"2 Loftware
SUPPORT SERVICES APPENDIX
TO THE LOFTWARE MASTER SOFTWARE AND SERVICES AGREEMENT

l. SaaS Support Services (applicable for Loftware Cloud Enterprise SP; Loftware Smartflow;
Loftware Cloud; Loftware Connect, PRISYMID 360; BLINK Enterprise):

1. During the Term, Loftware shall provide Customer with Updates to the SaaS Offerings and
telephone, portal, and email-based technical support for the SaaS Offerings (collectively, the
“SaaS Support Services”), as follows:

(a) Updates. Loftware will install Updates to Customer’s purchased SaaS Offerings
during the Term of the Agreement at Loftware’s discretion; provided, however, that to the extent
Customer has received and installed the Installed Applications on the Customer Systems,
Loftware will make Updates to Installed Applications available to Customer for electronic
download only upon request by Customer. All such Updates shall be subject to and governed by
the terms and conditions of the Agreement. Loftware shall use reasonable efforts to avoid
unscheduled downtime for maintenance of the SaaS Offerings.

(b) Technical Support. Loftware will provide technical support as provided in
subsections (i) and (ii) below to assist Customer in the resolution of problems encountered by
Customer in the normal use and operation of the SaaS Offerings.

(i) Support. Technical support shall be provided via email, portal, and telephone in
accordance with the coverage period listed in the following table.

SaaS Support Services Levels

Support Level Coverage
Platinum Twenty-four (24) hours per day, seven (7) days per week.
Standard Monday — Friday 8AM — 5PM based on the region where the SaaS
Offerings were purchased subject to the table below.*

*For clarity, Standard Level SaaS Support Services are only available for Loftware Cloud
(excluding Enterprise SP) and PRISYMID 360 products.

Standard Support Level Regional Hours

Region North and South EMEA APAC and China
America
Standard Mon-Fri 8am-5pm CST | Mon-Fri 8am-5pm CET | Mon-Fri 8am-
Support on Business Days on Business Days 5pm Shanghai
Coverage Time on
Business Days
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(i) Escalation and Resolution. Loftware will use the resources within its reasonable
control to provide technical support and to verify, diagnose, and correct any errors or defects or
produce “work arounds” in the SaaS Offerings in accordance with the following support
escalation procedures. For the avoidance of doubt, Customer is responsible for receiving and
triaging a support ticket from its Authorized Users before a ticket is submitted to Loftware for
review which includes but is not limited to (i) providing internet and telephone support to its
Authorized Users regarding the SaaS Offerings, including researching the root cause of the issue
where feasible in a standard “out of the box” Software environment; (ii) assist Authorized Users
with troubleshooting the Authorized User’s environment (i.e. the Authorized User’s applicable
operating and database system, etc.) as it relates to usage of the SaaS Offerings.

Support Escalation Procedures and Service Levels

Priority Definition Initial Next Follow-up
Response
Critical | Any issue that prevents the use of the SaaS | Platinum: 1 hour| Every 3 hours or
Offerings in a Production environment where St . the next
o andard: 1
all or a clear majority of Users are not able to hour mutuall
access the system to perform normal y agreed
functions. upon
scheduled contact
time until
resolution.
High | Any issue that materially affects an important |Platinum: 1 hour | Every 4 hours or
functional aspect of the SaaS Offerings in a St ) the next
. i . andard: 2
Production environment where the product is hours mutuall
usable, but severely limited. y agreed
upon
scheduled contact
time until
resolution.
Medium | Minor feature/product failure. Platinum: The next mutually
4 hours agreed upon
Standard: gcheduled contact
12 time as needed.
hours
Low Minor problems or questions that do not affect | Platinum: Next | The next mutually
product functionality, such as How-To's, | Business Day |agreed upon
documentation, and general questions. Standard: 5 spheduled contact
. time as needed.
Business
Days
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Il. On-Premise Software Support Services (for On-Premise Subscription Loftware
Spectrum; PRISYMID P360 On-Premise; Loftware NiceLabel LMS):

1. During the Term, Loftware shall provide Customer with Updates to the Software and email,
portal, and telephone technical support for the Software (collectively, the “On-Premise Software
Support Services”), as follows:

(a) Updates. Loftware will provide Updates to the Software via Internet download upon
request. All such Updates shall be subject to and governed by the terms and conditions of this
Agreement. Updates do not include new product releases.

(b) Technical Support. Loftware will provide technical support as provided in subsections (i) and

(ii) below to assist Customer in the resolution of problems encountered by Customer in the normal
use and operation of the Software.

(i) Support. Technical support shall be provided by email, portal, and telephone in
accordance with the coverage period listed in the following table commensurate with
the On-Premise Software Support Services purchased by Licensee included in the
Annual Software License Fees.

On-Premise Software Support Services:

Support Level Coverage
Platinum Twenty-four (24) hours per day, seven (7) days per week.
Standard Monday - Friday 8AM — 5PM based on the region where the On-
Premise Subscription was purchased subject to the table
below.*

*For clarity, Standard Level On-Premise Software Support Services are only available for
NiceLabel LMS and P360 products.

Standard Support Level Regional Hours

Region North and South EMEA APAC and China
America
Standard Mon-Fri 8am-5pm CST | Mon-Fri 8am-5pm CET | Mon-Fri 8am-
Support on Business Days on Business Days 5pm Shanghai
Coverage Time on
Business Days
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(i) Escalation and Resolution. Loftware will use the resources within its reasonable
control to provide technical support and to verify, diagnose, correct errors, correct
defects, or produce “work arounds” in the Software in accordance with the following
support escalation procedures times.For the avoidance of doubt, Customer is
responsible for receiving and triaging a support ticket from its Authorized Users
before a ticket is submitted to Loftware for review which includes but is not limited
to (i) providing internet and telephone support to its Authorized Users regarding the
Software, including researching the root cause of the issue where feasible in a
standard “out of the box” Software environment; (ii) assist Authorized Users with
troubleshooting the Authorized User's environment (i.e. the Authorized User's
applicable operating and database system, etc.) as it relates to usage of the Software.

Support Escalation Procedures:

Priority Definition Initial Response Next Follow-up

Critical Any issue that prevents the use | Platinum: 1 hour |Every 3 hours or the
pf the On-Prgmlse Subscrlptlon Standard: 1 hour | MeXt mutually agreed
in a Production environment upon scheduled
where all or a clear majority of contact time until
Users are not able to access resolution.
the Software to perform normal
functions.

High Any issue that materially Platinum: 1 hour | Every 4 hours or the
affects an important fL{nctlonaI Standard: 2 hours next mutually agreed
aspect of the On-Premise upon scheduled
Subscription in a Production contact time until
environment where the resolution.
Software is usable, but severely
limited.

Medium Minor feature/product failure. Platinum: 4 hours | The next mutually
Standard: 12 hours agreed upon
scheduled contact
time as needed.

Low Minor problems or questions Platinum: Next | The next mutually
that do not affect product Business Day agreed upon
fnctonaty such ssHon 9% | stangars | sehedued contac

egt'ons on, 9 Business )
questions. Days

Loftware supports up to one (1) back-level major release of the Software (for example, upon the
release of version 3.0, Loftware will not support any versions prior to 2.0). Software Support
Services do not include any on-site or remote consulting services, training services, or other

Loftware Confidential

4



https://www.loftware.com/

®a Loftware

services not expressly set forth in the Agreement.

. INFORMA IT TEXT COMPARE MODULE SPECIFIC SUPPORT TERMS AND CONDITIONS

TEXT COMPARE LICENSE DESCRIPTION

Text Compare Services. A concurrent license of InformalT (“InformalT”) Inform Content Compare
includes both the Text Compare (containing, where appropriate braille and barcode) and the
Graphic/combined compare module, but not the Hardcopy compare module.

The concurrent license is installed as a shared license stack that can be shared by many users. It
means that everyone that’s registered (unlimited number of users) in the system can use a license
from the stack when it is available.

Customer may have 1 or more concurrent licenses. Customer’s current user must log out (or be
logged out by inactivity) before any other user can use the license. Customer cannot exceed the
number of concurrent licenses granted. Users above the agreed concurrency limit cannot use the
service until another user has logged out or user session has ended. Text Compare Support
Services are described in Exhibit B, as modified by Amendment No. 1 to the Agreement.

TEXT COMPARE SERVICE LEVELS

Subject to the terms and conditions of this Agreement, Loftware will make the Text Compare
Services Available at least ninety-nine and seven-tenths percent (99.7%) of the time as measured
over the course of each calendar month during the Term (each such calendar month, a “Text
Compare Service Period”), excluding unavailability as a result of any of the Exceptions described
below in this Section (the “Text Compare Availability Requirement”). For purposes of calculating
the Text Compare Availability Requirement, the following are “Exceptions” to the Text Compare
Availability Requirement, and neither the Services will be considered un-Available nor any Service
Level Failure be deemed to occur in connection with any failure to meet the Text Compare
Availability Requirement or impaired ability of Customer or its Authorized Users to access or use the
Services that is due to a: (a) material act or omission by Customer or any Authorized User, or using
Customer’s or an Authorized User’s Access Credentials, in a manner that does not comply with this
Agreement and the Specifications; (b) material delay or failure of performance caused by
Customer’s delay in performing, or failure to perform, any of its obligations under this Agreement
(each, a “Customer Failure”); (c) Customer’s or its Authorized User’s internet connectivity; (d) Force
Majeure Event; (e) failure, interruption, outage, or other problem with any software, hardware,
system, network, facility, or other matter not supplied by Loftware or its Subcontractors pursuant
to this Agreement; (f) Scheduled Downtime; or (g) disabling, suspension, or termination of the
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Services. For the avoidance of doubt, the Text Compare Availability Requirement is independent of
the Smartflow Services Availability Requirement and the Service Credits set forth in the Agreement
shall only apply to the Smartflow Services.

TEXT COMPARE SCHEDULED DOWNTIME

From time to time, InformalT and/or the hosting provider will schedule and perform maintenance
and/or Upgrades or similar leading to unavailability of the InformalT Systems which will be
classified as Scheduled or Permitted Downtime.

InformalT will provide at least five (5) Business Days advance notice of such Scheduled Downtime.
Such notice will indicate the estimated start time and duration of the Scheduled Downtime.
InformalT will use reasonably commercial efforts to schedule Scheduled Downtime outside of
general peak use of the InformalT Systems.._

INFORMA IT SUPPORT

During the Term of a license agreement, InformalT will provide Updates to the Service and e-mail
based technical support.

(a) Updates.

InformalT will install updates to the Customer instance of the Services at InformalT’s
discretion. Customer and Loftware will be consulted and informed of new software releases for
Inform Content Compare.

(b) Technical Support. Technical Support processes are outlined below:

(i) Support. Support hours: 08.00 — 17.00 CET each a ‘Business Day’

InformalT will use the resources within its reasonable control to provide technical support and
to verify, diagnose and correct any errors or defects or produce “work arounds” in the Services
in accordance with the following support escalation procedures and defect resolution times.

Technical support will be provided by InformalT to both Loftware and the Customer.

For technical support relating to the service, product or integration:

o Loftware will initiate a support request directly to InformalT technical support.
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e InformalT will log the case and reply to Loftware to provide a support response
(“Support Response”) and resolution (“Resolution) to the incident or inquiry

For Customer issues —

o Loftware will acknowledge support requests (“Acknowledgement of Support Request”)
on behalf of the Customer.

o If probable cause of incident/inquiry is within Informa Text Compare, then Loftware will
submit request to InformalT support from the support mailbox including customer
contact details, any supplementary information, evidence and/or reproduction steps
given by the customer relating to the incident or inquiry.

o InformalT will receive the request, log the case, and reply to the customer and Loftware
to provide a support response (“Support Response”) and resolution (“Resolution) to the
incident or inquiry. Loftware will be kept on copy and/or notified on successful
resolution (“Resolution”).

e Customer may contact InformalT technical support directly (mainly but not exclusively
to an already logged incident or inquiry).

(ii) Support Response and Escalation Procedures

When InformalT receives a support request from Loftware or Customer, then the expected
response and resolution times follow the Support Response levels and Defect Resolution
times for InformalT as below.

Defect Resolution Times

Issue Priority Support Response Follow Up
Critical InformalT shall start work Every 3 business hours
on the issue within 2 or the next mutually
business hours fromreceipt | agreed scheduled
of anissue. contact time until
resolution
High InformalT shall start work Every 4 business hours
on the issue within 4 or the next mutually
business hours fromreceipt | agreed scheduled
of anissue. contact time until
resolution
7
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Standard InformalT shall start work The next mutually
on the issue within 8 agreed scheduled
business hours fromreceipt | contact time until
of an issue. resolution,

Inquiry InformalT shall use its

reasonable endeavours to
respond within 2 Business
Days following the
confirmed receipt of an
issue.

Loftware is not responsible for the defect resolution process and times related to the
Informa product.

Issue Priority | Expected Response

Critical Identification: 2 Business Days.

Interim Fix/Workaround: 5 Business Days.

Final Fix: Next Update to the Services, unless itis determined
that the interim fix is sufficient.

High Identification: 5 Business Days.

Interim Fix/Workaround: 15 Business Days.

Final Fix: Will be considered for inclusion in the next Update to
the Services.

Standard Will be considered for inclusion in a future Update to the
Services.
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