Myota, Inc.

EXHIBIT A

TO STATEMENT OF WORK SERVICE LEVELS (“SLA”)
Except as otherwise provided in this Exhibit, all capitalized terms defined in this Exhibit shall have the meanings ascribed to such terms in the Agreement or SoW, as applicable. “Month” means a calendar month.

A. Operations Metrics. The System, Products and Package (together, the “Package”) shall at all times meet and/or exceed the following operations metrics:

1. Hours of Availability. Subject to Scheduled Maintenance and Emergency Maintenance (as defined below and in each case not exceeding the aggregate number of hours per Month set forth in Section 4 and 5, respectively), the Package shall be available to and accessible by all Users twenty-four (24) hours per day, seven (7) days per week, three hundred and sixty-five days (365) per year (366 for leap years).

2. Availability Percentage. The availability percentage of the Package shall be at least 99% ("Availability Percentage"): Availability percentage shall be calculated as follows ("Actual Availability Percentage"):

(N minus O) times 100 divided by N
where

“N” is the total number of hours in any Month minus a total number of hours (or portions thereof) of Scheduled Maintenance (not exceeding the aggregate number of hours per Month set forth in Section 4 below) and Emergency Maintenance (not exceeding the aggregate number of hours per Month set forth in Section 5 below) (in each case, as defined below);

and

"O" is the total number of hours (or portions thereof) in any Month that the Package are not accessible by any User(s) or Administrator(s).

3. Non-Availability Event. If in any Month, the difference between the Availability Percentage and the Actual Availability Percentage is more than .995%, then a non-availability event ("Non-Availability Event ") and a material breach of the Agreement will have occurred.

4. Scheduled Maintenance. Myota may schedule downtime or periods when the Package, will be unavailable so as to improve, repair or otherwise maintain the Package (“Scheduled Maintenance”). Myota shall provide Customer with at least 48 hours notice of any Scheduled Maintenance and shall post on the Package an appropriate message approved by Customer in writing (may be via e-mail). Scheduled Maintenance shall be conducted on Saturday from 12:01 a.m. to 3:00 a.m. Eastern Time, but in no event shall Scheduled Maintenance exceed four (4) hours in a particular instance and twelve (12) hours in the aggregate in any Month.

5. Emergency Maintenance. On occasion, emergency maintenance may be required to address material security-related issues or technical problems that would impact the availability of the Package and resolution of which cannot wait until the next Scheduled Maintenance or cannot be remedied in the course of Scheduled Maintenance (“Emergency Maintenance”). Myota shall use commercially reasonable efforts to notify Customer at least two (2) hours in advance of any Emergency Maintenance and shall post on the Package an appropriate message, where possible, approved by Customer in writing (may be via e-mail) but in any event shall promptly notify Customer of the Emergency Maintenance and actions being taken in the course thereof once Myota becomes aware of an occasion requiring Emergency Maintenance. In no event shall Emergency Maintenance exceed four (4) hours in a particular instance and sixteen (16) hours in the aggregate in any Month.

B. Severity Definitions, Escalations and Procedures. Myota shall provide Support pursuant to the severity escalations and procedures set forth in this SLA. All events and conditions that affect the Package are categorized by a severity level. These levels address the severity of handling of incidents triggering Myota's obligation to provide Support and resources that Myota shall expend to address such events and conditions. If Myota detects an event or condition, it shall notify Customer at the time of detection of such event or condition. If Customer, or a User detects an event or condition, it shall notify Myota at the time of detection of such event or condition.

1. Severity 1 (S1). A Severity 1 Event (or S1 Event) shall mean any of the following conditions or events: (a) loss of service of or access to or a significant problem with or a significant degradation in response time of the Package, (b) a failure to conform to any

of the security requirements communicated by Customer to Myota from time to time ("Minimum Security Requirements"), and (c) a breach or a suspected breach of security of the Package or Customer information.

In the event of a Severity 1 Event, Myota shall take the following actions (the “Severity 1 Escalation”):

(a) Myota support resources shall contact Customer within 15 minutes of the S1 Event and/or respond to Customer within 15 minutes of notification of the S1 Event, regardless of the day or time such event occurs, and shall immediately begin resolving a S1 Event;
(b) Myota shall provide Customer with an update within 60 minutes of the occurrence of the S1 Event;
(c) Myota shall provide Customer hourly updates thereafter until resolution of the S1 Event or until estimated repair time is established by the Parties; and
(d) Myota shall provide Customer with a comprehensive report after S1 Event is resolved.
(e) In no event shall the resolution time for a S1 Event exceed 24 hours.

2. Severity 2 (S2). A Severity 2 Event (or S2 Event) shall mean any of the following conditions or events that is not a S1 Event:
(a) a partial failure of capacity, features, or functionality of the Package, (b) degradation in response time of the Package, or (c) an error, fault or failure of the Package that impacts multiple features, functionality or functions. In the event of a Severity 2 Event, Myota shall take the following actions (the “Severity 2 Escalation”):

(a) Myota support resources shall contact Customer within 1 hour of the S2 Event and/or respond to Customer within 1 hour of notification of the S2 Event, regardless of the day or time such event occurs, and immediately upon such contact or response shall begin resolving a S2 Event;
(b) Myota shall provide Customer with an update within 4 hours of the occurrence of the S2 Event;
(c) Myota shall provide Customer with updates every 12 hours thereafter until resolution of the S2 Event or until estimated repair time is established by the Parties; and
(d) Myota shall provide Customer with a comprehensive report after S2 Event is resolved.
(e) In no event shall the resolution time for a S2 Event exceed 48 hours.

3. Severity 3 (S3) A Severity 3 Event (or S3 Event) shall mean any of the following conditions or events that is not a S1 Event or S2 Event: (a) an error within the Package or failure of the Package that impacts a single User, (b) an error within the Package or failure of the Package that impacts a single feature, functionality and/or function, and (c) any error, fault or failure of the Package other than the one that is a S1 Event or a S2 Event.

In the event of a Severity 3 Event, Myota shall take the following actions (the “Severity 3 Escalation”):

(a) Myota support resources shall contact Customer within 1 hour of the S3 Event and/or respond to Customer within 8 hours of notification of the S3 Event, regardless of the day or time such event occurs and immediately upon such contact or response shall begin resolving a S3 Event;
(b) Myota shall provide Customer with updates Customer every 24 hours thereafter until resolution of the S3 Event or until estimated repair time is established by the Parties; and
(c) Myota shall provide Customer with a comprehensive report after S3 Event is resolved.
(d) In no event shall the resolution time for a S3 Event exceed 5 business days.

C. Benchmarking. Customer shall have the right to monitor the Package for the purposes of benchmarking, monitoring and measuring performance and availability of the Package and Myota’s compliance with the Agreement, including the SLA. The results demonstrated by such benchmarking, monitoring and measuring shall be, in Customer's option, conclusive for all purposes, including the purposes of determining compliance with this Agreement, including the SLA.

D. Support Package. Myota shall provide maintenances and support for the Package.

1. As part of Package, Myota shall ensure (i) an availability to Users of the manned telephone (toll free numbers), on-line and e-mail support substantive support between the hours of 6:00 am and 6:00 pm ET Monday through Friday except for NYSE holidays and technical support 24 hours day, 7 days a week, 365 (366 for leap years) days a year, (ii) a reasonable level of service (including for non-technical support, a maximum 2 hour response time) to respond to Users’ inquiries 24 hours day, 7 days a week, 365 (366 for leap years) days a year and find and correct any fault in the Package or failure of such Package to perform without material error or problems and in accordance with the Agreement and the specifications contained in the then current documentation related to the Package, and all product brochures provided to Users and/or Customer, and (iii) the availability of sufficient personnel with sufficient training, qualifications and experience to provide this service.
2. As part of the Package, Myota shall provide Customer with any and all current and subsequently released updates, releases and versions of Package that are made generally available by Myota and shall without any cost to Customer provide services necessary to incorporate any and all functionalities specifically developed or modified for Customer into such updates, releases and versions.
