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Introduction

This document presents a comprehensive maintenance proposal from Docupal
Demo, LLC to Acme Inc for your Symfony application. Our goal is to ensure your
application operates smoothly, securely, and efficiently.

We understand that a well-maintained application is crucial for business continuity
and success. This proposal outlines the scope of services we offer, including security
updates, performance monitoring, bug fixing, and database maintenance.

Benefits of Scheduled Maintenance

Our scheduled maintenance services are designed to provide several key benefits:

Enhanced system stability
Improved security posture
Minimized downtime
Prolonged application lifespan
Reduced total cost of ownership

By proactively addressing potential issues, we aim to minimize disruptions and
maximize the value of your Symfony application. This proposal details our approach
to achieving these goals, including response times, support channels, and incident
handling procedures.

Scope of Maintenance Services

This section details the maintenance services Docupal Demo, LLC will provide to
ACME-1 for their Symfony application. Our goal is to ensure the application remains
secure, stable, and performs optimally.

Core Service Components

Our core maintenance services encompass the following key areas:
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Regular Security Updates and Patching: We will proactively apply security
patches and updates to the Symfony application and its dependencies. This
will protect against known vulnerabilities and ensure the application remains
secure.
Performance Monitoring and Optimization: We will continuously monitor the
application's performance, identifying and addressing any bottlenecks or areas
for improvement. This includes optimizing database queries, caching
strategies, and server configurations.
Bug Fixing and Troubleshooting: We will promptly address any reported bugs
or issues within the application. Our team will investigate, diagnose, and
implement effective solutions to restore functionality and prevent recurrence.
Database Maintenance: We will perform regular database maintenance tasks,
such as backups, optimization, and integrity checks. This ensures data
integrity and optimal database performance.
Environment Monitoring: Continuous monitoring of the application
environment for potential issues, such as server performance, resource
utilization, and error logs.

Updates and Patch Management

We follow a structured approach to updates and patch management:

1. Impact Assessment: Before applying any update or patch, we thoroughly
assess its potential impact on the application and its functionality.

2. Staging Environment Testing: All updates and patches are first tested in a
staging environment that mirrors the production environment. This allows us
to identify and resolve any compatibility issues or unexpected behavior before
deployment.

3. Scheduled Deployment: Approved updates and patches are deployed to the
production environment during scheduled maintenance windows to minimize
disruption to users.

Exclusions and Limitations

The following items are excluded from the scope of these maintenance services:

New Feature Development: Developing and implementing new features is
outside the scope of maintenance.
Major Version Upgrades: Upgrading to a major new version of Symfony or
other core dependencies is not included.
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Third-Party Integrations: Integrations with third-party services not explicitly
covered in this agreement are excluded.

Limitations may apply to issues arising from client-side modifications or
configurations made outside of the agreed scope of maintenance. We are not
responsible for issues caused by unsupported modifications to the application.

Service Level Agreement (SLA) and
Support Terms

Docupal Demo, LLC is committed to providing reliable and high-quality Symfony
maintenance services to ACME-1. This Service Level Agreement (SLA) outlines the
support terms, response times, and available channels to ensure your satisfaction.

Support Channels and Availability

We offer support through three channels:

Email: For general inquiries and non-urgent issues.
Phone: For immediate assistance with critical incidents.
Dedicated Ticketing System: For tracking and managing all support requests.

Our standard support hours are Monday to Friday, 9:00 AM to 5:00 PM Pacific Time.
However, critical incident support is available 24/7.

Response and Resolution Times

We understand the importance of timely responses and resolutions. Our guaranteed
response times are as follows:

Critical Incidents: 1-hour response time.

Resolution times will vary depending on the severity and complexity of the issue.
We commit to providing regular updates on the progress of all resolutions. A
dedicated on-call team handles critical incidents, following a predefined incident
management process. This process includes immediate communication, rapid
diagnosis, and swift resolution.
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Escalation Procedure

If you are not satisfied with the initial response or resolution, you can escalate the
issue to a higher level of support. The escalation path is as follows:

1. Initial Support Team
2. Technical Lead
3. Project Manager

We will provide contact information for each level of escalation upon request.

Exclusions

This SLA does not cover issues caused by:

Third-party software or services not included in the original scope.
Client modifications to the Symfony application without prior consultation.
Hardware failures or network outages outside of Docupal Demo, LLC's control.

We are dedicated to maintaining the performance and security of your Symfony
application. We believe this SLA provides a clear framework for our support
commitment.

Pricing and Payment Terms

Our Symfony maintenance services are offered at a fixed monthly fee. This fee is
determined by evaluating the complexity of your application and the service level
required to meet your needs.

Pricing Options

We provide transparent pricing based on a fixed monthly rate. This model allows for
predictable budgeting and covers all services outlined in this proposal.

Service
Level

Description
Monthly Fee

(USD)

Basic
Includes security updates, bug fixes, and basic
performance monitoring.

$X,XXX
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Service
Level

Description
Monthly Fee

(USD)

Standard
Includes all Basic services, plus proactive performance
optimization and database maintenance.

$Y,YYY

Premium
Includes all Standard services, plus dedicated support,
priority incident response, and advanced security
monitoring.

$Z,ZZZ

Note: Specific monthly fees will be determined following a detailed assessment of your
application.

Long-Term Contract Discounts

We offer discounts for clients who commit to longer-term maintenance contracts:

2-Year Contract: 5% discount on the monthly fee
3-Year Contract: 10% discount on the monthly fee

Payment Schedule and Invoicing

Invoices will be issued on the 1st of each month. Payment is due within 30 days of
the invoice date. We accept payments via bank transfer, credit card, or check. Late
payments may be subject to a late fee.

Client Onboarding and Transition Plan

Docupal Demo, LLC is committed to a seamless and efficient onboarding process for
ACME-1. This plan outlines the key steps and activities involved in transitioning
your Symfony application to our maintenance team.

Onboarding Steps

1. Initial Consultation: We will schedule a kickoff meeting to discuss ACME-1's
specific needs, priorities, and existing infrastructure. This will allow us to
align our strategies with your business goals.

2. Access Provisioning: Our team will require secure access to your project
environment. We will establish a secure VPN connection and create designated
user accounts with appropriate permissions, in coordination with ACME-1's IT
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department.
3. Documentation Review: We will need access to relevant documentation,

including application architecture diagrams, database schema, and
deployment procedures. Existing issue tracking systems or knowledge base
articles will also be valuable.

4. Initial Assessments: Our team will conduct a series of initial assessments to
gain a comprehensive understanding of your application. These assessments
include:

Security Audit: Identifying potential vulnerabilities and security risks.
Performance Analysis: Evaluating application performance and
identifying areas for optimization.
Code Review: Assessing code quality and identifying potential issues.

5. Knowledge Transfer: We will work closely with your team to facilitate
knowledge transfer and ensure a smooth handover.

6. Environment Setup: We will configure our monitoring and management tools
to integrate with your application environment.

Knowledge Transfer

To ensure a smooth transition, ACME-1 will provide the following documentation:

Application architecture diagrams
Database schema
Deployment procedures
Any existing issue tracking or knowledge base articles

Our team will review this documentation and work with your team to address any
questions or knowledge gaps.

Deployment Process

Once the onboarding steps are complete, we will begin providing ongoing
maintenance services. Our team will follow established deployment procedures to
ensure minimal disruption to your business operations. We will work with ACME-1
to establish change management protocols and communication channels.
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Team Expertise and Experience

Our Team

Our team brings extensive experience to the maintenance of your Symfony
application. We have a proven track record in ensuring the stability, security, and
performance of Symfony-based systems.

Symfony Expertise

Our team has over 5 years of experience in both maintaining and developing
Symfony applications. We are proficient in Symfony versions 3, 4, and 5. We are
well-versed in the framework's core components and best practices.

Certifications and Projects

Several of our developers hold key industry certifications. This includes Symfony
Certified Developer and Zend Certified Engineer credentials. We have successfully
delivered and maintained large-scale e-commerce platforms. Our experience
extends to high-traffic web applications, demonstrating our ability to handle
demanding environments.

Communication and Collaboration

Effective communication is vital to our maintenance process. We conduct daily
stand-up meetings to coordinate efforts. We provide weekly progress reports to
keep you informed. A dedicated Slack channel ensures real-time updates and rapid
issue resolution.

Performance Monitoring and Reporting

We will closely monitor your Symfony application's performance to ensure optimal
operation and quickly address any issues. Our monitoring covers several key
metrics.

Page 9 of 13



Monitoring Tools

We use a combination of industry-leading tools and custom scripts for
comprehensive monitoring. These tools include:

New Relic: For in-depth application performance monitoring, identifying
bottlenecks, and tracking user experience.
Blackfire.io: To profile code and optimize performance by pinpointing areas
for improvement.
Custom Monitoring Scripts: Tailored scripts to monitor specific aspects of
your application and infrastructure.

Key Performance Indicators (KPIs)

We track the following KPIs to assess your application's health and performance:

Application Uptime: Ensuring your application is available to users.
Response Time: Measuring the time it takes for your application to respond to
requests.
Error Rates: Identifying and tracking the frequency of errors occurring in your
application.
Server Resource Utilization: Monitoring CPU, memory, and disk usage to
prevent resource exhaustion.
Security Vulnerability Reports: Staying informed about potential security
threats and vulnerabilities.

Reporting

You will receive monthly reports summarizing our maintenance activities and
performance insights. These reports will include:

A summary of all maintenance tasks performed during the month.
Detailed performance metrics, including the KPIs listed above.
Analysis of any identified issues and our recommendations for resolving them.
Trend analysis of key metrics of your application.
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Risk Management and Mitigation

We recognize that Symfony maintenance carries inherent risks. Our approach
proactively addresses these to ensure the stability and security of your application.

Potential Risks

Several factors can pose risks during Symfony maintenance. Security vulnerabilities
are a primary concern, potentially exposing your application to threats.
Performance bottlenecks can degrade the user experience. Database issues, such as
data corruption or slow queries, can disrupt operations. Compatibility problems
with third-party libraries or updated Symfony components can also arise.

Mitigation Strategies

Our maintenance strategy incorporates multiple layers of risk mitigation. We
prioritize proactive security patching, applying security updates as soon as they are
released. Performance optimization techniques, including code profiling and
database indexing, help identify and resolve bottlenecks. Regular database
maintenance, including backups and integrity checks, safeguards against data loss
and corruption. Before deploying any updates or changes, we conduct thorough
testing to identify and resolve compatibility issues.

Contingency Plans

We maintain robust contingency plans to address unforeseen issues. These include
disaster recovery procedures to restore your application in case of a major outage.
Regular backups ensure that we can quickly restore your data. Failover mechanisms
are in place to minimize downtime in the event of a system failure. Critical issues
will be escalated according to established procedures, ensuring they receive
immediate attention from our senior engineers.
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Terms and Conditions

Contract Duration and Termination

This agreement will last for one year. It will automatically renew after this period.
Either party can stop the renewal by giving 30 days' written notice.

This agreement can be terminated immediately if:

Either party breaches the contract.
Acme, Inc fails to make payments as scheduled.
Both Docupal Demo, LLC and Acme, Inc agree to terminate it.

Data Protection

Docupal Demo, LLC will protect ACME-1's data. We use encryption and control
access to it. We also perform regular security audits. We comply with all relevant
data privacy regulations.

Intellectual Property

Acme, Inc retains all intellectual property rights. Docupal Demo, LLC does not claim
any ownership of the application or its data.

General Terms

This agreement constitutes the entire understanding between Docupal Demo, LLC
and Acme, Inc. It governs the Symfony maintenance services outlined in this
proposal. This agreement supersedes all prior communications and proposals,
whether oral or written, relating to the subject matter herein. Any modifications or
amendments to this agreement must be made in writing and signed by authorized
representatives of both parties.

Neither party shall be liable for any failure to perform its obligations under this
agreement if such failure is caused by circumstances beyond its reasonable control,
including but not limited to acts of God, war, terrorism, strikes, lockouts, or other
labor disputes, riots, civil disturbances, or governmental regulations.
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Limitation of Liability

Docupal Demo, LLC's liability for any claim arising out of or in connection with this
agreement shall be limited to the total fees paid by Acme, Inc under this agreement
during the twelve months preceding the date of the claim. In no event shall Docupal
Demo, LLC be liable for any indirect, incidental, consequential, or special damages,
including but not limited to loss of profits, loss of data, or loss of business
opportunities, even if Docupal Demo, LLC has been advised of the possibility of such
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. Any legal
action or proceeding arising out of or relating to this agreement shall be brought
exclusively in the state or federal courts located in California, and each party
irrevocably consents to the jurisdiction of such courts.
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