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AUTHO PLATFORM SUPPORT PROGRAM

This document (the “Support Program”) contains the Support Program description for the support services provided to Customer pursuant to
an Order Form and Agreement under which Customer acquired its rights to use the AuthO Platform (as provided in the PSS). The Support
Program applies to production Tenants of the AuthQ Platform only.

1. Definitions.

Except as otherwise expressly defined in this Support Program description, capitalized terms have the meaning ascribed to them in the
Agreement. For the purposes of this Support Program description, the following capitalized words and phrases are ascribed the following
meanings:

1.1. “Defect” means a failure of the Auth( Platform, in the form provided by Okta, to conform to its applicable specifications set forth in
the Documentation. A Defect includes a failure of one or more components of the environment or infrastructure provided by Okta or the
infrastructure provider specified in the applicable Order Form to perform in accordance with their applicable documentation or specifications.

1.2. “Fix” means a modification or an addition to the AuthO Platform that overcomes a Defect when made or added to the Auth0O Platform.
Okta may provide a Workaround in lieu of a Fix in Okta’s sole discretion, but will provide a Fix to Customer as specified in Section 3.2 below.

1.3. “Response Time” means, for purposes of this Support Program description, the time between Okta’s receipt of a Defect notification
from Customer, and Okta’s confirmation via one of its personnel that Okta is working on resolution of the Defect. (Automated responses are
disregarded for purposes of determining Response Times.)

1.4. “Tenant” means a logical isolation unit, or dedicated share of a particular AuthO Platform instance; the dedicated share may be
configured to reflect the needs of the specific Customer business unit using the share.

L.5. “Update” means a patch, correction, or other modification or addition to the Auth(Q Platform that Okta makes generally available to
its customers for maintenance fixes, Defect corrections, and minor improvements to the Auth0O Platform, including fixes, patches, updates and
releases to address any security vulnerabilities. “Update” also includes significant enhancements and new features or functionalities to the
Auth0 Platform components that Customer has ordered, and that Okta makes generally available to its customers at no additional charge.

1.6. “Workaround” means a set of procedures that Customer may follow to circumvent or mitigate the impact of a Defect, notwithstanding
that the Defect still exists.

2. Program Features.
2.1. Enterprise Success Program Features. Unless the applicable Order Form specifies that Customer has purchased the “Premier” Support

Program, Customer will receive the features under the “Enterprise” Support Program. The features of each program are described in the table
below:

Support Feature Enterprise Premier

Answer questions concerning usage issues related to AuthO Platform specific features, options | Yes Yes
and configurations

Provide initial and high-level suggestions regarding the appropriate usage, features, or solution | Yes Yes
configurations for the particular type of reporting, analysis, or functionality

Isolate, document, and find alternative solutions for reported Defects. Yes Yes

Work with Okta Operations, Product, Software Development, and QA staff to submit Change | Yes Yes
Requests, Enhancement Requests, and provide Fixes for the AuthO Platform as necessary.

Address customer concerns with online or printed documentation, providing additional | Yes Yes
examples or explanation for concepts requiring clarification.

Access to online release notes for Updates. Yes Yes

Access to Okta’s online library of Support webinars and knowledgebase Yes Yes
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Support Feature Enterprise Premier
Access to Okta’s Customer Community forums to collaborate with fellow Okta customers. Yes Yes
Enhanced Response Times Yes Yes
Enhanced Hours of Support Yes Yes
Phone Support (see Section 5.2 below) No Yes
Dedicated Team (see Section 7 below) No Yes
Ticket Reviews (see Section 7 below) No Yes
3. Defect Resolution Procedures.
3.1 Defect Severity Levels — Categorization. Okta will assign all Defects one of four response priorities, dependent upon the problems

caused by the Defect. Okta may re-assign prioritization levels assigned by Customer in the trouble ticketing system, to reflect the problem
descriptions below. Okta’s assignment will be consistent with the problem descriptions described below. Priority categories are as follows:

Severity Level Description

1 (Urgent) Emergency Issue
Defect resulting in full or partial system outage or a condition that makes the Auth0O Platform unusable or unavailable
in production for all of Customer’s Users.

2 (High) Significant Business Impact
Defect resulting in a condition where major functionality is impacted or significant performance degradation is
experienced; issue is persistent and affects many Users and/or major functionality.

3 (Normal) Minor Feature / Function Issue / General Question
Defect results in a component of the AuthO Platform not performing as expected or documented.
An inquiry by Customer representatives regarding general technical issues/questions

4 (Low) Minor Problem / Enhancement Request

Information requested on Auth(Q Platform capabilities, navigation, installation, or configuration; enhancement request.

3.2. Defect Response. The priority of a Defect will dictate the timing and nature of the response as specified in the table below:

Defect Target Response Time Target Response Time Solution Definition (one or more of the following)
Severity Level | (Enterprise) (Premier)
1 (Urgent) 30 min 30 min * Issue is resolved

* Workaround is provided

« Fix is provided

« Fix incorporated into future release
2 (High) 2 hours 1 hour * Issue is resolved

* Workaround is provided

« Fix is provided

« Fix incorporated into future release
3 (Normal) 12 hours 8 hours * Issue is resolved

* Workaround is provided

« Fix incorporated into future release

+ Answer to question is provided
4 (Low) 24 hours 12 hours * Answer to question is provided

* Enhancement request logged
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4. Support Program Hours.

Okta will provide support for Defects during the hours specified in the table below, as applicable to the specific Support Program that Customer
has subscribed to, as specified in the applicable Order Form:

Enterprise Support Premier Support

7 x 24 x 365 for Severity Level 1 Defects; and 7 x 24 x 365 for all Severity Levels
24 hours a day, Monday to Friday Customer local time, for all other Severity Levels

5. Contact and Status.

5.1. Contact — Default. Whenever Customer requires support, Customer should contact Okta Support via the AuthO Platform Support
Portal: https://support.auth0.com. All support delivered by Okta under the Support Program will be in the English language.

5.2. Contact — Premier Program. Customers who have subscribed to the Premier Support Program may call the Okta support team on a
24x7x365 basis, using the Okta provided support number. (Okta currently provides a toll-free number for US customers at 855-243-9894.)

5.3. Defect Status. Customer may view the status of its issues at the AuthO Platform Support Portal: https://support.auth0.com.
6. Updates.

During the applicable Term, Okta will provide or install Updates if and when they are made generally commercially available by Okta to its
customers, at no additional cost to Customer.

7. Premier Support Program Details.

7.1. Designated Team. Okta assigns a designated team of global senior developer support engineers in EMEA, APAC and the Americas
for the benefit of Okta’s Premier Support Program customers generally.

7.2. Ticket Reviews. Ticket review sessions are available to Premier Support Program Customers upon request by the Customer or the
Technical Account Manager (TAM) assigned to Customer. During a review session, a member of Okta’s Premier Support Program team will

run through tickets that have been raised by the Customer or its TAM to review ticket status and Defect resolution, advise on trends discerned
by the Premier Support Program team, and provide insights regarding Customer’s use of the AuthO Platform.

8. Language.

The governing language of this Support Program is English. Any Japanese language version of this Support Program is for reference purposes
only. If there is any conflict between the English and Japanese version, the English version shall prevail.

Support Program for the AuthO Platform v6.0 060122 3



https://support.auth0.com/
https://support.auth0.com/

okta

Auth0 I 7+ — L R—F 7l T L5
AE(RPR=IT T TL))ITIE, BEED Auth0 777 4 — 2% F H AR 2 BUS L= SCERB LOARZL (PSS 12 B HH1EY)
IZE D% | Okta DB EEITHRAT 2 R—F = T H IR -7 ar T LD ANTHENTWD, KFR—FF1 5 n1T,
AuthQ 7*Z 74— LORET T NZO A SIS,

1.

g

ARVR—b7 0l T LOFR TR ERIN DG A EERE, FEEICBW KT CHELDHEL, AN TERTIENREE T
Do KPR =7 07T AOFLARD B I WT, REBIZB W TRO R L FETHELHEBRB LT L —XE, IROBEWEH T 5,

1.1. IREA 1L, Okta 2MEBET 2D Auth0 7T b7+ —203, B CEICRHHEIN TV Y T HEERICA L T 7z
LEIRT, RFEAIZIL, Okta F/A135% Y T A1 LE TR ESNIAL T ITANI I F ¥ T A F — |2 > TSN AR E £ 137 T
ANTIF %D 1 DLL LD AR—R MW, 5524 T4 BE CEFITRICIE > CEITTERW I EE G T,

1.2. (7 o7 )&, Auth) 7T b7 40— AICE F RSN D E B INEN 2 EE IR EAE TR TS, Auth) 7T b7 4 —L~D
BEE-ITBMNATET, Okta 1Z, Okta I H DFKEITEY ., 7407 2D LA ERER 22T A 22355708, Tl 32 M THES
NDT 407 A BERRICIRMT 2,

1.3. [SEREH] ) &13, AP AR 7177 2O O BB T, Okta 23B KRB HA DM 2 21T Thib, Okta SR HE
DFFPATIRVFLA TWDHEVY) Okta S HICEDMERR LTI DI ZFR 3 (A BUSEE, ISERFRI 2R E 5 B TIEB ES
1[\)O

1.4. [FF b e, B =y b FRITEED Auth0) FTIV N T+ — DAL AZ L ADBE I ZIE L. RIS X, F0
WAy E A T AR OB FREOE VR A=y DO =~ R M T D INHE R T D2 TED,

1.5. (7 75—k &Ik, Okta MESFOMEE, READEE, BIO Auth0 7T 74— LB ED -2, — B
FERFIH TEBITL TS, B 2 VT4 DMEgstE I g 2720 DIETE, 2o F | BEFBIOU)—R%2 5T, Auth) 7Ty 7 +—2b~
DT AEIE, FTZOMOEF 7 TBINEFRT, (77T —hN2id, BEREDSEL L2, BLOY Okta 258 IMEHE 2L CT— %Ay
IZBREEICRIAFTRRIZL TS, Auth) 7Ty N7 4 — ATy B— R hO KR/ HREsa b 35 L OEHEREL S L5,

L.6. EDEESR | & 13, READNELEFEL TODITH 005 | NEA OB E Rk £/ T T D72 DI B BRI ZENTE
H—EOFNAZTE T,

2. A=A ENDY; i
2.1. TUH—TTAXY AT 0T T LORRE, %34 T LEI, BEENTTLIT | YR — 0l a2 NGRS

MTUWRWIRY | BFERIT, [ =T TAX | YR =T 0T DIESRREERFI T 2L TED, BT 07T LOBREZLL T D
[k Ny

Y — MEE T =T TR LT
Auth0 7" Zv 7+ —LEHORRE, 47 var, BLOWEICEE T4 H EORME~D | HY »HY
BRINCE 2D

LR —b, 87, 7213 RE OB E OFEEIC 6L CL 172 vE, B, 23V a— | Y HY
Al AR BT AR OB B R R AR TS

WESNAREAIZOWT, BEL ., SCE(BL, BV a—rara /BRoiF5 HY HY
Okta DA RL—ay 8E V7R =T B%, BLO QA S F L L, ZBHEER, K | HY HY
RESRZAEHL, MBS U T Auth0 Iy b7 4+ — LD 7 (7 A% i35

Support Program for the Auth(O Platform v6.0 060122 1




okta

VN —MERE T H =TT TULIT
F o TAEITEIME T CE TR EARDBEITRAL , BRI T SR HOWTE | HY oY
BIMOBIEIXFHIZITS

T T —=MIONWTDF L TAL V=R ) — DT 7 R%AR TS Y Y
Okta DY R—b7 2 F—BINF Ly R—=ADF L T TATITV~DT 7 A% 42t | HY »HY
+5

Okta DHLDIBEREETTHRL—a 572012, Okta DAAF Y —aAI2=T 4T +—T5 | HY &Y
~DT 7 2AE TS

BRPUBT A S HY HY
PR — MR DI R Y Y
Ban VAR —h(FRROFE 52 HEB W) 7L HY
LT — A (TROF T HESR) 7L HY
F ot a— (Nilo% 1HEASH) 7L HY

3. N
3.1. N

BRI TFIE

HBDBEKEL VL — 538, Okta IR EAICIo THIEFEZSNIZMEITGEU T, TN TOREEIT 4 BBEOISEESIANL

DT FUEFN 2 TH, Okta LA FIZFLR T HRIBEA IR T 572D, N7 ATy b AT A TREMEDNEI Y TSR L~ L
ZEN Y TET 5B 085, Okta DFEV Y TiE, LTSRS DREDOBE—E 35, BESBITRD LBV THD,

BEREL~L A

1 (B2 XA ORE
VAT DDOEERENTER SR L FT T R TOBEEED 22— — 2 Auth0 77 v 7 4 — LB AR BB Cff
FCTERW, F3FHREICT IR ES,

2(7) HERRE Y RA~D B
TR I B NIF T, T 74—~ AR RIBIE TEEE R BE, BEITERENTHY, Z<n=2—
P L EHERE IR D,

3GEE) ISR OB RE D RIRE . —ARAY7 RS
AREAIZIY, Auth0 7T b7 F—ADaL R— R b HIFRE B F703 CEEBVITHEEEL 720,
— AR AR RO RN B T A B AR O EH I LA RW A,

4 (1K) AR SRR LR

AuthQ 77 h7 p—LDEEE, T8 7 —ar A A—/L F3ERIZEI L TERESNAIER, JLIEER,

3.2. AEE~DIEE, REAOEEIANIZIY, LT ORITIRESND, IWEDIAI T BIONELELD,

REED 2 IR P A 2 RE P IWa—ariEgz(ROIBD7Ed 1)
EREL~L | (2 H—TTAX) (FL37)
1(BR) 304y 304y o FRED fiFTR

o [EIRESR O HR it
o 7 47 ADHA
o [V —RIZT g7 A AT e

Support Program for the Auth(O Platform v6.0 060122




okta

2(&) 2 IREfH] 1 FR§fH] o RREDfRR:

o [E1RESR DFE At

o T4 ADHRME

« PRIV —RIZT7 4 07 ABARIA TS

3GEF) 12 FREFH 8 IRFfH « MO gk

o [RIBESR DI

PRV =R T 4o 7 AL IR T
« B ~DEI%

4 (1) 24 FHERE 12 HERE o R~ a4
o« PEAREE R A v 7\ E bR

4. YR —h 70T LD

Okta (%, #% Y T DIECEHIFFESND  BEEDZK LIV R =7 vl T LONEFEITLC T, LT ORI ESITODREHRINICR A
BOYR— T2,

BERELIL | OREA ORG24 RERIE R, BI0 FRTOERIEL LT 24 R
DT R TOTEREL~STOVTIEL, % BB H I A 5540 B 0
24 5]

5. EEEBIUAT 4%

5.1. AN — TN BREEPNY AR - L BT LG GEHFIC, Auth0 77y b7+ — AP R —FKR—F )L
(https://support.auth0.com) 735 Okta YR —MIEETHMLENHD, VR —b 7 BT T LD T T Okta BRULT DT XTOHR—NI, &
FETIThND,

5.2. BHESE — TVIT T 0r T 0, TLIT PR —T BT TLIMAL TWDEBHEKIL, Okta 23 2§ 59N —FE 52 LT, 24
IRF[EI A PR IR T Okta YR — M — A E &N DT ENTES (Okta 1FHUE, KENDOIBERRIZTY—H A7 /L 855-243-9894 %
AL TVD),

5.3. REEDAT —HA, BEFEIL, Auth0 777 4 — LR —RR—4#/1 (https://support.auth0.com) TRIED AT — X A& iR
T&5,

6. Tv7T—h

5% TAARBIM G, Okta 1%, 7y 75—k Okta IZ& > TR BRI IO EMNIR SN IO o 1A, BN AL TF
DT T — bt it E - 1T AN—195,

NV e A

7.1. F—LDEAR, Okta 1L, EMEA, APAC., BLOR LT AU B4 il W T/ a— UZERT Y =T R EV R— b
=TI SN AT — 2%, Okta DS LITHR—NFal S LD BREDT-DICEREL AT 5,

7.2. FrobbBa—, Froybbta—tviaid, BEEFEIIBEENTIUEMINT /=N T I b~ 32— v — (TAM)
INHDOESRIZIGU T, FLIT VRNl I AOBRENFHTXA, LY 2—tyiar iz, Okta OFLITHR— 0l T LT —
LDAN=L, Ty DAT—FAER AL OffRAa L Ea—3 5702, BREREIZED TAM IZE> TERRS VT 7y M~
TLITYR—T s T LT — AZI> TRIESNIAMICOWTEIF L, BERIZLD Auth0 77y 87 +— L0 HIZB 35 Rzt
35,

Support Program for the Auth(O Platform v6.0 060122 3



https://support.auth0.com/
https://support.auth0.com/

okta

8. o
AP R—=hT 077 LOWP S FEIIHGE ThD, AR =T 1r 7 L0 A ARFERITT X TEROLEBIEL TS, FREIRE H ARFERR

ufll
p=riiy

EDOMNIF BN DL G FREREIEEND,

Support Program for the Auth(O Platform v6.0 060122




	English
	Courtesy Japanese Translation

