
switch to backup systems and data restoration protocols to recover from data loss
incidents. This detailed plan helps to ensure business continuity for ACME-1. Our
team is trained to execute these plans swiftly and efficiently, minimizing any
potential negative impacts.

Escalation Procedures

To ensure timely resolution of any issues, we have established a clear escalation
process. This process outlines the steps taken to address concerns that require
attention beyond the initial support level.

Escalation Levels and Contacts

The escalation process involves three levels of support:

 Level 1: Support Specialist. The initial point of contact for all issues.
Responsible Contact: Mike Brown.

« Level 2: Database Administrator. Engaged for complex database-related
issues. Responsible Contact: Jane Smith.

 Level 3: Lead Engineer. Involved for critical issues requiring in-depth
technical expertise. Responsible Contact: John Doe.

Escalation Tracking and Resolution
We use a ticketing system to track all issues and escalations. This system provides

automated notifications to ensure all parties are informed of the issue's status. The
system also allows us to monitor progress and ensure timely resolution.
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Conclusion and Next Steps

Proposal Benefits

This maintenance plan is designed to provide ACME-1 with increased uptime and
improved Prisma performance. You can also expect a reduced risk of data loss. Our
expert support team will be available to address any issues that arise.

Next Steps

Review and Clarification

We encourage you to carefully review this proposal. Please submit any clarifying
questions you may have within 15 days.

Agreement and Acceptance

If the proposal meets your needs, we request that you sign and return the
agreement within 30 days. This will allow us to begin the onboarding process and
schedule the commencement of services.
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