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Support Policy 
 

dab: Daten – Analysen & Beratung GmbH 
 

§ 1. General / Scope of application 

(1) The subject of this Support Policy is the provision of maintenance and 
support services by dab: Daten - Analysen & Beratung GmbH ("dab") 
for the contractual use of dab software by the Customer. 

(2) Unless expressly agreed in writing, dab shall not provide any 
maintenance or support services for third-party software that dab 
merely procures for the Customer. 

(3) Furthermore, the following services are not part of the contract: 
 

• Services for dab software that become necessary due to a 
breach of the Customer's obligations, improper use of the 
software under conditions of use other than those contractually 
agreed or due to interference by third parties or the use of 
unauthorized third-party software, such as, for example 
adaptations of the dab software to a new operating system, 
changed software or hardware environments of the Customer 
including new versions of third-party software, services that 
become necessary due to programming work not carried out or 
approved by dab, services that became necessary due to 
updates or upgrades provided by dab but not installed, unless 
the installation was unreasonable, services for outdated 
software in respect of which dab had informed the Customer 
that support assistance would no longer be provided; 

• Adaptation, supplementation or extension of the software, in 
particular to new legal regulations, products, services or 
changed operating procedures of the Customer; 

• Creation of software products and the delivery of functional 
enhancements for the dab software, maintenance of hardware 
and consulting services as well as training that goes beyond 
support services in individual cases. 
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§ 2. Care services 

(1) Unless otherwise contractually agreed, dab shall provide the following 
maintenance services as part of the maintenance of the dab software: 

• Support of the Customer by e-mail using the e-mail address 
provided to the Customer for this purpose or by agreement via 
a web meeting system with instructions on how to avoid 
defects and errors; 

• Elimination of defects during the term of the contract on the 
use of the software that occur during the proper use of the 
software, both within the program code and within the 
documentation, insofar as the elimination is necessary for the 
maintenance and restoration of the operational readiness of the 
software in its current version; 

• Elimination of errors in accordance with the technical 
possibilities, whereby an error exists if the dab software does not 
fulfill the functions specified in the service description or does 
not work properly in any other way, so that the use of the dab 
software is impossible or restricted; 

• Provision of the latest version of the software (updates) in 
accordance with § 3 (3) of the contractual terms and conditions 
for the use of software and software services. The installation of 
updates on a test or productive system is the responsibility of 
the Customer and is not part of dab's maintenance and support 
services; 

• Updating the software documentation (if there is a significant 
change in the scope of functions or operation of the software, a 
completely new documentation will be provided). 

(2) The services also include the handling of defects and errors that dab 
becomes aware of in the dab software regardless of its use by the 
Customer. 

(3) The elimination of defects and errors within the meaning of this 
Support Policy includes the isolation of the cause, diagnosis and 
services aimed at eliminating the defect or error. At dab's discretion, 
remedial services may also be provided by means of a workaround, 
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patches, updates, major updates and, after consultation with the 
Customer, by delivery of a new software release. 

(4) dab shall be entitled to provide the maintenance services by means of 
remote maintenance or remote diagnosis, insofar as this is possible. 

 

§ 3. Support services 

(1) dab shall provide user support and assistance ("support") for the 
Customer or its employees to the extent customary in the business by 
e-mail using the e-mail address provided to the Customer for this 
purpose or by agreement via a web meeting system. 

(2) If support requirements of the Customer or its employees exceed the 
customary scope, dab shall inform the Customer accordingly. At the 
Customer's request, dab shall also provide the Customer with support 
beyond the usual scope of business within the framework of its current 
remuneration regulations. 

 

§ 4. Service time, maintenance and support 

(1) dab provides maintenance and support services during service hours. 
The service hours are Monday to Friday from 09:00 to 17:00 local time at 
dab's headquarters in Deggendorf, Bavaria (excluding Sundays and 
Saturdays, Christmas Eve (December 24), New Year's Eve (December 31) 
and national holidays and public holidays at dab's headquarters in 
Deggendorf, Bavaria). 

(2) dab processes Customer inquiries within two working days at the latest 
during service hours. 
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§ 5. Obligations of the Customer to cooperate 

(1) Insofar as this is necessary for the fulfillment of the care services, the 
Customer shall designate to dab in text form at least one professionally 
suitable employee who shall support dab as a contact person in the 
provision of the care services. 

(2) Before reporting errors or defects, the Customer shall, if possible, carry 
out an analysis of the system environment to ensure that the error or 
defect is not attributable to system components that are not the 
subject of the contract. 

(3) The Customer shall report defects or errors to dab immediately by e-
mail using the e-mail address provided to him for this purpose. The 
report must describe the defect or error and in particular the 
conditions under which it occurs and its effects as detailed and 
comprehensible as possible. 

(4) The Customer shall record any defects or errors found in a 
comprehensible form. 

(5) The Customer shall allow dab electronic access to the dab software for 
remote maintenance to the extent necessary and possible for the 
provision of the service. He shall provide the for this necessary Internet 
and network connections to be established; the Customer in particular 
establishes a communication link between him and dab. 

(6) If necessary, the Customer shall grant dab access to the necessary 
records, documentation and information, in particular about its 
hardware and/or third-party software, and provide any necessary test 
plans, test data and test environments. 

(7) The Customer shall take measures to rectify errors or defects without 
delay. 
 

 


