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STARTER CLOUD SUPPORT SERVICE

Customer is a user of certain Cloud Services under a Cloud Services Agreement that the Customer has executed with a Software AG subsidiary
(hereinafter “Supplier”). The maintenance and support services that the Supplier has agreed to deliver as provided in the Cloud Services Agreement are
defined herein, and this document forms an attachment to the Cloud Services Agreement.

1 OMNPEARENEHUA

1.1 Ongegenel-mu: Ecam nHoe He cnepyet M3 KOHTEKCTa, ciegyrouime CnoBa U BblipaXkeHud, UCNoJib3yeMble B HAcToAWeM AOKYMEeHTe, MMEKOT 3HayeHue,

YKasaHHOe HuXe:

“Business Day”

means the days from Monday to Friday excluding public holidays in country as specified in the Customer address field
on the first page of the underlying Cloud Services Agreement that correspond with Software AG's Global Support
operating days.

“Paboumnit uac”

O3HayaeT KaxAbl 13 yacoB B npomexyTtke ¢ 8:00 go 17:00 no pabouvm AHAM B pernoHanbHOM LieHTpe 06Cay>XnBaHWsA
3aka3uuka:
(@) EMEA (EBpona, bavxHuin Boctok n Adpuka) - ¢ 8 o 5 no LleHTpanbHo-eBponerickomy Bpemeru (CET)
(b) APJ (A3us, Tuxuii OkeaH 1 finoHus) —c 8 po 5 Manasuiickomy CtaHaapTHoMy Bpemenn (MYT)
(c) CWA -c 8 a0 5 no lopHomy Bpemenu (MT)
Pabouwne yacbl BcemmpHoi Cnyx6bl TexHryeckoro O6Cy>KMBaHWA MOTYT NEPUOANYECKM MEHATBCS.

“Cloud Services”

means the Supplier cloud services to be provided to the Customer under the Cloud Services Agreement.

“Cloud Services Agreement”

means the Cloud Services Agreement under which the Cloud Services are to be provided to the Customer.

“Documentation”

means the user manuals that the Supplier makes available to users of the Cloud Services.

“Error”

means any verifiable and reproducible failure of the Cloud Services to substantially conform to the specifications for

such Cloud Services. Notwithstanding the foregoing, “Error” shall not include any such failure that is caused by: (i) the
use or operation of the Cloud Services with any other software or code or in an environment other than that intended
or recommended in the Documentation, (ii) modifications to the Cloud Services not made or approved by the Supplier
in writing, or (iii) any bug, defect, or error in third-party software used with the Cloud Services.

“Error Correction”

means either a modification or addition to or deletion from the Cloud Services having the effect that such Cloud
Services substantially conforms to the then current specifications, or a procedure or routine that, when exercised in
the regular operation of the Cloud Services, eliminates any material adverse effect on the Customer caused by an
Error. An Error Correction may be a correction, workaround or service update.

"BceMupHasn nopnep)ka | o3HavaeT BcemupHyto Cayxby nogaep>xkn [locTaBlynKa, NPeAOCTaBAAIOLWYO YCAYrM TEXHUYECKON MOAAEPXKM 1
Software AG” obcnyxmBaHMA COOTBETCTBYHOLLEMY 3aKa3uuKy.

‘MopTan NOAAEPIKKMU | 03HAUAET WHTEPHET-CUCTEMY TMOAAEPXKKM 3aka3umkoB Software AG, BbiMOAHAOLWY (YHKUMM Npesynpexaatolero
Software AG" obcnyxxmBaHus, nHpopmmposanua n NcnpasneHns Owmnbok.

2 OMUCAHUE YCNYT

2.1 Starter Maintenance and Support Service: Software AG's Starter Maintenance and Support Service consists of the following services:

(@) Twenty-four (24) hour access to Software AG's Support Portal including access for authorized technical contacts (“ATC") to Supplier’s request
reporting system for browsing and submitting incidents, online access to new product information, documentation and knowledge center.

(b) 9x5 (9 hours a day; 5 days a week) telephone support for incidents according to this agreement during Business Hours. Customer will receive
initial response within one Business Day during Business Hours only. The respective telephone number is available in Software AG’s Support
Portal. If not provided in local language, telephone support is provided in English.

(c) Seven (7) authorized technical contacts (ATC) of the Customer entitled to access Software AG's Support Portal. This restriction applies per
Customer and not per contract. All ATCs shall have appropriate professional and technical qualifications and shall be assigned internally by
Customer to process queries from users about the Cloud Services. To protect against improper use of services, services may only be
requisitioned by these ATCs previously-reported to Software AG. Customer may contract for additional authorized contacts. ATC Group
accounts that are used by multiple Customer representatives are not allowed. One Customer representative equals one ATC only.

(d) Information on new features, events, and Customer application articles.

BBogHas yacTb: 3asBKkM 3aka3unka npuvHUMatotcs Bcemupron Cayxobon Moaaepxkkn Software AG n peructpupyrotcs Ha Moptane Moaaepxxkn Software

AG gnis ganbHenwen obpaboTkm. 3aKa3umKy COObLLAETCs PerncTpaLMoHHbI HOMep ero 3asBKW A5 JajibHenLero yyeta.

(@) PervioH 3aka3umka - 3TO MeCTOPaCMONOXKeHWE 3aKa3unka UAN LIEHTP, KOTOPbI Obla BbIGpaH 3aka3unkoMm B KayecTBe pernoHa. Hanpumep, 3aka3umk
EMEA perunoHa (EBpona, bavxkHuin Boctok 1 Adpuka) MOXeT BblOpaThb ApYroi permoH, ckaxem pernoH AME (Asus 1 banxHuii Boctok);

(b) Mpn obpaweHun Bo BcemupHyto Cnyxby Mopaepxxkn Software AG no TenedoHy 3aka3uuk JOMKEeH COOBWUTL PErncTpaLMoHHbIN HoMep,
MPWUCBOEHHBIV UHLMAEHTY/HOMEP 3asBKM 415 TOro, 4Tobbl cneuuanuctsl Cayxobbl Moaaep>ku MorIn HayaTtb PaboTy Haj UHLUAEHTOM;

(c) BcemupHas Cnyx6a Moaaepxku Software AG He o6s3aHa peluatb NpobnemMy 3akasuvka B TEUEHWE BPEMEHW pearvpoBaHns Nan Kakoro-ambo Apyroro

3 OBPABOTKA 3ANMPOCOB 3AKA3YUKA
3.1
oTpe3Ka BpeMeHu;
4 OBA3AHHOCTU 3AKA3UYUKA
4.1
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Customer Responsibilities: Customer shall co-operate with Software AG Global Support and provide relevant information to enable Supplier to
reproduce, troubleshoot and resolve the experienced error.
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4.2 Customer Consent: In case that an incident is submitted to Software AG’'s Support Portal Customer authorizes Supplier, for the purposes of
troubleshooting and resolving such incident, to access Customer’s cloud environment for the duration of the submitted incident on the basis set
out in the Cloud Services Agreement.
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