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Introduction

This document seeks to detail all the changes, new processes and procedures, and new tools
needed to perform licensing support for the IBM SPSS brand.

On October 1, 2010, SPSS finalized transfer of business with IBM. From that date forward, all
transactions for the IBM SPSS product line follow IBM processes and procedures. Certain IBM
SPSS products will continue to carry licensing protection based on the need to protect against
illegal installs and piracy. Historically, SPSS software has fallen victim to piracy and illegally
obtained software based on the large volume of single user sales.

Not all products at SPSS carry licensing, but those that do include:
e SPSS Statistics (desktop)
e Modeler (desktop)
e Amos
e Data Collection (versions prior to version 6)
e Showcase (versions prior to version 9)
Those products that do not carry licensing include:
e SPSS Statistics Server (version 19 and forward)
e Modeler Server (version 14.1 and forward)
e Data Collection (version 6 and beyond)
e Showcase (version 9 and beyond)

The software that is provided to the customer in most instances has a variety of capabilities.
The customer may purchase some or all of those capabilities. The software provided allows for
access to everything —it is the key provided that unlocks the various software capabilities, the
license type, the number of users, and the duration of use. So the key becomes a very critical
part of the sale since the software provided in a single-user sale is the same as what is provided
in an unlimited user sale.

The process that is followed to license IBM SPSS software is as follows: After the software
content files load, the customer is presented with steps to follow to retrieve a license. These
steps are presented in the license authorization wizard (LAW). The customer is asked to enter a
key (or authorization code) after the customer selects the option to license now (versus
enabling a trial period). The code is sent to a server over the internet along with a unique



identifier of the computer the installation is taking place on, called a lock code. These two in
combination allow a license code to be created and returned to the computer. The installation
is then complete and the software is ready to use. If retrieving a license over the internet fails
(often based on firewalls or admin rights/permissions), the customer is prompted to use an
option where a license code is supplied via email. See Appendix — 1 for LAW screen-shots.

Or, the partner can use the License Key Center to retrieve a license. So now let’s take a look at
how keys are obtained and how we can help our customers manage the process.

Flexera and the IBM SPSS License Key Center

Partners will provide software to their customers via download. In order to use the software,
the partners will need to generate authorization codes via the Flexera system, which replaces
WebGenCode as the tool for creating and managing authorization codes. Flexera is the
technology provider behind the IBM SPSS License Key Center (LKC). While The LKC is the system
Partners will use to generate authorization codes, the LKC also enables Partners to perform all
the functionality that was available in the WebGenCode system.

In order to properly use the LKC, one must begin by understanding the basic principals upon
which the LKC functions. First, in order to create authorization codes, the individual attempting
to do so must be given the proper permission —or must be entitled - to log in and create codes.
This is done by first designating a primary contact within the Partner to act as administrator.
IBM will handle this when an account is created for the Partners in the Flexera system. The
primary contact can then entitle others to perform tasks in the LKC. Next, once an individual is
allowed access to the LKC, codes can only be created as part of a defined set of products that
allow code creation. This product list is referred to in IBM as “entitlements.” Each Partner will
have access to all products that they are allowed to sell, and will therefore be able to create
and manage authorization codes for these products.

To summarize:
e Only those who are entitled can create or manage codes in the LKC

e Codes that can be managed or created are limited to the products entitled in
your Partner account



Logging into the LKC

For Partners to access the IBM SPSS LKC, begin with the following link:

www.ibm.com/software/getspss

Once you click on the “Your Site” link, the following log-in screen is seen:

Welcome to the IBM SPSS License Key Center.

Plaass use the fislds below to login and manage your suthorization codes.

If this iz your first visit, you should have received your initial login and pessword on your IBM SPSS License Key
Center welcome email. If you are = prior visitor, but cannot remamber your password, plesss uss the "Forgot your
password link™ below to resst your account.

Language

“h'”es_"- If you are registering to a naw account, pleass uss the "Don't have a password link™ balow. Your site primary or site
F"‘"?j‘-"s technical contact will need to approve your request prior to you gaining acoess.

Spanish

Deutsch

A58 (Japansss) Email address

License Key Center Password

[ remember my paszword until | logout

HMzad other sssistance?

Use your email address to log in. The first time you do so you will need to use your email and
then click Forgot your password? (See screen shot above, at bottom). This will generate an

email to you so that a LKC password can be established, and you can log in normally.
Remember, the individual logging in must be associated as a member of the account, as stated
previously. Moving forward, this document will refer to the individual who logs in as the
account member.

Selecting an Account

Upon logging in, you are asked to select an account. In most cases an individual logging in is
associated to only one account, so only one account would be displayed and then clicked. In the
example below this member is associated to three accounts. Select the one you are interested
in and click it. For purposes of this document, we will be logging into the Test Partner Account:


http://www.ibm.com/software/getspss

IBM® SPSS® License Key Center

Since you are a member of multiple IBM SPSS License Key Center accounts, please select the account you wish to use for
the current =e=sion. You can switch accounts after igning in by using the "Sslect Account” link on the menu on the left.

Language

Chinese

Francaiz

Spanish Company Name Account ID Hame Hotes

Deutsch Business Anahtics Client Care | 08122010 Stewen Sawvaglio | (Click to edit)

H#58 (Japanese) Kyle's End User Account KRKO06 Steve Savaglio | (Click to edit)
SPSS Admin Account IBMP_ADMIN | Steve Savaglio | (Click to adit)
Test Partner Account KRKD01 Steven Savaglio | (Click to =dit)

Opening Screen Review

The next screen seen reveals all the capabilities available in the IBM SPSS LKC. The choices are
at the left, and are broken out by different categories including:

e Licensing

e My Orders

e Accounts and members
e Preferences

o Getting help

e Language

The opening screen after selecting an account begins at My Authorization Codes:




Licensing

Wy Authorization Codes
iew Codes by Host
Search Codes

Create Override Code

My Orders

View Order History
Recent Emails

Create Eval Key Order

Accounts and
Members

Account Members

Join Customer Account
Select Account

Preferences

Wy Prafile

Change Pazzword
Email Preferences

Getting Help
Licensing Guides
FAQs

SPSS Support

Language
Chinsss

Francais

Spanizh

Deutsch

H&EE (Japansss)

Logout

Steven Savaglio
Company: Test Partner Account
Account ID:KRK001

My Authorization Codes

Welcome to the IBM SPSS License Key Center. This service will enable you to buikd and manage your organization’s IBM
SPSS Software installation authorization codes. If you have questions, please see the getting help links to the left.

Select the product ling below to request and access your authorization codes.

B SPSS Statistice Deskiop

|61 SPSS Statistics Developsr

IBM SPSS Amos

|6 SPSS Data Collection Data Entry

Generating a Single or Multiple Authorization Codes

As seen in the prior screen shot, the member will see all products available for authorization
codes to be created and managed. To begin, click on the desired product. In this example, an
authorization code will be created for IBM SPSS Statistics Desktop. Click on that product.

Upon clicking this product, all associated modules that can be included in code generation are
now seen (refer to the Options Reference in the appendix for all products that can be enabled
with the Statistics Desktop and Modeler Desktop products). The member now begins the
process of creating an authorization code and determining which products will be included in
the code.

Here is an example of the screen seen when the product IBM Statistics Desktop is selected:

My Authorization Codes

Welcome to the IBM SPSS License Key Center. This service will €nable you to build and manage your organization's I5M
SP35 Software installation authorization codes. If you have questions, please see the getting help links fo the left.

Select the product line below to request and access your authorization codes

IBM SPSS Amos
IEM SPSS Data Collection Data Entry

IBM SPSS Statistics Deskio



—

IBM® SPSS® License Key Center

_ _ Steven Savaglio
Lu:ensmg ) Company: Test Partner Account
My Authorization Codesz Account ID:KRKO01
View Codes by Host

Search Codes

Create Override Code

My Autherization Codes

My Orders
Vigw Order History Below iz a list of IEM SPSS products your company purchased that require authorization codes during installation. Please
Recent Emailz click a product name to gensrate new authorization codes or view codes that have baen previously gensrated.

Create Eval Key Order

Accounts and Authorization Codes

Members Product Name
Account Members

Join Customer Account
Select Account |BM SPSS Bootstrspeing Authorized User V' 19

IBM SPSS Categories Authorized User V' 19

IBM SP5S Advenced Statistics Authorized User WV 18

E;e;fnrﬁ:[:es |IBM SPSS Complex Samples Authorized Usar W 19
Change Password |BM SPSS Conjoint Authorized User V' 19

Email Preferences IBM SPSS Custorn Tables Authorized User V 13
Getting Help IBEM SPSS Data Preparation Authorized User W 19
Licenzing Guides |BM SPSS Data Preparation Concurent User W 19
FAls IEM SPSS Decision Tress Authorized Ussr 'V 13

SPSS Support
IBM SPSS Exact Tests Authorized User WV 19

Language IBEM SPSS Forecasting Authorized User V' 19

Chinese IBM SPSS Missing Valuss Authorized User 'V 13

Francais

Spanizh |EM SPSS Regression Authorized Ussr WV 13

Deutsch IBM SPSS Statistics Base Authorized User W 19 —

i .
H#58 (Japanese) IEM SPSS Sstistics Baze Concumrsnt Usar Y 13

Logout IBM SPSS Statistics Base Grad Pad: Authorized User W 19

Note that there are several iterations of Statistics Base and numerous modules that may or may
not be added to Base (remember, for the Stats Desktop product, options may be created to run
with in unison or as stand alone). In this example code for Statistics Base Authorized user will

be created (as indicated by the arrow above). Once this product is selected, the following
screen is seen:



IBM® SPSS® License Key Center

Licensing

My Authorization Codesz
View Codes by Host
Search Codes

Create Override Code

My Orders

View Order History
Recent Emailz

Create Eval Key Order

Accounts and
Members

Account Members

Join Customer Account
Selzct Account

Preferences

Wy Praofile

Change Password
Email Preferences

Getting Help
Licenzing Guides
FAQs

SPSS Support

Language
Chinese

Francais

Spanizh

Deutsch

H#58 (Japanese)

Logout

Select Product to License

Steven Savaglio

Company: Test Partner Account

Account ID:KRKO0T

The werzions that your company owns of the product you previously selected are listed below. Click view codes to print,
view, or download previously generated codes. Click Generate to generate new authorization codes for the product you

selected. Please note:

e After clicking Generate, you will have an opportunity to configure your product and confirm your 2election prior to
generating your authorization codes.

& Expiration indicates the date the product will ceazs to function. Perpstual indicates that the product will not expire.

e Quantity Purchased indicates the quantity of that particular product and wersion your company iz entitied to.

e Quantity Awvailable indicates the number of activations that have not yet been allocated for that product.

P anti anti View
Product Expiration g:rm::gyed .E:ailahlu; Generate codes
IBM SPSS Statistics Base Does not expire. | 100 a4 Generate View codes
Awuthorized User v 19
IBM SPSS Statistics Base November 25, 0 -1 View codes
Awuthorized User v 19 2010
IBM S5P55 Statistics Base September 1, 100 100 Generate
Awuthorized User v 19 2059

The above screen shot shows all entitlements available to this partner for Statistics Base

Authorized user. Seen is the default expiration date for the entitlement (and codes created with

it), the quantity available (which equals the number of users), and the functionality to generate

and view codes.

In order to create a code or multiple codes, click the GENERATE link. Here we will be creating
codes for the 100 user entitlement (see red arrow). Once the GENERATE link is selected, the
member begins the process of creating and managing authorization codes. Since entitlements

will be created for Partners in order to provide codes for a variety of orders, all entitlements

will be created as multiple users, and will be used multiple times for multiple orders.

Once the GENERATE link is clicked, the following screen is seen:



IBM® SPSS® License Key Center

Licensing

Wy Authorization Codes
View Codes by Host
Search Codes

Create Override Code

My Orders

View Order History
Recent Emailz

Create Eval Key Order

Accounts and
Members

Account Members

Join Customer Account
Selzct Account

Preferences

Wy Profile

Change Paszword
Email Preferences

Getting Help
Licensing Guides
Fals

SPSS Support

Language
Chinese

Francais

Spanizh

Deutzch

BH=EE (Japanese)

Logout

Steven Savaglio
Company: Test Partner Account
Account ID:KRKOO

Specify Quantity

Pleaze enter the number of activations or installations you wish to authorize for the product you selected. In addition, you
may select to create either one authorization code for all authorizations, or ong authorization code for 2ach installation.

Considerations:

# Creating one authorization code for many inztallations iz convenient, a2 you only have to distribute one code to all
of your users; howsever, should that code gst into the wrong hands, unauthorized users can use all of your
availablz installations.

# Creating multiple authorization codes iz less convenient because you need to distribute one code per user, but it is
more secure as each code iz only valid for one installation.

» [f you choose to create multiple codes, we will provide a mechanism for printing them, or downloading them to a
spreadsheet for your convenience.

Available quantity: 100

Number of activations '

O Create one authorization cods

@ Create multiple authorization codes

*indicate= a required field.

In this example we will be showing the creation of 10 codes out an available 100. The member
can select any number of codes to be created (up to 100), or create a single code for 10
activations/users. We will be creating multiple authorization codes (10) versus a single code
allowing 10 users.

Click NEXT. The following screen asks to confirm quantity.

Confirm Quantity

“ou have selected to create one authorization code for each installation (10 authorization codes).

Pleaze confirm your 2election clicking Mexf below, or correct wvour choice by clicking Previous.

Previous

Mext

10



Since the products associated to the IBM SPSS Statistics entitlement can be enabled as part of

an existing installation or as stand alone, the next screen asks the member to make that
selection, as seen in the following screen. This example will create codes as part of a new
installation. The NEXT button is clicked:

IBM® SPSS® License Key Center

Stewen Savaglio
Company: Test Partner Account
Account ID:KRKEO01

Licensing

WMy Authorization Codes

View Codes by Host

Search Codes

Create Override Code
Select Installation Type

My Orders

View Order History

Recent Emails

Create Eval Key Order

Please select whether this will be a new installation of your product or if you wil be adding a feature to an existing
installation. In most cazes you will select MNew installafion; you will only 2elect Add 5 feafure fo an existing instaliation if
your uger already has the product installed and licensed and you wish to add a feature of the same version as their

current installation.
Accounts and

Members

Account Members Examples:

Join Customer Account

Select Account = Your user is installing IBM SPSS Statistics 19 and needs an authorization code to enable their product. Select New
inztallation

Preferences # “Your user already has installed and licensed IBM SPSS5 Statistics 15 and needs an additional Statistics feature,

WMy Profile such as IBM 2PSS Advanced Modslz 19, enabled for their inztallation. Select 40d & featurs

Change Pazsword
Email Preferences
@ In=tall as a new inztallation.

Getting Help () Add a featurs to an existing installation.
Licensing Guides

FAQs -
555 Suppor

Language
Chinese

Francaiz

Spanizh

Deutzch

H2E (Japansss)

Logout
The member is asked to confirm the Installation Type selection, then clicks NEXT:

Confirm Installation Type Selection

“ou hawve chosen to oreate an authorization code for 2 new installation of an IBM SPS5 Client Product. If you
have purchased additional features, you will have an ocpportunity to add them to this authorization code on the
naxt soresn.

Flease confirm your selection clidiing Nexf below, or comact your choioe by didking Previous.

Previous | | Next |

11



If the entitlement selected was enabled to operate alone, the process will follow to create a
code for that product alone. In this example, however, the entitlement selected was created to
allow the option to include other products in the code — modules that can be added to the
Statistics Base product. So the member can opt to add or to not add these modules. Here is
how the screen allows this selection, and shows the member selecting to add all module access
to the codes being created:

IBM® SPSS®

Licensing

My Authorization Codes
View Codes by Host
Search Codes

Create Override Code

My Orders

View Order History
Recent Emails

Create Eval Key Order

Accounts and
Members

Account Members

Join Customer Account
Select Account

Preferences

Wy Profile

Change Pazszword
Email Preferences

Getting Help
Licenzing Guides
FAQs

SPSS Support

Language
Chingse

Francais

Spanizh

Deutsch

H#SE (Japansss)

Logout

Steven Savaglio
Company: Test Partner Account
Account ID:KRKOO1

Select Modules to Add to your Software
Below are additional azzociated featurss that your company has purchazed.

Please select one or more of these additional features to include in your new installation of IBM SPSS softwars. If you do
not select them at this time, you may add them later, but each additional feature added later will require a separate
authorization code.

IBM SPSS Categories Authorized User W 15 (Option 6)

IBM 5P5S Decizion Trees Authorized User V' 19 (Option 12}
IBM SP5S Data Preparation Authorized User W 19 (Option 13}
IBM SP5SS Custom Tables Authorized User WV 158 (Option 10)
IBM SPSS Conjoint Authorized User W 15 (Option 3)

IBM SPSS Regression Authorized User W 19 (Option 2)

IBM SPSS Complex Samples Authorized User W 15 (Option 11)
IBM SPSS Missing Values Authorized User W 19 (Option 7)
IBM SPSS Bootstrapping Authorized User V' 19 (Option 20)
IBM S5P5S Advanced Statistice Authorized User W 15 (Option 3)
IBM SP5S Exact Tests Authorized User v 15 (Option 5)

Next, the member has the option to enable a dongle for the software to function. If dongle
functionality is desired, check the box, otherwise if not needed leave it blank.

Select Dongle Option

Do you wizh to require a dongle for the softwars to function? If =0, check the box below. Plzase note that the softwars
will not function until the customer has the dongle installed in their PC.

|:| Require a dongle

| Previous | |Next|

12



After clicking NEXT, the following screen allows the member to specify a termination date. This
entitlement was created as a perpetual license, but the member is given the option to create a
code or codes as perpetual (default) or with a termination date. This is a particularly good
feature for customers who need temporary installations (note codes can be a minimum of 90
days), including customers with project work, consultants, etc.

Steven Savaglio
Company: Test Partner Account
Account ID:KRK001

Licensing

Wy Authorization Codes

View Codes by Host

Search Codes

Create Override Code
Specify Termination Date

My Orders

View Order History

Recent Emailz

Create Eval Key Order

If you wizh to grant a tempaorary licenss to your user, you may specify an end date here. If thers is times remaining on your
entitlement (or if your entitiement does not expire), the license will be returned to your pool on that date so you may
request a new authorization code at that time.

Accounts and

Members Pleaze note that the date iz a must be a minimum of 90 days in the future.
Account Members
Join Customer Account To maximize the length of your license, just leave this field blank.
Select Account
Default License Expiration September 1, 2093
Preferences
Wy Profile
Changs Fassword Date when licenss expires (mmiddiyyyy) |09/01/20171

Email Preferences

Getting Help

Licensing Guides
Fals

SPES Support
Language
Chinese

Francais

Spanizh

Deutzch

B#EE (Japaness)

Logout

In this example, as seen in the above screen shot, the codes being requested will run for one
year. If no date is chosen, then codes will run with the default date set in the entitlement (in
this case perpetual).

The next screen confirms all prior selections and gives the member the final opportunity to
make any changes. If any changes are desired, the member can click PREVIOUS, or if all settings
are correct the member clicks CREATE AUTHORIZATION CODE.

Note there is also a field for comments to be appended to the code(s) being created. These
codes would be visible to the member any time these codes are viewed later. The member can
also add internal information like order number, PO # or Customer name, all meant to be useful
if codes are reviewed after generation.

13



Licensing

My Authornization Codes
View Codes by Host
Bearch Codes

Create Ovemide Code

My Orders

iew Order Historny
Recent Emails

Create Eval Hey Order

BAocounts and Members
Account Members

Join Customer Account
Balect Account

Freferences

My Profile
Changs Fassword
Emal Freferences

Getting Help
Licensing Guides
Fals

SPS5S Support

Language
Chiness

Frangais

Spanish

Deutsch

B &8 (Japansss)

Logout

Once the Create authorization code button is clicked, the codes are displayed. Note that the

SBteven Savagho
Company: Test Partner Account
Account |D:KRKIO

Configuration Confirmation

Flease carsfully review your selections below. |f you nesd to make any comections, please use the previous button to
alter your request. Once you confinm you made the comect choices, cick Creafe swihonzafion cods only oncs to
generate your authorzation code(s). Please note that once you cick the create authonzation code button, you may not
cancel your request, and your quantity available will be reduced by the quantity you entered. our authorzation cods
(=) will apg=ar on the next screen.

Product |18M 5P55 Statistics Base Authonzed User WV 15
Number of activations 10
Expiration date Beptember 1, 2011

These additional modules will be included:
18M SP5S Categornies Authonzed Usar W 15 (Option 8}
1BM 5P55 Decision Trees Authonized User ¥ 13 (Option 12}
18M SP5S Data Preparation Authorzed User W 15 (Option 13}
18M 5P5ES Complex Samples Authorzed User W 15 (Option 11)
18M SP55 Bootstrapping Authonzed User WV 15 (Option 20)
18M SP55 Custom Tables Authorzed User V' 15 (Option 10}
18M SP55 Conjoint Authorized User W 13 {Option 8)
1BM 5P55 Advanced Statistics Authorized User ¥ 13 (Option 3}
18M 5PES Missing Values Authenized User V' 15 {Option 7)
1BM 5P55 Exact Tests Authorized User ¥V 13 (Option 5)
18M SP55 Regression Authorzed User W 13 {Option 2}

Multiple suthonzation codes will be created.
The uthonzation code will be used to activate 3 new installation.
A dongls is not required.

Customer Name | |

Order Humber | |

Purchase Order Humber | |

Comments

| Previous | | Create authorization code |

member now has the option to print the codes, or download them as a CSV or TXT file. The
below screen reflects what is seen after codes are generated:

14



| IBM® SPSS® License Key Center

Lizensing

My Authorzation Codes
iew Codes by Host
Search Codes

Create Ovemide Cods

Ky Crders

Wiew Order Histony
Recent Emails

Create Eval May Order

Beeounts and Members
Acoount Membears

Jein Custemer Account
Select Account

Preferences

My Profile
Changs Password
Emal Preferences

Getting Help
Licensing Guides
FAls

SPSS Support

Language
Chiness

Frangais

Sganish

Deutsch

B&4E (Japansss)

Logout

View Authorization Codes

Bedow is 3 Esting of sl the suthorization codefs) that you have just generated, ready for distribution to your usens) to
us= during their installstion. We recommend that you copy the code and paste it inte an email; or, if you have multipls
codes, ciick Downlosd sl suthonzstion codes a5 5 GEV file to view in 3 spreadshest or click Prnt alf suthonzstion codes
to wiew all the suthorzation codes on printable pages ready for distribution. Yeou may also olick on any authornzation

code below to get further details on that particular code.

Slzazs note:

= Quantity indicates the numbser of alliowable installations on that sauthorization code.

» Crested On indicstes the date the suthorzstion code was gensrated.
= Last Activation indicates the date of the last client installstion that used that suthorization code.

Crownload all suthorization codes

Print sl suthorzation codes.

'

Steven Savaghc
Company: Test Partner Account
Account |DnHRHIO

Authorization Code

Gluantity

Created On

Last Activation

| E5TRETER450E5300314T 1 ‘Segiemier 1. 2010 125404 i
54340 5003cde362T0 1 Segtemiber 1. 2010 125404 P
55052000556 050S 1 ‘Sepoember 1. 2010 125404 P
g5iedmedddar icttey 1 September 1. 2010 125404 P
4205860030363 05016 1 ‘Sepoember 1. 2010 125404 i
CoTes 156152074 0Ee 1 ‘Sepiemier 1. 2010 125404 i
TEIRSGcecA 04 0E0ebC 1 Septemier 1. 2010 125404 B
EfEEDRACIREI0E0S0 1 ‘Sepiember 1. 2010 125404 P
TefEciiasiTa0a4TE: 1 Sepoemiber 1. 2010 12-54:04 P!
TIATEHCH053E0CTE 1 ‘September 1. 2010 125404 P

[1-10] Entrizs per page:| 25 Vl

Changing The Number Of Allowable Installs

Since IBM does not differentiate between single-use and multi user licensing, any codes
generated will default to allow 4 installs. This was the SPSS default to avoid the heavy support
request volume seen around instances of reinstall. The number of allowable installs can be

changed by first accessing a previously generated code. This can be done a few different ways:

At left, click Search Codes, you will see the following screen, and you can enter the code you

want to increase installs on:

15



IBM® SPSS® License ;(ey Center

Licensing

My Authorzation Codes
Wiew Codes by Host
Sgzarch Codes

Create Ovemnde Cods

Ky Orders

‘Wiew Order Histony
Recent Emails

Create Eval Hey Order

Accounts and Members
Account Members.

Join Customer Account
Eelact Account

Preferences

My Profile
Change Password
Email Preferences

Getting Help
Licensing Guides
FAQs

5P55 Support

Language
Chingss

Francais

Spanish

Deutsch

B 48 (Japanese)

Logout

Steven Savagho
Company: Test Partner Account
Account |D:KRKIOM

Search Codes

Pleass use the form below to s=arch for suthonzation codes within your sccount. Use the = 35 3 wildesrd amywhers in
the search when you don't know the entire vakue.

Authorization Code * Bd7=8480a83003147

OR

Cosomartome [ ]

* indicates a required field.

Click Search and you will see the following screen. In this screen shot, please take note this text

and icon:

4 indicates the field may be edited by clicking on the value.
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...I_H

Licenging

My Authorization Codes

Wi CO0ES Dy Host
Search Cooks
Creahe Override Code

My Ordars
Wiew Ornder Histony
Recent Emals
Create Eval Key Onder

Accounts and Members

Actount Members
Jiodn Cushomer Account
Sedect Account

Praferences

Ly Profie
Crange Frzawort
Emell Preferences

Gatting Heip
Lizenzing Euices
FAQE

EREE SUppon

Language
Chinese

SratgEs

Spanizh

Deutsch

B Z43 (Japanese)

Logout

EgEm 33EG 0
\Compary: Test Parner Account
Aot IZHEREKON

Authorization Code Details

Below are fhe auhorizaiion code defzlls for fhe code you clicked. [T your coce Ras acivelions. remeining, you may aciele | here with 2
BOCKInGg COCiE: FTOM YOUr LSEr s PC, ROWSNET, We SInongly Necommnend o e he SuthoriZaton Coce 0 e end e 2nd 2low them o
acihvale he code themeeles on thelr PC using he IEM SPSS License Authorizaiion Wizand. [ he wser cannol compiete the License

Authorizaion Wizand becawse thelr PC does nol have access bo emalll or the Inbemet, please do the foliowing

Ak the et o st the License Authorizsfion Wizand on fhelr PC

A TNE LEET 10 CHCK NEIT 3N ProCEE 10 NS S800NT SCTEEN IN e WIZan

Ak TNE LSBT 10 Ne@d e cooe fom ihe Dofom of the screen. It should D nest o e worss “Lock SO0E for this maching k-~ &ng
b= 3 6 characher code In e foliowing format: 4-20031

Ertier the code Into the Locking Soce field Beiow. It ks Importart o Inciute fhe dzsh In fhe oot

Optioraly, erter 3 locking ©o0e GesCTption of comment 2ss0cizted b this code

Click he Actahe butfon

1ok the BCense cone et was generahed and provice (e co0e i the LSer by puling It In 2n emall or i

Hawe them compiste the Licenge Authorization Wizand with fhe ey you provice

b

0o e

1 your Sooe s sliready been actiahed. In 200ition bo the suthorization cote detalls. ywou will see the cetalls of the activation Bedow. You may
Gl on fhe License Codie io neirieve he enfine code. Piease nobe that the Activaled By fieid will only be flled In I you aciivaied on this sl

autharization Code E5TECTeEd480agI00 14T
cuantity 1
Alowed Activations 4 —

Product Bl 3PS5 Categores Authorzed User vV 19
B SPES Decizion Trees Auhorized User v 19
B SPSS Data Preparaiion Aulhorized User v 19
B 3PS5 3atisics Base Authorized User v 19
Bl SPES Cushom Tables Authorized User v 19
Edl SPEE Confoint Authorized User v 19
Bl SPEE Regression Authorized User vV 19
Edl PSS Mizsing Values Authorized User v 12
Edl PSS Complex Samples Authorized User V 12
Edl 3PS5 Bootstrapping Authorized User V19
Ebl PSS Aovanced Statistice Authonized User v 19
Edl 3PES Exact Tests Authorized User V 19

Expiration dats Sephemicer 1, 2011

Created Om Septemiber 1. 2010125404 PM
Created By Steven SaEglo (ssavagiEius lom com)
Comments

Customer Name

Order Numbsr

Purchase Order Humbsr

Lociing Cods © Locking Code Description

: =

“Inciczates 2 nequiined field

+ nioicahes e Mssa maEy De eclted Dy CBCking on hevaiue

Click on the pencil next to the number of allowed activations. Once you click on the pencil, you

will see a field allowing you to change the number of allowable activations. Here 4 is changed to

5

Authorization Code

Quantity

Allowed Activations 5

€528d7e6480a83003147
1

Save I Cancel
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Click Save and the change is complete:

Authorization Code e528d7e6480a83003147
Quantity 1
Allowed Activations 5 &

The other option to access previously generated authorization codes is to go to My
Authorization Codes at left, then click on the product you are looking to find an authorization
code for. See pages 7 — 9 to get to the window where View Codes is seen. The sample where 10
codes were created out of 100 now appears like this:

Select Product to License

The werzions that your company owns of the product you previously selected are listed below. Click view codes to print,
wview, or download previously gensrated codes. Click Generate to generate new authorization codes for the product you
selzcted. Please note:

e After clicking Generate, you will have an opporiunity to configure your product and confirm your selection prior to
generating your authorization codes.

& Expiration indicates the date the product will cease to funclion. Perpetual indicates that the product will not expire.

¢ Quantity Purchased indicates the quantity of that particular product and wersion your company is entitled to.

& Quantity Available indicates the number of activations that have not yvet been allocated for that product.

Product Expiration $ I_a;“;t: ed 2::::;2 Generate o‘:de:s

IBM SPSS Statistics Base Doss not expire. | 100 a4 Generate View codes
Awuthorized User WV 15

IBM SPSS Statistics Baze November 26, 0 -1 View codes
Awuthorized User v 15 2010

IBM SPSS Statistics Bazse September 1, 100 90 Generate View codes «¢
Authorized User WV 18 2055

Use the View codes functionality to see codes associated with this entitlement

View Authorization Codes

Below iz a lizting of all the authorization codes that have been previously generated for the product you selected. ¥ou may
download all the authorization codes to a CSV file, view all the guthorization codes on a printable page, or click an
authorization code below to get further detailz on that particular code. Pleaze note:

« Quantity indicates the number of allowable installations on that authorization code.
& Created On indicates the date the authorization code was generated.
« Last Activation indicates the date of the last client installation that used that authorization code.

Download all authorization codes I 1
as a CSV file

Print all authorization codes.

Authorization Code Quantity Created On Last Activation
=528d7e6450a583003147
sdadacded0dIcessdcTl

1 September 1, 2010 12:54:04 FM
1 September 1, 2010 12:54:04 PM
255050e0b055280801d5 1 Septemnber 1, 2010 12:5£:04 FM
281e4f3ed44081cfabfd 1 September 1, 2010 12:64:04 FM
4a0edefBbd3b38a05c18 1 September 1, 2010 12:64:04 FM

1

1

1

1

1

dcref198182374256fas Septernber 1, 2010 12:54:04 PM
782053 cecd310408debe September 1, 2010 12:5£:04 PM
=f5b4sbB8cale0ci0elc September 1, 2010 12:54:04 PM
T282c3322572024TH0ac September 1, 2010 12:54:04 PM
7242dd380c00838bciDa September 1, 2010 12:5£:04 PM

[1-10]  Entries per pags 25 VI
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Click on the code you are interested in. You will see the same screen seen on page 17 —
Authorization Code Details — where you can adjust the number of allowable installs

Creating a License Code from Authorization Code/Lock Code

For IBM SPSS software that is licensable, the media received by the customer is the same for a
single user as for 100 or 1000 or unlimited users. It is the same for a customer who buys base
functionality as for a customer who buys the full complement of functionality. It is the code
that unlocks these elements, as well as sets the end date. The authorization code works to
unlock what the customer has purchased.

A license code is returned via an internet authentication, along with a unique identifier of the
customer’s computer, or lock code. Often a customer’s protocols or firewalls prevents a license
from being returned.

To create a license code, perform the same search for an authorization code as referenced in
the process for finding an authorization code. Again, the purpose is to get to the Authorization
Code Details screen. Once there, see at the bottom where fields exist for Locking Code and
locking Code Description

Crezte Qverrics Qoo

My orgers
Vi Order History

Authorization Code
Quantiy
‘Amowsd Activations
Product

Expirstion dats
Cresteson
Crasted By
Ccomments

Customer Name
Order Number
Purchass Order Humbsr

Locung Code Locaing Codé Desenpton —

“InEEE 2 TR TR

EtE e Tt iy e E0te ) COCKIng o7 e vELE

The member can now enter a lock code (description optional) and click ACTIVATE and the
following screen is seen:
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Authorization Code Details

Below are the authorization code detailz for the code you clicked. If your code has activations remaining, you may activate it
here with a locking code from your users PC, however, we strongly recommend you give the authorization code to the end
user and allow them to activate the code themzehves on their PC using the IBM SPSS License Authorization Wizard. If the
uzer cannot complete the License Authorization Wizard because their PC does not have access to email or the Internet,
please do the following:

1. Askthe user to 2tart the License Authorization Wizard on their PC.

2. Askthe user to click Mext and proceed to the second screen in the wizard.

3. Askthe user to read the code from the bottom of the screen. It should be next to the words “Lock Code for this
maching iz: “ and be a 6 character code in the folowing format: 4-20031

4. Enter the code into the Locking Code field below. It iz important to include the dash in the code.

5. Optionally, enter a locking code description or comment azzociated to thiz code.

&. Click the Activate button.

7. Click the license code that was generated and provide the code to the user by putting it in an email or fils.

8. Have them complete the License Authorization Wizard with the key you provide.

If your code has already been activated, in addition to the authorization code details, you will see the details of the activation
below. You may drill on the License Code to retrieve the entire code. Pleaze note that the Activated By field will only be filed
in if you activated on thiz site.

Authorization Code 6f2d85de3cd100c6301a
Quantity 1
Product IBM SPSS Categories Authorized User WV 15

IBM SPSS Custom Tables Authorized User WV 15
IBM SPSS Statistics Base Authorized User WV 15

Expiration date August 23, 2011

Created On August 29, 2010 5:15:28 PM

Created By Steven Savaglio (ssavagli@us.ibm.com)
Last Activation August 29, 2010 6:01:35 PM

License Code 20YT3TFZOMISEQ2M. ..

Locking Code 4-23d14

Comments

The member can click on the license code and a window will display the code so it can be

cut/pasted into the LAW, email or other.

View Codes by Host

At the left of the LKC, under My Authorization Codes is a link to View codes by Host. This allows

the customer in one click to view a list of locking codes or machines that have been used for
installation of licensed software. Here is a sample when View Codes by Host is clicked:
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IBM® SPSS® Licanse

Licensing
Wy Authorization Codes
View Codes by Host

My Orders

View Order Hiztory
Recent Emails

Create Eval Key Order

Accounts and
lMembers

Account Members

Join Customer Account
Select Account

Preferences

Wy Profile

Change Password
Email Preferences

Getting Help
Licensing Guides
Fals

SPSS Support

Language
Chinsse

Francais

Spanish

Deutsch

B#EE (Japansss)

Logout

Key Center

View Codes by Host

Steven Savaglio

Company: Business Analytics Client Care

Account ID:08122010

Below iz a list of locking codes or machines that have been used for installation of your licensed software. You may click
on a locking code to view the authorization codes installed on that machine. You may alzo add a note to each installation
by clicking the locking code description. The last activation field displays the last date an activation was done on that

machine.

Locking Code Locking Code Description Last Activation
&-11f11; TEST 8.28 Aug 29, 2010
4-23d14; Joe Smith Computer Aug 29, 2010
2-23d34; Jog's Comp Aug 28, 2010
4-23f24; {Click to =dit) Aug 29, 2010

[1-8] Entries per page: 25 .

& indicates that the values in this column may be edited by clicking on the value.

By clicking a lock code the customer can see the authorization code used to create the license
with that lock code:

IBM® SPSS® License Key Center

Licensing
Wy Authorization Codes
View Codes by Host

My Orders

View Order History
Recent Emailz

Create Eval Key Order

Accounts and
Members

Account Members

Join Customer Account
Selzct Account

Preferences

Wy Praofile

Change Paszword
Email Preferences

Getting Help
Licenzing Guides
Fals

SPSS Support

Language
Chinese

Francais

Spanizh

Deutsch

H#E8 (Japanese)

Logout

Steven Savaglio
Company: Buziness Analytics Client Care
Account I0:08122010

View Authorization Codes

Below is a lizting of all the authorization codes that have besn previously gensrated for the product you selected. You may
download all the authorization codes to a CSV file, view all the authorization codes on a printable page, or click an
authorization code below to get further detailz on that particular code. Please note:

# Quantity indicates the number of allowable installations on that authorization cods.
Created On indicates the date the authorization code was generated.
» Last Activation indicates the date of the last client installation that u=ed that authorization code.

Download all authorization codes

| a2 coviie 3]

Print all autharization codes.

Authorization Code Quantity

c2244boeb8bBe40bod8a 1

Created On Last Activation

August 29, 2010 5:15:28 PM

August 29, 2010 8:14:50 PM

[1-1] Entries per page] 29 [¥
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View Order History

With a single click a member can see all orders associated to their account. Included in this
view are is the IBM Order number, the order date, the customer’s PO number (if applicable)
and an option to view authorization codes associated to the order.

View Order History

“our orders that have IBM SPSS products that require authorization codes for installation are listed below. Click the order
number to z2e the order detailz, or click the authorization codes link to view the existing codes and generate new codes
for the order selected.

Sales Order Humber 1Order Date Purchase Order Number
Aug 25 2010 Authorization Codes
Aug 26, 2010 Authorization Codes
Aug 18, 2010 Authorization Codes
Aug 17, 2010 Authorization Codes
Aug 17, 2010 Authorization Codes
Aug 13, 2010 Authorization Codes
Aug 12, 2010 Authorization Codes
Aug 12, 2010 Authorization Codes
Aug 12, 2010 Authorization Codes
Aug 12, 2010 Authorization Codes

By clicking on Authorization Codes at the right, the customer sees the same view as seen on
page 37, and allows for codes to be managed and created.

Recent Emails

By clicking this link the member will see all emails generated for the account, sort or click to see
detail.

Create Eval Key Order

Another common task in SPSS Client Care is managing evaluation (eval) orders and codes for
customers. Now customers can self service this process via the LKC by clicking on the Create
Eval Key Order. Once this link is selected the customer fills out a form designating the individual
to receive the eval, and selects the product to evaluate. Once you submit the form, the License
Key Center will create an evaluation order and send an email to the customer with instructions
on how to log into the License Key Center to generate their evaluation authorization codes.
Please also note the following:

¢ Language - The License Key Center will send the user an email in the language you
specified on the form explaining that their evaluation license keys are available in the
License Key Center.

¢ URL and password - The email includes the URL for License Key Center and the user's
password for logging into the system. Their user id is the email address you provided.

¢ Products available in their account - Upon logging into the License Key Center, the
customer will see the products they have available for authorization code generation.
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e Evaluation period - The evaluation period will expire on the date you specify in the form.

Accounts & Members

Here is where the site primary and technical contacts can manage the members who have
access to the functionality within the LKC. By clicking Account Members, the following
functionality is available:

e Addamember

e Create a new address for a member

e Update member privileges — including allowing a member Administrator privileges
e Inactivate a member

Search for members

This section is important as we encourage customers and members to self service rather than
managing these problems for them. Whenever a contact is made to Client Care regarding an
individual or end user who cannot access the LKC, this is where the site primary or technical
coordinator goes to manage access. Here is a screen shot displaying the various functionality
referenced above:

Account Members

To add a new member:
Choose an address from the drop down list and select "Go to New Member Form”™,

A new address b

Go to New Member Form

Activate Members

To delete a member or edit member privileges:
Check or uncheck the correzponding boxes and select "Update Member Privileges”.

Ao Indicates Administratar

Name Title .::‘r:}ll:{_i;t:tor Inactivate
Kyls Hosnig K_:E"i' ) I:‘ Inzctivate
' nigEQus.ibm.com

Update Member Privieges I

Mamber Count: 2

Search for a Member

S=arch oy entering the first letter of the member's last nams.
age containing that member will appear.
{Search is cass-sensitive and does not acospt wildeards.)
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By clicking Join Customer Account, this allows an individual to request access to an account
they do not have access to. When the information requested via this link is completed and
submitted, it is sent to the site primary and technical contact for permission to join the account.
Again, a critical part of driving customer self service. Here is the screen seen whan the Join
Customer Account link is clicked:

IBM® SPSS® License Key Canter

Join Customer Account

Don't have a password or need to add yourself to a new account?

Please provide the information below and we wil send a request on your behalf to your site technical contact and site
primary contact requesting access. If they approve your request, you wil be added to the account and emailed a password
you will need to complete the login process.

The information collected will not be used for any purposes other than issuing the licenses you have requested

* Indicates a required field

First Name:* [ |
Last Name:" | ‘

Language

E:::?:B Email address:* | ‘

Span‘h

Deutsch Address* | ‘

B#5E (Japaness)
Ciy* | |
State/Province:” |— Please choose one — M
Postal Cods:™ | ‘
Country/Region:* |— Please choose one - t]

When Select account is chosen in the Accounts & Members section, a customer can choose
between the different accounts they are associated with. In most instances, an individual is only
associated to a single account, but for larger organizations, they may want to have separate
accounts for different disciplines, different geographies, etc. Here the member can easily
navigate between them. This screen shot displays a member with access to three accounts, and
when an account is selected, the member is taken to the My Authorization Codes screen.

IBM® SPSS® Liganse Key Center

Since you are a member of multiple IBM SPSS Licenze Key Center accounts, please select the account you wish to use for
the current session. You can switch accounts after signing in by using the "Select Account” link on the menu on the left.

Language

Chinese

Francais

Spanizh Company Name Account ID Name Notes

Deutsch - . -

HzEE (Japanese) Business Anahtics Client Care | 08122010 | Steven Savaglio | (Click to edit)
Kyle's End User Account KRKDOG Steve Savaglio | (Click to edit)
SPSS Admin Account IBMP_ADMIN| Steve Savaglio | (Click to edit)
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Preferences

In the Preferences section, any member (not just an administrator) can manage their profile, as

seen in this screen:

IBM* SPSS* License Key-Center

Licenzing
My AUtrOTZERon CO0eE
Wi Coes by Host

My Orders

Wi Ger History
Recent Emats
Craze Sl Ky Groer

Accounts and Members

Preferances

My Prome
Change Fzawonn
Emall Preferences

@atting Help
Lbershg Culdes

spsss.pp:rt
Language
Chinese

Framgzls

Sparan

Deutzch

SZ43 (Jepanese)
Logout

A member can manage their password by clicking the Password link, which displays the

Stewn Saegic
Company; BUSInESs ANSRtics Clent Cane
Acoount ID0031 22010

My Profile

Current small address:  ssavagh@usibm.com
Current company name: Business Anakytics Chant Care

Ecit memiber Infrmmiation Delow and CBck Submit when compilets.
I ol e 20 BOMInEEtrao. YOU My 2ise

®  Sct an expiration cate - Selting this will SUSE 3 FEMERT b0 2U00MENIay BECOME INSCINE on the G20E Jou Specty)
& SEtaoTiEtET pIAIEGES - f 1S SN0 BOMINIEITENG ChSTHIT 3 CRRCKED. 1SN T MEMIDET Wi B2 2008 1 Sn ot meme
IrosRaCEng Yo resond

* Inglicahes 2 requined fleid

First Name* |Su=_-\.'en |
Last Name ISava.g i |
Job T |Mana.ger |
Frare” P-] 2-851-3885 |
e [p12-234-2222 ]
Sraat 1 IZ&! 5. Wazksr |
Sretl |1 1th Floor |
Sweet 3 | |
Smestd [ |
ciy” |C||iea,ge |

StateProvnce”
|IIIincis
Soat Cone [posos |

Country”

|U5A

Lengiage Englizh

Member Prisieges [ fzzount Adrinistration

Sutenit Memtership Infy

following:

IBM* SPSS* License Key Center

Lk=nzing
My Autrorization Codes
Wizw Coces by ot

Wy Orders
Wiew Groer History
Secert EmEs
ezt Bual Key Oroer

Aezounts and Members
Actount Members

Join Customer Account
‘Sedect Account

Freferences

My Frome
Crange Fazswon
Ered Frefenences

Stzan SaEgio
Company Business Aaios Clent Care
Account 1205122010

Change Password

This “ge your cumrent Jour choice:

FOr BECLTT TEREONE. Y0 MUEL £N18T J0UT CUTTERE CEEINONE Dfne ,wca'\setanewone Sor TSt U LEETE 00T REESNOND WEE EMENEC 1
10U WhEN Y0u wene firgt TUiCE. Your new e atlezst In length, o 2D -
‘BIphabetic CRaracters (RUMDErs, PUnCUEtion of Special CRaracers), of 3 mib of 2t IEsst two ~ [ ot
contain the u=enid and It cannot be newsed flor 2 years.

Al fieigs ane requined.
Change password for ssa@giBus omcom

e —
e —
e —
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A member can manage their email preferences via the Email Preferences link, as seen here.
Note the functionality they can manage. Please encourage customers to enable the
functionality to send all system emails as it is the best way to stay abreast of all upgrades,
patches and other important information.

IBM® SPSS® License Key Center

Steven T3Eg0
Licenzing Compeny: Business Analtics Clent Cane
My Authorization Codes ' Aocount ID0E1 2010
Wiew Cooes by Host

My Orders

Wiew Cder Hishory Email Preferences
SecerlEmEE

Trezte Eval Ky Onoer Thoces your emEl prefETEncEE Tor (BN SREE Licenss Ky Tenter MEsEaEgEs
accounts and Mambers . =i - A — - - -
ey s o Send me 2l system emalis Including Mew Release NofFicslions, MNew User Reglstraiion requests and offer sominkiraie emal

Join Cusstomer Acoount messages.

Select Accourt

Erafarences o Do nick send me New Release Notcations when procucts ane updistec, but co send me ofher system emalls
My Frofie

ChRange Pasawons

Emall Preferences

O Do rick send me any emalis (ofher fhan Pasewoed Fincer emalis)

Gatting Help

Lisnsing Guites.
TR

SRER Bugpon Languags | English b

Language

rires VARNING: Tuming emzll notification of ks strongly discouraged. Yow will 22l io recele Lpgrace notiications and ofher Important
TrEnGER nformation

Spanish

Deutzch

e

Logeut

Getting Help

This section of the LKC provides easy access for the customers to get help, including easy access

to the Licensing Guides for various products, a thorough FAQ section and easy access to links
for further support.

Appendix

Screen shots of License Authorization Wizard

i) IBM SPSS Statistics 19 Licensing uﬂﬁ

Product Authorization

Select ane of the folowing:

® License my product now
Select this option o enter code(s) you received from SPSS Inc. You should have received
an authorization code andior 3 boense code.

Exampls codss

(©) Enabie for temporary usage
Please foenss your product 35 s0on 2= passible. When the temparary usage perod i over,
the software will not run

Lock Code for this machine is: 4-20063
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=} IBM SPSS Statistics 19 Licensing [;]

Enter Codes

nier the awthe

e

Connect to the intemet through 3 proxy server

Product Option Reference Guide

IBM SPSS Statistics desktop and Modeler desktop software is sold with a variety of options that

may or may not be included as part of a purchase. There are the options, or modules, that can

be added, created as stand-alone (Stats Desktop only) or purchased independently and added

later. If you see an option high-lighted (as you see above, #21), here is what is enabled, or what

can be enabled if you are changing what a code allows:

Statistics Options:

1 - Original Tables

2 — Regression Models

3 — Advanced Models

4 —Trends Original

5 — Exact tests

6 - Categories

7 — Missing Values Analysis
8 - Conjoint

9 - Maps

10 — Custom Tables

11 — Complex Samples

12 — Classification Trees

13 — Data Validation

14 - Programmability

15 — Advanced Visualization
16 — New Trends

17 — SPSS Adaptor for PES (C &
DS)

18 — Neural Networks

19 — Direct Marketing

20 - Bootstrapping

Modeler Options:
1 - Server Enablement

2 —notinuse

3 —-notinuse

4 — Solution Publisher
5—notinuse

6 — Classification

7 — Segmentation

8 - Association

Options 9 — 14 are not in use
15 — Text Analytics

16 — English Extractor

17 — French Extractor

18 — German Extractor

19 — Spanish Extractor

20 — Dutch Extractor

21 - Italian Extractor

22 — Portuguese Extractor
23 —Japanese Extractor
Language Weavers are no longer

DR DY TN T N, RN R
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Flexera Support Guide

FLEm

S OFTWARE

FlexNet Producer Suite On-Demand Support Process

1. Overview

Flexera Software supports all issues related to the FlexNet Producer Suite On-Demand service. Flexera
Software attempts to provide vendor-neutral support - that is, the Member requesting support is not aware
that the support is being provided by a third party entity, rather than the Customer. Flexera Software
encourages collaboration with the Customer’s support group to facilitate effective transition of incidents to
the appropriate point of resolution and to expedite issue closure. This document is a high level summary
of the Flexera Software FlexNet Producer Suite On-Demand support process.

In the case that a section in this document does not apply to you, please consult your contract for your
specific information.

2. Accessing Support
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Members of FlexNet Producer Suite On-Demand are provided an intuitive user interface, FAQs and a
User’s Manual as self-help tools to address questions they may have about the service. In the event that
the user cannot resolve their question or issue, information is provided in the FAQs and User’s Manual on
how to access a support organization—the Customer’s support group, or Flexera Software’s support
group. Additionally, if the user experiences an error situation within the service, they are always proved
the option to contact support about the issue. Typically, the following text is presented to the Member as
part of the User's Manual:

Contacting [Customer] for Support

For [Customer] product-related questions, contact [Customer’s Support Organization] by email
[support@customer.com] or call [customer 800 phone number] (from within the U.S.) or
[customer 800 phone number] (from outside the U.S.).

For help downloading or questions regarding your [FlexNet Producer Suite On-Demand Service
Name] account, contact [customer]@FlexNet Producer Suite On-Demand.com or call 1-888-715-
4687 (from within the U.S.) or 1-408-642-3965 (from outside of the U.S.).

For urgent download issues outside of U.S. business hours, you can page the on-call support
representative by calling the phone numbers listed above.

3. Support Commitments

Flexera Software Support will provide a combination of email-based and telephone-based support on
issues related to the FlexNet Producer Suite On-Demand site up to and including product download.
Customers and FlexNet Producer Suite On-Demand Members may contact Flexera Software Support by
email or telephone at any time, 24 X 7 X 365. Flexera Software Support staff will be available for live-
answer telephone and email support between the hours of 6:00 PM Sunday — 6:00 PM Friday Pacific
Time on U.S. business days. Flexera Software will provide telephone responses to after-hours pager
notifications for critical issues on weekends and U.S. holidays. Flexera Software will respond to the
FlexNet Producer Suite On-Demand Member page within 30 minutes of receipt and will begin research
and resolution within 30 minutes of discussing the incident with the Member. Non-urgent voicemail will be
returned during the day or starting at 6:00 PM Pacific Time the day before the next business day if the
voicemail is from the weekend or holiday. Email will be returned within 24 business hours of receipt.

Support will be provided in English.

FlexNet Producer Suite On-Demand Members contacting Flexera Software regarding technical support
for Customer Products will be referred to the appropriate Customer’s technical support organization,
thereby transferring resolution ownership.

3.1 Phone Routing
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Inbound telephone calls are received on a dedicated Flexera Software Support line (with an
additional toll-free number available for all US callers). During business hours, all support calls to
these numbers will be automatically directed to the Flexera Software Download Support
representative who is “next-available” on the phone system. If all representatives are busy
assisting other callers, or if call is placed outside of business hours, the caller will be directed to a
dedicated Download Support voice mailbox, where they can leave a message. The voice
message also contains instructions for how to page the on-call Download Support representative.

3.2 Email Routing

Email is directed to the Support group through a Customer-specific email alias listed on multiple
pages on the co-branded web sites (example: [customer]@subscribenet.com). All Support email
correspondence for the Customer’s FlexNet Producer Suite On-Demand site will be done through
the Customer-specific email alias, and will contain instructions specific to the inquiry.

3.3 Incident Tracking

All telephone calls and emails will be entered into the Support Incident Tracker system and
assigned to a support representative. This support representative will be responsible for tracking
and reporting on each incident until resolved. All events are documented in the Resolution field
of the Incident Tracker and the field is updated as status changes.

For a list and descriptions of incident types tracked by the Flexera Software Support group, see
the end of this document.

3.4 Internal Escalation Process

Incidents that are not resolved during the initial contact with an Flexera Software Support
representative will be escalated to internal technical experts based upon severity level. The
support staff will manage escalated incidents. If a FlexNet Producer Suite On-Demand Member is
dissatisfied with the response from their initial support staff, they may contact a Support team
leader. If the Support team leader is unable to resolve the issue, the Member may contact the
Senior Manager of Client Services, and ultimately the Director responsible for the Flexera
Software Download Support group.

4. Escalations between Flexera Software and Customer Support Groups

The Flexera Software Support group will take responsibility for resolving incidents directly related to the
FlexNet Producer Suite On-Demand service itself. Incidents regarding product technical information,
product entitlement, or Member accounts will be directed to the Customer’s appropriate support group.
Similarly, incidents that the Customers’ support group(s) receives related to the FlexNet Producer Suite
On-Demand service are typically forwarded to Flexera Software Support for resolution.

5. Tools for Your Customer Support Organization
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Your Customer Support organization has the ability to use FlexNet Producer Suite On-Demand Manager
to log in, see product

hierarchy, and access clickable links in the same way that your End User (member) can.

View Member Wiy - Edlit + Help

Wiewy this Member
Wiesy Account
Wiesy Emails

To edt, inactivate, reactivate, ar r
A coount |0

: menu ahbove.

T0H302
wes  ¥iew Transactions
Intras Wiew As End User,

ACTR Wiew Ertitlement Ré&}:

Kim
Koppsl
kkoppel@intraware.com

Active

kkoppel@intraware . com
Tue Aug 30 10:20:08 PDT
2005

23975

Tue Aug 31 16:24:07 PDT
2004

s
Basic View Access

Once you select the ‘View as End User menu option, a new window opens with a read only view of the

End User’s FlexNet Producer Suite On-Demand account. In this window, you can see everything that the
member can see, such

as Product List, Files, any applicable License Information, left navigation bar options, etc. This view
allows you to bypass an End User License Agreement to see the product list page. The license

agreement remains in place for the member. Note: This is a permission-based view.
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6. Support Reports

All support incidents recorded by Flexera Software Support for a Customer can be viewed by the
Customer by requesting a report from the Customer account manager that will be generated from Flexera
Software’s customer support center. Data in the reports is live and always up to date.

Flexera Software Support Incident Types

This table lists out the incident types used by the Flexera Software Support group to classify all support
incidents received by phone or email. A brief description of how each incident type is used is also
included.

1 | Add Members to Account = Add/replace member on existing account
requests

=  Service access requests and account for
company already in system.

= Add other person(s) to email notification mailing
list.

2 | Com/Ques on Site, Srvc or Nav
3 | Connection Prob / SSO Issues =  Site down

=  Member network issue

= SSL issue (member can not connect to secure

site)
= Single sign on issues
4 | Download Accelerator Issue = Accelerator not installing/working
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Download Difficulties

Download not completing/too slow
FTP access restricted by member's firewall
Help with advanced download options

Edit Profile

Edit member profile (company name, address,
name, phone numbers)

~

Email Address Change

Change/correct member email address

Email Pref Change / Notify Ques

Unsubscribe from update notifications (turn
emails off).

Not receiving update notifications (turn emails
back on).

Enhancement Request

Request change on the SNet site

Entitlement Question

New account request (incl. request for service
access and account for company is NOT already
in system).

Product/version missing from account.

Order inquiry (e.g. what was order for, when was
it placed, etc.)

Entitlement date change/inquiry.

Limited downloads issues/inquires.

11

Export Compliance Issue

Restricted entity/person blocked from
downloading.

Temporary/Restrictive export classification for
product blocking downloads.

Missing/Wrong export classification for product
blocking downloads.

12

License Generation Issue

Does not understand how to generate license
Can't find license file once generated
Wants to return / regenerate license and cannot

13

Media Order Question

Physical media requests/order inquires

14

Merge Accounts

Merge multiple accounts for same company
Move member added to wrong account.

15

New Account Request

Add account to service

16

Non-SNet Related Issue

Inquiries not related to service or products on
service (e.g. company information queries, etc.)
Inquiry that should have been answered by
customer’s support and was misrouted to us

17

Operator Error

18

Password

Has not received/has forgotten password (incl.
request for service access and member is already
set up with access).

Password change/re-set requests/inquiries.

19

Privacy Inquires

Privacy statement inquiries

20

Privilege Change

Add/Remove download privileges and
administrative privileges.
Restrict access to software inquires/requests.

21

Product Information Query

Product availability/release schedule.
Product functionality/compatibility questions.

22

Re / Deactivate Acct or Member

Reactivate/Deactivate member(s) on account (or
entire account)

23

Registration Issue

For registration only sites

24

Request Copy of Invoice/Order

Wants a printed copy of invoice or order

25

Reset Download Limit

Requests for more downloads after reaching their
download limit

26

Sales Question

Wants to place order/renew license agreement.

27

Serial Number

Serial/License/Installation Key/Code/Number
requests.
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Can locate serial number on site

Have not been sent serial number/re-send
request.

Does not know which serial number to use/serial
number does not work.

Serial number missing from site.

28 | Site Problem/File Issues Product hierarchy/image set up issues.
Site problems (e.g. web site bugs, broken
functionality, unexpected errors, etc.)
29 | FlexNet Producer Suite On- Issues/Inquiries pertaining to the FlexNet
Demand Manager Producer Suite On-Demand Manager site.
Entitlement process issues (incl. issues with
automated transaction feed)
30 | FlexNet Producer Suite On- Issues/Inquiries pertaining to the FlexNet
Demand Reporter Producer Suite On-Demand Reporter site.
31 | Technical Support Issues that occur past the point of download
completion
Technical product issues/questions.
32 | Unzip Difficulties Requires help unzipping or uncompressing a

compressed file downloaded from SNet
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