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I. Overview 
 
EVault’s Product Support Policy provides consistent and predictable guidelines for product support 
availability at the time of product release. This policy gives customers a clear understanding of what 
products are supported, what products are not supported, and EVault’s process for discontinuing support.  
 
This policy applies to EVault products and services only.  Partner products and operating systems that 
EVault supports are not within the scope of this document. 
 
II. Release Definitions 
 
There are major, minor and service pack releases for EVault software components. All releases are 
accompanied with an associated “Build” number that provides a chronological reference across version 
changes. 
 
Example of a version number to identify the releases: 
 
 

4.22.1427  
 
 
 
 
 
 
 
 
 
 
The above can be read as: 

Version 4.2 Service Pack 2  
or  
Version 4.22 

 
Major Release: 
 
A major release typically includes major new features, and it may not always be compatible with older 
versions of the same product, or companion products.  
 
The first number of the version of the software indicates the major release version number.  This number 
will increase with each major release. 
 
Minor Release: 
 
A minor release typically includes enhancements to existing features, possibly small new features, and 
bug fixes. 
 
The first number after the dot indicates the minor release version associated with a particular major 
release. Every time a new minor release is issued, the minor release version number is updated. 

Major Release 
Number 

Minor Release 
Number 

Build 
Number 

Service Pack 
(patch) 
Number 
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Service Pack Release: 
 
A service pack (or patch) release generally only includes fixes for defects or issues that have been 
identified once the product has shipped. A service pack release may come in an upgrade installation kit or 
a zip file with new binary.  The 3rd number in the sequence specifies the service pack (patch) number 
associated with the minor release and will increase with each subsequent patch release of a minor 
release. 
 
 
Build Number: 
A build number is a unique, alphanumeric identifier independent of the major, minor or service pack 
release number that is updated for each new build. It helps to identify the chronological software build 
history.  The build number is not required in order to determine the product version.   
 
 
Note: 
 
Individually available software components may not necessarily be at the same release level.  
 
For example, the current version of EVault InfoStage Director may be “5.00” (the 1st release of major 
Version 5), while the current version of EVault InfoStage Agent for Linux may be “4.62” (the 2nd service 
pack for minor version 6 of major release 4). 
 
 

Changes 

Release Level 
New 

Capabilities 
Enhancements Fixes Branding 

Major     
Minor —    
Service Pack/Patch — —   
 
III. EVault Software Components Lifecycle 
 
This EVault Product Support Policy applies to all software and services that are built on top of the 
InfoStage platform.  
 
NOTE: EVault strives to ensure backward compatibility to recover data backed up with previous 
versions of the software. EVault’s goal is to ensure customers can restore from safesets 
generated with older versions of InfoStage. 
 
1. Staged Expiration: 
 
We have identified three levels of development support for InfoStage components: 
 

Shipping products: Full support 
 
This applies to all software components that belong to the latest currently shipping version 
 

• New features will be added 
• Existing features will be enhanced 
• Defects will be fixed 
• Mainstream Technical Support 
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Discontinued products: Partial support 
 
This applies to the software components of the latest immediately preceding major version. 
 

• No new feature will be added  
• No existing features will be enhanced 
• Only critical defects will be fixed when no clear upgrade path to a fully supported product can 

be provided. 
• Limited Technical Support 

 
 
Obsolete products: Ended support 
 
This applies to the software components released two major versions previous to the current major 
version. 
 

• No new features will be added 
• No existing features will be enhanced 
• No defects will be fixed 
• Online knowledge base self-help only 

 
Example:  
 

Suppose the current shipping version of EVault InfoStage Director is version 5.51, and the last 
release for version 4.x was 4.31, and the last release of version 3.x was 3.25. In this case 5.51 is 
the current shipping version, version 4.31of this product is considered to be “discontinued”, and 
version 3.25 and prior are considered “obsolete”.  
 
Full support will be provided for 5.51. Customers running earlier versions of 5.x such as 5.50 
should upgrade to 5.51 to receive full support. 
 
Partial support will be provided for 4.31. Customers running earlier versions of 4.x should 
upgrade to 4.31 immediately, and plan to upgrade to 5.51 
 
No support will be provided for any 3.x version. Customers should upgrade to 5.51 

 
2. EVault InfoStage Software Compatibility 
 
EVault ships a major new release of the InfoStage software every 12 – 24 months, with multiple minor 
releases coming out in between. In general:  
 

• The latest EVault InfoStage Agent releases from the current and preceding major versions 
are expected to be compatible with EVault InfoStage Director releases from the current major 
version.  

• EVault InfoStage Agent releases more than one major release old will not be compatible with 
the current EVault InfoStage Director release. 

• GUI components are expected to be backwards compatible within the major version. 
• Application aware plug-ins for the Agent are expected to be compatible if both are at the 

same major.minor version. 
 
Example:  
 

Using the example above, and assuming the previous 5.x release was 5.3, the Director 5.51 
would accept backups from 5.3 agents, and from 4.31 agents, but not from any 3.x agents.  
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4. End of Support for Applications and Operating Systems 
 
EVault’s goal is to offer support for a wide base of environments. EVault will aim to support major new 
platforms as quickly as possible after the vendor release. 
 
However, EVault cannot further enhance EVault software to work with operating systems and applications 
that are no longer enhanced or supported by the original manufacturer. 
 
EVault will provide “Commercially Reasonable Efforts” to support operating systems and applications 
once they are no longer actively maintained by their original vendors, and will not be liable for any issue 
occurring while a user runs the software with one of these operating systems or applications. 
 
5. Compatibility with 3rd Party Products 
 
EVault’s goal is to remain compatible with the most recent versions of the 3rd party products we are 
working with.  
 
These 3rd party products include: 

• Open Transaction Manager from Columbia Data Products 
• Open File Manager from St Bernard Software 

 
Variability of vendor releases, constraints on internal resources, and differences in customer demand may 
affect compatibility. 
 
IV. Technical Support Policy 
 
1. Mainstream Support 
 
Mainstream support includes all support options and programs, including no-charge incident support, paid 
support packages, support charged on an hourly basis, and support for warranty claims.  
 
 
2. Limited Support 
 
Limited support includes all paid support options.  It does not include support for warranty claims or no-
charge incident based support. 
 
 
3. Online Self-Help Support 
 
Online self-help support is available via EVault’s Web site. By using EVault’s online knowledge base 
articles, FAQs, and other resources, many customers can quickly resolve their issues without contacting 
EVault directly. 
 
 
The following chart outlines the support levels that are available for the different versions of the EVault 
InfoStage Software: 
 
 

Support Level 
Release Level Mainstream Limited Online Self-Help 
Current Major Version  —  
Preceding Major Version Grace Period *   
Older Versions — —  
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* - The Mainstream support period for preceding major product version ends 6 months after release of the 
new, major product version.  This grace period is provided in order to allow customers sufficient time to 
transition their product lineup. 
 
IV. MSPs and branded software components: 
 
MSPs will follow the guidelines above and ensure that they stay current with the upgrade and enable their 
users to use the latest versions of the applicable products released by EVault. 
 
 
 
 


