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Executive Summary

This Salesforce Maintenance Proposal outlines how DocuPal Demo, LLC will provide
comprehensive maintenance services to Acme, Inc (ACME-1), ensuring your
Salesforce platform operates at peak performance. Our services are designed to
guarantee system stability, optimize performance, and boost user adoption of the
Salesforce platform.

Key Benefits

Acme, Inc will benefit from increased operational efficiency, a significant reduction
in system downtime, and improved data quality through our meticulous
maintenance program. This will also help enhance the overall security posture of
your Salesforce environment.

Alignment with Business Objectives

This proposal directly supports Acme Inc's core sales, service, and marketing goals
by ensuring optimal Salesforce performance. Our services ensure that your data is
accurate, your users are satisfied, and your business processes run smoothly within
the Salesforce ecosystem. DocuPal Demo, LLC offers a maintenance approach that
helps ACME-1 to achieve its business objectives.

Service Overview

DocuPal Demo, LLC's maintenance services include proactive monitoring, timely
issue resolution, and continuous system optimization. We will address existing
issues, manage integrations, and implement proactive measures to prevent future
problems. Our team is committed to providing rapid response times and clear
escalation paths to ensure your Salesforce system remains reliable and effective.

Page 3 of 14

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




[5) DOCUPAL

Docupal Demo, LLC

About Us

About Docupal Demo, LLC

Docupal Demo, LLC is a trusted Salesforce partner dedicated to providing
exceptional maintenance and support services. Based in Anytown, California, we
bring extensive experience to help businesses like Acme, Inc. maximize their
Salesforce investment.

Our Expertise

We have over 10 years of experience implementing and maintaining Salesforce CRM
solutions across various industries. Our team possesses deep expertise in Salesforce
and a thorough understanding of how to keep your system running smoothly.

Certifications and Partnerships

Docupal Demo, LLC is a registered Salesforce Partner. Our consultants hold key
certifications, including Salesforce Certified Sales Cloud Consultant and Salesforce
Certified Service Cloud Consultant. This ensures we have the knowledge and skills
to address your unique needs.

What Sets Us Apart
Our maintenance services stand out due to our proactive approach. We offer
customized support tailored to Acme Inc's specific Salesforce configuration. This

includes proactive monitoring to identify and resolve issues before they impact your
business. We strive to deliver reliable, efficient, and expert Salesforce maintenance.

Current Salesforce Environment
Assessment

We've assessed ACME-1's current Salesforce environment to understand its
configuration and identify potential areas for improvement. Our evaluation focused
on key aspects, including active modules, existing challenges, and integrations.
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Salesforce Modules

ACME-1 utilizes the following Salesforce modules:

o Sales
» Marketing
e Service

Existing Issues
We identified existing security issues related to user access control. Addressing

these vulnerabilities is a priority to maintain data integrity and prevent
unauthorized access.

Integrations

ACME-1's Salesforce instance integrates with:

o Mailchimp
e QuickBooks

These integrations require ongoing maintenance to ensure data synchronization
and prevent disruptions.

Issue Category Analysis

The following chart illustrates the distribution of typical issue categories over time:

Maintenance Services Offered

Docupal Demo, LLC provides comprehensive Salesforce maintenance services.
These services ensure your Salesforce environment remains healthy, secure, and
aligned with your business needs. Our maintenance approach covers system health,
user support, configuration, and security.

Core Maintenance Activities

Our maintenance activities are designed to keep your Salesforce platform running
smoothly. We offer:
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« System Health Checks: Regular audits to identify potential issues and
optimize performance.

 User Support: Assistance for your users to resolve issues and answer
questions. This ensures user adoption and satisfaction.

 Configuration Updates: Modifications to your Salesforce setup to adapt to
changing business requirements.

 Security Monitoring: Continuous monitoring to detect and prevent security
threats.

Issue Prioritization and Resolution

We understand the importance of resolving issues quickly. Critical issues are
prioritized based on their impact on your business. We guarantee response times
for critical issues. Our team works diligently to resolve all issues.

Proactive Measures

We take proactive steps to prevent downtime and ensure system stability. These
measures include:

« Regular System Audits: Identifying and addressing potential problems before
they impact your business.

 Proactive Monitoring: Continuous monitoring of your Salesforce
environment.

» Scheduled Maintenance Windows: Performing maintenance during off-peak
hours to minimize disruption.

Support Access and Escalation
We offer multiple channels for accessing support. You can reach our team via phone,

email, or our online support portal. We have a clear escalation path to ensure issues
are resolved efficiently.

Release Management

Salesforce releases updates regularly. We manage these releases to ensure a smooth
transition. Our release management process includes:

« Testing: Thorough testing of new features and updates to identify potential
issues.
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» User Impact Assessment: Evaluating the impact of new releases on your users.
« Communication: Keeping you informed about upcoming releases and any
necessary changes.

Security and Compliance

We prioritize the security of your Salesforce data. We implement robust security
measures to protect against unauthorized access. We ensure your Salesforce
environment complies with relevant regulations.

Key Performance Indicators (KPIs) and Reporting

We track key performance indicators to measure the effectiveness of our
maintenance services. We provide regular reports on system performance, issue
resolution, and security. These reports provide insights into the health of your
Salesforce environment.

Monitoring Tools

We utilize advanced monitoring tools to detect and respond to issues promptly.
These tools provide real-time visibility into your Salesforce environment. This
allows us to proactively address potential problems before they impact your
business.

Service Level Agreement (SLA) and
Support Model

This Service Level Agreement (SLA) outlines the terms of support provided by
Docupal Demo, LLC to ACME-1 for Salesforce maintenance. It details our
commitment to providing timely and effective support to ensure the optimal
performance and stability of your Salesforce environment.

Support Channels

ACME-1 can access our support services through the following channels:

 Ticketing System: Our primary support channel is the ticketing system. This
ensures all requests are logged, tracked, and resolved efficiently.
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« Phone Support: For urgent issues, phone support is available.
« Chat Support: For quick questions and assistance, chat support offers
immediate access to our support team.

Issue Prioritization

We use a defined prioritization system to address issues based on their severity and
impact on ACME-1's operations:

« Critical: Issues that severely impact business operations, causing system
outages or data loss.

« High: Issues that significantly impair business processes or user functionality.

o Medium: Issues that cause minor disruptions or inconveniences.

» Low: Issues that have minimal impact on users or business operations.

Response and Resolution Times

Docupal Demo, LLC is committed to providing timely responses and resolutions
based on the issue's priority:

o Critical Issues: We guarantee a response time of 1 hour and a resolution time of
4 hours.

 High Issues: We guarantee a response time of 2 hours and a resolution time of
8 hours.

o Medium Issues: We guarantee a response time of 4 hours and a resolution time
of 24 hours.

« Low Issues: We guarantee a response time of 8 hours and a resolution time of
48 hours.

The above chart illustrates the guaranteed response times (in hours) for different
issue severities.

Escalation Process

For critical issues requiring immediate attention, we have established clear
escalation paths:

1. Initial Contact: Report the issue through the ticketing system, phone, or chat.
2. Account Manager: If the issue is not resolved within the guaranteed response
time, it will be escalated to your dedicated account manager.
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3. Senior Technical Lead: If further escalation is needed, the issue will be
escalated to a senior technical lead for immediate attention and resolution.

Availability Hours

Our standard support hours are Monday through Friday, 9:00 AM to 5:00 PM PST.
For critical issues outside of these hours, an on-call support team is available.

Support Model

Our support model includes proactive monitoring, preventative maintenance, and
ongoing support to ensure the stability and performance of your Salesforce
environment. We provide regular system health checks, performance monitoring,
and security updates to minimize potential issues. We are committed to providing
ACME-1 with reliable and responsive support to maximize the value of your
Salesforce investment.

Upgrade and Release Management

We understand the importance of keeping your Salesforce environment up-to-date
with the latest features and security patches. Our upgrade and release management
process is designed to ensure smooth transitions with minimal disruption to your
business operations.

Salesforce Release Updates

Docupal Demo, LLC will manage all major Salesforce releases through a structured
process. This process encompasses thorough testing and a carefully planned
deployment strategy. We closely monitor Salesforce release schedules and
communicate upcoming changes to ACME-1 well in advance. This proactive
approach allows ample time for preparation and ensures a seamless transition to
new features and functionalities.

Testing Procedures

To guarantee compatibility with your existing configurations, we employ a
combination of automated and manual testing procedures. Our testing
encompasses:
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» Regression Testing: To confirm existing functionality remains unaffected.

 Functional Testing: To validate new features perform as expected.

» User Acceptance Testing (UAT): To involve ACME-1 representatives in
verifying the release meets your specific needs.

We maintain a comprehensive test suite that is regularly updated to reflect ACME-1's
unique Salesforce setup. This rigorous testing approach minimizes the risk of
unexpected issues post-release.

Deployment Strategy

Our deployment strategy focuses on minimizing user impact through phased
rollouts. This involves:

1. Sandbox Environment: Initial deployment and testing in a non-production
environment.

2. Pilot Group: Controlled release to a small group of users for initial feedback.

3. Phased Rollout: Gradual deployment to larger user groups, with continuous
monitoring.

4. Full Deployment: Complete rollout to all users once stability is confirmed.

We provide comprehensive training materials and support during each phase of the
rollout. This ensures your users are well-prepared for the changes and can quickly
adapt to new features.

Minimizing User Disruption
We take proactive steps to minimize disruption during upgrades:

» Scheduled Maintenance Windows: Upgrades are scheduled during off-peak
hours to reduce impact on users.

o Clear Communication: We provide clear and timely communication about
upcoming maintenance and any potential service interruptions.

« Training Resources: We offer a variety of training resources, including
documentation, videos, and webinars, to help users understand new features
and functionalities.

« Dedicated Support: Our support team is available to answer questions and
resolve any issues that may arise during or after the upgrade.
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Performance Monitoring and Reporting

Docupal Demo, LLC will closely monitor your Salesforce environment. We will track
key performance indicators (KPIs) to ensure optimal system health and user
experience.

Key Performance Indicators

We will monitor the following KPIs:

» System uptime
» Page load times
« User satisfaction scores

These metrics will provide insights into the overall stability and efficiency of your
Salesforce instance.

Monitoring Tools

To effectively track these KPIs, we will utilize a suite of monitoring tools, including:

« Salesforce Health Check: This native Salesforce tool provides valuable insights
into your org's security settings and overall health.

« New Relic: This platform offers advanced performance monitoring capabilities,
allowing us to identify and resolve performance bottlenecks.

» Custom Dashboards: We will develop custom dashboards tailored to your
specific needs, providing a clear and concise view of key performance metrics.

Reporting Cadence

We will provide monthly performance reports summarizing the monitored KPIs,
highlighting any issues identified, and detailing the actions taken to resolve them.
These reports will offer actionable insights to improve your Salesforce environment
continually.
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Security Management

Data security and user access control are paramount. We employ robust measures to
protect your Salesforce data. These measures include data encryption both in transit
and at rest. We also conduct regular security audits to identify and address potential
vulnerabilities.

User Access and Permissions

Role-based user access controls are implemented. These ensure that users only have
access to the data and functionality necessary for their roles. This minimizes the
risk of unauthorized data access.

Security Incident Response

Docupal Demo, LLC maintains a defined incident response plan. This plan outlines
the steps to be taken in the event of a security incident. The plan includes
procedures for identifying, containing, eradicating, and recovering from security
breaches. We will notify ACME-1 promptly in the event of a security incident
affecting your Salesforce environment.

Compliance
We are committed to adhering to all relevant compliance regulations, including
GDPR and other applicable data privacy laws. Our processes and procedures are

designed to ensure that your Salesforce environment remains compliant.

Data Governance

Docupal Demo, LLC implements data governance practices. These are designed to
maintain data quality, integrity, and security. These practices include data
validation, data cleansing, and data monitoring. We ensure that your Salesforce data
is accurate, reliable, and protected.
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Pricing and Payment Terms

We offer flexible billing options to suit your needs, including fixed monthly fees,
hourly rates, and retainer agreements. Our pricing structure is designed to provide
cost-effective Salesforce maintenance while ensuring high-quality service.

Pricing Tiers
We have three pricing tiers: Standard, Premium, and Enterprise. Each tier offers a

different level of support and services. Details for each tier can be discussed to align
with your specific requirements.

Tier Description

Standard |Basic support and maintenance services.

Premium |Enhanced support with faster response times.

Comprehensive support with proactive monitoring and dedicated

Enterprise
resources.

Payment Schedule

Payment terms are net 30 days from the invoice date. Invoices will be issued
monthly. Payment can be made via bank transfer, check, or credit card.

Discounts

We offer discounts for longer-term agreements. For example, a 10% discount is
available for annual contracts.

Optional Services

Additional services, such as custom development and training, are available at an
hourly rate. These services can be added to any pricing tier. Please contact us to
discuss these options.
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Conclusion and Next Steps

Proposal Summary

This proposal outlines a comprehensive Salesforce maintenance plan tailored to
ACME-1's specific needs and objectives. It details our proactive approach to system
upkeep, issue resolution, and continuous improvement, designed to maximize your
Salesforce investment. We are confident that our expertise and dedication will
ensure the stability, security, and optimal performance of your Salesforce platform.

Next Steps

Acceptance

Please indicate your acceptance of this proposal by signing and returning it to
Docupal Demo, LLC.

Kickoff Meeting

Upon acceptance, we will schedule a kickoff meeting to formally begin the
onboarding process and align on key milestones.

Onboarding

To initiate service onboarding, please contact your Account Manager, John Smith.
He will guide you through the necessary steps to ensure a smooth transition.

Key Contacts

For any questions or further communication, please reach out to:

 John Smith (Account Manager)
» Jane Doe (Technical Lead)
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