Policies

SupportPolicy

Support hours (7amto 10 pm, every day), how toreach us, reply targets and

what's covered.
Policies Version1.0 Effective 20 October2026 Lastupdated20 October2026

Inshort

¢ People answer7 amto10 pm Brisbane time, every day, includingweekends and public
holidays.

e We aimtoreply within4 hours during supporthours; priority support within 1Thour.

e QurAl assistantanswers straightaway at any time andhands anythingit can't help with
toaperson.

e Managedserversandour platforms are monitored around the clock.

This summary helps you find your way. The full text below is what applies.

This policy is part of our Terms of Service. Itexplainswhenandhow we help.

1. Supporthours

1.1 People answer supportfrom7:00 amto10:00 pm Brisbane time (AEST), every day,
includingweekends and public holidays.

1.2 Outside those hours our Al assistant stillanswers, and urgentplatform problemsstill alert
us automatically.

2. Howtoreachus

2.1 Chatonourcontactpage orinthe clientarea.
2.2 Email hello@pricehg.tech from the address onyour account.
2.3 Our Al assistantanswers firstand saysit'sanAl. Ask forapersonatany time (type

"human"). Apersonhandles anything about billing, privacy, security or your account.

3. Replytargets
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WHO FIRST REPLY TARGET DURING SUPPORT HOURS

Everyone Within4 hours

Priority supportadd-onand Pro o
, WithinThour
hosting

We're alerted automatically and start work
Managed VPSoutages _
straight away

4. What supportcovers

3] Messages sentoutside supporthoursare answeredfrom?7 am. These are targets, not

A1 QSRR AT PESIRR AR eIBIJeYPS Platforms, the clientarea, biling
andaccount questions.

4.2 Help using the control panel, email setup, DNS records for our services, restoring backups
andmovingtous.

4.3 Onmanagedservers, the operating system and the software we setup foryou.

4.4 Notcoveredunlessyou've boughtit: writing or fixing your own code, website content
changes, WordPress plugin conflicts, and the software onunmanaged servers. We're
happy to quote forthese, or pointyou to the right add-onin our Site Care and Add-on
Terms.

5. Verifyingit's you
5.1 Before we discuss or change your account, we may ask foryour Support PIN (from the
clientarea)andyour security answer, or ask you to confirm by email orin the clientarea.

52 We'llnever ask foryour password or two-step codes. Our Al assistantnever asks foryour
Support PIN or security answer.

6. Outages and maintenance

6.1 We publish service status on our supportcentre and email affected customers about
plannedmaintenance atleast 48 hours ahead. See our Service Level Agreement.

Version history
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VERSION DATE WHAT CHANGED

1.0 20 October2026 First published.

Questions about thisdocument? Emailhello@pricehqg.tech. PriceHQ), Australia.
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