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Introduction

BarnOwl Maintenance and Support Services

The maintenance and support of any software solution is critical in terms protecting you investment and ensuring that you continue to use and get the
most out of the software. Maintenance and Support further protects you against any unsolicited audit findings such as ‘fruitless and wasteful expenditure’

for not using the software (asset) effectively.

With this in mind, we have simplified and enhanced our support process. In the past, we sold ‘incident packs’ enabling our clients to call / email our help
desk x number of times in the year for quick re-active / emergency type support. However, our clients are requesting more comprehensive support to assist
with any type of issue ranging from quick help to more involved hand-holding support. Our new support and maintenance approach enables more wide-

ranging support.

What services do you get?

Our clients are now able to use their support hours to the best possible affect:

Maintenance & Support Services

Description

How to queries

These are normally quick queries for when you get stuck and need quick help and/or
clarification on how to use specific functionality in the system.

Technical issues

Technical queries such as ‘cannot login’, notification emails not being sent out, email links not
connecting etc. Since BarnOwl is an on-premise solution, we assist your IT with any technical
issues related to BarnOwl.

Hand holding

Ongoing hand holding to assist you with the effective use of BarnOwl within your organisation.
BarnOwl is continually evolving with new functionality as well as enhanced look & feel. This
requires regular training / change management when you upgrade to newer versions.

Knowledge transfer and training

Hands on training for new staff members, refresher training for existing staff as well as training
on new versions of the software.

BarnOwl Maintenance and Support Services

BARNOWL



Although, we strongly recommend that our clients do not maintain their data in Excel (as this
Additional data migration assistance approach is fraught with errors and data inconsistencies), we will assist with import templates
and additional data migration where required.

Re-configuration assistance Re-configuration assistance in response to new/changing requirements.

BarnOwl provides many standard built-in, SSRS reports and Power Bl dashboard. Being able to
generate reports and dashboards at the click of a button is a major benefit and time-saver. We
assist to get the most out of BarnOwl’s standard report packs and dashboards.

Hand holding on BarnOwl’s standard report packs (e.g.
built-in reports, SSRS reports and Power Bl dashboards)

Many clients request customisation to the standard reports and Power Bl dashboards. As part
of this support and maintenance, we customise the standard reports and dashboards to meet
your requirements.

Customised reporting (SSRS, Power BIl, custom queries /
extracts)

Hands-on assistance with upgrades in your existing with UAT and Production environments

Assistance with your Updates and upgrades where required.

Re-installation of software in a new environment (such as a server move / Azure etc.) where

Re-installation of software / Server move .
required.

Assisting you to bed-down and embed existing functionality as well as a providing a roadmap to
Roadmap to utilising more functionality expand the usage of the system (e.g. RCSAs, Surveys, Questionnaires, Key Indicators, Combined
Assurance etc.)
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Free Services included Description

Regular feedback meetings (online) to discuss reported issues and planning & scheduling of

Account management .
upcoming tasks.

Keeping you informed of the latest releases of BarnOwl and what’s new and advice on how best

Spotlight sessions
potlie to take advantage of the new features.

Knowledge sharing and thought leadership Share in our thought leadership content and GRC best practices and insights.

Introduction and engagement assistance with our risk, compliance and audit specialist partners

E t with BarnOwl t t k .
ngagement with our BarnOwl partner networ such as GRCReady, PaigeLaw etc.

How much does it cost?

We now include a minimum of 48 hours per annum at a 20% discount of the current ruling rate, covering your full support and maintenance requirements
as outlined above:

How does it work?

e On your anniversary date, a minimum of 48 hours are included in your support & maintenance plan, billed annually in advance at a discounted rate of
20%. These hours may be adjusted upwards depending on your historic usage and future requirements.

e Maintenance & Support (M&S) hours may be used flexibly as per your requirements. Hours are not carried forward from year to year.
o A maximum of 40 hours only may be used in a single month unless otherwise agreed to between both parties.
e Timelines will be dependent on the services requested and delivery thereof will be agreed between the parties.

e A monthly report can be provided on request, detailing the service performed and the number of hours used. A running total of hours used will be
deducted from the annual number of hours. All time is tracked in our Team Support portal.
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Benefits:

Maintenance & Support safeguards and maximises your investment in the BarnOwl software. Some of the benefits include:

Ensuring continued and effective use of BarnOwl GRC software: we assist you with the continued and effective use of the BarnOwl software to ensure
you realise the value of your investment. This is further protection against any unsolicited audit findings such as ‘fruitless and wasteful expenditure’ for
not using the software (asset) effectively.

Ongoing training: ongoing training ensures that new staff and existing staff know how to use the software effectively as well as take advantage of new
features in the software.

Further embedding of GRC: we assist you to embed GRC within your organisation, by increasing your usage of BarnOwl at all levels of your organisation.

Tailored decision-making reports: BarnOwl’s standard reporting and interactive dashboards transform risk, compliance and audit data into valuable
business insight and foresight. We are able to tailor standard reports and dashboards to meet your specific requirements.

Best Practice implementation: we assist you with the implementation of best practice standards and frameworks (e.g. 15031000, COSO, IPPF (audit),
GACP (compliance)) built into the BarnOwl software.

Supporting your risk maturity roadmap: we guide and assist you to configure additional functionality in the BarnOwl software as your risk maturity
evolves.

Knowledge sharing and experience: We have implemented the BarnOwl GRC and Audit software successfully for many organisations and gained a vast
amount of experience and exposure to different frameworks and methodologies. We are able to give solid advice and practical assistance on how to
improve and implement GRC and Audit within any organisation.
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