
 

 

 
SOFTWARE LICENSE AGREEMENT 

This Software License Agreement (the “License Agreement”) governs your and the Cyphre affiliate or 
reseller listed on the applicable purchase order (“Cyphre”) relationship concerning the licensing, 
installation and use of software utilized in CyphreLink.  By installing CyphreLinktm you are indicating that 
you have read and understand this License Agreement and agree to be bound by it (whether you are 
acting on behalf of yourself or a corporation, partnership, limited liability company or other entity that 
you represent).  If you are acting on behalf of an entity and not individually, then you also represent that 
you have the authority to act on behalf of and bind that entity to the terms and conditions contained in 
this License Agreement. 
As used in this License Agreement “Customer” refers, as the case may be, either to Customer (as a 
Customer of Cyphre) and/or each End User that Customer 



 

6. SOFTWARE AUDIT.  At any time during the Term and for a period of three (3) years thereafter, 
Cyphre may audit Customer’s use of the Software on ten (10) days’ advance written notice.  
Customer shall cooperate with the audit, including by providing access to any books, computers, 
records, or other information that relate or may relate to use of Software.  Such audit shall not 



 

Cyphre will pay all damages finally awarded against Customer by a court of competent jurisdiction 
as a result of such Claim, subject to the other terms and conditions of this License Agreement.  
Notwithstanding the foregoing, Cyphre has no obligation to indemnify Customer to the extent any 



 

contractor of Receiving Party unless such person needs access in order to facilitate the Purpose 
and executes a nondisclosure agreement with the Receiving Party with terms no less restrictive 
than those of this Article 11; and (b) shall not disclose Confidential Information to any other third 
party without the Disclosing Party’s prior written consent. Without limiting the generality of the 
foregoing, the Receiving Party shall protect Confidential Information with the same degree of care 
it uses to protect its own confidential information of similar nature and importance, but with no less 
than r



 

all applicable U.S. laws and regulations.  Without limiting the generality of the foregoing, Customer 
will not permit any third party to access or use the Software in, or export it to, a country subject to 
a United States embargo, nor use the Materials for any purpose prohibited by the Export Laws, 
including but not limited to nuclear, chemical, missile or biological weapons related end uses. 

14. AUTHORIZED PARTNERS.  If Customer acquired the Software through an authorized partner or 
OEM of Cyphre (“Authorized Partner”) then, notwithstanding anything to the contrary in this License 
Agreement: (a) Customer’s use of the Software is subject to any additional terms in the agreement 
provided by the Authorized Partner; (b) Customer agrees to pay the Authorized Partner the Fees 
and other applicable fees, and Customer will have no direct Fee payment obligations to Cyphre for 
such Software; (c) Customer’s agreement with the Authorized Partner is between Customer and 
the Authorized Partner and is not binding on Cyphre; and (d) Cyphre 



 

hard copy; (e) the captions and section and paragraph headings used in this License Agreement 
are inserted for convenience only and will not affect the meaning or interpretation of this License 
Agreement; and (f) the references herein to the parties will refer to their permitted successors and 
assigns. 
16.7 Integration; Entire Agreement.  This License Agreement constitutes the complete and 
exclusive understanding and agreement between the parties and supersedes any and all prior or 
contemporaneous agreements, communications and understandings, written or oral, relating to 



 



 

Escalation Contact Matrix 

The telephone support facility shall be provided and made available 24 x 7. 
Customer shall email Cyphre for incidents or call level 2 of the Escalation Matrix 
below for Severity 1 Fault. 

Cyphre shall respond to the Customer’s call according to the severity of the issue as 
may be classified by Customer in its opinion as follows: 

• Severity 1 - Defect resulting in a situation where services are not operational 
and cannot be restored to normal operation by the Customer. 

• Severity 2 - Services remains operational but does not perform in accordance 
with the expectation of the Customer and/or the specifications.  

Cyphre personnel will work to satisfactorily resolve the fault within the response time 
specified below: 

• Severity 1 - Six (6) hours from the time the fault is reported 
• Severity 2 - Twenty-Four (24) hours from the time the fault is reported 

Non-Critical Problem (Operational SLA) 

1. Time to response with acknowledgement within 30 minutes 
a. Level 1 support should acknowledge the e-mail 
b. Response should include ticket number when possible 
c. Response/Resolution should come within the first 4 hours after ticket 

creation. 
2. 



 

Cyphre will strive to provide Customer and end customers with timely updates.  

It is important that Customer and end customer contact information, to which 
notifications should be directed, is properly maintained. It is the preference of Cyphre 
that Customer and end customer provides a single distribution email address for 
notifications. This permits Customer and end customers to manage their internal 
parties that require notification. 

 


