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SUBSCRIBED SERVICE SPECIFIC TERMS 

These current consolidated Subscribed Service Specific Terms were published on 9th March 2023. For 

previous versions, see www.loqseatech.com/legal/agreements. For details of Updated provisions, see  

www.loqseatech.com/legal/agreements. 

DESCRIPTION OF THE SUBSCRIBED SERVICE 

Loqsea Risk Manager 

Cloud-based risk management software for commodity traders and CTAs.  

SUPPORT AND MAINTENANCE SERVICES 

1 Definitions 

1.1 In these Subscribed Service Specific Terms, defined terms shall have the same meaning, and the 

same rules of interpretation shall apply as in the remainder of the Agreement. In addition, in these 

Subscribed Service Specific Terms the following definitions have the meanings given below: 

Error a verifiable failure of the Supported Software to materially conform 

with the User Documentation of which a documented example has 

been provided by the Customer to Loqsea and which is 

reproducible by Loqsea; 

Helpdesk the helpdesk and related services described in paragraph 3; 

Support Hours between 8am and 6pm UK time on a Business Day excluding 

Permitted Downtime; 

Supported Software the most recent version and release of the Subscribed Service 

(with all Updates and Upgrades applied) provided for use by 

Loqsea to the Customer under the Agreement; 

Target Resolution shall be construed in accordance with the table in paragraph 4.1.1; 

Target Resolution Time shall be construed in accordance with the table in paragraph 4.1.1; 

Update a software maintenance update, patch or bug-fix which does not 

constitute an Upgrade; 

Upgrade a version or release of software intended to have new or improved 

functionality or designated by Loqsea as an upgrade. 

2 Provision of Support Services 

2.1 Subject to receipt of the Subscription Fees, Loqsea shall provide the Support Services to the Customer 

during the Support Hours during the Service Period. 

2.2 Loqsea shall use its reasonable endeavours to meet any time, including Target Resolution Times, 

quoted for completion of any part of the Support Services but time shall not be of the essence. 

2.3 The provision of the Support Services does not imply that Loqsea shall be successful in correcting 

Errors or that Loqsea shall be able to assist the Customer in achieving any results from the Supported 

Software which are not technically feasible. 
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2.4 If the Customer fails to comply with any of the provisions of the Agreement, then Loqsea may (without 

prejudice to any of its other rights or remedies) suspend the provision of Support Services until such 

failure has been remedied. 

2.5 All Support Services shall be within reasonable limits, as determined by Loqsea (the Usage Limits). 

Loqsea shall not be obliged to provide any Support Services in excess of the Usage Limits. 

2.6 If a reported problem or Error is found upon investigation to be caused by the Customer failing to 

comply with the Agreement or to otherwise be outside of the scope of the Support Services the 

Customer is liable to Loqsea for the charges, time, materials, costs and expenses (if any) incurred in 

connection with that investigation and any attempt to remedy the Error as an Additional Service. 

2.7 Loqsea’s obligation to provide Support Services is only in respect of the Supported Software and no 

earlier or other versions, releases, Updates, Upgrades or copies that are not part of the Supported 

Software. 

2.8 Unless otherwise agreed in writing by the parties, Loqsea shall be under no obligation to provide any 

Support Services in respect of any Additional Services. 

3 Helpdesk 

3.1 Loqsea shall provide technical advice and assistance during the Support Hours via the Helpdesk in 

respect of understanding the operation of the Subscribed Service as set out in this paragraph to the 

extent that these matters are not covered in the User Documentation. 

3.2 The Customer must raise a Jira service desk ticket in respect of each request to the Helpdesk in 

connection with any Error and provide Loqsea with all information and materials reasonably required 

by Loqsea for the purpose of investigation, diagnosis and correction of each Error. Unless it otherwise 

elects, Loqsea is not obliged to provide any Support Service in connection with any Error which has 

not been reported via the Jira service desk. 

3.3 The Helpdesk may be contacted using the following details (as amended by Loqsea from time to time 

on at least 30 days prior notice): 

Email: helpdesk@loqseatech.com 

Web 

portal: 

By clicking on the Jira service desk button to open a Jira service desk ticket 

 

4 Error resolution 

4.1 Loqsea shall: 

4.1.1 use reasonable endeavours to provide the Target Resolution within the relevant Target 

Resolution Time set out in the following table (in descending order of priority): 

Priority 

Level 

Error description Target Resolution Target 

Resolution 

Time 

1 

(Critical) 

Means an Error rendering the 

Subscribed Service  entirely 

Respond with a patch, 

workaround or fix to resolve 

2 Support 

Hours 
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non-functional for which is 

there is no known workaround 

the Error so that it is no 

longer Priority Level 1 

2 

(Severe) 

Means an Error that is not a 

Priority Level 1 Error which 

results in either: (a) a major 

feature or function of the 

Subscribed Service  being 

unusable for which there is no 

practical workaround; or (b) 

one or more major feature or 

function of the Subscribed 

Service  being unusable 

without a workaround that 

would have a severe impact 

on the work of the Customer in 

the medium to long term 

Respond with a patch, 

workaround or fix to resolve 

the Error so that it is no 

longer Priority Level 2 

2 Business 

Days 

3 (Minor) Any other Error, including 

cosmetic Errors and Errors 

with a practical workaround 

Loqsea shall consider 

whether the Error shall be 

resolved in any future 

Updates made available 

the Customer 

As 

determined 

by Loqsea 

 

4.2 Progress against Target Resolution Times shall be measured from the Helpdesk’s initial receipt of the 

Jira service desk ticket. In the event that an Error is resolved such that it becomes a lower Priority 

Level progress against Target Resolution Times for the resulting lower Priority Level Error shall be 

measured separately for the purposes of this Agreement from the Helpdesk’s subsequent receipt of 

the Jira service desk ticket in respect of the lower Priority Level Error. 

4.3 In respect of any Target Resolution Times time shall not be of the essence. 

5 Remote support 

5.1 Subject to the Customer complying with its obligations under the Agreement, Loqsea shall provide 

remote support during the Support Hours in accordance with this paragraph 5. 

5.2 Remote support shall be provided via Jira.  

5.3 The Customer shall raise a support request via Jira and will be allocated a support ticket.  

5.4 Once the support ticket is raised, Loqsea shall provide regular updates via the Jira ticketing system.  

5.5 Once the matter has been resolved the ticket shall be closed. 

6 Support Services exclusions 

6.1 Loqsea is not obliged to provide Support Services in respect any Error resulting from, or contributed 

to by, any of the following: 

6.1.1 any breach by the Customer of the Agreement; 

6.1.2 any modification, repair or addition to the Subscribed Service  made by any person other than 

Loqsea (or any person authorised by Loqsea in writing); 
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6.1.3 any fault in any equipment or in any software used in conjunction with the Subscribed Service; 

6.1.4 failure or fluctuation of electrical supplies, inadequate cooling, fire, flood, accidents or other 

natural disasters; 

6.1.5 installation or use of the Subscribed Service  other than for the purposes for which it is 

intended; 

6.1.6 installation or use of the Subscribed Service  with other software or on equipment with which 

it is incompatible (unless Loqsea recommended or required the use of that other software or 

equipment); 

6.1.7 incorrect operation or use of the Subscribed Service  (including any failure to follow the User 

Documentation); 

6.1.8 the Customer’s (or any Customer Representative’s) negligent act or omission; 

6.1.9 attempted repair, rectification or maintenance by any person other than Loqsea or a third party 

authorised by Loqsea; or 

6.1.10 failure to notify Loqsea of any error within a reasonable period of time of it first occurring. 

7 Relief 

Loqsea shall not be liable for any breach, delay or default in the performance of this Agreement to the 

extent the same (or the circumstances giving rise to the same) arises or was contributed to by any 

Relief Event. 

 


