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Support Scope and Availability

DocuPal Demo, LLC provides support for technical issues, bugs, usability questions,
and account-related problems. Our support extends to the following operating
systems and app versions: Windows 10 and 11, macOS 10.15 and later, iOS 14 and
later, Android 9 and later, Chrome, Safari, Firefox, and Edge (latest two versions).
Support is available Monday through Friday, from 9:00 AM to 5:00 PM Pacific
Standard Time (PST).

Support Channels and Contact Methods

We offer several channels for you to get the help you need. Our support team is
available to assist you via email and chat.

Email Support

You can reach our support team by sending an email to support@docupaldemo.com.
We aim to respond to all email inquiries within 24 hours. Please provide a detailed
description of your issue, including any relevant screenshots or error messages, to
help us assist you more efficiently.

Chat Support

For immediate assistance, our chat support is available during our support hours.
You can access the chat feature on our website or within the app. Our chat support

team will address your questions and provide real-time solutions.

Self-Service Options

We also offer self-service options to help you find answers quickly. You can explore
our comprehensive FAQs section for answers to common questions. Additionally,
our community forum allows you to connect with other users, share knowledge, and
find solutions to your issues.
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Response and Resolution Timeframes

DocuPal Demo, LLC is committed to providing timely and effective support. This
section outlines the expected response and resolution timeframes for support
requests.

Response Time Objectives

Our support team prioritizes issues based on their severity and impact. The initial
response time indicates how quickly you can expect to hear back from us after
submitting a support request. Our target response times are:

Critical: Within 4 hours
High: Within 8 hours
Medium: Within 24 hours
Low: Within 48 hours

Issue Prioritization

Priorities are assigned based on a combination of factors. These include the impact
of the issue, the urgency of the matter, and the number of users affected. This
ensures we address the most pressing concerns first.

Resolution Time Performance

We track several metrics to monitor our resolution performance. These include first
response time, overall resolution time, customer satisfaction scores, and the
number of escalations. These metrics help us identify areas for improvement and
ensure we are meeting our service goals.

Support Process and Workflow

Our support process is designed to efficiently address and resolve your issues. When
you encounter a problem, you can submit a support request via email or chat. A
Level 1 Support Agent will promptly acknowledge your request and begin
troubleshooting.
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The agent will work to understand the issue and provide a solution. If the agent can
resolve the problem, they will communicate the solution to you and confirm that the
issue is resolved.

Escalation

However, some issues require more specialized knowledge or attention. Escalation
occurs automatically if a resolution isn't achieved within the target response time.
Also, support agents can manually escalate issues requiring expertise beyond their
level. Escalation triggers the involvement of Senior Support Engineers (Level 2). If
Level 2 support cannot resolve the issue, it is then escalated to the Product
Development Team (Level 3) for further investigation and resolution.

User Responsibilities and Best Practices

To ensure efficient and effective support, we ask that you adhere to the following
guidelines. Before contacting our support team, please consult our FAQs and
troubleshooting guides for quick solutions to common issues. Keeping your
software updated and regularly clearing your cache and cookies can also prevent
many problems.

When you need to contact support, please provide the following information: your
account details, a detailed description of the issue you're experiencing, the steps you
took to reproduce the issue, relevant screenshots or error messages, and
information about your environment (operating system, browser, or app version).
Gathering this information beforehand will help us resolve your issue more quickly.
Basic troubleshooting before contacting support is also appreciated. DocuPal Demo,
LLC is dedicated to resolving your issues swiftly.

Common Issues and Troubleshooting
Guide

This section addresses common issues encountered by users and provides
troubleshooting steps.
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Common User Issues

Users frequently experience the following issues:

Password reset requests
Software crashes
Installation problems
Feature usage questions

Troubleshooting Steps

Before contacting support, try these self-help troubleshooting steps:

1. Restart the application: This often resolves temporary glitches.

2. Check your internet connection: Ensure you have a stable internet connection.
3. Update the software: Use the latest version of the application.

4. Consult the FAQs: Find answers to common questions.

Our FAQs include detailed guides and video tutorials to assist you.

Summary of Troubleshooting

Many common issues can be resolved quickly with a few simple steps. Password
resets are a frequent request, easily managed through the password reset link on the
login page. Software crashes can often be resolved by restarting the application and
ensuring that your operating system meets the minimum requirements.
Installation problems frequently occur due to insufficient permissions or corrupted
installation files. Always download the latest installer from our official website.
Feature usage questions are addressed in our detailed FAQs, which include step-by-
step guides and video tutorials. Before reaching out to support, restarting the
application, checking your internet connection, updating the software, and
consulting the FAQs can save time and provide immediate solutions.

Service Level Agreements (SLAS)

Docupal Demo, LLC commits to providing high-quality support with guaranteed
service levels. We guarantee 99.9% uptime for our app and website. Our support
system automatically measures SLA performance. We report monthly to
stakeholders.
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Response Times

Our response times are defined based on issue severity, as outlined in Section 7 of
this policy. We strive to meet or exceed these targets.

Resolution Timeframes

We aim to resolve issues within specific timeframes. These timeframes depend on
the issue's complexity and severity.

SLA Breaches

If we fail to meet our SLA commitments, we will provide service credits or other
compensation. The specific remedies are detailed in our Service Level Agreement.

Escalation Policy

Issues that cannot be resolved by the initial support level will be escalated according
to the following policy. We escalate when resolution falls outside target response
times or requires code changes.

Escalation Tiers and Responsibilities

Our support team uses a three-tiered escalation process:

 Level 1: Support Agents. They perform initial issue diagnosis and basic
troubleshooting.

« Level 2: Senior Support Engineers. They handle advanced troubleshooting
and complex issue resolution.

« Level 3: Product Development Team. They address code-level fixes and
implement product improvements.

Escalation Procedure

1. If a Level 1 Support Agent cannot resolve an issue within the defined
timeframe, they escalate it to Level 2.
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2. Level 2 Senior Support Engineers then investigate the issue further. If they
determine that a code-level change or a product update is required, they
escalate the issue to Level 3.

3. The Product Development Team at Level 3 will assess the issue, prioritize it
based on severity and impact, and schedule it for resolution.

Escalations happen when Level 1 support cannot resolve the issue within the target
response time, or when Level 2 support finds that code-level changes are needed.
The escalation process ensures that all issues receive appropriate attention. The
process also ensures resolution within a reasonable timeframe.

Data Privacy and Security in Support

At Docupal Demo, LLC, we prioritize the privacy and security of your data during all
support interactions. We adhere to GDPR, CCPA, and other applicable data protection
regulations.

Secure Information Handling

We handle sensitive information using robust security measures. These include
encryption both in transit and at rest, strict access controls, and secure storage
solutions. Only authorized personnel have access to your data.

Support Recordings and Logs

To improve our support services and for training purposes, we may record support
interactions or maintain logs. These recordings and logs are stored securely. Access
is restricted to authorized personnel only. We implement appropriate measures to
protect the confidentiality and integrity of this data.

We are committed to maintaining the highest standards of data privacy and
security.

Support Policy Updates and Revisions

This support policy will be reviewed annually. Reviews will also occur when
significant changes happen to our products or support processes.
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Policy Change Notifications

DocuPal Demo, LLC will communicate updates through several channels. We will
send email notifications to all users. In-app announcements will highlight key
changes. The support website will always host the most current version.

Approval Process

The Head of Customer Support and Legal Counsel must approve all changes to this
policy. This ensures alignment with both customer needs and legal requirements.

Feedback and Improvement

We actively seek user feedback on our support policy. We track satisfaction metrics
to identify areas for improvement. We implement changes based on feedback and
performance data.

Feedback and Continuous Improvement

We actively seek your feedback to improve our app/website and support services. We
use multiple channels to gather your input. These include post-resolution surveys
sent after each support interaction. You can also provide feedback through dedicated
forms available on our website. For some users, we schedule regular check-in calls to
discuss their experience and gather suggestions.

Measuring Satisfaction

We track user satisfaction using key metrics. The Customer Satisfaction Score
(CSAT) measures your immediate satisfaction with a specific interaction. The Net
Promoter Score (NPS) gauges your overall loyalty and willingness to recommend
our services. The Customer Effort Score (CES) indicates how easy it is to get your
issues resolved.

Implementing Improvements
Your feedback directly influences our improvement efforts. We analyze all feedback

received to identify areas for enhancement. We then prioritize these improvements
based on impact and feasibility. Finally, we implement changes to both the product
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itself and our support processes to better serve you.
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