¢ SMLOUVA

uzavrena nize uvedeného dne, mésice a roku dle pfislusnych ustanoveni zakona &. 89/2012 Sb.,
obcansky zakonik, v platném a acinném znéni (déle jen ,Obcansky zakonik"), mezi nize uvedenymi
stranami

(dale jen ,Smlouva")

Ceska republika — Ceska sprava socialniho zabezpe&eni

Sidlo: Kfizova 25, 225 08 Praha 5

Statutarni zastupce: Mgr. Pavel Krejéi, povéren zastupovéanim Ustfedniho feditele €SSz

Jednajici: Ing. Milan Shrbeny, Feditel sekce informacnich a komunikacénich
. technologii

ICO: 00006963

DIC: neplatce

Bankovni spojeni: Ceska narodni banka

Cislo Uctu: 10006-127001/0710

ID datové schranky: 49kaiq3

(dale jen ,,Objednatel")

na strané jedné

a
KOMIX s.r.o.

Sidlo: Drtinova 467/2a, Smichov, 150 00 Praha 5
Jednajici/Zastoupena: jednatel

ICO: 47117087

DIC: CZ247117087

Bankovni spojeni: UniCredit Bank Czech Republic and Slovakia, a.s.
Cislo uctu: 2108559139/2700

ID datové schranky: 8sqgaah

Zapsana v obchodnim rejstriku vedeném Méstskym soudem v Praze oddil C, viozka 12440
(dale jen ,Poskytovatel")

na strané druhé

(Objednatel a Poskytovatel budou dale v této Smiouvé oznacovani jednotlivé jako ,Smluvni
strana" a spolecné jako ,Smluvni strany")




Preambule
Objednatel prohlasuje, ze:

* je organizaCni sloZkou statu a spravnim organem, ktery zabezpecuje vybér pojistného
na socialni zabezpeceni a prispévku na statni politiku zaméstnanosti, dale provadi zejména
diichodové pojisténi a zajistuje agendu nemocenského pojisténi;

= je spravcem informacniho systému kritické informadni infrastruktury podle zakona

¢. 181/2014 Sb., o kybernetické bezpecénosti a o zméné souvisejicich zakond (zakon
o kybernetické bezpecnosti), ve znéni platném a ucinném;

= spliuje veskeré podminky a pozadavky v této Smiouvé stanovené a je opravnén tuto
Smlouvu uzavirit a fadné plnit zavazky v ni obsazené.

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

» splfiuje veskeré podminky a poZadavky v této Smiouvé stanovené a je opravnén tuto
Smlouvu uzavrit a fadné pinit zavazky v ni obsazené.

Tato Smlouva se uzavira za Ucelem zajisténi maintenance k nevyhradnim licencim QlikView a
Clover ETL za podminek a v rozsahu uvedenych dale v této Smiouvé.

1.
Predmét Smiouvy

Pfedmétem této Smlouvy je zavazek Poskytovatele zajistit pro Objednatele plnéni ve formé
maintenance k produktiim Objednatele uvedenym v Pfiloze ¢. 1 této Smlouvy — ,Specifikace a
konfigurace programového a technického vybaveni* (déle jen ,Pfedmét pInéni*“).

Predmét pInéni zahrnuje:
Produkt QlikView:

e podpora pfi feSeni vad software, a to prostfednictvim sluzby Service Desk
Poskytovatele, ktery je smluvné vazan poskytovat koncovému uzivateli podporu prvni
Urovné (FeSeni vad, které neni Poskytovatel schopen i opravnén resit, presune na
Qlik a o postupu feseni bude koncového uzivatele informovat),

e  pristup k novym verzim software (za instalaci vsech aktualizaci je odpovédny koncovy
uzivatel),

e pFistup do zakaznického portalu (http://www.qlik.com/services/support), tj. do
znalostni databaze obsahuijici nejCastéjsi dotazy,

e pfistup do QlikCommunity (https://community.qlik.com/), tj. do prostredi pro
vzajemnou komunikaci, ziskavani a vyménu informaci, pfedavani podnétli a zkuSenosti
o produktech a prostredi QlikView.

Produkt CloverETL:

pfistup k aktuainé podporovanym verzim platformy CloverETL,
bug-fix a hot-fix instalacim vydanych pro produk¢ni nasazeni,
pfistup do zakaznického (support) portalu,

komunikaci s CloverETL Support tymem.




3. Objednatel se zavazuje za radné a vcas poskytnuty Pfedmét pinéni zaplatit Poskytovateli cenu
dle ¢l. III. této Smiouvy.

II.
Misto a ¢as plnéni

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

2. Poskytovatel se zavazuje zajistit Objednateli poskytovani Pfedmétu pinéni po dobu 12 (slovy:
dvanact) mésicl. Poskytovatel je povinen zajistit zahajeni poskytovani Predmétu plnéni a
souCasné pisemné (alespon formou e-mailu) vyrozumét Objednatele o zahdjeni poskytovani
Prfedmétu pInéni, a to vSe do 3 dnd ode dne nabyti Ucinnosti této Smlouvy.

III.
Ceny a platebni podminky

1. Celkova cena za Pfedmét pinéni dle této Smiouvy Cini 318 424,00,- K¢ (slovy: tfi sta
osmnact tisic CtyFi sta dvacet Ctyfi korun éeskych) bez DPH, tzn. 385 293,04,- K&
(slovy: tFi sta osmdesat pét tisic dvé sté devadesat tfi korun ¢eskych ¢tyFi halére)
véetné DPH.

2. Detailni rozpad ceny je uveden v Priloze ¢. 1 této Smlouvy.

3. Cena dle odst. 1. tohoto ¢lanku této Smlouvy zahrnuje veskeré naklady Poskytovatele spojené
s poskytovanim Predmétu plnéni Objednateli v rozsahu této Smlouvy.

4. Cena za poskytovani PFfedmétu pinéni uvedena v odst. 1. tohoto clanku této Smlouvy je cenou
konecnou, Uplnou, zavaznou a nejvySe pfipustnou. Cena uvedena v odst. 1. tohoto &anku této
Smiouvy mizZe byt prekroCena pouze v souvislosti se zménou sazby DPH majici prokazatelny
vliv na cenu Predmétu plnéni, a to pouze o vysi, ktera této zméné bude odpovidat.
Z jakychkoli jinych ddivodl nesmi byt tato cena prekrocena.

5. Cena za poskytnuti Pfedmétu pinéni bude Objednatelem zaplacena po poskytnuti Pfedmétu
pinéni jednorazové na zakladé Poskytovatelem vystaveného dariového dokladu (faktury),
jehoz soucasti musi byt potvrzeni (e-mailova zprava) Objednatele o tom, Ze obdrZel
vyrozumeéni Poskytovatele dle ¢l. II. odst. 2. této Smlouvy a Ze je mu Pfedmét pInéni skute¢né
poskytovan.

6. Splatnost dafového dokladu (faktury) cini 30 (slovy: tficet) kalendarnich dni ode dne
doruceni fadné vystaveného danového dokladu (faktury) Objednateli.

7. Danovy doklad (faktura) musi obsahovat vSechny naleZitosti dle platnych a G¢innych pravnich
predpisli, zejména zakona ¢. 235/2004 Sb., o dani z pridané hodnoty, ve znéni pozdéjsich
predpisd, a dle této Smlouvy. V pfipadé, ze danovy doklad (faktura) nebude mit odpovidajici
nalezitosti, je Objednatel opravnén danovy doklad (fakturu) zaslat ve |h{ité splatnosti zpét
Poskytovateli k doplnéni ¢i opravé, aniz se tak dostane do prodieni s Ghradou opravnéné
fakturované ceny za Predmét pinéni; |hiita splatnosti pocind bézet znovu ode dne doruceni
nalezité dopinéného ¢i opraveného danového dokladu (faktury) Objednateli.

8. Danovy doklad (faktura) se povaZuje za uhrazeny pfipsanim pfislusné ¢astky na bankovni tcet
Poskytovatele.

9. Objednatel neposkytuje zalohy v souvislosti s touto Smlouvou.




10.

Platba probéhne vyhradné v Ceské méné (CZK) a rovnéz veskeré cenové Udaje budou
uvedeny v této méné.
IV.
Povinnosti a prava Smluvnich stran

Poskytovatel se zavazuje poskytovat Pfedmét pinéni na vlastni nebezpeli a odpovédnost a
dale v souladu s touto Smlouvou.

Poskytovatel se zavazuje poskytnout Predmét plnéni dle této Smlouvy bez faktickych
a pravnich vad.

Po celou dobu poskytovani Predmétu pinéni na zakladé této Smlouvy se Poskytovatel zavazuje
provadét viechny &innosti kvalitné a postupovat s odbornou péci a s prihlédnutim k zajmdm
Objednatele.

Objednatel se zavazuje vytvofit Fadné podminky pro c¢innost Poskytovatele a poskytovat mu
béhem pinéni dle této Smlouvy nezbytnou soucinnost.

Objednatel je povinen poskytnout Poskytovateli Gplné, pravdivé a vCasné informace potiebné
k Fadnému plnéni povinnosti Poskytovatele dle této Smiouvy.

Poskytovatel se zavazuje zajistit Objednateli poskytovani Pfedmétu pInéni v rozsahu a ramci
definovaném v pfislusnych licencnich podminkach takto:

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

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

V.
Sank¢ni ujednani a nahrada Skody

Pro pfipad prodleni Poskytovatele se spinénim povinnosti dle ¢l. II. odst. 2. této Smlouvy je
Objednatel opravnén Zadat po Poskytovateli zaplaceni smluvni pokuty ve vysi 1.000,- K¢
(slovy: jeden tisic korun ¢eskych) za kazdy i zapocaty den prodleni.

Uplatnénim smluvni pokuty neni dotéeno pravo Objednatele na ndhradu Skody zplsobené
porusenim povinnosti Poskytovatelem, na kterou se vztahuje smluvni pokuta.

Smluvni pokuta je splatna do 30 (slovy: tficeti) kalendarnich dnd ode dne doruceni oznameni
o uloZeni smluvni pokuty Poskytovateli. V pfipadé prodleni s uhradou smluvni pokuty uhradi
Poskytovatel Objednateli Grok z prodleni ve vysi stanovené dle narizeni viady ¢. 351/2013 Sb.,
kterym se uréuje vySe Grok@ z prodieni a nakladd spojenych s uplatnénim pohledavky, uréuje
odména likvidatora, likvidacniho spravce a ¢lena organu pravnické osoby jmenovaného soudem
a upravuji nékteré otazky Obchodniho véstniku a vefejnych rejstrikél pravnickych a fyzickych
osob, ve znéni platném a Ucinném (dale jen ,Nafizeni").

V pfipadé prodleni s dhradou opravnéné vystaveného darfového dokladu (faktury) uhradi
Objednatel Poskytovateli z nezaplacené Castky Uroky z prodleni urené Nafizenim.

V pripadé prodleni se zaplacenim penéZité Castky je Objednatel povinen zaplatit Poskytovateli
arok z prodleni ve vysi stanovené Nafizenim.
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Objednatel je opravnén poZadovat na Poskytovateli a Poskytovatel je povinen poskytnout
Objednateli nahradu Skody, kterou Poskytovatel zplsobil Objednateli porusenim povinnosti
danych touto Smlouvou nebo v souvislosti s plnénim této Smlouvy, véetné pripadu, kdy se
jedna o takové poruseni povinnosti dané touto Smlouvou, na které se vztahuje smluvni pokuta.
Jakékoliv omezeni vyse & druhu nahrady Skody neni pFipustné. Skoda se hradi v penézich,
pfipadné uvedenim do predeslého stavu podle volby Objednatele v kazdém konkrétnim
pfipadé.

VI.
Opravnéné osoby

Kazdd ze Smluvnich stran jmenuje opravnéné osoby. Opravnéné osoby budou zastupovat
Smluvni stranu ve smluvnich a obchodnich zalezitostech souvisejicich s plnénim této Smlouvy:

Ve vécech smluvnich:

za Objednatele: reditel sekce informacnich a komunikacnich technologii
za Poskytovatele: tel: NG - il
Ve vécech vécného pinéni:

v specialista

za Objednatele:
tel.:
za Poskytovatele: e-mail: || | G

Objednatel a Poskytovatel jsou opravnéni jednostranné ménit vySe uvedené opravnéné osoby
a rozsah jejich opravnéni jednat za Smluvni strany. O zméné jsou povinni vzdy pisemné
informovat druhou Smluvni stranu. Zména je vi¢i druhé Smluvni strané ucinna od okamziku
dorudeni pisemného oznameni o zméné opravnéné osoby.

VII.
Ukonceni Smlouvy

Tato Smlouva miZe zaniknout vzadjemnou dohodou Smluvnich stran. Tato dohoda musi byt
pisemna a podepsana opravnénymi zastupci obou Smiuvnich stran, jinak je neplatna.

Objednatel je opravnén odstoupit od této Smlouvy v souladu s ustanovenim § 2001 a nasl.
Obéasného zakoniku. Odstoupeni od Smiouvy je mozné mimo jiné v dlisledku podstatného
porudeni Smlouvy Poskytovatelem. Podstatnym porusenim této Smlouvy se rozumi zejména
poruseni povinnosti ve smyslu ustanoveni § 2002 Obcanského zakoniku. Odstoupeni od
Smiouvy je uéinné ode dne, kdy bylo pisemné doruceno druhé Smluvni strané.

Odstoupeni od této Smlouvy se nedotyka prava na zaplaceni smluvni pokuty nebo Uroku
z prodleni, pokud jiz dospél, prava na nahradu Skody vzniklé z poruseni smluvni povinnosti ani
ujednani, které ma vzhledem ke své povaze zavazovat Smluvni strany i po odstoupeni od této
Smlouvy, zejména ujednadni o zplsobu feSeni spor dle ustanoveni § 2005 Obcanského
zakoniku.

VIII.
Poddodavatelé

Poskytovatel nese pinou odpovédnost za pinéni provadéna poddodavatelem se vSemi z toho
plynoucimi ddsledky tak, jako by pinil sam.




Poskytovatel smi pouze po predchozim pisemném souhlasu Objednatele zménit poddodavatele
nebo rozsah Predmétu pinéni, ktery prostfednictvim poddodavatele provadi.

Prehled poddodavateld spolu s uvedenim rozsahu Predmétu pinéni, které prostrednictvim
poddodavatell Poskytovatel provadi, je obsazen v Pfiloze €. 2, ktera tvofi nedilnou soucast
této Smiouvy.

IX.
Zavérecna ujednani

Tato Smlouva nabyva platnosti ke dni jejiho podpisu obéma Smluvnimi stranami a Ucinnosti
dnem jejiho uverejnéni v registru smiuv, v souladu se zakonem ¢. 340/2015 Sb., o zvlastnich
podminkach Gcinnosti nékterych smluv, uverejiiovani téchto smiuv a o registru smiuv (zakon o
registru smiuv), ve znéni pozdéjSich predpisG (dale jen ,Zakon o registru smiuv")
Objednatelem.

Smluvni strany souhlasi s tim, aby byla tato Smlouva uverejnéna na profilu zadavatele -
Objednatele, jakoZ i na internetovych strankach Objednatele. Souhlas s uvefejnénim
podle predchozi véty se nevztahuje na (daje, které jsou obchodnim tajemstvim ve smysiu
ustanoveni § 504 Obcanského zakoniku, na Udaje, jejichz zvefejnéni brani zakon
¢. 101/2000 Sb., o ochrané osobnich daji a 0 zméné nékterych zakond, ve znéni pozdéjsich
predpisl, jakoZ i na Udaje, které jsou chranény pred uvefejnénim podle jinych pravnich
predpisd. [Ucastnik zadavaciho Fizeni - Poskytovatel ve své nabidce uvede, jaka konkrétni
ustanoveni této Smlouvy (vcetné pfiloh) a z jakého pravniho diivodu neni mozno uvefejnit.
Pokud ucastnik zadavaciho fizeni - Poskytovatel Zadné ustanoveni Smlouvy postupem podle
predchozi véty neoznaci, bude zadavatel - Objednatel za predpokladu dodrzeni obecné
zavaznych predpist opravnén uverejnit tuto Smlouvu jako celek véetné vsech jejich pfiloh.].

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

Poskytovatel (vcetné pfipadnych poddodavatel() souhlasi s tim, aby subjekty opravnéné die
zakona ¢. 320/2001 Sb., o financni kontrole ve vefejné spravé a o zméné nékterych zakon(
(zakon o finan¢ni kontrole), ve znéni pozdéjSich predpisti, provedly financ¢ni kontrolu
zavazkového vztahu vyplyvajiciho z této Smilouvy s tim, Ze se Poskytovatel podrobi této
kontrole, a bude plsobit jako osoba povinna ve smyslu ustanoveni § 2 pism. e) vySe
uvedeného zakona. Poskytovatel se zavazuje zajistit tento souhlas i u vSech svych
poddodavateld.

Stane-li se nékteré z ujednani této Smlouvy neplatné nebo neucinné, nebude to mit vliiv na
platnost a Gcinnost ujednani ostatnich a na platnost a Gcinnost této Smilouvy jakozto celku.
Neplatné nebo nelcinné ujednani bude nahrazeno po vzajemné dohodé Smluvnich stran
takovym ujednanim, které bude odpovidat svym uCinkem co nejblize plivodnimu zaméru
a Ucelu neplatného ¢i neucinného ujednani v ekonomickém i pravnim smyslu.

Prava a povinnosti vyslovné v této Smlouvé neupravené se fidi platnymi a acinnymi pravnimi
predpisy Ceské republiky, zejména pak prisluSnymi ustanovenimi Obcanského zakoniku.

Poskytovatel neni bez pisemného souhlasu Objednatele opravnén postoupit prava ze
smiuvniho vztahu zaloZeného touto Smlouvou na treti osobu.

Smluvni strany se dohodly na tom, Ze Poskytovatel neni opravnén Cinit jednostranna zapocteni
svych pohledavek vzniklych na zakladé této Smlouvy Ci v souvislosti s ni viéi jakymkoli
pohledavkam Objednatele.




10.

11.

12.

13.

14.
15.

16.

Smluvni strany se dohodly, Ze se pro ucely této Smlouvy nepouZije ustanoveni § 2050
Obcanského zakoniku.

PFipadné spory vyplyvajici z této Smlouvy se Smiuvni strany zavazuji nejprve vyresit dohodou.
Pokud se Smluvni strany nedohodnou, bude spor feSen pred vécné a mistné pfislusnym
obecnym soudem Ceské republiky, podle ¢eského prava. Rozhoddi fizeni je vylouceno.

Tato Smlouva mize byt ménéna pouze na zakladé dohody Smluvnich stran, a to ve formé
pisemnych vzestupné Cislovanych dodatkdi podepsanych ob&ma Smiuvnimi stranami.
Podpisem Smluvnich stran se dodatek stdva nedilnou soucasti této Smlouvy.

V pfipadé rozporu ujednani této Smlouvy s ujednanimi obsazenymi v pfilohach této Smlouvy ¢i
jinych dokumentech upravujicich prdva a povinnosti Smluvnich stran (napf. obchodni
podminky) maji prednost ujednani této Smlouvy.

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

Nedilnou soucast Smiouvy tvofi tyto pFilohy:

Priloha €. 1 - Specifikace a konfigurace programového a technického vybaveni;

Pfiloha €. 2 — Piehled poddodavatell

Pfiloha €. 3 — Licen¢ni podminky QlikView;

Pfiloha ¢&. 4 - Licen¢ni podminky Clover ETL.

Smluvni strany prohladuji, Ze si tuto Smiouvu, véetné jejich pFiloh, pfeéetly, jejimu obsahu

porozumély a Ze je projevem jejich pravé a svobodné vile prosté jakéhokoliv omylu, na dikaz
cehoz tuto Smlouvu viastnorucné podepisuii.

Za KOMIX s.r.o.:

Funkte: jednatel

Datum:75.5" 7572
Misto: Praha

CESHA SPRAVA SOCIALNEN S ZanErrelExt KOMIX S.I.0.
&.,J;%ZIZ Gg‘i’éu; 5 Drtinova 467/2a. 150 00 Praha 5
ey - ICO: 47117087, DIC: CZ47117087
120 225 68 Prah2 5 - Smilchov
Te!: [ —_




Priloha ¢. 1 - Specifikace a konfigurace programového a technického vybaveni

QlikView SBE User CAL - 13 ks zafizeni

QlikView Server SBE - 1 ks zafizeni

CloverETL Corporate Server -

CloverETL Designer -

Specifikace ceny Pfredmétu pinéni:

1 ks zafizeni

1 ks zafizeni

Maintenance

Designer

Maintenance QlikView SBE User CAL 13
Maintenance QlikView Server SBE 1
CELKEM QlikView

Maintenance CloverCARE - CloverETL L
Corporate Server

Maintenance CloverCARE - CloverETL 1

CELKEM CloverETL

.c ena za cena cena celkem
Jednotku celkem K& vietnd
v K¢ bez v K¢ bez v Ac vee
21 % DPH

DPH DPH




Priloha ¢. 2 — Prehled poddodavateli

Pocet poddodavatell: 0.




PFiloha €. 3

Qlik@

Maintenance Policy
This Maintenance Policy (“Policy”) describes the current practices of Qlik with regard to its provision of technical support and

maintenance services to entities that have entered into an Agreement (as defined below) for Qiik's Software (each such entity. a
“Licensee”).

1. Definitions.

“Affiliate” means any entity which controls. is controlled 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 ail voting equity interests of such entity but only for
so0 fong as such control exists.

“Agreement” means the Master Software License and Services Agreement. Qiik® User License Agreement or other form of written
license agreement for Software between Qlik and Licensee.

“Authorized Affiliate” means any Affilliate 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 avaitable by Qlik for the Software in the form
of manuals and function descriptions in printed or electronic form. as the same may be maodified 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

“DSE Services” means the DSE services to be provided to Licensee pursuant to this Policy if Licensee has purchased DSE services
“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.

“Release Management Policy” means the then-current release management policy for the applicable Software. currently set forth
at www.glik.com/flicense-terms, 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 materiats available via the Support Portal to Licensees that are
current on Maintenance.

“Severity 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 (i) 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 Error or Severity 2 Error.
“Software’” means the applicabie Qlik proprietary software in object code form licensed to Licensee under an Agreement.

"Software Family” means a given Qlik software product along with any accessory software that Qlik licenses to operate with such
product. For example. QlikView® and Qiik® Sense are separate Software Families.

“Support Portal” means Qlik's online support website currently available at http://www.qlik.com/support.
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“Support Services” or “Maintenance” means the technical support and maintenance services for the Scftware as described in this
Policy. Support Services do not inciude services performed onsite at any Licensee facility any professional services or any services
not expressly stated in this Policy.

“Technical Contact(s)” means Licensee's personnel that have been :dentified in the Agreement. including. but not limited to. in any
order form submitted by Licensee pursuant thereto, as the technical contact(s) for Licensee.

*“Update” means any type of error correction. including as defined in the Release Management Policy for the applicable Software.
which Qlik elects to make generally available to its customers who have a current Maintenance contract with Qlik at no additionai
charge Updates do not inciude new or separate products which Qiik offers only for an additioral fee to its customers generally.
including. without limitation. those customers who have purchased Support Services

23

2.4

N
w

28

Overview

Qlik will provide Licensee with Support Services for the Software in accordance with this Policy depending upon the level of
support coverage purchased by Licensee and subject to Licensee's timely payment of the applicable Maintenance fees

The initial Support Services term shail be for one year commencing on the Delivery Date of the applicable Licensee order. unless
otherwise stated in the relevant order form. Support Services shall be automatically renewed in advance for successive one (1)
year terms at the then applicable Maintenance Fee unless Licensee provides Qlik with written notice of non-renewal at ieast
forty-five (45) days prior to the end of the-current annual period. The annual Support Services term for subsequently acquired
Software under a single Agreement will be prorated to expire with the then-current annual Support Services term. uniess
otherwise agreed by Qlik and Licensee. For avoidance of doubt. Licensee is responsible to pay the entire first year's Maintenance
Fee for all subsequently acquired Software regardiess of any prorated term. Except as expressly set forth in an Order Form non-
renewal of Support Services shall apply to (1) ali Software licensed by Licensee that is within the same Software Family and/or
(ih) all Software Families purchased under the same Order Form

Licensee must purchase the same level of Support Services for ali Software licensed within the same Scftware Family. Licensee
may elect to upgrade the level of Support Services at any time but such upgrade must apply fo all Software licensed within the
same Software Famity

Reinstatement of lapsed 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 (bj 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 fapse and (i) Licensee pays Qlik
a Maintenance reinstatement fee equal to twenty-five percent (25%) of the total maintenance fees paid or payable to Qlik for all
affected Qlik Products licensed by Licensee. Reinstatement beyond this date will be at Qlik's sole discretion.

Unless otherwise expressiy set forth herein. all references in this Policy to response times or communications from Qlik shall
only apply during Qlik's Standard Business Hours. regardiess 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 Centre in
the specific geographic region to which the applicable licenses are assigned in Qlik's records By way of non-limiting 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 anumber 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 Centre in the specific
geographic region to which the applicable licenses are assigned in Qlik's records.

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 list may change from time to time. The availability of support
provided in 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 line based on the type of Support Services purchased and Licensee's geographic location.

Support Levels
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
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3.2

3.1.2 Response Times. Qiik will use commercially reasonable efforts ¢ respond (@i within the initial Response Times set
forth In the table below. 1o Seventy 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 commerciaily reasonatle efforts. consistent with industry practice. to investigate
such reports to determine whether there is an Error present. If Qlik determines that an Error 1s present. Qlik will use
commercially reasonable efforts to correct the Error andior provide a warkaround including. without limitation. by providing
Licensee with an Update  Qlik will communicate with Licensee at least ocnce each business day (with respect to any Severity
1 Errors) or otherwise as reasonably necessary based on the nature and tyoe of Error (with respect to Seventy 2 Errors and
Severity 3 Errors) unti 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

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 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 telephone of via the Support
Portai. Qlik shall use commercialiy 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 will communicate with Licensee at least with the frequency set forth in the table beilow until the Error is
resocived {in accordance with Section 4.1 telow} or work-around is provided.

Enterprise Support Coverage*

Severity Level 1 Initial Response Time Communication Frequency
Severity 1 Error 30 minutes. 24x7 Every 4 hours. 24x7
Severity 2 Error 1 1 hour, 8x7 Every day

Severity 3 Error 4 hours, 8x7 Every 2 days

*All severity levels will be initially logged and acknowledged by Qiik during Qlik 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 wilt assist Enterprise Support Licensees in issue analysis to determine
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whether or not the technical issue is reiated to the third-party hardware or software In order o isolate the issue, Qiik reserves
the right to request that the third-party hardware or software ce removed. ik may reach out t¢ third-party vendors based
on established Technical Support Alliance Network (TSANet) to troubleshoot the issue. TSANet is a vendor-neutral giobal
support ailiance 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 instafiation instructions. release documentation and general guidance for muitiple
environments

3.2.5 Qlik Proactive Service

i. Qlik Reai Time Proactive Service (RTPS;. The RTPS is an optional service which provides Qlik with real-time
information. Licensee authorizes the use of the RTPS on Licensee's production server on which the Software
resides in order to: (i) monitor and pericdically transmit to Qlik the server's Software utilization statistics and
machine logs (collectively. "Logs™ (i} analyze the Logs to determine anomalies and trends in the performance
of the server, and (iii) to provide feedback from Qlik on the performance of the server  RTPS does not monitor
track or view any data that is contained in any Qlik Software applications hosted on the server. Qlik may use the
Logs to provide Support Services, analysis and recommendations. and for commercial and marketing purposes
including to develop product enhancements and best practices. recommend ways to optimize the use of Software
provide troubleshooting assistance and suggest products and product configurations to Licensees
Notwithstanding the foregoing. in no event will Qlik disclose or make available any Logs in @ manner that
reasonably could permit the recipient of such information to determine that such Logs pertained to any particutar
person or entity

ii. Qlik Offtine Proactive Service (OPS). The OPS provides Qlik with historical information. If Licensees elect not
to participate in RTPS. Licensees may, at their option. transmit machine iogs from Licensee’s production servers
and operating system to Qlik via Licensee's preferred method (online service, Qlik FTR. or physical mediaj. Qlik
may use the data contained in such logs to provide Support Services. analysis and recommendations and for
commercial and marketing purposes. inciuding to develop product enhancements and best practices. recommend
ways to optimize the use of Software, provide troubleshooting assistance and suggest products and product
configurations tc Licensees. Notwithstanding the foregoing. in no event will Qlik disciose or make available any
Logs in a manner that reasonably could permit the recipient of such information to determine that such Logs
pertained to any particular person or entity.

il Health Check Reports. RTPS and OPS are available only to Enterprise Support Licensees deploying a
RTPS/OPS enabled Version of the Software in a production environment. RTPS and OPS are not available for
test or development servers. All Enterprise Support Licensees that have elected either RTPS or OPS may receive
Health Check Reports using the data received as part of Qlik Real Time Proactive Service or Qlik Offline Proactive
Service. The Health Check Reports consist of usage information over a defined period and suggested areas for
change or improvement, which are the resuits of Qlik's analysis of Licensee's machine logs regarding the Qlik
Software deployment and operating system

4. Error Resolution and Escalation.

4.1 An Error is considerad to be resolved upon the earlier to occur of the following: (i} Qilk and Licensee mutually agree in writing
{including via email) that the issue or problem is resolved: {ii; Qlik has provided Licensee with an Update. {iii) Qlik is able to provide a
reasonable and mutually acceptable technical work-around solution; {ivi 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 pericd Qlik has not
received a response from any of Licensee's Technical Contacts.

4.2 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): (ij any
Errors or problems with the Software that are not reproducible in stand-alone form on non-virtualized hardware: (i} any Error or
problem that is reported by Licensee via any Qlik support telephone number or email address associated with any geographic terntory
other than the one to which Licensee has been assigned on the Support Portat: 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
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in the Documentation: ib) the use of the Software with hardware that does not satisfy the mimmum system requirements specified by
Qlik in the Documentation. icj changes. modifications. or alterations 10 the Software not approved in writing oy Qlik or its authorized
representatives. (d) use of the Software other than in accordance with the Documentation and the Agreement: () use of other than 2
Supported Yersion 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. If Qlik does correct any of the Errors described in subsections taj-(f:
above. or ctherwise provides support for Software that is not covered by the terms and conditions contained in this Policy. such Error
resolution or Software support wili be provided only following Licensee's written reguest and approval of ail 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.

43 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 3.1.2 or 3.2.2. as applicabie. or (ii} feels that the quality of the
Support Services provided to Licensee by Qlik is not satisfactory, then Qlik encourages such Licensee {o escalate the probiem to the
appropriate level of Qlik management as follows;

Hierarchical Notification to Notification to Notification to Vice Notification to

Escalation Regional Support Global Support President - Global Global Sales Senior

Levels Manager Director Support Vice-President
Corrective Corrective Corrective Corrective
Measures : Measures ‘ Measures Measures
Resource Allocation Resource Allocation Monitoring of Monitoring of

Actions Monitoring of Monitoring of " Progress Progress
Progress Progress Review of Licensee Review of Licensee
Review of Licensee Review of Licensee Satisfaction Satisfaction
Satisfaction Satisfaction

Time Frame Twelve (12) hours Forty-eight (48; hours Seventy-two {72 hours Five (5) business days

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

5. Designated Support Engineer

5.1 Subjectto 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 provide the following DSE Services for up to four (4) Licensee Technical
Contacts:

. Direct access to a Designated Support £ngineer with knowledge cf Licensee's environment
¢ Service Implementation Plan

. Fast-track into R&D for critical bugs

o Weekly Progress Call

. Quarterly on-site visits and service reviews

s+ Access to beta releases

5.2 DSE Services are supplemental to Support Services. and are not available as a standalone 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 not available for Licensees that are not current on Enterprise Support (including all Basic Support Licensees).
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6.

Updates

in addition to its obligations under Sections 2 and 3 of this Policy. Qlik wili make Updates available t© all Licensees with a current
Support Services contract. when and if Qlik elects to make them generally commercially available. All Upaates provided 1o any
Licensee under this Policy will be made available. at Qlik's discretion. in a form of digital medium or via the Qiik Software download
site  Each Update will be provided together with the associated Documentation in printed or electronic form. written m English or
another language officially supported by Qlik. Unless otherwise agreed in writing by Qlik. Licensee shall be responsibie for instaliation
of all Updates.

7.
7.1

7.2

76

7.7

Licensee’s Obligations

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: (i) cooperate fully with Qlik's personnel in the diagnosis or investigation of any Error or other issue or problem
with the Software, (i) only report Errors to Qlik via the dedicated Qlik support telephone number or email address associated
with Licensee's designated gecgraphic territory as set forth on the Support Portal: (iv) be responsible for purchasing. installing
and maintaining all hardware and operating systems required to use and suppcort the Software: {v) be responsible for maintaining
ail third party software not explicitly licensed under the Agreement; and (vi) maintain an email address for electronic mail
communications with Qlik

Licensee's contact with Qlik in connection with Licensee's requests for support and reports of Errors shall be sotely through the
Technical Contact(s). The Technical Contact(s) shall: (it 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 af!
requests by. and maintaining ail records of, the Licensee and its Affiliates relating to Support Services: (i} serve as the contactis;
with Qlik on all matters relating to Support Services: and (iv) be responsible for providing information and suppert. 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 i4) for DSE Service
regardiess of the number or types of licenses purchased for the Software. Licensee shall ensure that s Techmcal 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.

Upon reasonable request by Qiik. Licensee shall provide Qlik a detailed description of its iT systemi(s: within whicn 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

if Licensee desires Qiik to provide support via remote access. Licensee shail ensure that a functioning system enabiing Qik to
have remote access o Licensee s technical equipment is instalied (subject to Licensee's reasonabie security measures and
poiicies) 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 liapifity in
connection with remote access support.

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 ali Updates to its Authonzed
Affiliates: (i} passing on 10 its Authorized Affiliates all support materials as appropriate: and (iil) providing software support.
including operational instruction, probiem reporting and technical advice to its Authorized Affiliates. in each case of (i). (i ard
(i) 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. inciuding without limitation, any of its contractors, authorized end users or any Authorized
Affiliate to Qlik for support of Software.

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

For certain services provided under this Policy, the transmission of machine logs may be required. For avoidance of doubt.
Licensee shall not inciude 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 relation 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 examplej. Qlik s privacy policies are available to view
online at www.glik.com under “Cookie and Privacy Palicy.
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8. Changes to Policy

Subject to the Agreement, Qlik reserves the right. at its discretion, to change the Policy at any time based or prevailing market
practices and the evolution of Qlik's software products.

9. Disclaimer

THIS POLICY DEFINES A SERVICE ARRANGEMENT AND NOT A WARRANTY. THE SOFTWARE 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

CloverETL®
Software Standard Support Policy

Section 1 - Overview

1.1 This Software Support Policy (“Support Policy”) describes the policies and
procedures under which Javlin, 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.

1.2 Support Services are provided through Javlin’s online web-based support portal
located at http://support.cloveretl.com ("Support 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:

a Who is authorized to submit issues

b.  How to submit issues

C What types of issues are supported

d How and when Javlin resolves and closes reported issues

Section 2 — Scope

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:

a. 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.

b.  Major Releases, Minor Releases, and Maintenance Releases (as defined below)
of the Software.

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

d. Forum where Customer, partners, and other users of Javlin’s software
products can share information and ideas about how to use the software
product




e.  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.

4. Major Releases: 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.

5.  Minor Releases: are normally identified by the first number immediately
following the first decimal point. For example, 3.2 is a Minor Release of
3.0.

6. Maintenance Releases: means generally commercially released code
corrections, patches, updates and minor version releases 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.

7.  Milestone Releases: 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.

2.2 Upgrades. Support Services may include new versions of the Software, when and
if made commercially available by Javlin. 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. 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.

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

a. Software that is used on or in conjunction with hardware or software other
than as specified in the applicable documentation.
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Altered or modified Software, unless altered or modified by Javlin.

Defects in the Software due to accident, hardware malfunction, abuse or
improper use.

Any version of the Software for which Support Services have been
discontinued by Javlin.

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

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.

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).

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

SQ o o0 oW

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

2.5 Software Versions Supported

a.

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 website.
Javlin’s Support Services obligations apply to the current publicly available Major
Releases of the Software and the immediately preceding Major Release of the
Software, and 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.

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

End of Life: Javlin may cease support for a supported version of the Software
twelve (12) months after release of the next Major or Minor Release of such
Software. Javlin shall keep an up-to-date list of supported versions and make
end of life (or end-of-support) announcements in the Support Portal.

Platforms Supported: Javlin supports use of the Software only on the
platforms specified in the documentation supplied by Javlin with the Software




(the “Supported Platforms”). An updated list of Supported Platforms is
provided on the web page: www.cloveretl.com

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

a.

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 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 Support 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, and
license number.

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.
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9. Identify Incident number (ie: support ticket number) in any ongoing
communications with Javlin on an existing Incident.

3.3 Support Response and Incident Resolution

a. 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.

Respond to the Incident within the time specified in the Support Policy.
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.

Give Customer direction and assistance in resolving the Incident.

Keep a record of ongoing communications with Customer.

Use reasonable commercial efforts to resolve the Incident in
accordance with the target response times set forth in the Support Policy.
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3.4 Prioritization. Javlin will prioritize Incidents according to the following criteria:

a. “Priority 5” Support Cases are the highest priority and receive first attention. A
Priority 5 Support Case means the Software is completely inoperable and
inaccessible to 100% of the Customer’s users.

b.  “Priority 4” Support Cases are when the Software has severely impacted the
performance of its intended use and is causing a material and adverse impact
for a majority of the users; or, the Software is materially not operating within
the documented functionality and it is impacting a majority of the Customer’s
users.

c.  “Priority 3" Support Cases are when the use of the Software has impacted the
performance of some of the users, or the Software is not operating within the
documented functionality and it is impacting some of the Customer’s users.

d.  “Priority 2” Support Cases are standard request for assistance and may include
questions of how to use the Software.

e. “Priority 1” Support Cases are when the Software is operating within the
documented guidelines and the Customer would like to record an idea for
inclusion in future releases. Javiin will not provide feedback on enhancement
requests, and Priority 1 Support Cases are closed once the information has been
recorded.

3.5 Resolution and Closure

a. 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.

b.  In the event that custom or unsupported plug-ins or modules are used, Javlin
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.

c.  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.

d. Dropped Issues, Javiin 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 calendar days or more, in a response from the Contact
Javlin may close the case.

e. 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.

Exhibit A - Support Policy

SUPPORTED SOFTWARE
CloverETL Designer, CloverETL Server, CloverETL Cluster

POLICY TERMS

Incident Analysis (max per month) - 2
Supported Channels - Support Portal

Supported Contacts - Licensed user of CloverETL Designer, Two designated contacts
for CloverETL Server

Response Times
Acknowledgement - 1 Business Day
Response Time- 3 Business Days
Product Work - Around 2 Weeks

Product Fix - Next Release




SUPPORT TERMS

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.

*** END OF DOCUMENT ***
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