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Introduction

This document presents a Shopify maintenance proposal from Docupal Demo, LLC,
located at 23 Main St, Anytown, CA 90210, to Acme, Inc, located at 3751 Illinois
Avenue, Wilsonville, Oregon - 97070, USA. Our aim is to ensure your Shopify store
operates at peak performance, remains secure, and functions flawlessly.

Purpose of this Proposal

This proposal outlines the services Docupal Demo, LLC will provide to maintain and
optimize your Shopify store. We understand the importance of a smoothly running
online business, and our maintenance services are designed to minimize
disruptions and maximize your store's potential.

Key Objectives

Our primary objectives include enhancing your site’s speed and overall
performance, strengthening its security to protect against threats, and minimizing
downtime to ensure continuous availability for your customers. We also focus on
proactive problem-solving to identify and address potential issues before they
impact your business. Our team is dedicated to providing comprehensive support
and ensuring your Shopify store remains a valuable asset for ACME-L.

Client Business Overview

ACME-1 is a retail business operating in the United States. They use a Shopify store
to sell their products. Website uptime and performance are extremely critical to
their operations and revenue.

Challenges

ACME-1 is facing several challenges with their current Shopify store. These include:

 Slow loading times
 Occasional downtime
 Security vulnerabilities

« Difficulty managing updates
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Maintenance Needs

To address these challenges, ACME-1 requires comprehensive Shopify maintenance
services. They need assistance with:

Ensuring optimal website speed and performance
Minimizing downtime

Protecting against security threats

Streamlining the update process

These maintenance services are essential for ACME-1 to maintain a competitive
edge and provide a positive customer experience.

Scope of Services

This section details the services DocuPal Demo, LLC will provide to ACME-1 to
ensure the smooth operation, security, and optimal performance of their Shopify
store. Our maintenance services are designed to keep your online store up-to-date,
secure, and running efficiently, allowing you to focus on growing your business.

Core Maintenance Services

We will deliver a comprehensive suite of maintenance services, including updates,
monitoring, backups, support, SEQ, and content updates.

« Platform and App Updates: We will perform weekly updates to the core
Shopify platform to ensure you have the latest features and security patches.
This also includes keeping key apps like Klaviyo and Yotpo updated to
maintain compatibility and functionality.

« Payment Gateway Maintenance: Your integrated payment gateways will be
monitored and maintained to ensure smooth and secure transaction
processing.

« Daily Technical Support: We provide daily technical support to address any
issues or questions that may arise. Our team is available to assist with
troubleshooting, configuration adjustments, and general guidance.

« Emergency Support: We offer emergency or on-demand support services to
address critical issues that require immediate attention. This includes website
downtime, security breaches, or payment processing errors.
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Proactive Monitoring and Maintenance

Our proactive approach helps prevent issues before they impact your business.

« Uptime Monitoring: We employ monitoring tools to ensure your store remains
accessible to customers.

 Security Monitoring: We monitor your store for potential security threats and
vulnerabilities.

» Performance Monitoring: We track key performance indicators (KPIs) to
identify and address any performance bottlenecks.

Data Protection and Backups

Protecting your data is a top priority.

« Regular Data Backups: We perform regular backups of your store's data to
ensure quick recovery in case of data loss or corruption.

Search Engine Optimization (SEO)

To improve online visibility, we offer basic SEO maintenance:

« SEO Monitoring: Basic SEO monitoring to ensure the store's search engine
friendliness.

Content Updates and Management

We provide assistance with basic content updates to keep your store fresh and
engaging.

« Content Updates: Minor text and image updates as needed (subject to
limitations outlined in the proposal).
» Product Updates: Basic product information updates (subject to limitations).

Service Level Agreement (SLA)

We are committed to providing reliable and timely support. Our SLA includes:

» Response Time: Our standard response time for support requests is within 24
hours.
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« Issue Resolution: We aim to resolve issues promptly and efficiently to
minimize any disruption to your business.

 Escalation Procedures: We have established escalation procedures to ensure
critical issues are addressed by the appropriate team members.

Service Level Agreement (SLA)

This Service Level Agreement (SLA) outlines the standards for the Shopify
maintenance services Docupal Demo, LLC will provide to ACME-1. It details our
commitment to maintaining your Shopify store's performance and availability.

Response Times and Issue Resolution

We understand the importance of addressing issues promptly. Critical issues will
receive a response within 1 hour. Other issues will be addressed within 4 hours. Our
issue resolution process involves a dedicated account manager. We also employ a
tiered escalation process to ensure timely resolution of all issues.

Uptime Guarantee

Docupal Demo, LLC guarantees a 999% uptime for your Shopify store. We
continuously monitor your store to ensure optimal performance and minimize
downtime. Should we fail to meet this uptime guarantee, we will provide credits as
outlined in the termination policy section.

Support Availability
Our support team is available during standard business hours, Monday through
Friday, 9:00 AM to 5:00 PM PST. We offer extended support hours for critical issues.

You can reach our support team via email and phone. We will provide regular
updates on issue resolution progress.

Pricing and Payment Terms

Our Shopify maintenance services are tiered to meet your specific needs and
budget. We offer different service levels, each with a distinct set of features and
support options.
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Pricing Structure

Our pricing is structured around three primary models:

« Fixed-Price Packages: For clients seeking predictable costs and well-defined
services, we offer fixed-price monthly packages.

» Hourly Rate: For ad-hoc tasks or projects outside the scope of a fixed-price
package, we offer an hourly rate.

« Retainer Agreements: Clients requiring ongoing support and proactive
maintenance can benefit from a retainer agreement, which secures a dedicated
number of support hours each month at a discounted rate.

Here's a sample of our package pricing:

Package Name | Monthly Price | Included Support Hours | Additional Hourly Rate
Basic S500 5 S75
Standard $1,000 12 S70
Premium $2,000 25 S65

Note: These prices are illustrative and will be finalized based on a detailed assessment of
your specific requirements.

Payment Terms

We accept payments via credit card and ACH transfer. Invoices will be issued
monthly, and payment is due within 15 days of the invoice date. A late fee of 5% per
month will be applied to any overdue balances.

Additional Fees

While our packages are designed to cover most maintenance needs, certain services
may incur additional fees. These could include:

« Emergency support outside of regular business hours.
» Extensive custom development work.
« Third-party app integrations requiring specialized expertise.

Any such fees will be communicated and approved by you in advance.
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Technical Support and Issue Resolution

We are committed to providing comprehensive technical support and swift issue
resolution to keep your Shopify store running smoothly. Our support services are
designed to address a wide range of issues, from minor glitches to critical
emergencies.

Scope of Support

Our technical support covers all aspects of your Shopify store's functionality,
including theme customization, app integrations, payment gateway issues, and
general troubleshooting. We also provide guidance on best practices for store
management and optimization. Our team is equipped to handle both front-end and
back-end issues, ensuring a holistic approach to problem-solving.

Communication Channels

We offer multiple channels for you to reach our support team. You can contact us via
email for routine inquiries. For urgent matters, phone support is available. We will
also establish a dedicated Slack channel for real-time communication and
collaboration. This multi-channel approach ensures that you can get the help you
need in the most convenient and efficient manner.

Troubleshooting and Resolution

We understand the importance of quick issue resolution. Our team utilizes detailed
troubleshooting guides and a comprehensive knowledge base to address common
Shopify store issues. We follow a systematic approach to identify the root cause of
problems and implement effective solutions. For complex issues, we escalate to
senior specialists to ensure timely resolution. Our 24/7 support options are available
to address critical issues that may arise outside of standard business hours.

Performance Monitoring and Reporting

We will closely monitor your Shopify store's performance and security. Our team
uses a combination of tools to track key metrics and identify potential issues. These
tools include Pingdom, Google Analytics, and Shopify's built-in analytics.
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Key Performance Indicators (KPIs)

Each month, we will monitor the following KPIs:

« Uptime: Ensuring your store is accessible to customers.

» Page Load Speed: Optimizing the speed at which your pages load.

« Conversion Rates: Measuring the effectiveness of your store in turning visitors
into customers.

« Error Rates: Identifying and resolving any errors that may be affecting the
user experience.

Reporting Frequency

You will receive a detailed performance report on a monthly basis. This report will
provide insights into the KPIs mentioned above, along with actionable
recommendations for improvement. The report will be delivered by the 7th of each
month.

Performance Visualization

The monthly report will contain charts and graphs to visualize the data, making it
easy to understand trends and identify areas for improvement. Here are some
examples of the types of charts you can expect to see:

Uptime History
Page Load Speed

These visualizations provide a quick and easy way to assess your store's
performance over time.

About Us

About Docupal Demo, LLC

Docupal Demo, LLC is a leading provider of Shopify maintenance and support
services. We are based in Anytown, CA, in the United States. Our mission is to ensure
your Shopify store runs smoothly, securely, and efficiently. We aim to let you focus
on growing your business.
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Our Expertise

Our team possesses deep Shopify expertise. We proactively monitor your store's
performance. We are committed to a customer-centric approach. We hold Shopify
Plus and Google Analytics certifications. This expertise allows us to handle any
challenge.

Our Experience

We have a proven track record of success. We have served large e-commerce brands
such as Brand X and Company Y. Our experience spans a wide range of industries.
We tailor our services to meet your specific needs. We are dedicated to providing
exceptional service.

Portfolio and Case Studies

We bring a wealth of experience in Shopify maintenance. Our past projects
demonstrate our ability to deliver tangible results for our clients.

Client A: Performance Optimization

One example is our work with "Client A" Their primary concern was slow page
loading speeds, which negatively impacted user experience and conversion rates.
Our team conducted a comprehensive site audit. We identified and addressed
bottlenecks in their Shopify store. We optimized images, streamlined code, and
leveraged caching techniques.

The result was a 30% increase in page speed. This improvement led to a better user
experience and increased engagement.

Achieving Measurable Improvements

Our focus on data-driven strategies allows us to achieve measurable improvements
for our clients. Besides the 30% increase in page speed, we consistently deliver:

« 99.99% Uptime: Ensuring your store is always accessible to customers.
» 15% Increase in Conversion Rates: Helping you turn more visitors into paying
customers.
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Client Testimonials
We have many satisfied clients who can attest to the quality of our work.
Testimonials are available upon request to provide further insight into our

capabilities and client satisfaction. We are confident that we can provide the same
level of service and achieve similar results for ACME-1.

Terms and Conditions

These terms and conditions govern the Shopify maintenance services provided by
DocuPal Demo, LLC ("DocuPal”) to ACME-1 (“Client"). By approving this proposal,
Client agrees to be bound by these terms.

Agreement Term and Termination

This agreement will commence upon the date of Client's approval and will continue

until terminated. Either party may terminate this agreement with a 30-day written
notice.

Payment Terms

Client will pay DocuPal according to the pricing outlined in the "Pricing and
Payment” section of this proposal. Payments are due within 30 days of invoice date.

Confidentiality

Both DocuPal and Client agree to hold each other’s confidential information in strict
confidence. This includes, but is not limited to, business plans, customer data, and
technical information. This obligation survives the termination of this agreement.

Data Protection

DocuPal will protect Client data using encrypted storage and strict access controls.
We will comply with all applicable data protection laws and regulations.
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Limitation of Liability

DocuPal’s liability for any claim arising out of or related to this agreement shall be
limited to the amount of fees paid by Client to DocuPal in the six months preceding
the claim. DocuPal will not be liable for any indirect, incidental, or consequential
damages.

Governing Law

This agreement shall be governed by and construed in accordance with the laws of
the State of California, without regard to its conflict of laws principles.

Next Steps and Contact Information

Proposal Acceptance

To move forward, please sign and return this proposal. Your signature indicates
your agreement with the terms and conditions outlined herein.

Initial Actions

Following approval, we will conduct an initial site audit. We'll also schedule an
onboarding meeting to discuss your specific needs and our maintenance strategy in
detail.

Contact Information

For any questions or clarifications, please contact:

John Doe john.doe@docupaldemo.com Docupal Demo, LLC 23 Main St, Anytown,
CA 90210, USA
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