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Service Highlights

@ Fast and efficient
phone support 24
hours a day, 7 days
aweek

@ 4-hour advance RMA
replacement in all of
US, Canada, and in
select countries

@ Software updates
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A10 Networks provides a variety of support services
designed to ensure that your A10 Networks systems
install quickly, configure easily, and operate reliably in your
network. A10 Networks offers Standard Warranty and

four levels of maintenance programs to provide hardware,
software and technical support services: Basic Support,
Basic Plus Support, Gold Support, and Platinum Support
coverage can be purchased with your A10 products.
Coverage for A10 products under the Platinum Support
Service Program is described below.

Phone Support

For the duration of the term purchased, phone support is offered 7 days per week, 24
hours a day. Access to Technical Support under the Platinum Support Service Program
period is on a commercially reasonable basis and A10 Networks will make every
reasonable effort to provide fast and efficient service.

Software Updates

Software updates for A10 Networks hardware products are subject to and
governed by A10 Networks End of Software Support milestone. Please refer to A10
product lifecycle policy for further information: https://support.alOnetworks.com/
support/axseries/a10-product-lifecycle-policy. Software updates for third party
hardware products are subject to the policies and milestones of their respective
manufacturer. Please contact that party for information related to their products.

Software updates for A10 system software and software products released by
A10 Networks are provided for the duration of the Platinum Support Service
Program purchased by contacting A10 Networks Technical Support. Customer
must have an active GLM account to access the support portal. A valid serial
number associated with an active support contract is required to download
software, updates, and upgrades as directed by Technical Support.

Advanced Hardware Replacement Service

The RMA process begins once it is confirmed that the issue is hardware-related
and not caused by software. This determination follows an initial diagnosis
conducted by the support team. If needed, the case is then escalated and
reviewed by the escalation and engineering teams to validate the hardware failure
to proceed with the RMA.

If a hardware system failure occurs during the period of the Platinum Support
Service Program, Advanced Hardware Replacement allows the customer to
request that a replacement unit be shipped prior to the return of the failed unit.
A10 Networks' has the option to replaced with a new or reconditioned unit of equal
or better value. This service requires a phone support or email evaluation of the
failed system and an approval by Technical Support personnel.
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Please note that A10’s warranty does not cover damages resulting from shipping transit, customer mishandling
(e.g., dropping the unit), or force majeure events (“acts of God").

The Platinum Support Plan includes 4-hour advance RMA replacement on locations that are pre-qualified by A10
Networks. The 4-hour clock starts when the A10 TAC engineer acknowledges to the Platinum customer that he/she
will start the 4-hour advance RMA process. Currently, Platinum Support is only available for select territories.

A10 Networks pays for all the shipping costs including Duties and Taxes to ship the RMA replacement and A10
Networks pays for the return shipping cost of the failed unit by providing a prepaid shipping label. A10 Networks
must receive the failed unit within 14 days after issuance of the RMA to avoid replacement charges, billed at the
then current list price of the unit including installed options.

For all new purchases and customer-initiated relocations of units (A10’'s rep must be notified in advance to ensure
adequate time to plan and stock the depot). A10 would need 30 days in US and Canada and 45 days in the rest of
world to stock the depot.

A10 Networks Preferred Service Program

Gain immediate access to A10 technical support through A10°’s Preferred Service Program, an add-on package to
A10’s Gold or Platinum support offerings. Available in two options - Preferred or Preferred Plus - these programs
offer personalized attention and service that expedites issue resolution and increase the availability of mission-
critical business systems.

To learn more about the A10 Networks Preferred Service Program, please visit www.a10networks.com/wp-content/
uploads/A10-SCE-Preferred-Plus-Support-Program.pdf.

Support Programs Add-On Programs

Gold Support l;latmur? Preferred PrePerrred
Program Type uppor us

v
v
v

7x24 Email/Phone/Web Support
Software A10 Web-based Support
Software Updates and Documentation

Same Day/Next Business Day Ship*
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Hardware Next Business Day Delivery
4 Hour Hardware Replacement v
Customer Advocate

Personal Open Issues Tracking

Account Critical Case Management

Manager Weekly Status Calls
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Quarterly Business Review
Senior-level A10 Support Engineers
Knows Your Environment

Personal Remote Troubleshooting

Designated Fast Path Escalation

Support Dedicated Toll-free Phone Line
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Preferred Case Queue

Dedicated Lab v

* RMAs received before 12:00 pm (noon) local time will be shipped the same day. RMAs received after 12:00 pm (noon) local time will be shipped the next business day.
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How to Buy

The Platinum Support Service Program is available for purchase in 1, 2, 3, 4 and 5 year terms. Term length offered
is subject to platform lifecycle availability. Support terms cannot extend beyond the platform’s planned End of Life
(EOL) date. For more information, please contact your A10 Networks sales representative or visit our website at
A10Networks.com.

Contact Us

For more information, please contact your A10 Networks sales representative. You can also visit our website at
A10Networks.com or call us at +1(408) 325-8668 (International) or +1(888) A10-6363 (North America toll free).

The terms and conditions governing your warranty on A10 Networks products are located on the warranty page
https://www.al0networks.com/support/maintenance-program/. Such terms and conditions supersede all other
terms, unless otherwise agreed by A10 Networks.

Register Your Products

In order to receive Technical Support, tomers must register their pr ts to gain
access to phone support, software updates and A10’s Support Portal. Registered
customers with valid standard warranty or support contract coverage will gain access

to the latest documentation, firmware updates, and technical support information.

Contact A10 Networks Technical Support at +1(408) 325-8676 (International) or
+1(888) TACS-A10 (North America toll free).
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