FAQ

* What remains free of charge?

Telephone and e-mail support via the service hotline will remain free of charge. Extended services will
be charged if an active remote session or visual assistance by specialists is required.

* Will the previous support be reduced?

No. The existing hotline support will be retained. The structured model also ensures the availability and
prioritization of qualified remote experts.

* Does every customer have to conclude a contract?
No. Customers can choose between a remote service contract and needs-based use via pay-per-case.

* Why should a customer choose a contract?
The contract offers prioritized expert access, faster response times, and predictable and calculable
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FAQ

* Why has Remote Support been free of charge so far?

Remote support was originally an occasional support. Today, the service is regularly and frequently needed in
production-critical situations. Therefore, it is structured as a professional service.

* Doesn't this incur additional costs?

The goal is faster and reliably available support. Remote support can reduce overall costs by shortening
downtimes and avoiding on-site visits.

* "Then we'll just call in the future.”

This is still possible. The service hotline remains the central and free initial contact. If a detailed analysis or
active expert work is necessary, the hotline offers remote support or visual assistance.

* "Other providers do it free of charge."

The scope of services and contract models are not always directly comparable.
AVENTUS offers a transparent model with clearly defined services, reliable
availability and targeted expert access.



