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European Presence erastor

Belgium
* Netherlands

* United Kingdom
* France

« Germany

« Poland

« Bulgaria

- ltaly
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EraStor Platform erastor

The EraStor storage building blocks consist out of 4 main key ingredients.

1. Perfectly selected hardware which based on x86 industry standard technology and has a long life
production life (7 years) called embedded

2. Anlllumos kernel

3. Syneto Operating system with additional plugis like High Availability, VMDC, replication services ...

4. EraStor Solution services for installation, maintenance and troubleshooting on-site

« Solution &
EraStor Service provider

* Management
SynetO OS Platform & plugins

Hlumos « ZFS Kernel

' Hardware - X86 hardware

© ERASTOR 2014 4



Solutions

Based on storage building blocks
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Product SKU’s overview erastor

Coson | 55557 J S

*Tier 2/3 Storage +All-in-one design *High Availability with *Compact Full SSD *PCI-E based
*High Capacity *High Available no single point of appliance for extreme acceleration or pur low
«Low cost storage -Budget optimized SMB failure performance needs latency storage needs
solution *Enterprise level *Up to 48TB full SSD
-Limited expandable expandable *Millions of IOPS
«Accelerated *Accelerated
performance via SSD performance via SSD

stor s
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Support overview

SLA's and procedures
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SLA & Warranty overview erastor

« 3-years chat & telephone support 24x7x4

» 3-years technical support on-site same day
Gold « 3-years chat & telephone support

« 3-years pro-active monitoring

 3-years standard & silver features

« 3-years technical support on-site next day

« 3-years chat & telephone support office hours
» 3-years call home

« 3-years standard features

Silver

« 3-years limited warranty

» 3-years advanced replacement parts 24h
Standard « 3-years remote-support

« 3-years software updates

« 3-years support portal

\ All warranty can be upgraded by 2 years extra warranty

© ERASTOR 2014 8



Support Portal customers erastor

To create a easy to manage ticket system, we integrated our support request with the support ticket system.
When creating a ticket inside the EraStor GUI the portal will be monitoring all communications and log files
automatic. Also pro-active support will be reported in this ticket system.

e{a Stor @ Dashboard = &3 System & Data management Sharing = o Virtualization = & HA BCIGHE[] © Log out
| | |

Help page in EraStor GUI: Support
A A t | d h t A Knowledgebase B Need help? c Report a bug
. ACCess 10 manuals an ow 10
. : . = 0D &
B. Create support ticket with bundle with all logs oS
C . Re port a bug to th e e ng | n ee rS Learn how to set up, use and troubleshoot your Our support engineers know how important your Think you've found a bug? Take a look at the
Syneto products. storage is and are standing by to help. guidelines before you file a report.
D. Enable remote access to our support
engineers D

Remote tech support access

The storage needs to have an internet connection
to allow our tech support engineers to connect.

——
Enable tech support access

erdstor | EraStor Europe

Support page on support.erastor.eu:

Home My Requests Submit a Request Solutions
A. Automatic catching all conversation via

support@erastor.eu

B. Automatically and easy sign up procedure Self Service

C. All installed machines, licenses and support Add Request Knowledge Base Bug reporter
cases are combined in one GUI

D. Multiple assigned engineers possible,
automatically suggest solutions Register
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Support Portal support reps erastor

The support people can see all information when ticket is received, when the contact is attached to an account it will
automatically store all requests together, Customer/engineer can see history of processed tickets, resolutions, attachments

and log files.
erd Stor EraStor Europe e e o
Home Requests Solutions Community Accounts Contacts Tasks Reports Social Chat + Add Request ~
A. Contact details connected to our v :
+ Go Back Edit Delete Mark Spam Actions Follow 4 4 Request ID : 845
CRM system
B. Support request with H ID and Support request from Roel De Frene (roel@s3s.eu) L%,sed 2:;'26'31‘1’;::"9
message from customer from Roel De Frene on Jan 09 11:52 AM — roel@s3s.eu
C. Automatic attached log files in a B roslos3seu Jon 09 11:52AM (20 daysago) & View CRM Info
zip file to read out the system “euppon@erssiores
. f t B Reopen Request
Informa Ion. L Support request from Roel De Frene (roel@s3s.eu)
D. Case severity, priority, and SLA Hardware ID: d0fbbfb6d12a7769e7f4cfc90adf0176 0900172014 01:14 PM
test
Roel De Frene
= usage_logs.tar.gz
Download
Closed
ety Phone
Resolution
Comments History Approvals Resolution Tasks Time Entry Atftachments RecentRequests p
Add Comment Severity
-None- v

Product Name
Display in customer self service portal & Notify Contact Comment

Priority
-None-

«

Classifications

-None-

“«
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