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Service Levels and Support

The following terms will have the following meanings when used in this Section:

“Downtime” means a Measurement Interval during which Team Cymru fails to provide the full functionality of the Services and System, excluding
Scheduled Downtime.

“Performance Credit” means 1day extension of the applicable Schedule Term. Performance Credits will be deemed to be price reductions
reflecting a diminution in the value of Services as a result of the failure to meet the Service Levels rather than liquidated damages or a penalty.

“Resolution Time” means the elapsed clock time between (i) CLIENT’s Service Call to report a problem and (ii) implementation of a change in or
adjustment to the System that corrects the problem and causes the System to be in Compliance and operate without malfunction.

“Response Time” means the elapsed clock time between (i) the SaaS Service Call to report a problem and (ii) a Team Cymru technical support
analyst capable of understanding the problem speaking to CLIENT’s support contact about the problem.

“Scheduled Downtime” means a Measurement Interval during which the Services or System is unavailable due to maintenance, of which CLIENT
has received, at least one week’s advance notice, and which occurs on a Sunday between 1a.m. and 4 a.m. U.S. Eastern Time.

“Service Level Default” means Team Cymru’s failure to achieve a Service Level.
“Service Network” means the network used by Team Cymru to provide the Services.

“Workaround” means a solution that resolves a problem without decreasing System features, functionality or performance or resulting in an added
burden or expense to CLIENT.

"Business day" means a standard, non-US holiday business day.
"Measurement Period" means a Measurement Interval of one calendar year.

System Operation Service Levels. Team Cymru will provide the Services to CLIENT so that all of the quantitative measurements set forth in the first
column of Service Levels for System Operation Table below (each, a “Metric”) satisfy the corresponding specifications set forth in the second
column of Service Levels for System Operation Table below (each, a “Standard”). If any Metric does not satisfy one or more of its corresponding
Standards, then CLIENT will be entitled to receive the corresponding remedy(ies) set forth in the third column of Service Levels for System
Operation Table (each, a “Remedy”).

SERVICE LEVELS FOR SYSTEM OPERATION TABLE
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Metric Standard Remedy
Availability — Percentage of Measure- | 99.99% + of each Measurement Period One Performance Credit for each 0.5 percentage

ment Intervals that are not Downtime

points below Standard

98.00% + of any Measurement Period

Right of Termination for Deficiency

SERVICE LEVELS FOR REMEDIAL MAINTENANCE TABLE

Problem Priority Priority Definition

Service Level Metrics and Standards

Required Response Time/
Remedy

Required Resolution Time/
Remedy

Required Action/Escala-
tion

Priority 1 (Critical) | A problem that (i) prevents the Sys-
tem from processing a critical busi-
ness process or function or matari-
ally hinders work or usa of the Sys-
tem by a user, (i) prevents a user
fram using the System to provide
sarvices in compliance with appli-
cable Law, (i) prevenls one or
more users from accessing data or
puttimg new data inlo the Systam,
(iv) causes lss or corrupbion of
data, or (v) leaves the System with-
aut a working backup for the Sys-
tem or a CLIENT s environmeant.

Standard: Immediale (e, less
tham 30 minutas).

Remedy: _0.5_ Performance

Cradils:

» if Response Time exceeds 60
minutes; and

# for mach 30-minute interval
thereafter unlil a respanse is
providad.

Standard: 8 hours for a Work-
around.

Reameady: 0.5 Performance

Cradits:

« il Resolution Time for a
Warkaround  exceads 12_
haurs; and

« for each _4_ hour interval
thereafter until a8 Warkaround is
provided.

Standard: 24 houwrs for a fully
tested permanent corraction.

Team Cymru will use all com-
marcially reasonable efforts
to resolve sach problem as
quickly as possible wilhin 1
hours after Team Cymru
learns of the problem, or
within a shorter limeframe as
the parties may otherwise
agrea. Team Cymnu will pro-
wvide gualified Team Cymru
technical support and deval-
opar parsonnel, as neaded,
o work on the problam exclu-
sivaly and continuously until it
is corracied.

If not resalved within 2 hours,
Team Cymru's Vice Presi-
dent for Support will be
paged, and Team Cymru will
further escalate its efforts to
resolve the problam.

thing new that is part of the Sys-
tem.

Priority 2 A problem that materially impairs | Team Cymru will endeavour to | Standard: In addition, Priority 1 prob-
(High) the service bul does not prevent the | cormect the Priority Two Defects 1 Business Dav. lems include any Priority 2
user from using the System and furnish a remedy no later Louaness LAk problem that has remained
than the next business day. unresalved for a period of 72
hours after Team Cymru
learns of the prablam.
Priority 3 A problem in which the perfor{ Team Cymru will endeavour i Standard: Regular review of the issue al
(Upgrade) mance or afficiency of the System| comect the Priorly Three Ded B months. schaduled Quarierly Business
might improve if such Defect warel fecls and furnish a remedy nd Review Measling.
1o be corrected. later than the next service upd
date or six (6) months, whichy
aver is aarliar.
Sarvice Request A formal user request for some; Standard:

1 Busingss Day.
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