SMLOUVA

uzavrena nize uvedeného dne, mésice a roku dle pfislusnych ustanoveni zdkona ¢. 89/2012 Sb.,
obcansky zakonik, v platném a G&inném znéni (dale jen ,Obcansky zdkonik"), mezi nize uvedenymi

stranami

(déle jen ,Smlouva")

Ceska republika — Ceska sprava socialniho zabezpe&eni

Sidlo:
Statutarni zastupce:
Jednaijici:

1CO:

DIC:

Bankovni spojeni:
Cislo uctu:

ID datové schranky:

(dale jen ,Objednatel")

na strane jedné

KOMIX s.r.o.

Sidlo:
Jednajici/Zastoupena:
1¢0:

DIC:

Bankovni spojeni:
Cislo uctu:

ID datové schranky:

KFizova 25, 225 08 Praha 5 y

Mgr. FrantiSek Bohacek, Ustfedni reditel CSSZ

Ing. Milan Shrbeny, feditel sekce informacnich a komunikacnich
technologii

00006963

neplatce

Ceska narodni banka

10006-127001/0710

49kaiq3

Drtinova 467/2a, Smichov, 150 00 Praha 5
jednatel

47117087

CZ47117087

UniCredit Bank Czech Republic and Slovakia, a.s.

2108559139/2700

8sqgaah

Zapsana v obchodnim rejstiku vedeném Méstskym soudem v Praze, oddil C, vioZka 12440

(dale jen ,Poskytovatel")

na strané druhé

(Objednatel a Poskytovatel budou déle v této Smlouvé oznacCovani jednotlivé jako ,Smluvni
strana" a spoleéné jako ,Smluvni strany")



Preambule
Objednatel prohlasuje, Ze:

= je organizaéni slozkou stdtu a spravnim organem, ktery zabezpeCuje vybér pOJlstneho
na socialni zabezpeleni a prispévku na statni politiku zaméstnanosti, dale provadi zejména
dlichodové pojisténi a zajist'uje agendu nemocenského pojistént;

* je spravcem informaéniho systému kritické informacni infrastruktury podle zakona

¢. 181/2014 Sb., o kybernet|cke bezpecnost| a o zméné souvisejicich zakond (zékon
o kybernetické bezpecnostl), ve znéni platném a Ucinném;

« splfiuje veskeré podminky a poZzadavky v této Smlouvé stanovené a je opravnén tuto
Smiouvu uzavfit a fadné plnit zavazky v ni obsaZené.

Poskytovatel prohlasuje, ze:
* je podnikatelem die ustanoveni § 420 a nasl. Obcanského zakoniku;

= spliiuje veskeré podminky a poZadavky v této Smlouvé stanovené a je opravnén tuto
Smilouvu uzavfit a fadné plnit zavazky v ni obsazené.

Tato Smlouva se uzavird za ucelem zajisténi maintenance k nevyhradnim licencim QlikView a
Clover ETL za podminek a v rozsahu uvedenych déle v této Smlouve.

1.
Predmét Smlouvy

Pfedmétem této Smlouvy je zadvazek Poskytovatele zajistit pro Objednatele plnéni ve formé
maintenance k produktm Objednatele uvedenym v Pfiloze €. 1 této Smiouvy — ,Specifikace a
konfigurace programového a technického vybaveni™ (dale jen ,Predmét pInéni*).

Pfedmét pInéni ke véem produktéim (software) uvedenym v Pfiloze €. 1 této Smiouvy zahrnuje:

1. Technickou podporu software, udrzba software a instalace nchh verzi.

2. Podpora pfi fedeni pfistupl uZivatelll do software (aplikaci) a pfi jejich aktualizaci.

3. Nastaveni a monitorovani pravidelné aktualizace QlikView dokumentd umisténych
na webovych strankach vyrobce software.

4, Vyfizovani piipadnych reklamaci u vyrobce (pfi zjisténych chybach v novych verzich
software).

5. Poskytovani konzultaci vybranym uZivateldm kovladani a provozu software
(aplikaci).

Predmét plnéni k produktum QlikView zahrnuje také:

o pristup k novym verzim software (za instalaci véech aktualizaci je odpovédny koncovy
uzivatel),

o pristup do zakaznického portdlu (http://www.glik.com/services/support), tj. do
znalostni databéze obsahujici nejcastéjsi dotazy,

o prlstup do QlikCommunity (https: //commumty glik.com/), tj. do prostfedi pro
vzajemnou komunikaci, ziskavani a vyménu informaci, predavani podnétl a zkusenosti
o produktech a prostiedi QlikView.

PFedmét pinéni k produktim CloverETL zahrnuje také:

e  pristup k aktudlné podporovanym verzim platformy CloverETL,
o bug-fix a hot-fix instalacim vydanych pro produkéni nasazeni,
e pristup do zakaznického (support) portalu,
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e komunikaci s CloverETL Support tymem.

Objednatel se zavazuje za Fadné a véas poskytnuty Pfedmét pinéni zaplatit Poskytovateli cenu
dle &l. 111, této Smiouvy.

II.
Misto a ¢as pInéni

Mistem pInéni je sidlo Objednatele na adrese Kfizova 25, 225 08 Praha 5.

Poskytovatel se zavazu1e zajistit Objednateli poskytovani Pfedmétu plnéni po dobu 12 (slovy:
dvanact) meésicd. Poskytovatel je povinen Za]IStIt zaha]em poskytovani Pfedmétu pinéni od
21. 6. 2019 a soucasné je povinen bezodkladné pisemné (alespoi formou e-mailu) vyrozumeét
Objednatele o zahajeni poskytovani Predmétu pInéni.

III.
Ceny a platebni podminky

Celkova cena za Pfedmét pinéni dle této Smlouvy ¢ini 318 424,- K& (slovy: tfi sta osmnact
tisic &tyfi sta dvacet ¢tyfi korun Eeskych) bez DPH, tzn. 385 293,04 K¢ (slovy: tFi
sta osmdesat pét tisic dvé sté devadesat tfi korun ceskych ctyfi halére) véetné
DPH.

Detailni rozpad ceny je uveden v Pfiloze ¢. 1 této Smlouvy.

Cena dle odst. 1. tohoto &ldnku této Smlouvy zahrnuje veskeré naklady Poskytovatele spojené
s poskytovanim Pfedmétu plnéni Objednateli v rozsahu této Smiouvy.

Cena za poskytovani Predmétu plnem uvedena v odst. 1. tohoto ¢lanku této Smlouvy je cenou
kone¢nou, Gplnou, zévaznou a nejvySe pfipustnou. Cena uvedena v odst. 1. tohoto ¢lanku této
Smiouvy miize byt piekroéena pouze v souvislosti se zménou sazby DPH maJ|C| prokazatelny
vliv na cenu Pfedmétu pinéni, a to pouze o vySi, kterd této zméné bude odpovidat.
Z jakychkoli jinych dévodd nesmi byt tato cena prekrocena.

Cena za poskytnuti Pfedmétu pinéni bude Objednatelem zaplacena po poskytnuti Pfedmétu
plnéni jednorazové na zikladé Poskytovatelem vystaveného danoveho dokladu (faktury),
jehoZ souasti musi byt potvrzeni (e-mailovd zprava) ObJednateIe o tom, Ze obdrzel
vyrozuméni Poskytovatele dle &l. 1I. odst. 2. této Smlouvy a Ze je mu Predmét pinéni skutecné
poskytovan.

Splatnost dafiového dokladu (faktury) &ni 30 (slovy: tficet) kalendafnich dnd ode dne
doruceni tadné vystaveného dafového dokladu (faktury) Objednateli.

Danovy doklad (faktura) mu5| obsahovat viechny néleZitosti dle platnych a ucmnych pravnich
predpistl, zejména zakona €. 235/2004 Sb., o dani z pfidané hodnoty, ve znéni pozdéjsich
predpist, a dle této Smlouvy \' prlpade, 7e danovy doklad (faktura) nebude mit odpovidajici
nalezitosti, je Objednatel opravnen danovy doklad (fakturu) zaslat ve Ihiité splatnost| zpet
Poskytovateli k doplnéni & opravé, aniz se tak dostane do prodleni s Ghradou opravnéné
fakturované ceny za Predmét pinéni; Ihlita splatnosti po¢ina béZet znovu ode dne doruceni
nalezité doplnéného & opraveného dariového dokladu (faktury) Objednateli.

Dariovy doklad (faktura) se povaZuje za uhrazeny pfipsanim pfislusné Castky na bankovni Ucet
Poskytovatele.

Objednatel neposkytuje zélohy v souvislosti s touto Smlouvou.



10. Platba probé&hne vyhradné v &eské méné (CZK) a rovnéZ veskeré cenové Udaje budou
uvedeny v této méné.

1v.
Povinnosti a prava Smluvnich stran

1. Poskytovatel se zavazuje poskytovat Pfedmét pinéni na vlastni nebezpedi a odpovédnost a
dale v souladu s touto Smiouvou.

2. Poskytovatel se zavazuje poskytnout Pfedmét pinéni dle této Smlouvy bez faktickych
a pravnich vad.

3. Po celou dobu poskytovani Pfedmétu pinéni na zékladé této Smlouvy se Poskytovatel zavazuje
provadét véechny &innosti kvalitné a postupovat s odbornou péci a s piihlédnutim k zajmdm
Objednatele.

4. Objednatel se zavazuje vytvofit fadné podminky pro cinnost Poskytovatele a poskytovat mu
b&hem pinéni dle této Smlouvy nezbytnou soucinnost.

5. Objednatel je povinen poskytnout Poskytovateli UpIné, pravdivé a véasné informace potrebné
k fadnému pinéni povinnosti Poskytovatele die této Smlouvy.

6. Poskytovatel se zavazuje zajistit Objednateli poskytovéni Pfedmétu pinéni v rozsahu a ramci
definovaném v pfislu$nych licen¢nich podminkach takto:

a) Qlikview na urovni ,Basic Support Coverage" dle licencnich podminek (Maintenance policy
— uvedenych v Pfiloze & 3 této Smlouvy a soucasné na adrese http://www.glik.com/us/-
/media/files/legal/license%20agreements/additional%20terms/glik-maintenance-
policy.pdf?la=en.

b) CloverETL dle licenénich podminek uvedenych v Pfiloze C. 4 této Smlouvy a soucasné na
adrese http://www.cloveretl.com/legal/support-policy.

V.
Sankéni ujednani a nahrada skody

1. Pro piipad prodieni Poskytovatele se spin&nim povinnosti dle ¢l. II. odst. 2. této Smiouvy je
Objednatel opravnén Zidat po Poskytovateli zaplaceni smluvni pokuty ve vysi 1.000,- KC
(slovy: jeden tisic korun Eeskych) za kazdy i zapocaty den prodieni.

2. Uplatnénim smluvni pokuty neni doteno pravo Objednatele na nahradu Skody zplisobené
porusenim povinnosti Poskytovatelem, na kterou se vztahuje smluvni pokuta.

3. Smluvni pokuta je splatnd do 30 (slovy: tficeti) kalendafnich dnll ode dne doruceni oznameni
o ulo¥eni smluvni pokuty Poskytovateli. V pfipadé prodleni s Uhradou smluvni pokuty uhradi
Poskytovatel Objednateli trok z prodieni ve vySi stanovené dle nafizeni viady ¢. 351/2013 sb.,
kterym se uréuje vySe Grokd z prodleni a nakladd spojenych s uplatnénim pohledavky, uréuje
odména likvidatora, likvida&niho spravce a lena organu pravnické osoby jmenovaného soudem
a upravuji nékteré otazky Obchodniho véstniku a vefejnych rejstfikl prévnickych a fyzickych
osob, ve znéni platném a ucinném (déle jen ,Nafizeni").

4. V pfipadé prodleni s Ghradou opravnéné vystaveného dafiového dokladu (faktury) uhradi
Objednatel Poskytovateli z nezaplacené &astky Groky z prodleni urené Nafizenim.

5. V piipadé prodieni se zaplacenim penéZité &astky je Objednatel povinen zaplatit Poskytovateli
arok z prodleni ve vysi stanovené Nafizenim.

4



6. Objednatel je opravnén poZadovat na Poskytovateli a Poskytovatel je povinen poskytnout
Objednateli ndhradu kody, kterou Poskytovatel zpiisobil Objednateli poruSenim povinnosti
danych touto Smlouvou nebo v souvislosti s plnénim této Smlouvy, vcetné pfipadu, kdy se
jedna o takové porusem povmnostl dané touto Smlouvou, na které se vztahuje smluvni pokuta.
Jakékoliv omezeni vy$e & druhu nahrady Skody neni pfipustné. Skoda se hradi v penézich,
pfipadné uvedenim do predeslého stavu podle volby Objednatele v kaZdém konkrétnim
pripadé.

VI.
Opravnéné osoby

1. KaZdad ze Smluvnich stran jmenuje opradvnéné osoby. Opravnéné osoby budou zastupovat
Smluvni stranu ve smluvnich a obchodnich zaleZitostech souvisejicich s pinénim této Smiouvy:

Ve vécech smluvnich:

za Objednatele:
za Poskytovatele: tel: e-mail:

Ve vécech vécného plnéni:

za Poskytovatele: tel: I <-ail:

2. Objednatel a Poskytovatel jsou oprdvnéni jednostranné ménit vyse uvedené opravnene osoby
a rozsah jejich opravnéni jednat za Smluvni strany O zméné jsou povmm vzdy pisemné
informovat druhou Smluvni stranu. Zména je vaci druhé Smiuvni strané (¢innd od okamziku
doruéeni pisemného oznameni 0 zméné opravnéné osoby.

VII.
Ukonceni Smlouvy

1. Tato Smlouva méZe zaniknout vzajemnou dohodou Smluvnich stran. Tato dohoda musi byt
pisemna a podepsand opravnénymi zastupci obou Smiluvnich stran, jinak je neplatna.

2. Objednatel je opradvnén odstoupit od této Smlouvy v souladu s ustanovenim § 2001 a nasl.
Obcasného zakoniku. Odstoupeni od Smiouvy je mozné mimo jiné v dlsledku podstatneho
porusem Smiouvy Poskytovatelem. Podstatnym porusenim této Smlouvy se rozumi zejména
poruseni povmnost| ve smyslu ustanoveni § 2002 Obcanského zakoniku. Odstoupeni od

Smlouvy je uéinné ode dne, kdy bylo pisemné doruceno druhé Smluvni strané.

3. Odstoupeni od této Smiouvy se nedotykd préava na zaplaceni smiuvni pokuty nebo troku
z prodleni, pokud ]IZ dospél, prava na ndhradu Skody vzniklé z porudeni smluvni povinnosti ani
ujednani, které ma vzhledem ke své povaze zavazovat Smluvni strany i po odstoupeni od této
Smlouvy, zejména ujednani o zplisobu feSeni sporll dle ustanoveni § 2005 Obcanského
zakoniku.

VIII.
Poddodavatelé

1. Poskytovatel nese plnou odpovédnost za pinéni provadéna poddodavatelem se viemi z toho
plynoucimi dlisledky tak, jako by pInil sadm.



2. Poskytovatel smi pouze po pfedchozim pisemném souhlasu Objednatele zménit poddodavatele
nebo rozsah Pfedmétu pinéni, ktery prostfednictvim poddodavatele provadi.

3. Prehled poddodavatelll spolu s uvedenim rozsahu Pfedmétu pinéni, které prostfednictvim
poddodavatel& Poskytovatel provédi, je obsaZen v Pfiloze €. 2, kterd tvofi nedilnou soucast
této Smlouvy.

IX.
Zavéreténa ujednani

1. Tato Smlouva nabyva pIatnostn ke dni jejiho podpisu obéma Smluvnimi stranami a tcinnosti
dnem jejiho uverejnéni v registru smluv, v souladu se zakonem €. 340/2015 Sb., o zvlastnich
podminkach Gcinnosti nekterych smluv, uvetejiiovani téchto smluv a o registru smluv (zékon o
registru smluv), ve znéni pozd&jSich predpisd (dale jen ,Zakon o registru smiuv®)
Objednatelem.

2. Smluvni strany souhlasi stim, aby byla tato Smlouva uvefejnéna na profilu zadavatele -
Objednatele, jakoZ i na internetovych strdnkach Objednatele. Souhlas s uverejnénim
podle piedchozi véty se nevztahuje na (daje, které jsou obchodnim ta]emstwm ve smyslu
ustanoveni § 504 Obcanského zakoniku, na (daje, jejichz zvefejnéni brani zakon
&. 101/2000 Sb., o ochrané osobnich Udajti a 0 zmé&n& nékterych zékond, ve znéni pozdéjsich
predpisdl, jako? i na Udaje, které jsou chranény pred uvefejnénim podle jinych pravnich
predpis.

3. Poskytovatel souhlasi s tim, aby tato Smlouva byla uverejnéna v registru smluv v souladu se
Zakonem o registru smluv.

4, Poskytovatel (véetné pfipadnych poddodavatelu) souhlasi s tim, aby subJekty opravnéné die
zékona €& 320/2001 Sb., o financni kontrole ve vefejné spravé a o zméné nékterych zakonl
(zdkon o financni kontrole), ve znéni pozdéjsich predpusu, provedly finanéni kontrolu
zévazkového vztahu vyplyvajiciho z této Sm|ouvy s tim, ze se Poskytovatel podrobi této
kontrole, a bude plsobit jako osoba povinnd ve smyslu ustanoveni § 2 pism. e) vyse
uvedeného zdkona. Poskytovatel se zavazuje zajistit tento souhlas i u v3ech svych
poddodavateld.

5. Stane-li se nékteré z ujednani této Smiouvy neplatné nebo neucinné, nebude to mit vliv na
platnost a Gcinnost UJednanl ostatnich a na platnost a Uéinnost této Smlouvy jakoZto celku.
Neplatné nebo ne(&inné ujednani bude nahrazeno po vzdjemne dohodé& Smiuvnich stran
takovym u;ednanlm, které bude odpovidat svym ucinkem co ne]bllze pivodnimu zaméru
a UCelu neplatného & netdinného ujednani v ekonomickém i pravnim smyslu.

6. Prava a povinnosti vyslovné v této Smlouvé neupravené se fidi platnymi a G¢innymi pravnimi
predpisy Ceské republiky, zejména pak pfislusnymi ustanovenimi Obcanského zakoniku.

7. Poskytovatel neni bez pisemného souhlasu Objednatele opravnén postoupit prava ze
smluvniho vztahu zaloZeného touto Smiouvou na tfeti osobu.

8. Smluvni strany se dohodly na tom, Ze Poskytovatel neni opravnen Cinit Jednostranna zapocteni
svych pohledavek vzniklych na zakladé této Smlouvy Ci v souvislosti s ni viéi jakymkoli
pohleddvkdm Objednatele.

9. Smluvni strany se dohodly, 7e se pro Ulely této Smlouvy nepouZije ustanoveni § 2050
Obcanského zakoniku.



10.

11,

12.

13.

14,

15.

PFipadné spory vyplyvajici z této Smlouvy se Smluvni strany zavazuji nejprve vyresit dohodou.
Pokud se Smluvni strany nedohodnou, bude spor feSen pfed vécné a mistné prislusSnym
obecnym soudem Ceské republiky, podle ¢eského prava. Rozhodgi fizeni je vylouCeno.

Tato Smlouva miZe byt ménéna pouze na zakladé dohody Smluvnich stran, a to ve formé

pisemnych vzestupné ¢islovanych dodatkd podepsanych ob&ma Smiuvnimi stranami.
Podpisem Smluvnich stran se dodatek stava nedilnou soucasti této Smiouvy.

V piipadé rozporu ujednani této Smlouvy s ujednanimi obsaZenymi v pfilohdch této Smlouvy i
jinych dokumentech upravujicich prdva a povinnosti Smluvnich stran (napf. obchodni
podminky) maji pfednost ujednani této Smiouvy.

Tato Smilouva je vyhotovena v 5 (slovy: péti) stejnopisech, z nichz 3 (slovy: tfi) obdrzi
Objednatel a 2 (slovy: dva) Poskytovatel.

Nedilnou souéast Smlouvy tvori tyto prilohy:

Pfiloha ¢&. 1 - Specifikace a konfigurace programového a technického vybaveni;

Pfiloha €. 2 — Prehled poddodavateld;

Pfiloha &. 3 — Licencni podminky QlikView;

Pfiloha &, 4 — Licencni podminky Clover ETL.

Smluvni strany prohladuji, Ze si tuto Smiouvu, véetné jejich ptiloh, precetly, jejimu obsahu

porozumély a Ze je projevem jejich pravé a svobodné viile prosté jakéhokoliv omylu, na dikaz
deho? tuto Smiouvu vlastnoruc¢né podepisuji.

S.I.0.
50 00 Praha §
IC : CZ47117087

Za KOMIX s.r.0.:

Jméno:
Funkce: jednatel

Datum: 4. (2. Do AC
Misto: VPVC-\, AC‘ 20 ]




Pf¥iloha &. 1 - Specifikace a konfigurace programového a technického vybaveni

QlikView SBE User CAL - 13 ks zafizeni
Qlikview Server SBE - 1 ks zarizeni
CloverETL Corporate Server - 1 ks zafizeni
CloverETL Designer - 1 ks zafizeni

Specifikace ceny PFedmétu pinéni:

i, ;;ejr'r'ztz*au cgfl::am cena celkem
Maintenance pocet| Jed’ ¥ v K¢ véetné
P v K¢ bez vKEbez | 510 pDpH
- DPH DPH
Maintenance QlikView SBE User CAL 13
Maintenance QlikView Server SBE 1

CELKEM QlikView

Maintenance CloverCARE - CloverETL
Corporate Server

Maintenance CloverCARE - CloverETL
Designer

CELKEM CloverETL




PFiloha ¢. 2 — Piehled poddodavateli

Seznam poddodavatell

Podet poddodavateld: 0



Pfiloha ¢. 3

Qlik@

Maintenance Policy

This Maintenance Palicy {“Policy”) describes the current practices of Qlik with regard to its provision of Maintenance Services and Support
Services as defined below (collectively “Maintenance”) to customers with a Maintenance agreement or a subscription which includes
Maintenance (“Licensee(s)”). All Maintenance is subject to payment of applicable fees.

1. Definitions

“Affiliate” means any entity which controls, is cantrolled by, or is under common control with Licensee where “control” means the legal,
beneficial or equitable ownership of at least a majority of the aggregate of alf voting equity interests of such entity, but only for so long as
such control exists

“Maintenance Agreement” means the Qlik® User License Agreement or other written agreement for Software or services between Qik
and Licensee, which includes the provision of Maintenance Services and/or Support Services.

«Authorized Affiliate” means any Affiliate of Licensee that is designated by Licensee as authorized to use the Software under the terms
of an Agreement.

“Documentation” means the then-current documentation published and made generally available by Qlik for the Software in the form of
manuals and functional descriptions in printed or electronic form, as may be modified by Qlik from time to time.

“Designated Support Engineer” or “DSE” means a designated Qlik support resource who acts as Licensee’s designated point of contact
for all technical support matters.

“Error” means any verifiable and reproducible failure of the Software to materially conform to the Documentation.

“Initial Response Time” means the period commencing when an Error is first reported by Licensee's Technical Contact(s) in the manner
required by this Policy and ending when a member of the Qlik technical support team logs the report and responds to the Technical
Contact(s) by telephone, email or through the Support Portal.

“Maintenance Services” means the release of Updates to the Software. which Qlik elects to make generally available to Licensees.

“Release Management Policy” means the then-current release management policy describing the release cadence for the applicable
Software as currently set forth at hitp://www.glik.com/license-terms, and as may be modified by Qlik from time to time.

“Self-Service Tools” means the Knowledge Base (Qlik's online database of content and FAQs about the use and support of the Software),
white papers, Community Forums, webcasts and other materials available in the Support Portal to Licensees that are cument on
Maintenance.

“Sevetity 1 Error” means any Error that has very serious consequences for normal business transactions and urgent, business critical
work cannot be performed.

“Severity 2 Error” means any Error that (i) materially degrades the overall performance of the Software or (ii) materially impairs substantial
functions of the Software published in the Documentation, but is not a Severity 1 Error.

“Severity 3 Error” means any Error that impairs the performance of the Software, but is not a Severity 1 Exrror or Severity 2 Error.

“Software” means the generally available release of Qlik’s proprietary software in object code form, as well as the software API, licensed
to Licensee under an agreement. Software excludes early release. technical preview, beta, free trial or evaluation versions as well as any
extensions, objects, open source projects or code made available without charge on Qlik Branch or other developer forums, and any Qlik
products which exclude Maintenance in the terms of use.

“Software Family’ means a line of related Software or services provided by Qlik, which share similar functions and may share a common
brand. For example, QlikView® and Qlik® Sense are separate Software Families.

“Support Portal” means Qlik’s online support website available at http://gliksupport.force.com.
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“Support Services” means the technical end user support for the Software as described in this Policy. Support Services do not include
services performed onsite at any Licensee facility, consulting or education services, Maintenance Services or any services not expressly
stated in this Policy.

“Technical Contact(s)” means Licensee’s personnel that have been identified by Licensee as the technical contact(s) for Licensee.

“Update” means any enhancement, modification or Error correction made available in accordance with the Release Management Policy
for the applicable Software, which Qlik elects to make generally available to its customers as part of Maintenance Services. Updates do
not include new or separate products which Qlik offers only for an additional fee to its customers generally.

2. Overview

21 Qlik will provide Licensee with Maintenance Services and Support Services for the Software in accordance with this Policy and the
level of coverage purchased by Licensee as well as any applicable terms in the agreement for the Software, subject to Licensee's
timely payment of the applicable Maintenance fees or subscription fees,

22 Licensee is required to purchase Maintenance on all Software for a twelve (12) month period beginning on the delivery date of the
Software (the “Initial Maintenance Period). In addition, Licensee must maintain a uniform level of Maintenance across all licenses or
subscriptions within the same Software Family. In order to purchase additional Software licenses or subscriptions, Licensee must be
current on Maintenance for all previously purchased licenses within the same Software Family. Licensee may elect to upgrade the
level of Maintenance at any time during a Maintenance Period, but such upgrade must apply to all Software licensed with the same
Software Family. In the event the Licensee elects not to renew Maintenance, the non-renewal must apply to all licenses or
subscriptions within the same Software Family. Notwithstanding the foregoing, any Software or subscriptions purchased as a bundie,
package, or special promotion (e.g., enterprise licenses) must be maintained together at a uniform level, regardless of whether such
Software or subscription purchase inciudes multiple Software Families, and cancellation of Maintenance by Software Family is not be
permitted in such case.

23 Unless otherwise agreed in writing, Maintenance shall be automatically renewed for successive twelve (12) month periods {each, a
"Maintenance Period") unless Licensee provides Qlik with written notice of non-renewat at ieast forty-five (45) days prior to the end of
the-current annual period. Maintenance fees for any additional Software purchases will be prorated to achieve a common annual
Maintenance Period with existing licenses, but does not relieve Licensee of its payment obligations for the remainder of the
Maintenance Period. For avoidance of doubt, Licensee is responsible to pay the entire Maintenance Fee for the Initial Maintenance
Period on all additional purchases of Software regardiess of any proration of Maintenance Fees.

24 Reinstatement of lapsed or cancelled Maintenance will be subject to payment by Licensee of (a) the then-current annual Maintenance
Fees payable for the 12-month period beginning on the date of reinstatement and (b} the aggregate Maintenance Fees that would
have been payable for the relevant Software during the period of lapse in the absence of termination or non-renewal, provided that (i)
the combined reinstatement fees are paid within twelve (12) months after the date of the lapse and (ity Licensee pays Qlik a
Maintenance reinstatement fee equal to twenty-five percent (25%) of the total Maintenance fees payable to Qlik for all applicable Qlik
products licensed by Licensee. Reinstatement beyond this date will be at Qlik's sole discretion. Reinstatement fees may be assessed
once notice of cancellation or non-renewal is provided, even if a request for reinstatement is provided prior to the expiration of the
current Maintenance Period.

25 Qlik may elect to make certain software publicly available under an open source license and free of charge on various online
communities (“Extensions”). This Policy excludes Maintenance with regard to any Extensions. Support for Extensions is provided
solely by the open source community. To the extent Extensions are used in connection with the Software, this Policy provides
Maintenance for the Software and Software AP! only.

26 Qlik may elect to make certain software available free of charge for trial, evaluation or other purposes (‘Freeware”). Maintenance for
Freeware, if any. will be provided at Qlik’s discretion and in accordance with the license terms for such Freeware.

27 Unless otherwise expressly set forth herein, all references in this Policy to response times or communications from Qlik shali only
apply during Qlik's Standard Business Hours, regardless of when a support matter is reported to Qlik. Qlik's “Standard Business
Hours” mean from 08:00 to 17:00, Monday to Friday {excluding national and bank holidays) for the Support Center in the specific
geographic region to which the applicable licenses are assigned in Qlik's records. By way of example, Standard Business Hours for
licenses assigned to New York in Qlik’s records would be 08:00 to 17:00, Eastern Time, Monday to Friday (excluding U.S. federal and
bank holidays). Times expressed as a number of “business days” include Standard Business Hours. When used in this Policy.
“Enterprise Business Hours” means from 08:00 to 17:00 for the Support Center in the specific geographic region to which the
applicable licenses are assigned in Qlik's records.

28 Any Support Services provided by Qlik hereunder via telephone will be provided in the English language or, as applicable, such other
languages that may be specified on the Support Portal, which may change from time to time. The availability of support provided in
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any language other than English is provided at Qlik's sole discretion and is not guaranteed by Qlik, and will depend on the location of
Qlik's technical support personnel providing such support, including whether or not Licensee is entitled to contact that particular
support fine based on the type of Support Services purchased and Licensee’s geographic location.

3. Support Levels
3.1 Basic Support Coverage.

3.1.1 Scope of Coverage. Licensees who have purchased “Basic Support Coverage” from Qlik receive access to Qlik’s technical
support services for problem determination, verification and resolution {or instruction as to work-around, as applicable), via the
Support Portal or a dedicated telephone number provided to Licensee by Qlik. Such technical support is provided during Qlik's
Standard Business Hours. Licensee will also be entitled to receive Updates as well as access to the Support Portal and the Self-
Service Tools as part of Basic Support Coverage.

3.1.2 Response Times. Qlik will use commercially reasonable efforts to respond (a) within the Initial Response Times set forth in
the table below, to Severity 1 Errors reported by a Technical Contact to Qlik via telephone or (b) within the Initial Response Times
set forth in the table below for Severity 2 and Severity 3 Errors that are reported by a Technical Contact to Qlik via telephone or
the Support Portal. Qlik will respond to Licensee’s Technical Contact by email or telephone or through the Support Portal. Qlik
shall use commercially reasonable efforts, consistent with industry practice, to investigate such reports to determine whether
there is an Error present. If Qlik determines that an Error is present, Qlik will use commercially reasonable efforts to correct the
Error and/or provide a workaround, including, without limitation, by providing Licensee with an Update. Qlik wil communicate
with Licensee at least once each business day (with respect to any Severity 1 Errors) or otherwise as reasonably necessary
based on the nature and type of Error (with respect to Severity 2 Errors and Severity 3 Errors) until the applicable Error is resolved
(in accordance with Section 4.1 below) or work-around is provided. All responses and communications from Qlik to Licensee in
connection with Qlik’s provision of Basic Support Coverage will be provided during Qlik’s Standard Business Hours.

Basic Support Coverage

Severity Level Initial Response Time
Severity 1 Error 2 business hours
Severity 2 Error 4 business hours
Severity 3 Error 1 business day

3.2 Enterprise Support Coverage.

3.2.1 Scope of Coverage. Licensees who have purchased “Enterprise Support Coverage’” receive, in addition to the elements of
Basic Support Coverage described above, unlimited telephone support for Error determination, verification and resolution (or
instruction as to work-around, as applicable) twenty-four (24) hours a day, seven (7) days a week, 365 days a year for Severity
1 Errors and 365 days a year during the applicable Enterprise Business Hours for Severity 2 and Severity 3 Errors.

3.2.2 Response Times. Qlik will use commercially reasonable efforts to respond (a) within the initial Response Times set forth in
the table below, to Severity 1 Errors reported by a Technical Contact to Qiik via telephone or (b) within the Initial Response Times
set forth in the table below for Severity 2 and Severity 3 Errors that are reported by a Technical Contact to Qlik via telephone or
the Support Portal. Qlik will respond to Licensee’s Technical Contact by telephone or via the Support Portal. Qlik shall use
commercially reasonable efforts, consistent with industry practice, to investigate such reports to determine whether there is an
Error present. If Qlik determines that an Error is present, Qlik will use commercially reasonabie efforts to correct the Error and/or
provide a workaround, including, without limitation, by providing Licensee with an Update. Qlik will communicate with Licensee
at least with the frequency set forth in the table below until the Error is resolved (in accordance with Section 4.1 below) or work-
around is provided.
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Enterprise Support Coverage”

Severity Level Initial Response Time Communication Frequency
Severity 1 Error 30 minutes, 24x7 Every 4 hours, 24x7

Severity 2 Error 1 hour, 8x7 Every day

Severity 3 Error 4 hours, 8x7 Every 2 days

*All severity levels will be initially logged and acknowledged by Qlik during Qiik's business hours in the region where the Error is reported.
For Severity 1 Errors, provided that Licensee provides Technical Contacts in other regions that are available to help troubleshoot issues,
all Errors will be addressed and handed over between regions for as long as the Licensee provides the available Technical Contacts in
such region(s).

3.2.3 Support Case Handling. Errors reported by Enterprise Support Licensees shall be given priority case handling in a
designated priority support queue. Further, Qlik will assist Enterprise Support Licensees in issue analysis to determine whether
or not the technical issue is related to the third-party hardware or software. In order to isolate the issue, Qiik reserves the right to
request that the third-party hardware or software be removed. Qlik may reach outto third-party vendors based on the established
Technical Support Alliance Network (TSANet) to troubleshoot the issue. TSANetis a vendor-neutral global support alliance where
companies work together to support mutual customers more effectively. Qlik will only engage TSANet for Licensees who are
using supported configurations.

3.2.4 Update Information. Enterprise Support Licensees may contact Qlik Enterprise Support for information regarding Updates
performed by Licensee, such as installation instructions, release documentation, and general guidance for multiple environments.

4. Error Resolution and Escalation.

41 AnErroris considered to be resolved upon the earlier to occur of the following: (i) Qlik and Licensee mutually agree in writing (including
via email) that the issue or problem is resolved; (ii) Qlik has provided Licensee with an Update; (jii) Qlik is able to provide a reasonable
and mutually acceptable technical work-around solution; (iv) any of Licensee’s Technical Contacts requests that Qlik close the support
case; or (v) the support case has been left open for ten (10) consecutive business days, during which period Qlik has not received a
response from any of Licensee’s Technical Contacts.

42 Exclusions. Notwithstanding anything in this Policy to the contrary, Qlik will have no obligation to provide any Support Services in
connection with: (i) any issue or problem that Qlik determines is not due to any Error or deficiency in the Software (e.g., without
limitation, issues or problems caused by stand-alone third party software products used in conjunction with the Software); (i} any
Errors or problems with the Software that are not reproducible; (iii) any Error or problem that is reported by Licensee via any Qlik
support telephone number or email address associated with any geographic territory other than the one to which Licensee has been
assigned on the Support Portal; or (iv) any Errors or problems with the Software that result from: (a) the use of the Software with
software or hardware not designed for use with the operating systems approved by Qlik in the Documentation; (b) the use of the
Software with hardware that does not satisfy the minimum system requirements specified by Qlik in the Documentation; (c) changes,
modifications, or alterations to the Software not approved in writing by Qlik or its authorized representatives; (d) use of the Software
other than in accordance with the Documentation and the Agreement; (e) use of other than a Supported Version of the Software as
defined in the applicable Release Management Policy; or (f) Software provided on an evaluation basis or for which Licensee has not
paid any maintenance fees. {f Qlik does correct any of the Errors described in subsections (a)-(f) above, or otherwise provides support
for Software that is not covered by the terms and conditions contained in this Policy, such Error resolution or Software support will be
provided only following Licensee’s written request and approval of all charges, and Licensee will be invoiced for such support at Qlik’s
then-current “time and materials” rates for such services. Without limiting any of the foregoing, Qlik has no obligation to provide
support for any third party software, data, or other materials distributed or bundled with the Software. Licensee may elect to purchase
Extended Maintenance services on certain non-Supported Versions of the Software by entering into an agreement with Qlik.

4.3 If any Licensee (i) believes that Qlik has failed to meet any of the response and/or communication frequency time frames with respect
to any Errors reported to it in accordance with Sections 3.1.20r3.2.2, as applicable, or (i) feels that the quality of the Support Services
provided to Licensee by Qlik is not satisfactory, then Qlik encourages such Licensee to escalate the problem to the appropriate level
of Qlik management as follows:
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Hierarchical Notification fo Notification to Naotification to Vice Notification to
Escalation Regional Support Global Support President ~ Global Globhal Sales Senior
Levels Manager Director Support Vice-President
e  Corrective +  Corrective s  Corrective +  Corrective
Measures Measures Measures Measures
«. Resource Allocation |«  Resource Allocation {»  Monitoring of +  Monitoring of
Actions + Monitoring of »  Monitoring of Progress Progress
Progress Progress e Reviewof Licensee | Review of Licensee
«  Reviewoflicensee |+ - Review of Licensee Satisfaction Satisfaction
Satisfaction Satisfaction
Time Frame Twelve (12) hours Forty-eight (48) hours Seventy-two (72) hours Five (5) business days

Qlik recommends that Licensee-initiated escalation begin at the regional support manager level and proceed upward, using the
escalation guidelines shown above for reference, if the actions described in the foregoing chart are not taken to Licensee’s reasonable
satisfaction within the applicable timeframes.

Designated Support Engineer

5.1 Subject to Licensee’s timely payment of the applicable DSE fees, and provided that Licensee has purchased Enterprise Support and
is current on all Maintenance Fees, then Qiik shall pravide the following DSE Services for up to four (4) Licensee Technical Contacts:

«  Direct access to a Designated Support Engineer with knowledge of Licensee’s environment
¢« Service Implementation Plan

«  Fast-track into R&D for critical bugs

»  Weekly Progress Call

. Quarterly on-site visits and service reviews

*  Access {0 beta releases

5.2 DSE Services are supplemental to Support Services, and are not available as a stand-alone service. The term of the DSE Services
shall be for a period of twelve (12) months, commencing on the date that the DSE is assigned to Licensee ("DSE Services
Commencement Date”), provided, however, that the DSE Services shall automatically terminate in the event that Support Services
are not renewed by Licensee or are otherwise terminated. Provided that Licensee is enrolled in Enterprise Support at the time,
Licensee may renew DSE Services upon payment of the applicable DSE fees. For avoidance of doubt. DSE Services are only available
for Licensees who are current on Enterprise Support (and for Licensees with existing DSE Services who continue to renew). DSE
Services are provided as a part of Maintenance pursuant to this Policy, and not as a consuilting service.

6. Updates

In addition to its obligations under Sections 2 and 3 of this Policy, Qiik will make Updates available to all Licensees with a current
Maintenance Agreement, when and if Qlik elects to make them generally commercially available. All Updates provided to any Licensee
under this Policy will be made available, at Qlik's discretion, in a form of digital medium, or via the Qlik Software download site. Each
Update will be provided together with the associated Documentation, in printed or electronic form, written in English or another language
officially supported by Qlik. Unless otherwise agreed in writing by Qlik, Licensee shall be responsible for installation of all Updates.

7. Licensee’s Obligations

7.1 The Licensee shall: (i) not request, permit or authorize anyone other than Qlik to provide any form of support services in respect of
the Software; (ii) cooperate fully with Qlik's personnel in the diagnosis or investigation of any Error or other issue or problem with the
Software; (iii) only report Errors to Qlik via the dedicated Qlik support telephone number or email address associated with Licensee’s
designated geographic territory as set forth on the Support Portal, (iv) be responsible for purchasing, instailing and maintaining all
hardware and operating systems required to use and support the Software; (v) be responsible for maintaining all third party software
not explicitly licensed under the Agreement; and (vi) maintain an email address for electronic mail communications with Qlik.

72 Licensee’s contact with Qlik in connection with Licensee's requests for support and reports of Errors shall be solely through its
Technical Contact(s). The Technical Contact(s) shall: (i) serve as the internal contact(s) for Licensee’s and its Authorized Affiliates’
personnel who are authorized to use the Software per the terms of the Agreement; (i) be responsible for initiating all requests by, and
maintaining all records of, the Licensee and its Affiliates relating to Support Services: (iil) serve as the contact(s) with Qlik on all
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matters relating to Support Services; and (iv) be responsible for providing information and support, as requested by Qlik, to assist in
the reproduction, diagnosis, analysis, and resolution of Errors. The maximum number of Technical Contacts for each Licensee is
three (3) for Basic Support Coverage, six (6) for Enterprise Support Coverage, and four (4) for DSE Service, regardless of the number
or types or quantities of licenses purchased for the Software. Licensee shall ensure that its Technical Contacts comply with any
reasonable training requirements for the Technical Contact(s) upon notification by Qlik. Subject to the previous sentence, Licensee
may change its Technical Contact(s) by notifying Qlik in writing.

7.3 Upon reasonable request by Qlik, Licensee shall provide Qlik a detailed description of its [T system(s) within which the Software
operates, together with the basic structure of that system, any operational disruption experienced by Licensee, and the effect of the
disruptions on Licensee’s operations.

7.4 |f Licensee desires Qlik to provide support via remote access, Licensee shall ensure that a functioning system enabling Qlik to have
remote access to Licensee’s technical equipment is installed (subject to Licensee’s reasonable security measures and policies) and
that satisfactory communication between the parties' computer systems is possible. Licensee agrees to be solely responsible for
protecting and backing up its equipment, software and data prior to any such access. Qlik accepts no liability in connection with
remote access support.

7.5 Licensee will be responsible for primary support of its Authorized Affiliates in connection with their use of the Software in accordance
with the terms of the Agreement. Licensee is solely responsible for: (i) distributing all Updates to its Authorized Affiliates; (iiy passing
on to its Authorized Affiliates all support materials as appropriate; and {iii) providing software support, including operational instruction.
problem reporting and technical advice to its Authorized Affiliates, in each case of (i), (i} and (iii) above, as necessary to enable the
Authorized Affiliate to continue to use the Software as authorized under the Agreement. Licensee will not refer any third party,
including without limitation, any of its contractors, authorized end users or any Authorized Affiliate to Qlik for support of Software.

76 Qlik supports designated operating systems, not specific hardware configurations. If Licensee is running the Software on a virtual
environment, Licensee and the virtual environment vendor will be responsible for any interactions or issues that arise at the hardware
or operating system layer as a result of the use of a virtual environment. Qlik reserves the right to request Licensees to diagnose
certain issues in a native designated operating system environment, operating without the virtual environment, as needed to determine
whether the virtual environment is a contributing factor to the issue.

7.7 For certain services provided under this Policy, the transmission of machine logs may be required. For avoidance of doubt, Licensee

shall not include any business sensitive and/or personal information via such transmissions. Accordingly, Qlik shall not be deemed a

Data Processor under EU Data Protection Directive 95/46/EC (as amended) (the “Directive”). However, should Licensee send to Qlik

any log files or other information containing personal data, Qlik will (i) comply with the Directive and any relevant national enacting

legislation in refation to its treatment of that personal data as required under relevant, applicable law; and (i) in accordance with Qlik’s
privacy policies from time to time in effect. Licensee shall take reasonable measures to limit the amount and sensitivity of such data
provided to Qlik (by anonymization, for exampie). Qlik's privacy policies are available to view online at www.qglik.com under "Cookie

and Privacy Policy. *

8. Changes to Policy

Subject to the terms of the Software agreement, Qlik reserves the right, at its discretion, to change the Policy at any time based on prevailing
market practices and the evolution of Qiik's Software products.

9. Disclaimer

THIS POLICY DEFINES A SERVICE ARRANGEMENT AND NOT AWARRANTY. THE SOF TWARE AND MATERIALS AND SERVICES
RELATED THERETO ARE SUBJECT EXCLUSIVELY TO THE WARRANTIES SET FORTH IN THE APPLICABLE AGREEMENT. THIS
POLICY DOES NOT CHANGE OR SUPERSEDE ANY TERM OF ANY SUCH AGREEMENT.

TO THE EXTENT THERE IS A CONFLICT BETWEEN A TRANSLATED VERSION OF THIS POLICY AND THIS ENGLISH VERSION,
THE ENGLISH LANGUAGE VERSION WILL PREVAIL.
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Priloha ¢. 4

CloverDX® Software Support Policy

This Software Support Policy (“Support Policy”) describes the policies and procedures
under which Javiin, a.s. (“Javlin”) provides support services (“Support Services") for
its proprietary software product(s) (“Software”) to its customers (each, a
“Customer”). Support Services are provided for the Software pursuant to the
separate license agreement under which Customer has purchased Support Services
(“License Agreement”) and are subject to the terms and conditions of that License
Agreement and the terms of this Support Policy. Support Services are provided for
the term specified herein, or for the period otherwise specified in the License
Agreement.

Section 0 — Definitions

Major Releases (A.b.c) means generally commercially released major new releases,
modifications or enhancements to the Software as designated by a change in the
number to the left of the decimal in the version number. Major Releases are normally
identified by the first number prior to the first decimal point. Major Releases do not
include separate or different products marketed by Javlin under a different name
even if such products are compatible with the Software.

Minor Releases (a.B.c) are normally identified by the first number immediately
following the first decimal point. For example, 3.2 is a Minor Release of 3.0. Minor
releases usually include feature improvements, new functions and cumulative bug
fixes.

Maintenance Releases (a.b.C) means generally commercially released code
corrections, patches, updates of the Software as designated by a change in the
number to the right of the second decimal in the version number. For example 3.2.2
is a Maintenance Release of 3.2,

Milestone Releases (a.b.c.Mx means generally commercially released code as a
preview of the next Major/Minor Release. Milestone Releases are normally identified
by the M(x) designation. For example 3.3 M1 is the first Milestone Release of Minor
Release 3.3.

Supported Platforms Javlin supports use of the Software only on the platforms
specified in the documentation supplied by Javlin with the Software. An updated list
of Supported Platforms is provided in the manuals under chapter “System
requirements.” The manuals are available on the web page:
www.cloverdx.com/resources
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Supported Software — CloverDX Designer, CloverDX Server, CloverDX
Cluster, CloverETL Designer, CloverETL Server, CloverETL Cluster

Maintained Software - Maintained Software is available for sale and is fully
supported in the Supported Platforms from the date upon which a product becomes
Maintained Software, until the date it becomes Retired Software. Every Major
Release or Minor Release has defined a release date from which the time is counted.
Maintenance Releases do not change the timing.

Retired Software - Retired Software is not available for general sale and will be
available for download. Ticket-based support is provided for Retired software.
However Javlin will no longer provide feature developments or product
enhancements for Retired Software. Support lasting depends on the support plan
selected.

End of Life Software - Javlin may cease support for Retired Software after 12
(twelve) months from it has become Retired Software. Javlin shall keep an
up-to-date list of supported versions and make end of life (or end-of-support)
announcements in the Customer Portal. End of Life Software may be available for
download.

Support Plan — Set of Support Services and arrangements which Customer selected
at the time of purchase or in the time of Renewal. For details please see Section 4 -
Support services overview.

Customer Portal is Javlin's online web-based customer portal located at
https.//support.cloverdx.com

Renewal - Unless otherwise agreed to in writing by the Customer and Javlin,
Support Services will commence on the date of electronic delivery of the Software
and will continue thereafter for an initial support term of one (1) year. Thereafter,
Support Services shall be renewed upon Javlin’s receipt of applicable payment from
Customer. All terms and conditions hereof shall remain in effect during each one-year
support term.

Section 1 — Overview

1.2 Support Services are provided via the Customer Portal, and additional methods
as indicated on the Support Policy. This Support Policy sets forth expectations for
Support between the Customer organization and Javlin’s Customer Support
organization, including:

Who is authorized to submit issues

How to submit issues

What types of issues are supported

How and when Javlin resolves and closes reported issues

BN

Section 2 — Scope
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2.1 What Support Services Include. If Customer is current on its payment for its
Support Services, Javlin shall provide Customer with Support Services consisting of
the following:

1.  Web-based submissions of Incidents (as defined below) submitted by up to
the number of designated Contacts (as defined below) as specified on the
Support Policy.

2. Major Releases, Minor Releases, and Maintenance Releases of the Software.

3. Documentation and Users Guide distributed with the software and found on
Javlin’s website

4,  Provision of guidance and troubleshooting to Customer in connection with
questions and issues arising from the following Customer activities with respect
to the Software:

1. Installation: Support for installation includes providing guidance and
troubleshooting in connection with Customer’s downloading and installing
of the Software.

2. Configuration Issues: Support for configuration includes
troubleshooting Customer’s configuration settings for existing installations
on Supported Platforms (as defined below) to ensure proper operation
and connectivity.

3.  Usage: Javlin's qualified personnel can provide understanding in
regards to Customer’s "how to" questions related to standard and
intended Software usage.

2.2 Upgrades. Support Services may include new versions of the Software, when and
if made commercially available by Javlin (Major Release, Minor Release or
Maintenance Release). If Javlin labels the new version of the Software as an upgrade
or update to Software previously licensed to you ("Previous Version"), Customer may
replace the Previous Version (including all installed copies) with the new version.

2.3 Efforts to Correct the Software. Javlin shall make commercially reasonable
efforts to correct bugs or other errors in the Software. Customer acknowledges that
Javlin is not required to correct every or any bug, error, or problem with the
Software that it reports to Javlin or of which Javlin is otherwise made aware. Bugs
are not corrected for Software declared as Retired or £nd of Life

2.4 Support Exclusions. The following are excluded from Javlin’s Support Services
obligations:

1.  Software that is used on or in conjunction with hardware or software other

than as specified in the applicable documentation.

Altered or modified Software, unless altered or modified by Javlin.
Defects in the Software due to accident, hardware malfunction, abuse or
improper use.

4.  Any version of the Software for which Support Services have been
discontinued by Javlin and/or version of the Software that has become End of
Life Software

5. Free and Open Source Software distributed by Javlin or other Software
provided at no charge.

W N

Stranka3z7



6.  Any Software sold separately by Javlin, including, without limitation,
consulting code, unless generally made available to Javlin's customers at no
additional charge for the Software.

7.  Training, customization, integration and any issues arising from non-standard
usage of the Software.

Any on-site services or remote access services (unless Javlin requests remote access
to assist Javlin in understanding an issue).

2.5 Additional Services. Javlin separately offers a range of fee-based professional
services to address issues related to:

Onsite product training

Installation services

Implementation and Integrations

Data Architecture

Performance tuning and Optimization

Template or Graph design

Process improvements

Other issues which Javlin advises Customer fall outside the scope of Support
Services

©ONO R WM

2.6 Software Versions Supported

1. Supported Versions: Javlin will provide Support Services only for the version(s)
of the Software specified in the Support Policy or as specified at the time of
purchase. Changes to supported versions shall be announced on the Customer
Portal. Javlins Support Services obligations apply to the Maintained Software.

2. Supporting services do not cover hardware, operating systems, networks, or
third-party software. Customer understands that Javlin may need additional
information as to its use of the Software in order to provide Support Services,
and to upgrade the Software.

3.  Milestone Releases: Milestones represent a preview of the next Major or Minor
Release and are not intended for production usage. As such support is only
offered until the next Milestone or Major or Minor release of which the Milestone
is a subset.

Section 3 — Process

3.1 Customer shall obtain Support Services by reporting individual issues to Javlin.
Each individual issue reported to Javlin shall be tracked from initial report through
final resolution (each such issue, an “Incident”).

3.2 Submission

Who May Submit Incidents. Support Services are intended to provide assistance
to individuals for issues and questions beyond what is covered in documentation and
introductory material provided with the Software. Customers are expected to make
every effort to ensure that the individuals that are designated as authorized contacts
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are qualified to support the Customer teams internally. To be qualified, these

/ individuals should know the internal build systems, tools, policies, and practices in
use by the Customer, and they should also be proficient users of the Software. Each
such qualified contact is a “Contact”. Customer shall be entitled to designate the
number of Contacts specified in the Support Policy as authorized to submit support
Incidents. Customer may designate at least one authorized Contact at time of
purchase, unless otherwise specified, who will be the person registering the license.
That individual may submit change requests to the list of authorized support
Contacts in writing through the channel(s) specified for the plan selected.

How to Submit Incidents. Incidents are to be submitted to Javlin by a Contact
through the Customer Portal unless otherwise specified in the specific support plan in
the Support Policy. The Support Policy specifies which communication channels are
available for each plan offered.

How to Report an Incident. In order to expedite the resolution of Incidents, Javlin
expects that Customer will make every attempt possible to:

1. Verify that the Incident is reproducible on the Supported Platforms for the
Software (as applicable).

2. Provide information necessary to help Javlin track, prioritize, reproduce, or
investigate the Incident, such as: Customer name, organization, version of
Software, and license number.

1. Provide a full description of the issue and expected results.

Categorize issues (general question, defect, enhancement request,
etc.).

List steps to reproduce the issue and relevant data.

Provide any applicable log files or console output.

Provide exact wording of all issue-related error messages.

Describe any special circumstances surrounding the discovery of the
issue, e.g., first occurrence or occurrence after a specific event,
Customer’s business impact of problem, and suggested priority for
resolution.

7. Identify Incident number (i.e. support ticket number) in any ongoing
communications with Javlin on an existing Incident.

~

ok

3.3 Support Response and Incident Resolution

Response. For each Incident reported by Customer in accordance with these
procedures, Javlin shall:

1. Confirm receipt of the reported Incident within the acknowledgement time
specified in the Support Policy.

2. Set a Priority Level for the Incident in accordance with the terms below.
Customer designated priority taken into account, but Javlin may elect to reassign
priority at any time.

3. Respond to the Incident within the time specified in the Support Policy. Within
the Response Time Javlin gives a proposal for solution based on initial
information obtained.
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4.  Analyze the Incident and, as applicable, verify the existence of the problem(s)
% resulting in the Incident, which may include requesting that Customer provide

additional information, logs, and re-execution of commands to help identify the
root cause and dependencies of the reported issue.

5.  Give Customer direction and assistance in resolving the Incident.

6. Keep a record of ongoing communications with Customer.

7. Use reasonable commercial efforts to resolve the Incident in accordance with
the target response times set forth in the Support Policy.

3.4 Prioritization. Javlin will prioritize Incidents according to the following criteria:
SeveritySummary Description

Support Cases are the highest priority and receive first
URGENT Software is attention. A Severity 5 Support Case means the
absolutely unusableSoftware is completely inoperable and inaccessible to
100% of the Customer’s users.

Support Cases are when the Software has severely
impacted the performance of its intended use and is
Use of the software causing a material and adverse impact for a majority of
is strongly impaired the users; or, the Software is materially not operating
within the documented functionality and it is impacting
a majority of the Customer’s users.

HIGH

Support Cases are when the use of the Software has
Use of the software impacted the performance of some of the users, or the
NORMAL i< limited Software is not operating within the documented
functionality and it is impacting some of the Customer’s
users,

Support Cases are standard request for assistance and
may include questions of how to use the Software. It

also includes change request and suggestions -
Use of the software
is slightly limited Support Cases are when the Software is operating

OR Change request Within the documented guidelines and the Customer

or suggestion would like to record an idea for inclusion in future
releases. Javlin will not provide feedback on
enhancement requests. Low priority Support Cases are
closed once the information has been recorded.

LOW

3.5 Resolution and Closure
1. Incidents shall be closed in the following manner: For solvable issues,
depending on the nature of the issue, the resolution may take the form of an

explanation, recommendation, usage instructions, workaround instructions, or
advising Customer of an available software fix.
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2. In the event that custom or unsupported plug-ins or modules are used, Javiin
may ask, in the course of attempting to resolve the issue, that the Customer
removes any unsupported plug-ins or modules. If the problem disappears upon
removal of an unsupported plug-in or module, then Javlin may consider the
issue to be resolved.

3.  For issues outside of scope of Support Services, Javlin may also close issues
by identifying the Incident as outside the scope of the Support Services or
arising from a version, platform, or usage case which is excluded from the
Support Policy.

4,  Dropped Issues, Javlin will consider an open case dropped if the Contact has
not responded to two (2) attempts or more made by Javlin to collect additional
information required to solve the case. If Javlin has contacted the Contact twice
and there has been no response, the case may be closed by the Javlin. If there
is significant delay, 5 business days or more, in a response from the Contact
Javlin may close the case.

5.  Customer acknowledges that it may be necessary to update the installed
version of the software to a new version in case Javlin decides to resolve the
issue in this new version.

Section 4 — Support services overview

Service Standard support plan
Response time 3 business days
Product workaround 2 weeks

Product fix

. . Next release if there is no release in progress
(issues severity level 1 and 2) prog

Change request

. : Autoclose, confirmation of recording.
(issues severity level 0) ! 9

Incident analysis 5 cases/month
Custom code debugging CTL yes, Java no
Retired 12 months from release
End Of Life 24 months from release
Remote guidance No

Call in support No

Phone availability N/A

*x*% END OF DOCUMENT ***

Copyright © 2018 CloverDX by Javlin — E-mail: sales@cloverdx.com —
www.cloverdx.com

Stranka7z7






