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Introduction

An introduction to managed services platform for IT support



Introduction

What is Catamarun?

How Catamarun works, what it can do for you, your business and what makes it different to other solutions.

Catamarun is a managed IT platform that simplifies device & network management to give technology-based business
operations an experience that is fast, transparent, and predictable.

What can | do with Catamarun?

If you have business IT solutions (wireless LAN, switching, security, communications, devices,
security cameras, ETC ) in your organization; you can rely on Catamarun to:

® Live troubleshoot: Securely manage your IT assets remotely through a single web-based
dashboard. Powered by Cloud IT Support

®* Request on-location support: Our approved personnel in your city/town get directly in-
touch with you for faster resolutions on major network outage incidents and critial device
malfunctions. Powered by Support Teams

®* Supplement your IT resources: Boost your business growth ideas, projects with scalable
and custom IT resources at your disposal. Powered by Cloud Solutions

All sevices come with the Catamarun Service Platform which lets you see your tickets, requests,
resolutions, maintenance history etc and overall health of your IT assets upon sign up/in.

Who uses Catamarun?

® Sole proprietors & solo-practioners who want general IT Help when experiencing
downtime due to a software or hardware malfunction at their work desk.

® Freelancers, creatives, startups who need a reliable solution other than online-forum
help to faster resolve technical issues that slowdown production.

* Office administrators & execs who want Full Stack Solutions for a Lean IT Team to
better support business operations that rely on IT.

®* Business owners & consultants looking for tailored IT Implementation solutions for
business at scale.

®* Managers who want to make it easier than ever to support work operations securely,
reliably and headache-free - without technical training, licenses, or complex configurations.


http://portal.catamarun.com/

What sets Catamarun apart?

Unlike a mix of disconnected IT point solutions, Catamarun brings everything you need to know,
mantain, support your IT assets, and operations in one simple, integrated platform that is easy for
you, and non-technical for everyone in your business to use.

Want to know more?

® Catamarun for remote IT help

® Catamarun for on-location IT support

® Catamarun for business IT implementation
® Catamarun for Enterprise

If you'd like to know more, chat to us in the Live Chat :)



Support Process



Support Process

Support Philosophy

Here you'll find the process by which Catamarun coordinates and delivers its technical support
responses to its customers. Our general philosophy is to:

® Provide the highest quality and fastest possible support directly to Catamarun customers.

® Deliver customer satisfaction; internally, the Catamarun support team is evaluated on their
customer satisfaction metrics and are responsible for delivering consistent measured
customer satisfaction.

® Ensure Catamarun authorized personnel are properly supported during field installations and
troubleshooting activities, assuming the support request is in regards to a current on-

location support plan.

® Effectively track and coordinate customer interactions and support activities.



Support Process

Support Paradigm

® All contract customers have an explicit support owner at all times. Normally this is a
Catamarun support team member; however, during in pre-contract sales it could be a
Catamarun Systems Engineer, VAR, or other field sales resource.

® All legitimate support requests are the responsibility of Catamarun Support until closure,
unless there is explicit agreement between Catamarun Support and the customer to transfer
management of the case to another party.

Unless discussed and agreed to by Catamarun Support, all customer support communication
flows through the Catamarun Support Team. This ensures:

© Proper case management and recording

© Proper follow up is achieved throughout case lifecycle
® Customer satisfaction is the responsibility of the Customer Support Team.



Support Process

Privacy

The Catamarun management platform provides Support engineers with rich visibility into customer
requests, resulting in faster diagnosis and resolution of cases. Our policies, outlined below, ensure
that customer information is only accessed with prior consent, for the purposes of resolving a
support case.

® Support will not view customers' network configuration without prior consent
® Support will not modify customers' network without prior consent

® On rare occasions, support may view network status without prior notice to identify and
diagnose system-wide issues. In these cases, network configuration information, including
security settings and policies, will not be accessed



Support Process

Hours and SLASs

Catamarun support operates 24x7 support out of support centers based in Nairobi

Catamarun has no support-specific licensing. Customers may open an unlimited number of support

cases with the purchase of any support plan, and can contact Catamarun by phone or email.

Hours of Operation and SLA

Online / email support

®* Non-emergency support cases opened via email will be answered within one business day;
usually within 2 hours.

® Emergency support is offered exclusively via telephone to ensure that Catamarun engineers
can conduct appropriate troubleshooting and technical response.

Phone support

® Phones at Catamarun technical support centers are staffed to ensure that one-on-one, phone-
based technical support is always available from technical support engineers.

RMA Delivery

Catamarun Support will ship new devices from distribution centers to a customer-specified location
within 1 business day of any support case requiring the Advanced Replacement RMA of any
device. Delivery times to certain locations or remote destinations can vary.

Contract SLA

For Hours/SLA information on legacy SLA, please contact Catamarun Support.


https://catamarun.com/business.html

Support Process

Case Escalations

In the event that any case cannot be immediately resolved, Catamarun Support will escalate that
case to appropriate engineering personnel within Support, Product and Sales Engineering
according to the following schedule and priorities. Generally, escalations are major issues that
require notification and/or intervention by key portions of the company in order to ensure timely
issue resolution.

Priority Levels

® Priority 1 — Major Impact: The network is inoperable or the performance of the network is
so severely reduced that Licensee cannot reasonably continue to operate the network
because of the Error and the Error cannot be circumvented with a Workaround.

® Priority 2 — Moderate Impact: The network’s performance is significantly degraded such
that Licensee’s Use of the network as permitted is materially impaired, but the Error can be
circumvented with a Workaround.

® Priority 3 — Minor Impact: Licensee is experiencing a performance, operational, or
functional Error that can be circumvented with a Workaround and the Error causes only
minimal impact to the Licensee’s ability to Use the network as authorized.

® Priority 4 — General Questions: There is no issue with network performance or operation.
These include standard questions on network configuration or functionality, network
enhancement requests, or documentation clarification.

Catamarun will trigger case escalations as necessary by priority level to ensure timely resolution
of all cases.

Service Levels

Priority Catamarun Acknowledgment Catamarun Case Escalation
Priority 1 One (1) hour* Four (4) hours
Priority 2 Four (4) hours Eight (8) hours (next business day)
Priority 3 Four (4) hours Five (5) days

Priority 4 Eight (8) hours Five (5) days



Escalation Triggers

A case may be escalated based on any of the following criteria:

© Recommendation by Catamarun personnel including
© Technical Support Engineer
© Systems Engineer
© Catamarun Management
© Response time: failure to provide response or resolution within the timeframes
described in the service level section above may generate an escalation.
© |ssue severity: system outage automatically generates an escalation. Other severe
product issues may generate an escalation at the discretion of Catamarun personnel
listed above.
© Customer satisfaction related matters: failure to fully satisfy the customer may
generate a case escalation.

Notification list and notification methodology

In the event that a case is escalated, the following persons will be notified and kept apprised of the
issue until de-escalation:

Tier 1

- The Customer

- Customer’s Account Representative

- Customer’s Systems Engineer

- Techical Support Engineer owning the case
Tier 2

- The Director of Services

- Engineer owning any associated bug/feature
Tier 3

- V.P. of Sales

- V.P. of Engineering

- V.P. of Product Management



Escalation Actions

© The team above is notified of the escalation in order of severity.

© If fully escalated, Director of Services takes ownership of issue until resolution.

© Assemble appropriate team from persons listed above to assess the issue and
develop a resolution plan, and communicate plan to the customer:

O
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Specific actions to be taken in order to resolve the issue

Issue owners

Due date/time for each action

Explicit agreement from engineering management for resources to perform
engineering tasks

Decision on whether or not to dispatch on site service

Decision on the next escalation meeting

Decision to de-escalate

© Plan is agreed upon and executed
© Case is resolved and customer is informed



Support Process

RMA Warranty/Guarantee

® To comply with best practices, all RMA requests should only be processed after a technical
support case has been opened and proper troubleshooting has taken place.

® Products covered by the OEM warranty are eligible for replacement. Replacement orders will
depend on OEM Warranty Center delivery times. All brand new hardware products come with
either a warranty, as specified on the relevant OEM data sheet.

® In the event a customer RMA request is approved, Catamarun will correspond with OEM
Warranty Center free of charge. Any replacement unit will be attended to within five
business days of receiving defective units as stock allows. If no defect is found, the RMA
request will be rejected and the customer will be notified.



Support Policies



Support Policies

Return Policy and
Requesting a RMA

Warranty Returns

To request a return materials authorization (RMA), please complete the RMA request form in the

Catamarun dashboard. If your RMA request is approved. We will correspond with OEM Warranty
Center for replacement units within five business days of receiving your defective units. If no
trouble is found, we will contact you before taking further action.


https://portal.catamarun.com/
https://portal.catamarun.com/

Support Policies

Online Privacy Statement

Imani Labs Limited are committed to protecting your privacy and providing you with a positive
experience on our websites and in using our products and services ("Solution" or "Solutions").

This Privacy Statement applies to Imani Labs websites and Solutions that link to or reference this
Statement and describes how we handle personal information and the choices available to you
regarding collection, use, access, and how to update and correct your personal information.
Additional information on our personal information practices may be provided in offer descriptions,
supplemental privacy statements, or notices provided prior to or at the time of data collection.
Certain Imani Labs websites may have their own privacy statement that describes how we handle
personal information for those websites specifically. To the extent a notice provided at the time of
collection or a website or Solution specific privacy statement conflict with this Privacy Statement,
such specific notice or supplemental privacy statement will control.

Collection of Your Personal Information

We may collect data, including personal information, about you as you use our websites and
Solutions and interact with us. "Personal information" is any information that can be used to
identify an individual, and may include name, address, email address, phone number, login
information (account number, password), marketing preferences, social media account
information, or payment card number. If we link other data with your personal information, we will
treat that linked data as personal information. We also collect personal information from trusted
third-party sources and engage third parties to collect personal information to assist us.

We collect personal information for a variety of reasons, such as:

® Processing your order, including payment transactions.
® Providing you with a newsletter subscription.

* Sending marketing communications.

® Creating an account.

® Enabling the use of certain features of our Solutions.

® Personalizing your experience.

® Providing customer service.

®* Managing a job application.



We and the third parties we engage may combine the information we collect from you over time
and across our websites and Solutions with information obtained from other sources. This helps us
improve its overall accuracy and completeness, and also helps us better tailor our interactionswith
you.

If you choose to provide Imani Labs with a third party's personal information (such as name, email,
and phone number), you represent that you have the third party's permission to do so. Examples
include forwarding reference or marketing material to a friend or sending job referrals. Third
parties may unsubscribe from any future communication following the link provided in the initial

message or contacting support@imanilabs.com. In some instances, Imani Labs and the third
parties we engage may automatically collect data through cookies, web logs, web beacons, and
other similar applications. This information is used to better understand and improve the usability,
performance, and effectiveness of the website and to help tailor content or offers for you. Please
read the "Cookies and Other Web Technologies" section below for more information.

Uses of Your Personal Information

We may use your personal information for the purposes of operating our business,
delivering, improving, and customizing our websites and Solutions, sending marketing and
other communications related to our business, and for other legitimate purposes permitted
by applicable law. Some of the ways we may use personal information include:

® Delivering a Solution you have requested.

Analyzing, supporting, and improving our Solutions and your online experience.

® Personalizing websites, newsletters and other communications.

® Administering and processing your certification exames.

® Sending communications to you, including for marketing or customer satisfaction purposes,
either directly from Imani Labs or from our partners.

Access to and Accuracy of Your Personal
Information

®* We need your help in keeping your personal information accurate and up to date. We
provide a number of options to access, correct, suppress, or delete your personal
information:

® You can view or edit your Cisco.com personal information and preferences online by

contacting support@imanilabs.com
®* Some Imani Labs entities may act as or be considered "data controllers". When a Imani Labs
entity is acting as a data controller, you can exercise your rights of access and request
corrections, suppression, or deactivations under applicable data protection laws directly with
that Imani Labs entity as described in the specific Solution documentation.
If you need additional assistance, or help with accessing, correcting, suppressing, or deleting


https://help.infopi.io/imanilabs.com
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your personal information, please feel free to contact us directly. We make good faith efforts
to honor reasonable requests to access, delete, update, suppress, or correct your data. We
will respond to your request within 30 days. If we are unable to honor your request, we will
provide you with an explanation.

Your Choices and Selecting Your
Communication Preferences

®* We give you the choice of receiving a variety of information related to our Solutions. You can
manage your communication preferences through the following methods:

By following the instructions included in each promotional email from us to unsubscribe from
that particular mailing.

* By sending us a message through email or by mail to: Imani Labs Limited, P. O. Box 50656-
00100, Nairobi, Kenya. Please be sure to include your name, email address, and specific,
relevant information about the material you no longer wish to receive.

® For short message services ("SMS Services"), by replying "STOP", "END", or "QUIT" to the

SMS text message you have received.

These choices do not apply to service notifications or other required communications that

are considered part of certain Solutions, which you may receive periodically unless you stop

using or cancel the Solution in accordance with its terms and conditions. With your
permission, we may also share your personal information with Imani Labs business partners
or vendors, so they may send you information about products or services that may be of
interest to you. To opt-out of Imani Labs sharing with third parties for their marketing

purposes, please send an email to support@imanilabs.com

® By using our websites, Solutions, or otherwise providing personal information to us, you
agree that we may communicate with you electronically regarding security, privacy, and
administrative issues relating to your use. For example, if we learn of a security system's
breach, we may attempt to notify you electronically by posting a notice on our websites, by
sending an email, or otherwise contacting you.

Sharing Your Personal Information

We may share your personal information with third parties for the purposes of operating our
business, delivering, improving, and customizing our Solutions, sending marketing and other
communications related to our business, and for other legitimate purposes permitted by applicable
law or otherwise with your consent.

We may share personal information in the following ways:

® Within Imani Labs and any of our worldwide subsidiaries for purposes of data processing or
storage.
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® With Imani Labs business partners or vendors, so that they may share information with you
about their products or services. To opt-out of sharing with third parties for their marketing

purposes, please send an email to support@imanilabs.com

® With business partners, service vendors, authorized third-party agents, or contractors to
provide a requested Solution, service or transaction. Examples include, but are not limited
to: processing of orders and credit card transactions, hosting websites, hosting seminar
registration, assisting with sales-related efforts or post-sales support, and providing
customer support.

® In connection with, or during negotiations of, any merger, sale of company assets,
consolidation or restructuring, financing, or acquisition of all or a portion of our business by
or to another company.

® In response to a request for information by a competent authority if we believe disclosure is
in accordance with, or is otherwise required by, any applicable law, regulation or legal
process.

®* With law enforcement officials, government authorities, or other third parties as necessary to
comply with legal process or meet national security requirements; protect the rights,
property, or safety of Imani Labs, its business partners, you, or others; or as otherwise
required by applicable law.

® In aggregated, anonymized, and/or de-identified form which cannot reasonably be used to
identify you.

* If we otherwise notify you and you consent to the sharing.

Security of Your Personal Information

We intend to protect the personal information entrusted to us and treat it securely in accordance
with this Privacy Statement. Imani Labs implements physical, administrative, and technical
safeguards designed to protect your personal information from unauthorized access, use, or
disclosure. We also contractually require that our suppliers protect such information from
unauthorized access, use, and disclosure. The Internet, however, cannot be guaranteed to be
100% secure, and we cannot ensure or warrant the security of any personal information you
provide to us.

Retention of Personal Information

We will retain your personal information as needed to fulfill the purposes for which it was
collected. We will retain and use your personal information as necessary to comply with our
business requirements, legal obligations, resolve disputes, protect our assets, and enforce our
agreement

Use of Cookies and other Web
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Technologies

Like many websites, Imani Labs uses automatic data collection tools, such as cookies, embedded
web links, and web beacons. These tools collect certain standard information that your browser
sends to our website. Examples include your browser type and the address of the website from
which you arrived at our website.

They may also collect information about:

® Your Internet Protocol (IP) address. This is a number automatically assigned to your
computer or device whenever you connect to the Internet. It is a unique address assigned by
your Internet service provider or IT department on a TCP/IP network. Among other things,
the IP address allows web servers to locate and identify your device.

® Clickstream behavior. This includes, for example, the pages you view and the links you click.
These tools help make your visit to our website easier, more efficient, and more valuable by
providing you with a customized experience and recognizing you when you return.

Our website includes widgets. Widgets are interactive mini-programs that run on our site to
provide specific services from other companies. Examples include displays of news, opinions,
videos, and more. Personal information, such as your email address, may be collected through
widgets. Widgets may also set cookies to enable them to function properly. Information collected
by a widget is governed by the privacy policy of the company that created the widget.

Some web browsers may give you the ability to enable a "do not track" feature that sends signals
to the websites you visit, indicating that you do not want your online activities tracked. This is
different from blocking or deleting cookies, as browsers with a "do not track" feature enabled may
still accept cookies.

No industry standard currently exists on how companies should respond to "do not track" signals,
although one may develop in the future. Imani Labs websites do not currently recognize and
respond to "do not track" signals. If we do in the future, we will describe how in this Privacy
Statement.

We partner with third parties to display advertising on our website or to manage our advertising on
other sites. Our third-party partners may use cookies or similar technologies in order to provide
you with advertising based on your browsing activities and interests.

Linked Websites

We may provide links to other third-party websites and services that are outside our control and
not covered by this Privacy Statement. We encourage you to review the privacy statements posted
on those websites (and all websites) you visit.



Forums and Chat Rooms

If you participate in a discussion forum, local communities, or chat room on a Imani Labs website,
you should be aware that the information you provide there (i.e. your public profile) will be made
broadly available to others, and could be used to contact you, send you unsolicited messages, or
for purposes neither Imani Labs nor you have control over. Also, please recognize that individual
forums and chat rooms may have additional rules and conditions. Imani Labs is not responsible for
the personal information or any other information you choose to submit in these forums. To
request removal of your personal information from our blog or community forum, contact us at
support@imanilabs.com. In some cases, we may not be able to remove your personal information,
in which case we will let you know if we are unable to do so and why.

Children's Privacy

Imani Labs encourages parents and guardians to take an active role in their children's online
activities. Imani Labs does not knowingly collect personal information from children without
appropriate parental or guardian consent. If you believe that we may have collected personal
information from someone under the applicable age of consent without proper consent, please let
us know using the methods described in the Contact section and we will take appropriate
measures to investigate and address the issue promptly.

How to Contact Us

We value your opinions. Should you have questions or comments related to this Privacy

Statement, please email our team at support@imanilabs.com.

Updates to this Privacy Statement

We may update this Privacy Statement from time to time. If we modify our Privacy Statement, we
will post the revised version here, with an updated revision date. You agree to visit these pages
periodically to be aware of and review any such revisions. If we make material changes to our
Privacy Statement, we may also notify you by other means prior to the changes taking effect, such
as by posting a notice on our websites or sending you a notification. By continuing to use our
website after such revisions are in effect, you accept and agree to the revisions and to abide by
them.
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Support Policies

Website Terms of Use

Welcome to www.catamarun.com (the "Site"), owned and operated by Imani Labs Limited ("Imani
Labs"). By using the Site in any way, including any service made available at the Site, you are
agreeing to comply with and to be bound by these Terms of Use and all rules, policies and
disclaimers posted on the Site or about which you are notified (collectively, "Terms"). Please
review these Terms carefully before using the Site. By using the Site, you agree to be bound
by these Terms. If you do not agree with all of the Terms, do not use the Site.

The terms "you," "your," and "yours" refer to you, the user of the Site. The terms, "we,
and "our" refer to Imani Labs Limited.

us,

Changes to the Terms

We may periodically make changes to these Terms, in our sole discretion. When we do, we will
update the "Last Updated". It is your responsibility to review the most recent version of these
Terms and remain informed of any changes. You agree that your continued use of the Site after
the effective date of any changes will constitute your acceptance of the changed Terms for your
continued use.

Access to the Site; Account Registration

We do not provide you with the equipment to access the Site. You are responsible for all fees
charged by third parties to access the Site (e.g., charges by internet service providers).

You must register for an account to use certain services. Your registration for and use of an
account will be governed by the End Customer Agreement, available at
https://help.infopi.io/books/help-center/page/end-customer-agreement and any other applicable
agreement related to your use of particular Imani Labs software and products.

Changes to the Site
We reserve the right to modify or discontinue, temporarily or permanently, all or a part of the Site
without notice. We will not be liable to you or to any third party for any modification, suspension,

or discontinuance of the Site.

Limited License
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Subject to these Terms, Imani Labs grants you a limited, revocable license to access and use the
Site solely to support your use of Imani Labs products and services within your organization as
intended by Imani Labs. No other use of the Site is authorized.

Software License

Your use of any software you download from the Site is governed by the separate license terms
accompanying or referenced in that software or download.

Restrictions

You must comply with all applicable laws when using the Site. Except as may be expressly
permitted by applicable law or expressly permitted by us in writing, you will not, and will not
permit anyone else to: (a) store, copy, modify, distribute, or resell any information or material
available on the Site ("Site Content") or compile or collect any Site Content as part of a database
or other work; (b) use any automated tool (e.g., robots, spiders) to use the Site or store, copy,
modify, distribute, or resell any Site Content; (c) rent, lease, or sublicense your access to the Site;
(d) use the Site or Site Content for any purpose except for your own personal use; (e) circumvent
or disable any digital rights management, usage rules, or other security features of the Site;

(f) reproduce, modify, translate, enhance, decompile, disassemble, reverse engineer, or create
derivative works of the Site or Site Content; (g) use the Site in a manner that threatens the
integrity, performance, or availability of the Site; or (h) remove, alter, or obscure any proprietary
notices (including copyright notices) on any portion of the Site or Site Content.

Ownership

We or our affiliates or licensors, or applicable third parties, retain all right, title, and interest in and
to the Site and Site Content and any trademarks, logos, or service marks displayed on the Site or
in Site Content ("Marks"). The Site, Site Content, and Marks are protected by applicable
intellectual property laws and international treaties. You are not permitted to use any Marks
without the prior written consent of Imani Labs or such third party which may own the Mark.

Disclosure; Forward-Looking Statements

Some of the information on this Site may contain projections or other forward-looking statements
regarding future events or the future financial performance of Imani Labs. We wish to caution you
that these statements are only predictions and that actual events or results may differ materially.
We refer you to identify important factors that could cause the actual results to differ materially
from those contained in our projections or forward-looking statements, including, among others,
potential fluctuations in quarterly results, dependence on new product development; rapid
technological and market change, acquisition strategy, manufacturing risks, risks associated with
Internet infrastructure, volatility of stock price, financial risk management, and future growth
subject to risks.

Privacy Policy

Our Privacy Policy (https://help.infopi.io/books/help-center/page/online-privacy-statement) is



hereby incorporated into these Terms by reference. Please read the Privacy Policy carefully for
information relating to our collection, use, storage and disclosure of personal information,
including registration and other information about you that we collect through the Site.

Links and Third Party Content

The Site may contain links to third party products, services, and websites. We exercise no control
over any third party products, services, and websites and we are not responsible for their
performance, do not endorse them, and are not responsible or liable for any content, advertising,
or other materials available through the third party products, services, and websites. We are not
responsible or liable, directly or indirectly, for any damage or loss caused to you by your use of or
reliance on any goods or services available through the third party products, services, and
websites.

Additionally, if you follow a link or otherwise navigate away from the Site, please be aware that
these Terms, including the Privacy Policy, will no longer govern. You should review the applicable
terms and policies, including privacy and data gathering practices, of any third party websites to
which you navigate to from the Site.

Promotions

From time to time, we may offer promotions to Site visitors or registered Site users. To be eligible
for a promotion, you must, for the duration of the promotion, reside in a jurisdiction in which the
promotion is lawful. If you take part in any promotion, you agree to be bound by the specific
promotion rules and by the decisions of Imani Labs and our designees, which are final in all
matters relating to any promotion. Any awards provided by us or our sponsors or partners are at
our sole discretion. We and our designees reserve the right to disqualify any entrant or winner in
our absolute discretion without notice. Any applicable taxes on any award are the sole
responsibility of each winner.

Feedback

Imani Labs may provide you with a mechanism to provide feedback, suggestions, and ideas about
the Site or us ("Feedback"). You agree that we may, in our sole discretion, use the Feedback you
provide in any way, including in future modifications to the Site, our products, or services. You
hereby grant us a perpetual, worldwide, fully transferable, irrevocable, royalty-free license to use,
reproduce, modify, create derivative works from, distribute, and display the Feedback in any
manner for any purpose.

Disclaimer of Warranties

YOUR USE OF THE SITE AND SITE CONTENT, INCLUDING YOUR SUBMISSION OF FEEDBACK, IS AT
YOUR SOLE RISK. THE SITE AND SITE CONTENT ARE PROVIDED ON AN "AS IS" AND "AS AVAILABLE"
BASIS. IMANI LABS EXPRESSLY DISCLAIMS ALL WARRANTIES OF ANY KIND, WHETHER EXPRESS OR
IMPLIED, INCLUDING, BUT NOT LIMITED TO THE IMPLIED WARRANTIES OF MERCHANTABILITY,
FITNESS FOR A PARTICULAR PURPOSE, TITLE, AND NON-INFRINGEMENT, AND ANY WARRANTIES
ARISING FROM A COURSE OF DEALING, USAGE, OR TRADE PRACTICE. WE DO NOT GUARANTEE



THE ACCURACY, COMPLETENESS, OR USEFULNESS OF THE SITE OR SITE CONTENT, AND YOU RELY
ON THE SITE AND SITE CONTENT AT YOUR OWN RISK. ANY MATERIAL YOU RECEIVE THROUGH THE
SITE IS OBTAINED AT YOUR OWN DISCRETION AND RISK AND YOU WILL BE SOLELY RESPONSIBLE
FOR ANY DAMAGE TO YOUR COMPUTER OR LOSS OF DATA THAT RESULTS FROM THE DOWNLOAD
OF ANY MATERIAL THROUGH THE SITE. NO ADVICE OR INFORMATION, WHETHER ORAL OR
WRITTEN, OBTAINED BY YOU FROM IMANI LABS OR THROUGH OR FROM THE SITE WILL CREATE
ANY WARRANTY NOT EXPRESSLY STATED IN THESE TERMS.

Limitation of Liability

IMANI LABS WILL NOT BE LIABLE TO YOU OR TO ANY THIRD PARTY FOR ANY INDIRECT,
INCIDENTAL, SPECIAL, CONSEQUENTIAL, OR EXEMPLARY DAMAGES, INCLUDING BUT NOT LIMITED
TO, DAMAGES FOR LOSS OF PROFITS, GOODWILL, USE, DATA OR OTHER INTANGIBLE LOSSES
(EVEN IF IMANI LABS HAS BEEN ADVISED OF THE POSSIBILITY OF THESE DAMAGES), RESULTING
FROM YOUR USE OF THE SITE AND SITE CONTENT. UNDER NO CIRCUMSTANCES WILL IMANI LABS
TOTAL LIABILITY OF ALL KINDS ARISING OUT OF OR RELATED TO YOUR USE OF THE SITE OR SITE
CONTENT, IN WHICH CASE LIABILITY WILL BE LIMITED TO THE MAXIMUM EXTENT ALLOWED BY
APPLICABLE LAW.

Indemnity

You will indemnify and hold Imani Labs, and its subsidiaries, affiliates, officers, agents, and
employees, harmless from any costs, damages, expenses, and liability caused by your use of the
Site or Site Content, your submission of Feedback, your violation of these Terms, or your violation
of any rights of a third party through use of the Site or Site Content.

Legal Notices

These Terms will be governed by and construed in accordance with the laws of the Republic of
Kenya without regard to principles of conflicts of law. You submit to the jurisdiction of the state
judicial courts, with respect to any action or proceeding arising out of or in any way related to
these Terms, and you hereby waive any venue or other objection which you may have to any such
action or proceeding being brought in the state judicial courts.

No failure or delay by us in exercising any right under these Terms will constitute a waiver of that
right. If any portion of these Terms is held invalid by a court of competent jurisdiction, then such
portion will be deemed to be of no force or effect, and these Terms will be construed as if such
portion had not been included. The headings used in these Terms are for convenience of reference
only and do not affect the meaning or construction of these Terms.

Contacting Imani Labs

If you have any questions or concerns about the Site or these Terms, please send us a thorough

description by email, or write to us at:

Imani Labs LTD


mailto:support@imanilabs.com

Attention: Legal Department
P. O. Box 50656-00100,
Nairobi, Kenya



Support Policies

End Customer Agreement

This End Customer Agreement (this "Agreement") is an agreement between us (Imani Labs,
limited liability company ("Imani Labs")) and you, the end customer and purchaser of our
products or services ("Customer"). It forms a binding agreement between us, and it governs your
purchase and use of the Products.

You and Imani Labs may each be referred to as a "Party" and collectively as the "Parties." Please
keep in mind that your use of the Products after changes to this Agreement are published

at https://help.infopi.io/books/help-center/support-policies will constitute your acceptance of the
changes. Any material changes are considered effective upon the earlier of (i) your continued use
of the Products once you know about the changes, and (ii) 30 days after they are published. There
is a glossary of defined terms at the end of this Agreement.

Article 1 Licenses and Restrictions.

1.1. Paid Licenses. Subject to the terms and conditions of this Agreement, and your payment for
the Products and compliance with this Agreement, Imani Labs grants you and your affiliates (i) a
non-sublicensable, non-exclusive, non-transferable license (ii) rights to use the Hosted Software
via the Internet (the "Hosted Software License"), in each case until the Co-Termination Date or
the earlier termination of this Agreement. The Support Services we provide to you are included in
the cost of the Hosted Software License.

1.2. Restrictions. You agree that you will not (and you will not permit any of your Network Users)
to directly or indirectly reverse engineer the Products or otherwise attempt to discover the source
code or algorithms of Imani Labs Software. In addition, you agree not to interfere with the Hosted
Software, or attack or disrupt the Hosted Software, including through denial of service (DoS),
unauthorized access, monitoring or crawling, or distribution of malware.

Article 2 Customer Responsibilities.

2.1. Use of Products. You agree to use the Products only in accordance with the specifications
(the "Specifications") available on our website, and you (not Imani Labs) are solely responsible
for maintaining administrative control over your Hosted Software account.



2.2. Compliance with Laws. You agree to comply with all applicable laws in your use of the
Products, including export laws and regulations of Kenya or any other country. To that end you will
ensure that none of the Products are directly or indirectly exported, re-exported, or used toprovide
services in violation of such export laws and regulations. If Imani Labs detects anyProducts
operating in violation of such laws they may be removed from your account followingwritten notice
to you (in the form of an email).

Article 3 Ownership; Customer Data.

3.1. Rights. As between you and Imani Labs, Imani Labs owns and reserves all rights with respect
to the Software. In addition, you hereby assign to Imani Labs all of your interest in any feedback
you convey to us related to the Software. Imani Labs may incorporate modifications into the
Hosted Software, the Documentation at any time.

3.2. Customer Data. By using your Hardware, you understand and agree that you are collecting
data regarding the devices that connect to your Network and how your Network is being used,
including the types of data described below. By means of the Hardware, you are then transferring
that data to Imani Labs for processing and storage, including data that may contain personally
identifiable information of your Network Users (collectively, "Customer Data"). Imani Labs may
process and store Customer Data in the Kenya or outside of the country where it was collected.
That said, the Software include functionality that limits or restricts the types of information
collected, and you may certainly make use of that functionality. You retain all right, title and
interest in and to your Customer Data, except Imani Labs is permitted to use Customer Data as
reasonably required to provide the Software services and, only to the extent necessary, to protect
our rights in any dispute with you or as required by law. It is your responsibility to provide notice
to, and obtain any necessary consents from, your Network Users regarding collection, processing,
transfer and storage of Customer Data.

3.2.1. Traffic Information. "Traffic Information" means information about devices that
connect to your Network, such as MAC address, device name, device type, operating system,
geolocation information, and information transmitted by devices when attempting to access or
download data or content (e.g., hostnames, protocols, port numbers, and IP addresses) via your
Network. We process and store Traffic Information on your behalf so you can monitor the use and
performance of your Network and exercise control (such as network traffic shaping) over the traffic
on your Network.

3.3. Publicity. We may use your company name and logo in customer lists on our website and
collateral.

Article4 Term and Termination.

4.1. Term. This Agreement will be effective until the expiration of the Term (the "Co-
Termination Date"), unless earlier terminated per Section 4.2 below. If you subsequently
purchase additional Hosted Software Licenses, the Co-Termination Date will be adjusted so that all
of your Hosted Software Licenses (including the new ones) terminate on the same date. This
adjusted Co-Termination Date is calculated by (i) determining the aggregate amount of time that



your new Hosted Software Licenses extend past your existing Co-Termination Date, and (ii)
distributing that amount of time among all of your Hosted Software Licenses (including both new
and existing ones) pro rata based on the one-year list price for each type of Hosted Software
License.

4.2. Termination. You may terminate this Agreement for any reason effective upon 30 days prior
written notice to Imani Labs. Imani Labs may suspend your use of the Software at any time if Imani
Labs reasonably believes that you have breached the terms of Sections 1.2, 2.2 or 3.2; if such
breach remains uncured for 10 days following receipt of notice from Imani Labs, then Imani Labs
may terminate this Agreement immediately. You may terminate this Agreement for cause if we
breach any material obligation of ours under this Agreement and fail to cure such breach within 10
days following receipt of written notice from you. If you terminate this Agreement for cause, you
will receive a refund equal to the value of the remaining time on your Hosted Software Licenses.

4.3. Effect of Termination. Upon any termination of this Agreement, the Licenses and the
Support Services will automatically terminate. Sections 1.2, 3.2 and 5.3 will survive any
termination of this Agreement.

Article 5 Warranties.

5.1. Service Level Agreement. The Service Level Agreement available at

https://help.infopi.io/books/help-center/page/hours-and-slas is your exclusive remedy for any
interruptions in the availability of the Hosted Software.

5.3. Disclaimer of Warranties. Except as set forth in Sections 5.1 Imani Labs disclaims all
warranties, express, implied, statutory, or otherwise, including any implied warranty of
merchantability, fitness for a particular purpose, non-infringement, or title. Imani Labs assumes no
responsibility for any damages to Customer's hardware, software, or other materials.

Article 6 Indemnity.

6.1. General. Imani Labs will defend any claim(s) against Customer that a Products provided
under this Agreement infringes third party patents, copyrights or registered trademarks (the "
Claim") and will indemnify Customer against the final judgment entered by a court of competent
jurisdiction or any settlements arising out of a Claim. Customer shall (i) promptly notify Imani Labs
in writing of the Claim (or threat thereof), and any subsequent litigation updates, (ii) cooperate
with Imani Labs in the defense of the Claim (including any statements to third parties regarding
the Claim), and (iii) grant Imani Labs full and exclusive control of the defense and settlement of
the Claim and any subsequent appeal. If Customer fails to notify Imani Labs promptly of the Claim,
and that failure prejudices Imani Lab's ability to defend, settle or respond to the Claim, then Imani
Labs obligation to defend or indemnify Customer with respect to that Claim will be reduced to the
extent Imani Labs has been prejudiced. In addition, such failure to provide prompt notification
shall relieve Imani Labs of any obligation to reimburse for Customer attorneys' fees incurred prior
to notification.

Article 7 Limitation of Liability. Neither party will be liable for indirect, incidental, exemplary,


https://help.infopi.io/books/help-center/page/hours-and-slas

special, or consequential, damages; loss or corruption of data; or loss of revenues, profits,
goodwill, or anticipated sales or savings. In no event will Imani Labs total cumulative liability to
Customer and anyone who uses the Products through Customer's account exceed the aggregate
amount Customer has paid to Imani Labs.

Article 8 Confidentiality. The parties will protect each other's Confidential Information. The
party receiving Confidential Information will exercise at least the same degree of care that it uses
to protect its own Confidential Information of a similar nature, but in no event less than reasonable
care. Confidential Information does not include information that (a) is or was lawfully received by
the recipient from another party without confidentiality obligations, (b) becomes available in the
public domain through no action or inaction of the recipient, or (c) is developed independently by
the recipient without reference to the discloser's Confidential Information.

Article 9 Miscellaneous. This Agreement is the entire agreement between you and us and
supersedes all prior agreements and understandings regarding the Products. Failure to exercise
any right under this Agreement will not constitute a waiver. There are no third-party beneficiaries
to this Agreement. This Agreement is governed by the laws of Kenya without reference to conflicts
of law rules. For any dispute relating to this Agreement, the Parties consent to personal jurisdiction
and the exclusive venue of the courts in Nairobi County, Nairobi. Communications we send to you
electronically will be deemed to be in writing. Any notice you provide to us under this Agreement
will be in writing and sent by overnight courier or certified mail (receipt requested) to the address
above. If any provision of this Agreement is found unenforceable, this Agreement will be construed
as if it had not been included.

Article 10 Additional Definitions.

"Confidential Information" means non-public confidential or proprietary information of the
disclosing party that is clearly marked confidential or should be reasonably assumed as
confidential given the nature of the information and the circumstances of disclosure.

"Documentation” means any user instructions, manuals, Specifications, or other documentation

provided by Imani Labs for informational purposes at https://portal.catamarun.com that relate to
the Products, including any modifications.

"Hardware" means hardware products you have purchased, received in a product trial,
promotion, or beta test, or otherwise running on your Network.

"Hosted Software" means the Imani Labs proprietary, web-based software platform, including
the interface known as the "Dashboard," Systems Manager and any API provided by Imani Labs.

"Location Analytics" means the Location Analytics features of the Hosted Software.

"Network" means your local area network, created in whole or in part by use of the Products.


https://help.infopi.io/portal.catamarun.com

"Network User" means anyone who obtains access to your Network or uses a device that you
manage with Systems Manager.

"Products" means the the Software, the Documentation, and the Support Services.

"Software" means the Hosted Software, and any other software provided by Imani Labs under the
terms of this Agreement.

"Support Services" means the customer support services described at catamarun.com
"Systems Manager" means Imani Labs web-based mobile device management software.

"Term" means the term of the Hosted Software License you have purchased or received in a
product trial, as modified each time you purchase additional Hosted Software Licenses so that all
your Hosted Software Licenses expires at the same time in accordance with the provisions of
Section 4.1.


https://help.infopi.io/catamarun.com

Best Practices

Getting the most from your IT Support with these best practices.



Best Practices

Tech Advisory

Historically, buyers have always been on the losing end due to a lack of information or expertise .
on Tech products and services. These are the old days of going back and forth with suppliers over
specs, prices, reliability, among other requests.

However, basing on the principle of the Internet marketplace today "caveat emptor" - that is,
“Let the buyer beware” ;- it is only wise to engage guided conversations with trained
specialists to help match required features and specs with underlying certified vendors.

In return you get high quality spec guarantees and protections on prices, handling transactions;
overall enabling you to discover and build trust with the end provider.



Best Practices

Support Workflow

While some companies might have “unofficial” service level agreements, an SLA isn’'t an SLA if it
isn’'t worked into the organization’s workflow. Otherwise, it just becomes a thing everyone will try
to stick to, but will be impossible to track.

With a growing workplace of computers, applications, and communications; its crucial to unbundle
complexities involved with vague maintenance service reporting; and ensure at baseline level your
IT Support meets the SLA benchmarking, and yes, maintenance can be quantified. Here are three
examples of ways to seamlessly incorporate workflows:

1. Organize all your technical requests and automatically route them through the
appropriate support workflow.

2. Set up triggers to alert the IT Support team when an SLA is due and automatically
escalate priority tickets to top of queue.

3. Set triggers for when an SLA is violated, setting off a series of triggers that let the IT
Support team and managers know, subsequently allowing you to create a report to keep
track of your monthly progress.



Best Practices

RMA

Carrying out logistical requests for on-demand IT can be a hassle especially with need to
participate remotely while leveraging a de-localized pool of verified suppliers.

Native IT support teams have inherently filled this role at baseline level acting as a single point
contact (when carrying out spec matching, surface repairs, soft upgrades, etc). However, higher-
stakes services such as backups, optimization, migrations, storage, server security, server
support, etc require a particular specialized vendor for an increase in efficiency.

It is not uncommon for IT departments to operate computing services internally: for tasks such as
patches and updates, monitoring systems, keeping hardware up and running, etc and embed
outsourced expertise for highly complex value functions.



Case Studies



Case Studies

LIA Center rely on Lean IT
Support to Serve
Community Leaders

About Life in Abundance International

Life in Abundance is an established non-profit development organization. LIA’s training centers
serve to train churches, organizations and community leaders around the world with LIA’s
community development model and how to implement it in their own communities. This is a model
that has been implemented, refined, monitored, evaluated and replicated with hundreds of
churches in twelve countries across Africa and the Caribbean. The LIA Center in Kenya is a Hub
with three wings complete with a hotel accomodation wing to compliment the training center.

The LIA Hotel aims to provide a tailored space and accomodate a curation of community leaders.
In order for the hotel to ensure its multinational members have the essentials they need during
their stay, is core to what the Hotel team aims to achieve every day.

The Challenge

The team at LIA Hotel is always thinking about how to create spaces that guests enjoy working.
They also want to make sure their guests don’t have to worry about the physical space and
whether or not their computer will be able to connect to the Internet.

When we first joined to support the LIA Center, there was only one person available to look after
the entire network across the three Phase complex. This required an immense amount of time to
investigate and troubleshoot when problems arose. As the Property team prepared to open the
new Hotel wing in addition to the training and office wings, the LIA Property team decided to
proceed with a full stack solution as it would be easier to manage and provide a great experience
for end users.

Our support team was tasked to scale the internet and phone network across the three Phase
complex, and also respond to highly technical problems, and manage escalations.



The Solution

With migration to network monitoring and support, the LIA Center went from a network that was
performing poorly and experiencing high packet loss to a network that is, “humming along very
nicely" across the entire complex.

The support team also monitors the network ensuring that priority is given to applications like
voice and video allowing both guests and LIA staff to work cross-functionally and across regions
and time zones. There are also a wide range of activities on the network, including data-intensive
applications, file transfers, cloud applications, and more, all running at the same time. With all
that, clients’ expectations for crystal-clear video conferencing and latency-free phone calls is not
compromised.

The Value

Prior to the migration, there was only a labor intensive way to satisfy the network requirements for
the LIA Center. Yet today, the LIA team can now service guests and rely on their network to that
satisfy unique requirements for its guests. The ability to truly tailor solutions to individual clients
has allowed the mindset of “you tell us what you want and we can make it work” a reality.



Case Studies

DAR Regional Office

The buildings desighed by Zimmer Gunsul Frasca (ZGF) Architects, the eighth largest architecture
firm in the United States, make a strong first impression. To create these unique environments,
ZGF's teams of architects and project managers rely on wireless networking to access design
software and for web-based collaboration.

ZGF used a legacy wireless solution for many years. According to systems administrator Ron Pike,
the small IT team found it unreliable and difficult to manage remotely. When ZGF prepared to
move its headquarters to a new award-winning office in Portland, the firm wanted to deploy a
superior wireless network solution for the new space. Ideally, this solution would also be deployed
in the branch offices in L.A., Seattle, New York, and Washington D.C., and everything would be
centrally managed.

Pike recommended Meraki as the best choice for a cost-effective, centrally-managed wireless
solution for all the offices.

speeds, good management tools, and industry standard security. We got all of these features.

"I'd have to say that if the access points looked clunky, it would have made us think," Pike
acknowledged. "But they look very clean.”

The best thing about deploying Meraki, Pike said, is the network's reliability. "I haven't noticed any
outages at all," he said. "It's a very robust service."



Case Studies

Nandi County Deploys
Scalable IT for County-wide
Operations

About Nandi County

Located in the Great Rift Valley region, Nandi County administration for ICT Infrastructure and

Systems Directorate was tasked with Technology and Planning; to upgrade the network technology
and overall information systems for the County Government.

The Challenge and Setup

The team led by Mr. Jonathan Miso opted for a new network setup built around a data centre
model. Its purpose? built to house enterprise computing equipment running services for
organizations such as Kapsabet Referral Hospital, a Support Call Center, Offices among other
proposed case-site applications

This was a first for the County administration and it was imperative to envision support for a future
upgrade on to Tier Il and Ill of the data center.


https://nandicounty.go.ke/departments/department-of-ict-and-e-government/#1530130574352-0c4985a2-db34
https://nandicounty.go.ke/team/jonathan-misoi/
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Nevertheless, the proposed Tier | setup had to support powerful computing and communications
affordably in relation to setup and maintenance. In addition, the network upgrade also supported a

dedicated 100mbps uplink capability and GSM Trunking on setup.
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The Solution

The computing environment was achieved using cloud stack for VMs, network and storage
provisioning automation. This 'provisioning' solution was key to the network design. As with many
institutions, with a lean IT staff managing the network for the entire campus; Nandi County
administration required an enviroment that was easy to configure, manage, and troubleshoot,
even remotely.

The robust administration and visibility provided by the vitualization dashboard, made the network
design agile and scalable. Unlike other deployments, this low-touch configuration means that the
team has on-demand elastic cloud computing service capabilities, for the storage and network, all
under one dashboard. This cuts down the time the team may spend in provisioning end user
resources on the new network. The cloud dashboard also gets rid of error-prone manual
configuration and makes sure the network is secure.
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The Value

The implementation of this network design unlocked features and benefits, including how it lets
you:

® Monitor performance via a common platform for ICT teams, including County officials
® Increase resource capabilities for scale as needed; without retooling.
® Break silos and create a common language between IT and County service operations

Unified monitoring results into faster communication, data-driven decision making while enabling
performance bottlenecks to be resolved based on key metrics and reduces the mean time to
business awareness.

The delivery of a core set of capabilities that could scale as needed, rather than having different
infrastructures and different application capabilities for every use-case; means that the ICT team is
going to be free from both building and retooling, for the purpose of enabling agility into their IT
resources.

When IT and the business have a common language, County officials and their IT counterparts are
able to collaborate together on a single source of truth. For example, operations don't care that a
particular server is up, they care that a task was completed successfully.



