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Introduction and Purpose
Customers on eligible support plans can call the hotline for L1 and L2 issues — including 24x7 support for
critical situations, depending on their plan.

Scope
This applies to Technical Support Engineers only.

Definition on-call
An employee is on-call when they are available outside of core working hours to handle emergency system
down situations for customers with this support option. There is no expectation that an employee must remain
at their home whilst on-call provided they comply with the employee responsibilities. On-call will be in
one-week increments. On-call week will be once a calendar month maximum. However, the employee may
apply for additional, voluntary on-call duty, provided that the legal requirements, in particular concerning the
Working Time Act are respected. Increments start each Monday at 3:00 PM CET and end the next at 3:00 PM
CET.

Employee responsibilities
An employee who is on-call or called out must:

• be directly contactable by telephone and email and remain in an area of mobile phone and internet
connectivity at all times.

• respond to an agreed contact communication (e.g. telephone call, text, email, system alert) within an
agreed time, typically within 1 hour.

• have access to a mobile device (or PC/laptop if required by the local on-call arrangements) that is
connected to the internet to access systems and address the matter remotely within 2 hours from the
moment the agreed contract communication was initiated.

• if needed, escalate appropriately via documented procedures.

• remain capable to carry out the duties required.

Payment arrangements
Support Engineers will be reimbursed EUR 910 gross per week for being on-call. Reimbursement will be
made monthly with the standard payroll cycle. Payments will be done the month following the on-call period.

Working time Regulations
On-call does not constitute working time, unless the employee is on a specific call-out during on-call. Head of
Customer Support should monitor the frequency and length of call-outs and unplanned out of hours working
on a regular basis to ensure that no member of staff is required to undertake additional work, which may be
detrimental to their health and wellbeing. The working arrangements of employees who are on-call comply
with the Working time Regulations and that compensatory rest is arranged where appropriate to comply with
the daily and weekly rest provisions set out in the Regulations.

General provisions



The Company reserves the right to amend the “On-call Policy and Procedure for Customer Support” if
operational or legal reasons make a modification necessary. From today's point of view, a change in the
substantial requirements for On-call Customer Support (duration and quality of On-call Customer Support)
constitute such operational reasons. Legal reasons relate in particular to consistency with the applicable labor
law provisions.
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