
CENTRIFY CORPORATION 

CENTRIFY CORPORATION LICENSE, WARRANTY AND SUPPORT TERMS 

GRANT. Contractor hereby grants to Ordering Activity (herein also referred to as “You” or “Your”) as licensee, a personal, 
nonexclusive, nontransferable license, without right of sublicense, to install, use and execute, Centrify DirectControl, together with 
any updates and modifications to the foregoing, if any, provided to you by Contractor (collectively "Software"). The Software is 
licensed solely in machine readable object code format. You may install, use and execute the component(s) of the Software on that 
number and type of applications and computers for which you have paid Contractor a license fee. The manner of calculating the 
type and number of applications and computers shall be determined by the operation and configuration of the Software, the terms 
of the Documentation, and/or Centrify’s standard practices, unless otherwise agreed in a fully executed agreement between you 
and Contractor. Contractor further grants you a personal, nonexclusive, nontransferable license to install, use, execute and modify 
the Group Policies supplied, in their source code form, as part of the Software, solely for the purpose of modifying the Group 
Policies and Reports to meet your specific needs ("Modified Group Policies and Reports"). Except as provided herein, the Modified 
Group Policies and Reports shall be deemed to be Software hereunder. 

 
RESTRICTIONS. The rights granted herein are subject to the following restrictions: (i) you may not copy (except for back-up 
purposes), modify, port, adapt, translate, localize, reverse engineer, de-compile, disassemble or otherwise attempt to discover the 
source code of the Software, except and only to the extent that it is expressly permitted by the law in effect in the jurisdiction in 
which you are located notwithstanding this limitation; (ii) you may not create derivative works based on the Software; (iii) you may 
not remove any patent, trademark, copyright, trade secret or other proprietary notices or labels on the Software or Documentation; 
(iv) you may not transfer, lease, assign, sublicense, pledge, rent, share or distribute the Software or make it available for 
timesharing, service bureau or on-line use, unless previously agreed to in writing by Contractor; and (v) you may not disclose the 
results of any performance, functional or other evaluation or benchmarking of the Software to any third party without the prior written 
permission of Contractor. 

 
SOFTWARE. If you receive your first copy of the Software electronically, and a second copy on physical media, the second copy 
may be used for archival purposes only. This Attachment A does not grant you any right to receive, or any license to, any 
enhancement or update of the Software, or any other Centrify software. 

 
TITLE. The Software and Documentation are confidential and proprietary information of Contractor and/or its suppliers. Title, 
ownership rights, and intellectual property rights in and to the foregoing shall remain with Contractor and/or its suppliers. The 
Software and Documentation are protected by the copyright laws of the United States and international copyright treaties. Title, 
ownership rights, and intellectual property rights in and to the content accessed through the Software are the property of the 
applicable content owner and may be protected by applicable copyright or other law. This license gives you no rights to such 
content. This license does not convey to you an interest in or to the Software, but only grants you a limited right of use, which may 
be revocable in accordance with the terms of this Attachment A. 

 
MAINTENANCE AND TECHNICAL SUPPORT. Subject to your payment of applicable fees, Contractor through Centrify will 
provide maintenance and support services in accordance with Centrify's standard support policies. You understand that Centrify 
may update the software at any time. Such updates may be provided to you in due course, but Centrify has no obligations to 
provide such updates to you. You may decide whether to install updates to the Software unless Contractor, through Centrify 
expressly notifies you that a particular update is mandatory. 

 
DISCLAIMER OF WARRANTIES. THE SOFTWARE IS PROVIDED TO YOU AS IS AND THERE ARE NO WARRANTIES, 
CLAIMS OR REPRESENTATIONS MADE BY CONTRACTOR OR ITS SUPPLIERS, EITHER EXPRESS, IMPLIED, OR 
STATUTORY, WITH RESPECT TO THE SOFTWARE, INCLUDING WARRANTIES OR CONDITIONS OF TITLE, QUALITY, 
PERFORMANCE, NONINFRINGEMENT, MERCHANTABILITY, OR FITNESS FOR A PARTICULAR PURPOSE, NOR ARE 
THERE ANY WARRANTIES CREATED BY COURSE OF DEALING, COURSE OF PERFORMANCE, OR TRADE USAGE. 
CONTRACTOR AND ITS SUPPLIERS DO NOT WARRANT THAT THE SOFTWARE WILL MEET YOUR NEEDS OR BE FREE 
FROM ERRORS, OR THAT THE OPERATIONS OF THE SOFTWARE WILL BE UNINTERRUPTED. CONTRACTOR AND ITS 
SUPPLIERS DO NOT WARRANT THE ACCURACY OF THE REPORTS GENERATED. THE FOREGOING EXCLUSIONS AND 
DISCLAIMERS ARE AN ESSENTIAL PART OF THIS ATTACHMENT A AND FORMED THE BASIS FOR DETERMINING THE 
PRICE CHARGED FOR THE PRODUCTS. SOME STATES DO NOT ALLOW EXCLUSION OF AN IMPLIED WARRANTY, SO 
THIS DISCLAIMER MAY NOT APPLY TO YOU. 

 
U.S. GOVERNMENT RESTRICTED RIGHTS. If the Software is being acquired by or on behalf of the U.S. Government or by a U.S. 
Government prime contractor or subcontractor (at any tier), in accordance with 48 C.F.R. 227.7202-4 (for Department of Defense 
(DOD) acquisitions) and 48 C.F.R. 2.101 and 12.212 (for non-DOD acquisitions), the government's rights in Software and 
Documentation, including its rights to use, modify, reproduce, release, perform, display or disclose the Software or Documentation, 
will be subject in all respects to the commercial license rights and restrictions provided in this Attachment A. 



EXHIBIT A – CENTRIFY SUPPORT PACKAGES 
 

Support Packages 
 

Contractor through Centrify offers two customer support packages, Standard and Premium, to provide the right level of support to fit 
your organization’s specific needs. 

 
Standard Support 

• Support by phone and email. 
• Access to Centrify’s secure Online Customer Support Portal, which includes Knowledge Base articles, case submission 

and tracking, and product and documentation downloads 
• Two designated support contacts. 
• An escalation process to ensure your issues are addressed in a timely manner. 

Online product updates and patch downloads. 
 

Premium Support 
• All Standard Support features, plus … 
• 24 x 7 x 365 support. 
• Two additional designated support contacts (for a total of four). 
• Eligible for extended version and platform support. 

 
After hours Incident Support 

• Pre-purchased Premium incidents for Standard Support customers 
• Expires 90 days from purchase. 

How to Contact Support 
 

Contractor through Centrify Support is accessible through multiple channels. 
 

Online 
 

Centrify’s secure Online Customer Support Portal provides 24-hour access to Knowledge Base articles, case submission and 
tracking, and product and documentation downloads. Visit: www.centrify.com/support 

 
Phone & Email 

 
North America (and all other areas excluding EMEA) 
Phone: +1 408 542 7500 
Monday – Friday 9 a.m. to 6 p.m. in your North America time zone (GMT -5 to GMT -8) 
Email: support.us@centrify.com 
Response times vary based on your support package and the priority level of the issue. 

 
Europe, Middle East and Africa (EMEA) 
Phone: +44 118 965 7887 
Monday – Friday 9:00 to 18:00 Central European Time (GMT +1) 
9:00 to 18:00 UK (GMT) 
Email: support.emea@centrify.com 
Response times vary based on your support package and the priority level of the issue. 

 
Priority Levels & Response Times 

 

The Centrify Support team understands that you require a timely response to your requests. The following table shows the different 
issue priority levels, their descriptions, and the guaranteed response time. With Premium Support, you may report a critical issue at 
any time, night or day, and expect a Technical Support Engineer to begin working on your case based on the priority level of the 
case. 

 

Priority Level Standard Premium 

Level 1 Production System Down 4 Business 
Hours 

2 Business 
Hours 

Level 2 Development System Down 6 Business 
Hours 

4 Business 
Hours 

Level 3 Serious Software Problem 8 Business 
Hours 

4 Business 
Hours 

Level 4 General Usage Problem 24 Business 24 Business 

http://www.centrify.com/support
mailto:support.us@centrify.com
mailto:support.emea@centrify.com


 Hours Hours 

Level 5 Feature Request 24 Business 
Hours 

24 Business 
Hours 

 

Note: These are standard case response times and not case resolution times. A response means that we will contact you to 1) 
acknowledge receiving your issue report and 2) get any additional information that we will need in order to assist you. 

 
Escalation Procedures 

 
Every issue report is tracked from the time you contact us until we jointly agreed that the issue has been resolved. Based on the 
priority of an issue, Contractor through Centrify Support escalates customer cases through our organization to ensure your 
business-critical issues receive a quick resolution. 

 
In general, if you are not satisfied with the responsiveness of our Support staff, the issue can be escalated to your Regional Sales 
Representative. If you are still not satisfied, the issue can be further escalated to the Vice President of Support. 

 
Product Updates 

 
Purchasing either Standard or Premium Support entitles you to product updates at no additional charge during the term and type of 
the maintenance contract for all Centrify products licensed and covered by maintenance. 

 
You can obtain the latest versions of Centrify software through our Online Customer Support Portal: 
www.centrify.com/support 

http://www.centrify.com/support
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