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On-Call: Policy and Procedure for Engineering
1. Scope

1. This policy applies to all employees in the Engineering and Information Security divisions.

2. This policy aims to balance Camunda's way of working as a remote-first company with flexible working
time arrangements with the need to ensure business continuity for our users and customers.

3. Engineering Managers can direct employees to be on-call (see "Definition on-call") and to work on
emergency situations (see "Definition Emergency Situations") according to the scheduling policy (see
"(6) On-Call Scheduling"). Employees on-call must fulfill on-call responsibilities (see "(5) Obligations
when being 'On-Call'") that extend the regular obligations for employees (see "(2) Regular Obligations
for Employees").

2. Regular Obligations for Employees in the Engineering and Information Security divisions

1. When directed to, employees must be reachable via means defined by the Engineering Manager during
standard business hours, ensuring that they can start working on "Emergency Situations" or other
issues within 60 minutes.

1. Typically, Engineering Managers set up "Medic" processes. By assigning the "Medic" role, they
direct the respective employee to be the DRI to handle "Emergency Situations" during standard
business hours. Other mechanisms/ways might apply, the "Medic" process is just an example.
Engineering Managers must be explicit about this requirement towards the employee.

3. Definition "Emergency Situation"

1. An "Emergency Situation" occurs when core components fail, are about to fail, or are not useable,
making the useability of contracted software in a productive operation impossible. Examples are Level 1
Support Issues, system alerts likely to trigger Level 1 Support Issues, security issues severely impacting
the safe execution of Camunda, SLA violations or situations that could lead to SLA violations of the
Camunda offering, or other issues that prevent the operation of Camunda as contractually agreed with a
customer.

4. Definitions "On-Call" and "Call-Out"

1. An employee is "on-call" when they are required to be available outside standard business hours to
respond to "Emergency Situations." Being "on-call" triggers an additional reimbursement (see "Payment
Arrangements").

2. An employee gets a "call-out" when directed to work on an "Emergency Situation" outside standard
business hours. A "call-out" is directed to employees via the OnCall system. Getting and engaging on a
"call-out" triggers an additional reimbursement (see "Payment Arrangements"). Employees "on-call"
must respond to "call-out"-events via the OnCall system as defined in (5) "Obligations when being
'On-Call'".

5. Obligations when being "On-Call"

When "On-Call", an employee must:

1. Be contactable via means used by the OnCall system (e.g., call, text, email, turned on system alert).

2. Respond to a contact communication (e.g., call, text, email, system alert) sent from the OnCall system
within 30 minutes after the OnCall system has sent the notification.

3. Have access to a work device connected to the Internet and address the "call-out" matter remotely
within 60 minutes after the OnCall system has sent the notification.



4. Manage and work on the incident (e.g., communicate updates, investigate the issue, explore and
communicate resolution for the issue).

5. Dedicate time until the "call-out" matter is resolved. Resolving includes downgrading the "call-out"
matter to a lower severity (resolving the "Emergency Situation") for example by providing a workaround.

6. Escalate the matter appropriately, following documented procedures, if they cannot resolve the matter
themselves.

7. Stay capable of performing required duties.

8. Find substitution or escalate to Engineering Management if unable to perform required duties (e.g. due
to a personal emergency, illness, or if working hours extend beyond what is reasonable or acceptable by
local labor law).

6. On-Call Scheduling

1. Engineering Managers schedule on-call shifts in one-week increments (an "On-Call week").

2. An employee can be directed for an On-Call shift / "On-Call week" once a month. Employees may
volunteer for additional on-call duty, respecting legal requirements and the Working Time Act.

3. An On-Call week starts and ends during standard business hours at a point in time decided by the
respective Engineering Manager.

7. Payment Arrangements

1. Employees receive a reimbursement for two components:

1. For being "on-call": On-call employees are reimbursed EUR 630.00 gross per week / EUR 90.00
gross per 24 hours. The reimbursement is adjusted proportionally to the hours the employee was
on-call.

2. For responding to and working on a "call-out," if called out outside standard business hours,
employees receive a lump sum of EUR 300.00 gross for each 4-hour block worked, regardless of the
exact duration within that block.

2. Payments are made monthly with the standard payroll cycle, in the month following the on-call period.

8. General Provisions

1. Standard business hours are defined as: Monday through Friday, 9 am to 6 pm local time at the
employees' residence.

2. "Call-Out" events are not directly initiated by customers via the Support hotline but require explicit
triggers by a Support Engineer or Engineering Management, for example.

3. Planned or ad-hoc overtime work (e.g., a planned patch release on a weekend, or overtime to fix an
issue triggered during standard business hours) does not qualify as a "call-out", but is addressed as
regular overtime.

4. Engineering Manager Level and above are always on-call on a best-effort basis for management
escalations of "Emergency Situations." This does not qualify for an extra reimbursement.

5. Engineering Managers and above can still be part of the operational "on-call" schedule, taking
responsibility to work directly on "Emergency Situations." In this role, they still retrieve the extra
reimbursement.

6. Engineering Managers may issue divergent instructions to the policy, for example, to ensure
compliance with local working time regulations, to avoid harm to Engineers' health and well-being, or to
manage special / edge-case situations.

7. Being on-call does not constitute working time unless actively attending a call-out.

8. Managers must monitor call-out frequency and duration to ensure no harm to employees' health and
well-being.

9. Working arrangements comply with local time regulations, and compensatory rest is provided as
necessary.

10. The company reserves the right to update this policy due to operational or legal needs, especially
those affecting the duration and quality of on-call duties. This includes maintaining consistency with



labor laws.

11. Visibility of personal data in OpsGenie:

1. Be aware that personal data entered in OpsGenie, such as personal or business phone numbers
and email addresses, is visible to all users within the platform.

2. Maintaining the visibility of phone numbers is essential for your role in incident resolution. It ensures
that team members can reach out to each other in case OpsGenie fails to contact someone due to
technical issues.

3. Please note that private contact details must not be used for any purposes other than responding to
such emergencies. Camunda work contracts contain clauses that explicitly prohibit the sharing of
personal data outside of Camunda or with third parties.

4. In case you do not feel comfortable with submitting your personal information, choose one of these
workarounds (you still need to ensure to remain reachable for calls from OpsGenie or your team
members):

1. Set up the OpsGenie app on your smartphone. You have to ensure a reliable internet connection.

2. Zoom phone number redirect. You can request IT to set up a Zoom phone number redirect.

3. Purchase a prepaid SIM card specifically for on-call purposes, ideally with no reoccurring costs.


