
 
 

Unibap Support Terms 
(A) These Unibap support terms (“Support Terms”) govern the provision and use of the Unibap support 

services specified in Section 1 below (“Support Services”) provided by Unibap AB, a Swedish joint-
stock company with reg. no. 556925–1134 (“Unibap”), to a customer (“Customer”). 

(B) These Support Terms form an integral part of and apply in conjunction with the terms set out in the 
Agreement (including but not limited to the Unibap General Terms and Conditions) entered between 
Customer and Unibap. 

(C) In the event of any contradiction or inconsistency between the provisions of these Support Terms 
and the Agreement, the provisions of these Support Terms shall prevail. Any capitalized terms used 
herein shall have the same meaning as defined in the Agreement unless specifically defined 
otherwise in these Support Terms. 

(D) Each of Unibap and Customer may hereinafter also be referred to as “Party” or together the 
“Parties”. 

1 The Support Services  

1.1 Support Services. As a complementary service to Unibap’s various products and services, Unibap 
offers Support Services to its customers. The Support Services include remote support services such 
as technical support, troubleshooting, and assistance with software-related inquiries. 

Customer acknowledges that the Support Services covered by these Support Terms only cover 
remote support. If Customer requires on-site support from Unibap, the Parties will agree upon the 
applicable terms, including pricing, separately. 

1.2 Support Service Plans. Customer may choose to purchase Support Services within the framework 
of any of the following support service plans (“Support Service Plans”):  

(i) Hourly basis 

Scope. Support Services are provided on an hourly basis upon direct request from 
Customer.  

Fees. Unless otherwise specifically agreed between the Parties, the Support 
Services will be charged on a time and material basis in accordance with Unibap’s 
from time-to-time applicable price list. 

Response time. When available.  

Payment terms. Unibap will invoice Customer monthly in arrears. Payment of 
invoices shall be made within 30 days from the date of the invoice. 

(ii) Fixed Hourly Package  

Scope. The “Fixed Hourly Package” includes a pre-determined number of support 
hours specified in the Quotation. 



 
 

Fees. Customer shall pay the support fees set out in the Quotation. All fees are set 
out exclusive of value added tax (VAT) and other additional taxes and charges. 

Response time. Upon Customer initiating a support matter, Unibap will normally 
respond within 2-4 office days. Support Services covered by a Fixed Hourly Package 
are prioritized over Support Services purchased on an hourly basis.   

Payment terms. Payment of 50 per cent of the applicable fees shall be made within 
30 days from the date of the order; payment of the remaining 50 per cent shall be 
made within 30 days from the final delivery date.  

Validity period. The support hours covered by the fixed hourly package shall be 
utilized within 12 months from the date of purchase. 

Note. If Customer has purchased a Fixed Hourly Package of Support Services, it will be specified in 
the Quotation assigned to Customer. If Customer has purchased Support Services on an hourly basis, 
it will be itemized on the applicable invoice. 

1.3 Support request and process. To initiate a support matter, Customer shall send a support request 
by e-mail to support@unibap.com. The requested Support Services are managed in Unibap’s Online 
Support Tracking System in which the issue is put in queue and forwarded, subject to the applicable 
response time, to Unibap’s Hardware or Software Support Teams. The issue will then be resolved 
through online meetings and discussions. 

2 Provision of the Support Services 

2.1 Performance. Unibap shall perform the applicable Support Services in a professional manner in 
accordance with the terms and conditions of these Support Terms and the Agreement, as applicable. 
Unibap shall also perform the Support Services in good faith and in line with Customer’s interests 
and adhere to accepted practice in the industry.  

2.2 Service levels. The Support Services will be provided in accordance with the following service levels: 

(i) Service time. The regular hours for the Support Services are Monday – Friday, 
excluding public holidays, between 09.00 and 16.00 CET unless otherwise agreed 
between the Parties in writing. Please note that if any Support Services are offered 
outside of the regular hours, additional fees will apply. 

(ii) Response time. The response time is subject to the applicable Support Service Plan, 
as outlined in Section 1.2.  

3 Customer’s obligations 

3.1 Cooperation. In order for Unibap to fulfil its contractual obligations, Customer agrees to cooperate 
continuously with Unibap in good faith on all issues arising in connection with the performance of 
the applicable Support Services. The Parties will appoint a contact person who is responsible for the 
cooperation. All communication related to the provision of the Support Services will be in the 
[English] language, unless the Parties agree otherwise. 
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3.2 Access to documentation etc. When required, Customer agrees to make available to Unibap any 
material, documentation and/or information necessary for the proper performance of the Support 
Services.  

3.3 Access by remote control. Customer must approve and enable Unibap’s access to its IT environment 
by remote control to the extent necessary for Unibap to provide the Support Services. When 
accessing the IT environment by remote control, Unibap undertakes to adhere to Customer’s 
remote-control routines. 

4 Changes 

Unibap may change these Support Terms and will notify Customer 30 days before any changes are 
made. Customer is responsible for reviewing the changes and understanding their implications. By 
continuing to purchase and use the Support Services after the notice period, Customer consents to 
and accepts the revised terms. However, it is important to note that Unibap is not permitted to 
unilaterally change the quantity of support hours, or the service levels agreed upon at the time of 
purchasing a Fixed Hourly Package. 
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