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Appeon Power Builder Professional, SnapDevelop and jetbrains
Packages

License
License for Power Builder Professional for 6 Developers valid for 2
years from the date of installation and 1 year for Jet Brains Package.

Unlimited Tickets
There is no limit on the number of tickets that you can be raises
during the support contract.

Software Package Components:
1- Appeon PowerBuilder Professional with snapDevelop
2- All Pack of IntelliJ IDEA — DataGrip — PyCharm — ReSharper —
Clion -DataSpell- dotCover- dotMemory- dotTrace- GoLand-
PhpStorm- Rider- RubyMine- WebStorm should be provided

Appeon Support Portal

Raise tickets for bugs, incidents or questions related to Appeon
Power Builder Professional, including any general questions you may
have about configuration, deployment, security, monitoring and
troubleshooting.

Private Customer Knowledge Base
Full access to the growing Knowledge Base of common problems,
user guides, patch notes and more.

Live Support
Availability of Support Engineers that can work through screen-
sharing to quickly diagnose and resolve issues.

Phone Support
Talk to one of our Engineers directly to discuss any issues.
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On-boarding Support
Documentation for support processes including an optional
introductory support call giving you and your team an overview of how
to raise tickets, access monthly patch releases and clarify any
.questions you may have about using the support services

Backported Fixes
You can request specific fixes to be backported to the version of
Power Builder You Use When Possible.

Critical Security Fixes
You will receive rapid notification of Security Fixes and Hot Fixes for
urgent security issues.

Fully Supported Production Binaries
You get exclusive access to extensively tested, fully supported binary
builds of Appeon Power Builder Professional.

Stability Stream Releases

You get exclusive access to the Stability Stream where a feature set
is kept for 12 months, while monthly patch releases add bug and
security fixes without any component upgrades, boosting the stability
of your production environment throughout the year.

Support (24x7 Support)

Production

URGENT

SLA: 1 hour, 24/7

Cause: Complete system unavailability

Urgent tickets receiving our highest level of support.
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HIGH
SLA: 4 hours
Cause: Significant reduction in performance or function

NORMAL
SLA: 1 business day
Cause: Any loss of function

LOW

SLA: 2 business days
Cause: Issues which do not directly cause a problem

Development

URGENT
SLA: 4 hours
Cause: Critical bugs blocking a release

Urgent priority in development is for show-stopping issues which may
prevent a release

HIGH
SLA: 1 business day

Cause: Major bugs

NORMAL
SLA: 2 business days

Cause: Non-blocking bugs or urgent advice

LOW
SLA: 4 business days

Cause: Minor bugs or speculative queries
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Jet brains (All Products Pack with 16 tools) should contains the whole package of 10
- IDEs, 3 extensions, 2 profilers and a collaborative development service as follows:

- ClLion

- Code With Me
- DataGrip

- DataSpell

- dotCover

- dotMemory

- dotTrace

- GoLand

- IntelliJ IDEA

- PhpStorm

- PyCharm

- ReSharper

- ReSharper C++
- Rider

- RubyMine

- WebStorm
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