Priloha ¢. 2 - Podminky poskytovani podpory
ABBYY Support and Maintenance Terms

These ABBYY Support and Maintenance Terms (“Terms”) set forth the terms and conditions according
to which ABBYY will provide software support and maintenance services (“Services”) to the end user
of the Supported Product (“Customer”).

These Terms are the sole terms and conditions for the Services. No other terms and conditions shall
apply to the Services unless executed in writing between ABBYY and Customer.

1. DEFINITIONS

1.1. “Agreement for the Supported Product” means the agreement that provides the terms and
conditions for license and use of the Supported Product.

1.2. “Core Technology” includes portions of Supported Product that provide the functionality of:
recognition for letters, numbers, background, symbols and others; document analysis for text blocks,
picture blocks, table blocks, headers, footers and others; barcode recognition; table structure such as
cells, separators and others; line items extrapolation; names entity recognition; user-side software
training.

1.3. “End of Life Products” or “EOL Products” means those ABBYY products that have been
discontinued or retired by ABBYY and are no longer supported as part of standard Services.

1.4. “End of Sale Products” means those Supported Products that are no longer available for sale to
new customers and that may be subject to limited Services.

1.5. “Problem” means any verifiable and reproducible failure of the Supported Product to materially
conform to the specifications included in the Agreement for the Supported Product and/or in the
documentation provided for the Supported Product.

1.6. “Project” means a specific set of files that contain settings for importing, processing, and
exporting documents that may be uploaded to the Supported Product.

1.7. “Quote” means a document such as a purchase order accepted by ABBYY or quote an invoice
issued by ABBYY with respect to the Services.

1.8. “Resolution” means a Workaround provided to Customer or a correction to portion(s) of the
Supported Product by ABBYY to remedy a Problem in the Supported Product.

1.9. “Resolution ETA” or “Resolution Estimated Time of Arrival” means the time elapsed from the
moment ABBYY receives a Support Request for assistance from the Customer and the moment ABBYY

is able to give a non-binding estimate of time it will require to provide Customer a Resolution.

1.10. “Response Time” means the time elapsed from the moment ABBYY receives a Support Request
for assistance from the Customer and the moment ABBYY replies to the Customer.

1.11. “Resolution Time” means the time elapsed from when ABBYY receives a Support Request for
assistance from the Customer until a Resolution is provided to the Customer.

1.12. “Support Request” means a request for assistance submitted by Customer to ABBYY with respect
to the Supported Product’s functionality or behavior.

1.13. “Term” means the time period during which Customer is entitled to receive Services.



1.14. “Supported Product” means (i) the ABBYY cloud software as a service provided to Customer for
which Services are provided; (ii) any accompanying documentation thereto provided by ABBYY; and
(iii) On-Premise Supported Product as defined in Appendix A.

1.15. “Workaround(s)” means a series of instructions, procedural steps or usage clarifications
(including in the form of a reversal of any changes to the Supported Product or Customer’s system) to
avoid a Problem or circumvent its effects. A Workaround does not involve delivery of new
programming code of the Supported Product.

2. ABBYY SUPPORT AND MAINTENANCE SERVICES

Services Level Business Enterprise
First Response Times Available in SLA Available in SLA
Resolution ETA Available in SLA for severity 1 & 2 | Available in SLA
Resolution Time SLA N/A Available
Support Requests via Available Available
Digital Support Access
Knowledgebase Access Available Available
Community internet Available Available
forum Participation
Support Requests via N/A Available
Email
Support Requests via Voicemail only Available
Phone
Support Requests via Available Available
AnswerBot & Chat
Customer Success N/A Available
representative
Free education N/A Available
certifications
Connect with an Expert N/A Available
Service hours of Monday to Friday
operation 9-hour (09:00 — 18:00) x 5 days a 24/7/365
week (Mon — Fri)
Customer specified time zone
Available on all public holidays

During the Term, and subject to payment of the applicable Services fees, if any, ABBYY shall provide
the following Services solely for Supported Product in accordance with the Services Level specified in
the applicable agreement between ABBYY and Customer or Quote (Business Level applies by default):

e ABBYY Technical Support Network. Customer will have access to: (i) the ABBYY
Knowledgebase, (ii) the ABBYY technical community forum, (iii) a Web Form to submit a
Support Request, (iv) e-mail and/or chat access to submit a Support Request (if eligible) and
(v) the Supported Product documentation and other resources.

e Customer Support. ABBYY Customer Support will respond to Support Requests.

e Resolution. ABBYY will use reasonable commercial efforts to remedy Problems reported by
the Customer to ABBYY Customer Support for the Supported Product. Resolution may consist
of correcting portion(s) of the Supported Product, or providing to Customer a Workaround
that gives Customer the ability to achieve substantially the same functionality as would be
obtained without the Problem.

ABBYY may, in its sole discretion, offer other support services to Customer in addition to the Services
mentioned above. In such a case, detailed terms for such additional services shall be set out in a
separate agreement between ABBYY and Customer.



All Services shall be conducted in the English language only.
3. LIMITATIONS
Services do not cover:

a) any modifications made to the Supported Product (whether by the Customer, third parties, or as
part of ABBYY Professional Services);

b) applications developed by Customer or other third parties’ products;

c) onsite support services (the Services are provided remotely);

d) systems engineering services, programming, or operations procedures of any sort;

e) the use, interconnection, or integration of the Supported Product with an operating system or any

software or hardware or networking systems not specified as compatible by ABBYY (requirements are
published on the ABBYY web-site at support.abbyy.com);

f) use of the Supported Product in a manner for which it was not designed, including in breach of the
applicable Agreement for the Supported Product;

g) Problems that cannot be reproduced by ABBYY based on information provided by Customer, or that
cannot be remedied due to the operational characteristics of the computer equipment used by
Customer;

h) any work related to providing consultation for or work to ensure that the Supported Product is
compatible with application servers, platforms, network configurations, customizations (unless
additional Services for customized versions are purchased), web browsers, databases other than those
with which the Supported Product is then currently developed to work, or versions of any of the
foregoing;

i) database performance tuning and general administration;

j) customer-specific application usage assistance;

k) hardware maintenance; or

I) assistance or support for errors, deficiencies, or malfunctions related to a Project.
4. SLA (SERVICE-LEVEL AGREEMENT); SEVERITY CLASSIFICATION AND PROBLEMS

ABBYY will use commercially reasonable efforts to meet the Response Time and Resolution Time
indicated below in accordance with Severity Level and SLA for the applicable Services Level. Any new
support ticket shall have the severity initially classified by Customer, and ABBYY reserves the right to
reclassify any support ticket in accordance with the Severity Levels set forth herein below. If the ticket
has been classified as a Critical severity (S1) or Major severity (52) and ABBYY determines that there
is a Problem, the Problem Resolution Time shall not commence until Customer has provided ABBYY
with sufficient information to permit ABBYY to begin diagnosing the Problem, including, but not
limited to, sufficient information to reproduce the Problem. Customer agrees that although ABBYY
will use commercially reasonable efforts to meet the target Response Time and Resolution Time, such
targets are estimates only and not a guarantee. ABBYY will use commercially reasonable efforts and
its expertise to determine if a behavior, anomaly or failure constitutes a Problem.


https://support.abbyy.com/hc/

SLA

Severity Level

Services Level

Business

Enterprise

First Response Time:

2 business hours

First Response Time: 1 hour

Resolution Time: 1 day
(except  for  On-Premise

Resolution Time: N/A

Critical — S1
Resolution Time: 7 days Supported Products where 3
. ) days Resolution Time shall
Resolution ETA: 1 business day
apply)
First Response Time:
4 business hours . .
First Response Time: 2 hours
Major—SZ R luti Ti - N/A
esolution Time: N/ Resolution Time: 14 days
Resolution ETA: 5 business
days
First Response Time: 4 hours
First Response Time: P
Resolution Time: N/A
Default — S3 8 business hours esolution Time: N/
. . Resolution ETA: 15 business
Resolution Time: N/A
days
First R Time: 8 h
First Response Time: st Response fime ours
Resolution Time: N/A
Low -S4 8 business hours esolution Time: N/

Resolution ETA: 25 business
days

The Resolution Time measurement period shall pause if ABBYY requests Customer to provide access
to Customer’s environment or data needed to verify and/or reproduce the Problem and shall resume
once Customer provides the requested access to environment or data. ABBYY reserves the right to
decrease Severity Levels if Customer fails to provide access to environment or data for more than X

days after ABBYY’s request.

Disclaimer

Some Problems concerning Core Technology can take longer to resolve than the Resolution time
specified herein due to the complexity and risk involved in fixing, testing and releasing. In these cases
ABBYY will supply a realistic Resolution ETA as soon as possible, but no later than 7 days after the
Problem has been reported to the ABBYY Development Team.

Severity Level Classifications:

S1 (Critical)




Scope of technical issue (if all apply):

e Production system is down or core technology is inoperable. Restarting the on-premise
system does not resolve the problem and at time of raising the support ticket no Workaround
exists to start production or re-enable core technology. Normal business operations are
completely disrupted.

e Impacting only production environments; does not include any non-production systems such
as staging environments or development; and

o Theissue affects almost all Customer’s end users.

Special Conditions for provision of Services:

e ABBYY Customer Support will require access to the Customer’s environment where the issue
can be reproduced, or Customer needs to provide reasonably sufficient data, information and
log-files to ABBYY Customer Support in order for ABBYY Support to reproduce the issue on
ABBYY's systems;

e Customer shall allocate resources for sharing information with ABBYY from the time the ticket
is opened until a Workaround or Resolution is provided; once a Workaround is provided
Customer shall take the actions recommended by ABBYY to implement the Workaround;

e The Severity Level is decreased when a Workaround that has been provided allows the
production system to run with a performance level that allows continued business operations.

S2 (Major)
Scope of technical issue (if all apply):

e Failure of essential Supported Product functionality, such as an instability that forces the
system to be restarted, or severe degradation of the Supported Product’s performance that
affects significant aspects of Customer’s business operations. The production system is still
operational but restricted. A Workaround that can return business operations to an
acceptable level is not available at the time of raising the Support Request;

e Degradation of Core Technology affecting a large document subset critical to business
operations, or other technology of the Supported Product affecting a large document subset
and therefore significantly impacting Customer’s business continuity;

e Is applicable for systems in production and for staging environments only in case it has a
critical impact on project delivery/system upgrade deadlines; and

e Theissue affects most Customer’s end users.

Special Conditions for provision of Services:

e ABBYY Support will require access to the Customer’s environment where the issue can be
reproduced, or Customer needs to provide sufficient data, information and log-files to
reproduce the issue on the ABBYY’s side;

e The Severity Level decreases when a Workaround has been provided that restores the
Supported Product functionality to an acceptable level.

S3 (Default)

This Severity Level is assigned to a new support ticket by default unless the scope of the technical issue
falls under another Severity Level.

Scope of technical issue:
e Supported Product functional limitations that aren’t critical to Customer’s daily operation;

e Issues that would otherwise be classified with higher Severity Level, but that can be avoided
or circumvented by a Workaround changing certain third-party product or Customer’s



environment settings, provided such Workaround does not substantially affect Customer’s
business operations;

e Issues that are specific to a certain document or batch and appear infrequently enough not to
have severe impact on Customer’s business operations;

e Any degradation of image enhancement, OCR, classification, extraction and other Supported
Product’s technology affecting a small subset of Customer’s documents processed with the
Supported Product;

e Issue is revealed in the staging or development environment and has no critical impact on
project delivery/system upgrade deadlines;

e The Issue affects only a small group of Customer’s end users.

S4 (Low)
Scope of technical issue (if any apply):

o Any feature request;

e Any Problem that has no business impact; or

e Any single Problem of image enhancement, OCR, classification, extraction and other
Supported Product’s technology-related Problems that is specific to a certain document.

5. CUSTOMER RESPONSIBILITIES

Customer shall: (i) ensure that all users are adequately trained to use of the Supported Product and
maintain personnel who maintain a reasonable level of technical expertise and are, when required by
ABBYY, certified in the Supported Product (certification requirements are published at
support.abbyy.com); and (ii) ensure that its personnel are familiar with and leverage the online ABBYY
Help Center for the Supported Product and the available documentation for the Supported Product;
and (iii) ensure that Support Requests are only submitted to ABBYY by the Customer’s personnel in
compliance with (i) and after first utilizing the resources mentioned in (ii), if these fail to provide a
solution to the issue. If Customer fails to comply with the requirements of this section, ABBYY may in
its reasonable discretion decline to process Customer’s Support Request(s) or downgrade the ticket
Severity Level. Notwithstanding anything to the contrary, for the purposes of providing the
Workaround, if the Problem occurred after any changes in the software or hardware of Customer’s
systems, then ABBYY shall always be allowed to provide a Workaround that would require to roll-back
of the aforementioned systems to the previous version (i.e. to the state they were before changes),
and the Customer shall accept such Workaround. The Customer shall make sure that there are
technical procedures and resources in place that will make a roll-back of Customer’s systems possible.

6. GENERAL

ABBYY will use commercially reasonable efforts to provide the Services under these Terms; however,
Customer acknowledges that ABBYY cannot guarantee that every question, problem, issue or Problem
reported by Customer can or will be resolved. Nothing in these Terms shall expand or add to any
warranty for the Supported Product set forth in the Agreement for the Supported Product or any other
agreement with ABBYY governing the use of the Supported Product. These Terms apply to Services
obtained by Customer directly from ABBYY. If Customer obtained the Supported Product and Services
from a third party partner of ABBYY, Customer may be eligible for additional technical support services
from such partner and may use such partner as its first line point of contact for support requests in
accordance with Customer’s agreement with the partner.

7. TERM AND TERMINATION

Customer shall be entitled to receive Services for the duration of the Term. The Term starts on the
date (the “Start Date”) that Customer receives the right to use the Supported Product. The initial Term
shall be in effect for 12 months (or as specified in the applicable Quote or otherwise in writing) from



the first day of the first complete calendar month following or including the Start Date (e.g. if the Start
Date is October 1, the Term shall be in effect from October 1 until September 30 of the following year;
if the Start Date is October 8, the Term shall be in effect from October 8 until October 31 of the
following year). Thereafter, subject to payment by Customer of the then current fee for Services, if
any, the Term shall automatically renew for additional 12 month renewal terms (or as specified in the
applicable Quote or otherwise agreed to by ABBYY and Customer in writing) unless either party
provides notification of its intention not to renew at least thirty (30) days prior to expiry of the current
Term. Failure to give notice prior to expiry will result in automatic renewal, and Customer may be
liable for the additional annual Services fee. If Customer fails to pay any invoice within thirty (30) days
of the invoice date if not otherwise specified in the Quote, ABBYY may withhold Services until payment
has been received. No credit will be given for partial periods. Customer may allow Services to lapse.
ABBYY reserves the right to refuse renewal of Services, without cause, for any reason or no reason. A
lapsed Services period of one (1) year or less may be reinstated upon Customer’s payment of
reinstatement fees pursuant to ABBYY’s then current policy. Such reinstatement fees are in addition
to applicable annual fees for Services.

8. FEES AND PAYMENT

Customer shall pay to ABBYY the applicable fees for the Supported Product. Fees for Services, if any,
shall be payable in accordance with the applicable agreement between ABBYY and Customer or an
applicable Quote, within thirty (30) days after the date of the applicable ABBYY invoice if not otherwise
specified in the Quote, and shall accrue commencing upon the first day of the month following the
month in which the right to use the Supported Product was granted pursuant to Agreement for the
Supported Product. The fee applicable to Services provided during the first partial month, if any, of
the Term (i.e. the period from Start Date until the first day of the first complete calendar month
following Start Date) shall be deemed to be included in fees under the Agreement for the Supported
Product. Payment terms herein are subject to prior credit approval by ABBYY. ABBYY may charge
interest in the amount of one and a half percent (1.5%) per month, or the maximum rate permitted
by applicable law, whichever is less, from the due date until paid for all Services fees not paid when
due. Upon notice to Customer prior to the commencement of any renewal Term, ABBYY shall have
the right to change the fees for Services that will apply during such renewal Term. All fees are exclusive
of taxes, and Customer shall pay all sales, use, services or other similar taxes, if any, applicable to the
fees. If Customer purchases Services comprising Enterprise Level for any license to the Supported
Product that Customer has obtained from ABBYY, Customer must purchase Services of the same
Services Level for all licenses of such Supported Product that Customer has obtained.

9. DISCLAIMER

Other than the warranties provided in the Agreement for the Supported Product, ABBYY AND ITS
LICENSORS PROVIDE NO WARRANTY, EXPRESS, IMPLIED, OR STATUTORY INCLUDING, WITHOUT
LIMITATION, ANY IMPLIED WARRANTY OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE,
TITLE OR NON-INFRINGEMENT OF THIRD PARTY RIGHTS RELATED TO SERVICES OR SUPPORT THAT
MAY BE PROVIDED HEREUNDER.

10. INDEPENDENT CONTRACTOR

All work performed by ABBYY in connection with the Supported Products and/or Services described in
these Terms shall be performed by ABBYY as an independent contractor and not as Customer’s agent
or employee. ABBYY will determine, in its sole and reasonable discretion, the appropriate ABBYY
resources to be used in performing the Services, on an as-available basis. ABBYY sometimes utilizes
the services of a limited number of third parties, whether companies or individual sub-contractors
(“Approved Contractors”) which have been determined by it to meet its standards. ABBYY may elect
to use an Approved Contractor, without any obligation to do so. In order to most effectively meet



Customer’s needs, ABBYY may assign or subcontract all or part of ABBYY’s performance obligations
and rights towards the performance of Services under these Terms to an Approved Contractor.

Appendix A — Services for On-Premise Supported Products (Software
Maintenance and Upgrade Assurance Services)

The following terms in this Appendix A are in addition to the general Terms (collectively “Software
Maintenance and Upgrade Assurance Terms” or “SMUA Terms”) and shall apply only to Services for
On-Premise Supported Products (“Software Maintenance and Upgrade Assurance Services” or “SMUA
Services”).

1. DEFINITIONS

1.1. “Patch(es)” means additional programming code to be integrated with the On-Premise
Supported Product to correct a Problem or alleviate its effects.

1.2. “Resolution” also means an Update, Version Upgrade and/or additional or replacement lines
of programming code (i.e. Patch).

1.3. “On-Premise Supported Product” under this Appendix A means: (i) the ABBYY software that
is licensed to Customer for installation and use on Customer’s premises for which the Services
are provided; and (ii) any Patches, Updates, and Version Upgrades (if applicable) thereto.

1.4. “Update” means any revision, enhancement, update, correction or other modification (such
as new or changed functionalities or features) to the On-Premise Supported Product or
documentation that ABBYY makes generally available to its customers as a part of Services
other than a Version Upgrade.

1.5. “Version Upgrade” means any new subsequent generally available release of On-Premise
Supported Product that significantly modifies the On-Premise Supported Product, bears a
new first numeral (e.g. 6.0 to 7.0), and adds new or changed functionalities or features to an
existing On-Premise Supported Product, for which additional license / service fees may be
required.

2. ABBYY SUPPORT AND MAINTENANCE SERVICES

ABBYY SMUA Services shall include:

e Updates. ABBYY will make available to Customer one (1) copy of any Updates (or as applicable,
Version Upgrades), via electronic download, as ABBYY makes such Updates (or as applicable,
Version Upgrades) available for general release and to the extent such Updates (or as applicable,
Version Upgrades) apply to On-Premise Supported Product.

e Patches. ABBYY will make available to Customer Patches for the On-Premise Supported
Product that have been published and made generally available to its customers.

3. LIMITATIONS

If Customer chooses not to install the latest Version Upgrade of the On-Premise Supported
Product, ABBYY reserves the right to limit the scope of the SMUA Services.

4, CUSTOMER RESPONSIBILITIES

Customer is required to apply all new Patches, Updates and Version Upgrades for the Supported
Product in a timely manner to ensure conformance with ABBYY’s End of Life policy.
Notwithstanding anything to the contrary, for the purposes of providing the Workaround, if the
Problem occurred after Update or Version Upgrade (i.e. any changes in the software or hardware)
of the Supported Product then ABBYY shall always be allowed to provide a Workaround that would



require to roll-back of the aforementioned Supported Product to the previous version (i.e. to the
state they were before Update or Version Upgrade), and the Customer shall accept such
Workaround. The Customer shall make sure that there are technical procedures and resources in
place that will make roll-back of the Supported Product possible.

GENERAL

ABBYY will provide SMUA Services for the most current Version Upgrade plus the previous Version
Upgrade of the Supported Product. Upon making a new Version Upgrade publicly available, the
previous Version Upgrade will be deemed an End of Sale Product and will no longer be available
for purchase by new customers. Any previous End of Sale Product Version Upgrades will then be
deemed End of Support Product. ABBYY will continue to support only critical Problems on the End
of Sale Product Version Upgrade for an additional two (2) years or until another a Version Upgrade
of the Support Product is made publicly available.

Revision Date: October 14, 2020



Priloha ¢. 2 - Podminky poskytovani podpory
Podminky podpory a udrzby spolec¢nosti ABBYY

Tyto podminky podpory a udrzby spolecnosti ABBYY (ddle jen ,,podminky* ) stanovi podminky, podle
kterych bude spole¢nost ABBYY poskytovat softwarovou podporu a sluzby udrzby (dale jen ,,sluzby” )
koncovému uZivateli podporovaného produktu (ddle jen ,,zdkaznik” ).

Tyto Podminky jsou jedinymi podminkami pro Sluzby. Na Sluzby se nevztahuji Zadné jiné podminky a
ustanoveni, pokud nebudou uzavieny pisemné mezi spolecnosti ABBYY a zakaznikem.

1. Definice

1.1. ,Smlouva o podporovaném produktu“ znamena smlouvu, kterad poskytuje podminky licence a
pouzivani podporovaného produktu.

1.2. ,,Zakladni technologie” zahrnuje ¢asti podporovaného produktu, které poskytuji funkce:
rozpoznavani pismen, Cislic, pozadi, symboll a dalsich; Analyza dokument( pro textové bloky,
obrazkové bloky, tabulkové bloky, zahlavi, zapati a dalsi; rozpoznavani ¢arovych kodu; struktura
tabulky, jako jsou buriky, oddélovace a dalsi; extrapolace radkovych polozZek; rozpoznavani entit
jmen; Skoleni uZivatelského softwaru.

1.3. ,,Produkty na konci Zzivotnosti” nebo ,,Produkty EOL” znamenaji ty produkty ABBYY, které byly
ukonceny nebo vyrazeny ze strany ABBYY a jiZ nejsou podporovany jako soucast standardnich sluzeb.
1.4. ,Produkty na konci prodeje“ znamenaji ty podporované produkty, které jiz nejsou dostupné k
prodeji novym zakaznikim a které mohou podléhat omezenym sluzbam.

1.5.,,Problém” znamend jakékoli ovéfitelné a reprodukovatelné selhdni podporovaného produktu,
ktery materialné vyhovuje specifikacim obsazenym ve smlouvé pro podporovany produkt a/nebo v
dokumentaci poskytnuté k podporovanému produktu.

1.6. ,,Projekt” znamena konkrétni sadu soubor, kterd obsahuje nastaveni pro import, zpracovani a
export dokumentd, které Ize nahrat do podporovaného produktu.

1.7. ,Cenova nabidka“ znamena dokument, jako je ndkupni objednavka pfijata spole¢nosti ABBYY
nebo cenova nabidka vydana spolecnosti ABBYY s ohledem na Sluzby.

1.8. ,,Redeni” znamena nahradni Fedeni poskytnuté zékaznikovi nebo opravu &asti (¢asti)
podporovaného produktu spolecnosti ABBYY za ucelem napravy problému v podporovaném
produktu.

1.9.,, Pfredpokladany cas feseni” nebo ,Predpokladany cas prichodu feseni” znamena cas, ktery
uplynul od okamziku, kdy spole¢nost ABBYY obdrzi zadost o podporu od zédkaznika, a od okamziku, kdy
je spole¢nost ABBYY schopna poskytnout nezavazny odhad casu, ktery bude potfebovat k poskytnuti
zdkaznikovi. a usneseni.

1.10. ,,Doba odezvy“ znamena cas, ktery uplynul od okamziku, kdy spole¢nost ABBYY obdrzi Zadost o
podporu od zakaznika, a od okamZiku, kdy spolecnost ABBYY zakaznikovi odpovi.

1.11. ,Doba feseni” znamena dobu, kterd uplynula od okamziku, kdy spole¢nost ABBYY obdrzi Zadost
o podporu od zakaznika, do okamziku, kdy zakaznikovi bude poskytnuto reseni.

1.12. ,,Zadost o podporu“ znamena 7adost o pomoc predlozenou zakaznikem spole¢nosti ABBYY s
ohledem na funkénost nebo chovani podporovaného produktu.

1.13. ,,Doba“ znamena casové obdobi, béhem kterého ma zakaznik narok na sluzby.

1.14. ,,Podporovany produkt“ znamena (i) cloudovy software ABBYY jako sluzbu poskytovanou
zakaznikovi, pro kterou jsou poskytovany Sluzby; (ii) veSkerou doprovodnou dokumentaci
poskytnutou spole¢nosti ABBYY; a (iii) On-Premise podporovany produkt, jak je definovan v Ptiloze A.
1.15. ,,Re$eni“ znamend Fadu pokynd, proceduralnich krok(i nebo objasnéni pouziti (véetné ve formé
zruseni jakychkoli zmén v podporovaném produktu nebo systému zakaznika), aby se pfedeslo
problému nebo jeho t¢inkdim. Redeni nezahrnuje dodani nového programového kédu podporovaného
produktu.
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2. ABBYY SUPPORT AND MAINTENANCE SERVICES

Uroveri sluzeb Business Enterprise
Doba prvni odezvy Dostupné v SLA Dostupné v SLA
Redeni ETA K dispozici v SLA pro zavaZznost 1 a 2 |Dostupné v SLA
Doba rozliseni SLA N/A Dostupny
74adosti o podporu Dostupny Dostupny
prostrednictvim Digital
Support Access
Knowledgebase Access Dostupny Dostupny
Komunitni internetové Dostupny Dostupny
forum Participation
7adosti o podporu N/A Dostupny
prostrednictvim
Email
74adosti o podporu Pouze hlasova schranka Dostupny
prostrednictvim
Phone
74adosti o podporu Dostupny Dostupny
prostfednictvim
AnswerBot & Chat

N/A Dostupny
Zastupce Customer Success
Bezplatné osvédéeni o N/A Dostupny
vzdélani
Spojte se s odbornikem N/A Dostupny
Provozni doba servisu od pondéli do patku

9 hodin (09:00 - 18:00) x 5 dni v 24/7/365

tydnu (Po - P4)

Zakaznikem zadané ¢asové pasmo

K dispozici o vSech statnich svatcich

Béhem Obdobi a po zaplaceni prislusnych poplatk(l za sluzby, pokud existuji, bude spoleénost ABBYY

poskytovat nasledujici sluzby vyhradné pro podporovany produkt v souladu s Grovni sluzeb

stanovenou v pfislusné smlouvé mezi ABBYY a zakaznikem nebo v nabidce (standardné plati obchodni

Uroven ):

e Sit technické podpory ABBYY. Zdkaznik bude mit pFistup k: (i) znalostni datab&zi ABBYY, (ii)
technickému komunitnimu féru ABBYY, (iii) webovému formulafi pro odeslani Zadosti o

podporu, (iv) e-mailu a/nebo chatu pro odeslani Zzadosti o podporu (je-li zplsobilé) a (v)

dokumentaci k podporovanému produktu a dalsi zdroje.

e Zdakaznicka podpora. Zakaznicka podpora ABBYY odpovi na Zadosti o podporu.

e Regeni. Spole¢nost ABBYY vynaloZi pfimérené komeréni Usili k napravé Problém( nahldgenych

zakaznikem zékaznické podpore ABBYY pro podporovany produkt. Redeni miize spoéivat v

opraveé Casti (Casti) podporovaného produktu nebo v poskytnuti zakaznikovi feseni, které

zakaznikovi umozni dosdhnout v podstaté stejné funkcnosti, jaké by bylo mozné ziskat bez

problému.

Spolec¢nost ABBYY muze dle vlastniho uvazeni nabidnout zakaznikovi dalsi sluzby podpory kromé vyse

uvedenych sluzeb. V takovém pripadé budou podrobné podminky pro takové doplrikové sluzby

stanoveny v samostatné smlouvé mezi spolecnosti ABBYY a zakaznikem.

Veskeré sluzby budou poskytovany pouze v anglickém jazyce.
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3. Omezeni

Sluzby nezahrnuiji:

a) jakékoli Upravy provedené na podporovaném produktu (at uz zdkaznikem, tfetimi stranami nebo
jako soucast profesionalnich sluzeb ABBYY);

b) aplikace vyvinuté zakaznikem nebo produkty jinych ttetich stran;
c) sluzby podpory na misté (sluzby jsou poskytovany na dalku);
d) sluzby systémového inzenyrstvi, programovani nebo provozni postupy jakéhokoli druhu;

e) poufziti, propojeni nebo integrace podporovaného produktu s operacnim systémem nebo jakymkoli
softwarem, hardwarem nebo sitovymi systémy, které spoleénost ABBYY nespecifikuje jako
kompatibilni (pozadavky jsou zvefejnény na webovych strankach spole¢nosti ABBYY na

adrese support.abbyy.com );

f) pouzivani Podporovaného produktu zplsobem, pro ktery nebyl navrZen, véetné poruseni pfislusné
Smlouvy pro Podporovany produkt;

g) Problémy, které spole¢nost ABBYY nemuZe reprodukovat na zakladé informaci poskytnutych
Zakaznikem nebo které nelze odstranit z ddvodu provoznich charakteristik pocitacového vybaveni
pouzivaného Zakaznikem;

h) jakoukoli praci souvisejici s poskytovdnim konzultaci nebo praci s cilem zajistit, aby podporovany
produkt byl kompatibilni s aplikacnimi servery, platformami, konfiguracemi siti, pfizplsobenimi
(pokud nejsou zakoupeny dalsi sluzby pro prizplsobené verze), webovymi prohlizeci, databazemi
jinymi neZ témi, se kterymi Podporovany produkt je pak aktualné vyvijen tak, aby fungoval, nebo
verze kteréhokoli z vySe uvedenych;

i) ladéni vykonu databaze a obecna sprava;
j) pomoc s pouzivanim aplikaci specifickych pro zakaznika;
k) udrzba hardwaru; nebo

I) pomoc nebo podpora pfi chybdach, nedostatcich nebo poruchach souvisejicich s Projektem.

4. SLA (Smlouva o urovni sluZeb); klasifikace zavaZnosti a problémy

Spolecnost ABBYY vynaloZi obchodné pfimérené usili k dodrzeni nize uvedené doby odezvy a doby
feSeni v souladu s Urovni zavaZznosti a SLA pro prislusnou uUroven sluzeb. Jakykoli novy listek podpory
bude mit zavaZnost plvodné klasifikovanou zakaznikem a spole¢nost ABBYY si vyhrazuje pravo
preklasifikovat jakykoli listek podpory v souladu s Urovnémi zdvaznosti uvedenymi nize. Pokud byl
listek klasifikovan jako kriticka zavaznost (S1) nebo hlavni zavaznost (S2) a spolecnost ABBYY urci, Ze
doslo k problému, neza¢ne Doba feseni problému, dokud zdkaznik neposkytne spolec¢nosti ABBYY
dostatecné informace, které spole¢nosti ABBYY umozni zahajit diagnostiku problému. Problém,
véetné, ale nejen, dostatecnych informaci pro reprodukci problému. Zakaznik souhlasi s tim, Ze ackoli
spole¢nost ABBYY vynaloZi komercné prfimérené usili k dosazeni cilové doby odezvy a doby feseni,
tyto cile jsou pouze odhady a nejsou zarukou. Spolecnost ABBYY vynaloZi komercné primérené usili a
své odborné znalosti, aby urcila, zda chovani, anomalie nebo selhani predstavuje problém.
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SLA

Uroven zavaznosti

Services Level

Business

Enterprise

Doba prvni odezvy:
2 pracovni hodiny

Doba prvni odezvy: 1 hour

Doba reseni: 1 den (kromé On-

Doba reseni: N/A
Regeni ETA: 5 pracovni dny

Kriticka — S1 Y e . .
riticka Doba feseni: 7 days Premise Supported produktu, kde
ReSeni ETA: 1 pracovni den plati pro dobu fegeni 3 dny
Doba prvni odezvy:
4 pracovni hodin i . i
Velka-S2 p y Doba prvni odezvy: 2 hodiny

Doba feseni: 14 dni

Bézna-S3

Doba prvni odezvy:
8 pracovni hodiny
Doba reseni: N/A

Doba prvni odezvy: 4 hours
Doba reseni: N/A
Regeni ETA: 15 pracovnich dn(

Nizka - S4

Doba prvni odezvy:
8 pracovni hodiny
Doba feseni: N/A

Doba prvni odezvy: 8 hodin
Doba reseni: N/A
Regeni ETA: 25 pracovnich dn(

Obdobi méfeni Resolution Time se pozastavi, pokud spole¢nost ABBYY pozada Zakaznika o poskytnuti

pristupu k prostfedi Zakaznika nebo datim potfebnym k ovéfeni a/nebo reprodukci Problému, a

obnovi se, jakmile Zakaznik poskytne poZadovany pristup k prostiedi nebo datlim. Spole¢nost ABBYY

si vyhrazuje pravo snizit Urovné zavaznosti, pokud zédkaznik neposkytne ptistup k prostiedi nebo

datlim po dobu delsi nez tfi (3) dny po Zadosti spolecnosti ABBYY.

Zieknuti se odpovédnosti

Redeni nékterych probléma tykajicich se zakladni technologie m@ze trvat déle, nei je zde uvedend

doba feseni, a to kvdli slozZitosti a riziku spojenému s opravou, testovanim a uvolnénim. V téchto

pfipadech spole¢nost ABBYY doda realisticky odhadovany €as pfijezdu k feSeni co nejdfive, nejpozdéji

vSak do 7 dnl poté, co byl problém nahlasen vyvojovému tymu spolecnosti ABBYY.
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Klasifikace stuprii zavaznosti:

S1 (kriticka)

Rozsah technického problému (pokud vSechny plati):

e Vyrobni systém nefunguje nebo zakladni technologie nefunguje. Restartovani mistniho
systému problém nevyresi a v dobé zvyseni listku podpory neexistuje Zadné feseni pro
zahajeni vyroby nebo opétovné povoleni zakladni technologie. BéZny obchodni provoz je zcela
narusen.

e Ovliviiuje pouze produkéni prostiedi; nezahrnuje zddné nevyrobni systémy, jako jsou
inscenacni prosttedi nebo vyvoj; a

e Problém se tyka témér vsech koncovych uZivatelll zakaznika.

Zvlastni podminky pro poskytovani sluzeb:

e Zdakaznicka podpora spolecnosti ABBYY bude vyZzadovat pfistup do prostfedi zakaznika, kde Ize
problém reprodukovat, nebo zdkaznik musi zakaznické podpore spole¢nosti ABBYY
poskytnout pfimérené dostatek dat, informaci a soubor( protokoll, aby podpora spole¢nosti
ABBYY mohla problém reprodukovat v systémech spolecnosti ABBYY;

e Zakaznik vycleni zdroje pro sdileni informaci se spolecnosti ABBYY od okamziku otevreni tiketu
az do poskytnuti ndhradniho feseni nebo feseni; jakmile je poskytnuto nahradni reseni,
zakaznik provede opatteni doporucend spolecnosti ABBYY k implementaci ndhradniho feseni;

o Urover zdvaznosti se snizi, kdy? poskytnuté Feseni umoziiuje produkénimu systému bézet s
urovni vykonu, kterd umoziuje pokracovani obchodnich operaci.

s2 (Velka)

Rozsah technického problému (pokud vSechny plati):

e Selhani zakladnich funkci podporovaného produktu, jako je nestabilita, ktera si vynucuje
restartovani systému, nebo zdvazné snizeni vykonu podporovaného produktu, které ovliviiuje
vyznamné aspekty obchodnich operaci zakaznika. Vyrobni systém je stale funkcni, ale
omezeny. Redeni, které mGze vratit obchodni operace na pfijatelnou troven, neni v dobé
vzneseni pozadavku na podporu k dispozici;

e Degradace zakladni technologie ovliviiujici velkou podmnoZinu dokumentd, ktera je kriticka
pro obchodni operace, nebo jina technologie podporovaného produktu ovliviiujici velkou
podmnozinu dokument(, a proto vyznamné ovliviujici kontinuitu podnikani zakaznika;

e Je pouzitelny pro systémy ve vyrobé a pro stagingova prostfedi pouze v pfipadé, Ze ma kriticky
dopad na terminy dodani projektu/upgradu systému; a

e Problém se tyka vétsiny koncovych uzivatel( zakaznika.

Zvlastni podminky pro poskytovani sluzeb:

e Podpora spolecnosti ABBYY bude vyzadovat pfistup do prostiedi zakaznika, kde Ize problém
reprodukovat, nebo zakaznik musi poskytnout dostatek dat, informaci a soubor protokold,
aby mohl problém reprodukovat na strané spolecnosti ABBYY;

o Urover zdvaZnosti se snizi, kdy? bylo poskytnuto ndhradni fe$eni, které obnovi funkénost
podporovaného produktu na pfijatelnou Uroven.
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$3 (B&2na)

Tato Uroven zdvaznosti je standardné pfifazena novému listku podpory, pokud rozsah technického
problému nespada pod jinou Uroven zavaznosti.

Rozsah technického problému:

¢ Funkéni omezeni podporovaného produktu, ktera nejsou kriticka pro kazdodenni provoz
zakaznika;

* Problémy, které by jinak byly klasifikovany s vyssim stupném zavaznosti, ale kterym lze
predejit nebo je obejit pomoci ndhradniho feseni, které zméni urcité produkty treti strany
nebo nastaveni prostredi zdkaznika, za predpokladu, Ze takové rfeseni podstatné neovlivni
obchodni operace zédkaznika;

¢ Problémy, které jsou specifické pro urcity dokument nebo ddvku a objevuji se dostate¢né
zfidka, aby nemély zavazny dopad na obchodni operace Zakaznika;

o Jakékoli zhorseni vylepseni obrazu, OCR, klasifikace, extrakce a dalsi technologie
podporovaného produktu ovliviiujici malou podmnoZinu dokumentd zakaznika
zpracovavanych podporovanym produktem;

e Problém je odhalen ve fazi nebo vyvojovém prostredi a nema zasadni dopad na terminy
dodani projektu/upgradu systému;

e Problém se tyka pouze malé skupiny koncovych uzivatelli zakaznika.

s4 (Nizka)

Rozsah technického problému (pokud existuje):

o Jakykoli poZzadavek na funkci;

» Jakykoli problém, ktery nemad zadny obchodni dopad; nebo

» Jakykoli jednotlivy problém vylepseni obrazu, OCR, klasifikace, extrakce a dalsi problémy
souvisejici s technologii podporovaného produktu, které jsou specifické pro urcity dokument.

5. Odpovédnosti zakaznika

Zakaznik: (i) zajisti, aby vSichni uZivatelé byli pfimérené vyskoleni k pouzivani podporovaného
produktu a udrzovali zaméstnance, ktefti si udrzuji prfimérenou uroven technické odbornosti a jsou,
pokud to vyZaduje spolecnost ABBYY, certifikovani pro podporovany produkt (poZadavky na certifikaci
jsou zvefejnény na adrese podpory .abbyy.com); a (ii) zajistit, aby jeho pracovnici byli obeznameni s
online ABBYY Help Center pro podporovany produkt a dostupnou dokumentaci k podporovanému
produktu a aby je vyuZivali; a (iii) zajistit, aby Zadosti o podporu byly spole¢nosti ABBYY predkladany
pouze personalem zdkaznika v souladu s (i) a po prvnim vyuZiti zdroja uvedenych v (ii), pokud tyto
neposkytnou feseni problému. Pokud zakaznik nesplni pozadavky tohoto oddilu, Spole¢nost ABBYY
mUze podle svého pfiméreného uvazeni odmitnout zpracovat pozadavek(y) zakaznika na podporu
nebo sniZit Uroven zavaznosti listku. Bez ohledu na cokoli, co je v rozporu, plati, Ze pro ucely
poskytovani nahradniho feseni, pokud se problém vyskytl po jakychkoli zménach v softwaru nebo
hardwaru systému zakaznika, pak bude spolec¢nosti ABBYY vZdy povoleno poskytnout nahradni feseni,
které by vyZadovalo vraceni vySe uvedeného. systémy na predchozi verzi (tj. do stavu, v jakém byly
pred zménami), a Zakaznik musi takové feseni prijmout. Zakaznik se ujisti, Ze jsou k dispozici technické
postupy a zdroje, které umozni vraceni zakaznickych systému. pokud se problém vyskytl po jakychkoli
zménach softwaru nebo hardwaru systému zakaznika, pak bude spolecnosti ABBYY vZdy povoleno
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poskytnout feseni, které by vyZadovalo vraceni vyse uvedenych systém( na predchozi verzi (tj. do
stavu, ve kterém byly pred zménami ) a Zakaznik bude takové reseni akceptovat. Zakaznik se ujisti, Zze
jsou k dispozici technické postupy a zdroje, které umozni vraceni zakaznickych systém. pokud se
problém vyskytl po jakychkoli zménach softwaru nebo hardwaru systém zakaznika, pak bude
spolecnosti ABBYY vidy povoleno poskytnout feseni, které by vyzadovalo vraceni vyse uvedenych
systému na predchozi verzi (tj. do stavu, ve kterém byly pfed zménami ) a Zadkaznik bude takové feseni
akceptovat. Zakaznik se ujisti, Ze jsou k dispozici technické postupy a zdroje, které umozni vraceni
zakaznickych systému.

6. Obecné

ABBYY vynaloZi obchodné primérené Usili k poskytovani Sluzeb podle téchto Podminek; Zakaznik vsak
bere na védomi, Ze spole¢nost ABBYY nemuze zarudit, Ze kazdda otazka, problém, problém nebo
Problém nahlaseny Zakaznikem muze nebo bude vyresen. Nic v téchto podminkach nerozsifuje ani
nepridava zadnou zaruku na podporovany produkt uvedenou ve smlouvé pro podporovany produkt
nebo v jakékoli jiné dohodé se spolecnosti ABBYY, ktera upravuje pouzivani podporovaného
produktu. Tyto podminky se vztahuji na sluzby ziskané zakaznikem pfimo od spole¢nosti

ABBYY. Pokud zékaznik ziskal podporovany produkt a sluzby od treti strany partnera ABBYY, mUzZe mit
narok na dalsi sluzby technické podpory od takového partnera a mlze takového partnera vyuzivat
jako svého prvniho kontaktniho mista pro Zadosti o podporu v souladu se smlouvou zakaznika s
partner.

7. Doba trvani a ukonceni

Zakaznik ma narok na sluzby po dobu trvani Obdobi. Obdobi zac¢ina datem (dale jen ,,datum
zahajeni”), kdy zakaznik ziska pravo pouzivat podporovany produkt. Pocatecni obdobi bude v platnosti
po dobu 12 mésicl (nebo jak je uvedeno v prislusné cenové nabidce nebo jinak pisemné) od prvniho
dne prvniho Uplného kalendarniho mésice nasledujiciho nebo véetné Po datu zahajeni (napf. pokud je
Datum zahajeni 1. fijna, Obdobi bude ucinné od 1. fijna do 30. zafi nasledujiciho roku, je-li Poc¢atecni
datum 8. fijna, bude Obdobi u¢inné od 8. fijna do 31. fijna nasledujiciho roku). Poté, pokud zakaznik
zaplati v té dobé aktualni poplatek za sluzby, pokud existuje, Obdobi se automaticky obnovi na dalsich
12 mésicl (nebo jak je uvedeno v pfislusné Cenové nabidce nebo jinak pisemné dohodnuto
spole¢nosti ABBYY a Zakaznikem), pokud néktera ze stran neposkytne ozndmeni o svém umyslu
neprodlouzit alespon tficet (30) dni pred vyprseni aktudlniho obdobi. Neposkytnuti oznameni pred
vyprsenim platnosti bude mit za nasledek automatické obnoveni a zdkaznik mdze nést odpovédnost
za dalsi ro¢ni poplatek za sluzby. Pokud zakaznik nezaplati jakoukoli fakturu do tficeti (30) dnli od data
vystaveni faktury, pokud neni v nabidce uvedeno jinak, muzZe spolecnost ABBYY zadrzet sluzby, dokud
nebude platba pfijata. Za dil¢i obdobi nebude udélen Zadny zapocet. Zdkaznik mize povolit ukonceni
sluzeb. Spolecnost ABBYY si vyhrazuje pravo odmitnout obnoveni Sluzeb bez udani divodu, z
jakéhokoli dlivodu nebo bez diivodu. Ukoncené obdobi Sluzeb v délce jednoho (1) roku nebo méné
mUze byt obnoveno po zaplaceni poplatk(l za obnoveni Zakaznikem v souladu s tehdy aktualnimi
zasadami spolecnosti ABBYY. Tyto poplatky za obnoveni jsou navic k pfislusnym rocnim poplatkdim za
Sluzby.

8. Poplatky a platby

Zakaznik zaplati spolecnosti ABBYY prislusné poplatky za podporovany produkt. Poplatky za sluzby,
pokud existuji, budou splatné v souladu s pfislusnou smlouvou mezi ABBYY a zdkaznikem nebo s
platnou cenovou nabidkou do tficeti (30) dnl od data pfislusné faktury ABBYY, pokud neni v nabidce
uvedeno jinak, a budou narlstat pocinaje prvnim dnem mésice nasledujiciho po mésici, ve kterém
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bylo udéleno pravo uzivat podporovany produkt podle Smlouvy o podporovaném produktu. Poplatek
vztahujici se na Sluzby poskytované béhem prvniho dil¢iho mésice, pokud existuje, Obdobi (tj. obdobi
od Pocatecniho data do prvniho dne prvniho Uplného kalendarniho mésice nasledujiciho po
Pocatecnim datu) bude povaZovan za zahrnuty v poplatcich podle Smlouvy. pro podporovany
produkt. Platebni podminky zde podléhaji pfedchozimu schvaleni Gvéru spolecnosti

ABBYY. Spolecnost ABBYY mZe uUctovat Urok ve vysi jednoho a pll procenta (1,5 %) za mésic nebo
maximalni sazbu povolenou platnymi zakony, podle toho, ktera hodnota je nizsi, od data splatnosti aZ
do zaplaceni za vSechny poplatky za sluzby neuhrazené v dobé splatnosti. Na zakladé oznameni
zakaznikovi pred zacatkem jakéhokoli obdobi obnoveni bude mit spole¢nost ABBYY pravo zménit
poplatky za sluzby, které budou platit b€hem takového obdobi obnoveni. VSechny poplatky jsou bez
dani a zakaznik zaplati veskeré dané z prodeje, pouzivani, sluZzeb nebo jiné podobné dané, pokud
existuji, které se na poplatky vztahuji. Pokud si zakaznik zakoupi Sluzby zahrnujici Enterprise Level pro
jakoukoli licenci k podporovanému produktu, kterou zakaznik ziskal od spole¢nosti ABBYY,

9. Zfeknuti se odpovédnosti

Spole¢nost ABBYY A JEJI POSKYTOVATELE LICENCI NEPOSKYTUJI ZADNE ZARUKY, VYSLOVNE,
PREDPOKLADANE NEBO ZAKONNE VCETNE, BEZ OMEZENI, JAKEKOLI PREDPOKLADANE ZARUKY
OBCHODOVATELNOSTI, VHODNOSTI PRO NEDODRZENI DANYCH NAROKU. PRAVA TRETICH STRAN
VZTAHUJICI SE K SLUZBAM NEBO PODPORE, KTERE MOHOU BYT POSKYTOVANY NIZE.

10. Nezavisly dodavatel

Veskerou préci vykonanou spoleénosti ABBYY v souvislosti s podporovanymi produkty a/nebo
sluzbami popsanymi v téchto podminkach bude provadét spole¢nost ABBYY jako nezavisly dodavatel,
nikoli jako zastupce nebo zaméstnanec zakaznika. Spole¢nost ABBYY na zakladé svého vyhradniho a
pfiméreného uvazeni urci vhodné zdroje spolecnosti ABBYY, které budou pouzity pfi poskytovani
SluZeb, a to na dostupném zakladé. Spole¢nost ABBYY nékdy vyuziva sluzeb omezeného poctu tretich
stran, at uz jde o spole¢nosti nebo jednotlivé subdodavatele (dale jen ,schvéleni dodavatelé”), které
spoleénost ABBYY urcila, aby splfiovali jeji standardy. Spole¢nost ABBYY se mUZe rozhodnout pouZzit
schvaleného dodavatele, aniz by k tomu méla jakoukoli povinnost. Abychom co nejefektivnéji
uspokojili potieby zakaznika,

Dodatek A — Sluzby pro On-Premise podporované produkty (Sluzby tdrzby softwaru a Upgrade
Assurance)

Nasledujici podminky v této ptiloze A doplfiuji vSseobecné podminky (souhrnné ,,Podminky udrzby a
upgradu softwaru“ nebo ,,Podminky“) a vztahuji se pouze na sluzby pro On-Premise podporované
produkty (,,Sluzby udrzby a upgradu softwaru” nebo ,Sluzby“).

1. Definice

1.1. ,,Oprava(y)“ znamena dalsi programovaci kéd, ktery ma byt integrovdn s On-Premise
podporovanym produktem za Ucelem napravy problému nebo zmirnéni jeho Gcinkd.

1.2. ,Rozliseni” také znamend Aktualizaci, Upgrade verze a/nebo dalsi nebo nahradni radky
programového kodu (tj. Patch).

1.3.,,0n-Premise Supported Product” podle tohoto dodatku A znamena: (i) software ABBYY, ktery je
zakaznikovi licencovan pro instalaci a pouZiti v prostorach zakaznika, pro které jsou sluzby
poskytovany; a (ii) jakékoli opravy, aktualizace a upgrady verzi (pokud jsou pouZitelné).

1.4. ,Aktualizace” znamena jakoukoli revizi, vylepseni, aktualizaci, opravu nebo jinou Upravu (jako
jsou nové nebo zménéné funkce nebo vlastnosti) On-Premise podporovaného produktu nebo
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dokumentace, kterou spolecnost ABBYY obecné zpfistupriuje svym zdkazniklim jako soucast jinych
sluZzeb nez Upgrade verze.

1.5. ,Upgrade verze” znamena jakékoli nové nasledné obecné dostupné vydani On-Premise
podporovaného produktu, které vyznamné modifikuje On-Premise podporovany produkt, nese nové
prvni ¢islo (napt. 6.0 az 7.0) a pridava nové nebo zménéné funkce nebo vlastnosti k existujicimu On-
Premise Supported Product, pro ktery mohou byt vyzadovany dalsi licenéni / servisni poplatky.

2. Sluzby podpory a udrzby spolecnosti ABBYY

Sluzby ABBYY zahrnuiji:

e aktualizace. Spolecnost ABBYY zpfistupni zakaznikovi jednu (1) kopii jakychkoli aktualizaci
(nebo pripadné Upgradu verzi) prostfednictvim elektronického stahovani, protozZe spole¢nost
ABBYY takové Aktualizace (nebo pfipadné Upgrady verzi) zpfistupriuje pro obecné vydaniav
rozsahu, v jakém jsou takové aktualizace (nebo pripadné Upgrady verzi) se vztahuji na On-
Premise Podporovany produkt.

e Naplasti. Spolec¢nost ABBYY zpfistupni zakaznikim opravy pro On-Premise podporovany
produkt, které byly publikovany a obecné zpfistupnény svym zakazniklm.

3. Omezeni

Pokud se zakaznik rozhodne neinstalovat nejnovéjsi aktualizaci verze On-Premise podporovaného
produktu, spole¢nost ABBYY si vyhrazuje pravo omezit rozsah Sluzeb.

4. Povinnosti zakaznika

Zakaznik je povinen pouzit vSechny nové opravy, aktualizace a upgrady verzi pro podporovany
produkt vcas, aby byl zajistén soulad se zasadami spolec¢nosti ABBYY End of Life. Bez ohledu na cokoli,
co je v rozporu, pro ucely poskytovani nahradniho feseni, pokud se problém vyskytl po aktualizaci
nebo upgradu verze (tj. jakékoli zmény v softwaru nebo hardwaru) podporovaného produktu, pak
bude spolec¢nosti ABBYY vidy povoleno poskytnout nahradni feseni, které by vyZzadovalo vratit vyse
uvedeny podporovany produkt na pfedchozi verzi (tj. do stavu, v jakém byl pfed aktualizaci nebo
upgradem verze), a zakaznik bude takové nahradni feseni akceptovat. Zakaznik se ujisti, Ze jsou k
dispozici technické postupy a zdroje, které umozni vraceni podporovaného produktu.

5. Obecné

Spolecnost ABBYY bude poskytovat sluzby pro nejnovéjsi aktualizaci verze plus predchozi aktualizaci
verze podporovaného produktu. Pfi vefejném zptistupnéni nové verze Upgrade bude predchozi
Upgrade verze povazovan za produkt na konci prodeje a novi zdkaznici ji jiz nebudou moci

zakoupit. Jakékoli predchozi upgrady verze produktu na konci prodeje budou povazovany za produkt
podpory s ukonéenim prodeje. Spole¢nost ABBYY bude i naddle podporovat pouze kritické problémy
pfi upgradu verze produktu na konci prodeje po dobu dalSich dvou (2) let nebo do doby, kdy bude
verejné dostupna jina aktualizace verze produktu podpory.

Datum revize: 14. fijna 2020
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