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Cloud Backup - Quote & Agreement

City of Grand Island
Roger Steele Mayor
MayorSteele@grand-island.com

Please sign below that you agree and accept the pricing for the following Quote and also agree
to the 0SP Terms of Service

60 Month Term with Net 30

DESCRIPTION PRICE QTY Annual SUBTOTAL

Datto E36000 Local and Cloud System $25,948.00 5 $129,740.00

5 Year Contract total Fee Total  $129,740.00

AGREED TO AND ACCEPTED:

Roger Steele Mayor One Safe Place
City of Grand island
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TERMS OF SERVICES

These Terms of Service ("TOS") are made and entered into by and between One Safe Place Media Corp. (“Provider” or "OSP") and the business entity agreeing to these terms (“Customer” or *y
Service are located at Terms of Service. OSP and Customer may each be referred to as Party and collectively as Parties.

This Agreement is effective as of the date Customer clicks to accept the Agreement {the "Effective Date”). If you are accepting on behalf of Customer, you represent and warrant that; (i) you hav
bind Ci or you p y to this Ag (i) you have read and understand this Agreement; and (iii) you agree, on behalf of Customer, to this Agreement. If you do nol have the legal
Customer, please do not click to accept. This Ag it g C s access to and use of the Provider's Services, and in the event there is any conflict betwean the TOS and any Purcl
and Services, then the terms of the TOS prevail,

1. Provision of the Services.

1.1 Services Use. Subject to this Agreement, during the Term, Customer may: (a) use the Services, (b) integrate the Services into any Application and provide the Services, sclely as integrated |
End Users, and (c) use any Software provided by Provider as part of the Services. But Customer may not sublicense or Iransfer these rights except as permitted under the Assi section o
OSP will provide Services under this ToS, Customer must agree to a Purchase Order which specific the price, volume, and related timing.

1.1.1 Hybrid BackUp & Recovery,

1.1.1.1 Cloud. At Customer’s sole discretion Customer shall schedule Data Backup to the Provider's Cloud, and Customer has the obligation o verify that each Data Backup successfully comple
basis OSP may rent customers a Local Device for Customer Data Backup and related third party sof 50 that C: may ge Data Backup fo the Local Device. Customer agress lo
for performing and testing of Data Backup to the Provider's Cloud.

1.1.1.2 Local Device. In the event that Provider delivers a Local Device for Customer Data Backup then at C s sole di ion C shall schedule Data Backup 1o the Local Device,
obligation to verify that each Data Backup successfully completed. On a monthly basis OSP may rent Customer a Local Device for Customer Dala Backup and related third party software so the
manage Data Backup to the Local Device. Customer agrees to be solely responsible for p ing and testing rest of Data Backup to the Local Device. All deliveries from Customer to Prov
{"Free On Board") Destination and C all liability while in transit to Provider's offices, and all defiveries from Provider 1o Customer shall be FOB Origin and Customer assumes a
to Customer’s offices. Uipon termination of Services under this TOS the Customer shall relum the Local Device within 10 business days, or pay OSP the current price of the Local Device.

1.1.1.3 Data Retention Schedules. The Hybrid BackUp & Recovery Service Plan options are:

1. 1-Year Cloud Retention- The 1-Year Cloud Retention (also known as 1 Year Time Based Retention) plan is not limited to a pre-defined amount of Datto Cloud storage. Rather, incremen
maintained for ane year on a rolling basis, with the oldest incremental backups deleted first after one year. Automatic consolidation of incremental backup recovery points is applied on a
below.

2. Infinite Cloud Retention- The Infinite Cloud Retention service plan uses a set retention schedule for the storage of cloud dala, The plan is not limited to a pre-defined amount of Datto C
i | backups are ined for an i ite period of time for as long as the Infinite Cloud Retention Service Plan Service Subscription for the Product is current. Automatic consoli
backup recovery points is applied on a rolling basis as shown below.

1.1.1.4 Pruning of Incremental Backups: With respect to Infinite Cloud Retention, 1-Year Cloud Retention, or any previously offered multi-year time-based Service Plan, we use the following sch
incremental backups, stored in the Datto Cloud. For Products under a previously offered multi-year time-based Sarvice Plan, monthly backups are deleted oldest first after the retention period s¢
years).

PRUNING OF INCREMENTAL OFFSITE BACKUPS | TAKES PLACE AFTER
Intra-dalies 7 Days

Dailies 2 Weeks

Weeklins 45 Days

Monthlies Depends upon service plan

Note: We reserve the right to limit Hybrid Backup & Recovery Cloud usage under all Service Plans if we determine there s activity or usage in & manner that: (i) adversely impacts OSP, (i) resu
bandwidth or storage usage: or (i) harms, disrupls, or otherwise diminishes the OSP brand, services, network, or any computer system.

1.1.2 Cloud Server BackUp.

1.1.2.1 At Customer's sole discretion Custarer shall schedule Data Backup to the Provider's Cloud, and Gustomer has the obligation to verify that each Data Backup is successfully completed.
OSP may rent Customer a Local Device for Customer Data Backup and related third party soff s0 that the Ci may Data Backup fo the Local Device. Customer agrees to be
performing and testing restores of Data Backup lo the Provider's Cloud.

1.1.2.2 Customer shall responsible for encryption of all Data, and solely responsible to maintain and protect tion keys.

1.1.3. Stratus Endpoint Cloud BackUp. Based on an agreed policy Customer shall provide OSP a schedule of devices, and Customer shall provide OSP access to Customer's Mobile Devices
tablets, tphones, and desktop p | p to permit backup access to OSP's Cloud Servers and encryption based on the specific levels req by Cust Authorized Custorr
miake written request to access to backup data from and to remolely wipe Mobils Devices based on the appropriate fee schedule. Customer may choose a global deduplication option based on
such services.

114 M d Backup and R y

1.1.4.1 On a monthly basis OSP will rent Customer a Local Device for Customer Data Backup and related third party soft so that Ci may Data Backup to the Local Device. |
Services under this TOS the Customer shall retum the Local Device within 10 business days, or pay OSP the current price of the Local Device

1.1.4.2 OSP will conduct a daily review of all Customer Data Backup, and in the event that OSP identifies an issus with a daily Customer Data Backup, then OSF shall review the Local Devies, :
Data and initiate steps to remediate each issue. In the event that OSP identifies a problem its remediation efforts, OSP will furiher escalate 1o resolve the issue as expeditiously as is reasonable

1.1.4.3 Customer shall be responsible to promptly notity OSP i iately of all ci 1 that oceur in the Customer's Data Backup environment that may impact backup and recovery of C
including, without limitation, adding servers, removing servers, intemal connectivity, and the like.



1.1.4 4 OSF passes through to Custemar all Eird party ies gnd indemnitiss for used In camgunztien with tha Logat Devipes

1.1.4.5 The manufecturer of lhe Local Device warranty doas not cover Local Devicas that have defecis or failures resulling from 1) accident, neglect or abuse; 2) improper i VR O Nt
h lo amy or hard of tha Local Devices that have not been autherized in writing. by CSP.

rodificalions, regairs, imp or any ofher

1.1.4.6 THE SOLE AND EXCLUSIVE REMEDY FOR BREACH OF THIS WARRANTY WILL BE TO REPAIR, REPLACE, OR LSSUE A CREDIT FOR A QEFECTIVE LOCAL DEVICE AT OSP'S {
WARRANTY iS THE SOLE AND EXCLUSIVE WARRANTY GIVEN BY OSP ANDH IS IN LIEL OF ALL OTHER WARRANTIES, EXPRESE OR IMPLIED, INCLUDING BUT NOT LIMITED TO tMF
OF MERCHANTABILITY, TITLE, NON-INFRINGEMENT OR FITNESS FOR A PARTICULAR PURPOSE, EACH OF WHICH 18 HEREBY EXPRESELY DISCLAIMED TO THE FULLEST EXTEN
APPLICABLE LAW.

1,15 Offsite Tape Vaulting. OSP agread to prowde to O storaga of Ci s magneticaily med I lapes, carkidges, disketes, disk packs, microfiche. and compuler flm {2
woiletlively callad the “BackUip Tapes") within OSP's ciimate controlled pramises, Also Provider may provide courier services 1o retrievie frem and dellver ta Customar the Backlp Tapes lo be efe
irack Bt BackUp Tapes with a unique UPC {Unlversel Produst Cade®) identifler, All dali fearm C to Previder shall be FOB Destingtion and Cuslomer assumes &l liability white in tray

and all delveries from Provider [ Customar shall be FOR Origin and Customar assumes 2 hgbifity while in fransit to Customer's officas.

1 1.5.1 OSP will accept requests for depasits and withdrawats of Backip Tapes for slarage only from those individuals authorized by the Customer on o written forn provided by the OSP The €
nalice in writing on a form provided by OSP In the avent thal Customar desires to revake the deposit ar withdrawal authority of any officer or agent of Cuslomer, Q5P will have no fiabllity lo Cust
a rasult of any action of any agent prior 1o OSP's recalpt of wiittan notice of the ravocalion of such agent's autherity. Customer will ba the sole cwner of 3l BagkUp Tapes lendened for storage ar
itlegal of dangarous matenels.

1.1 5.2 Custormer shall not have access 1o the BackUp Tapes while stored with OSF, and OSF wil accapt req for deposits and withd. is of BackUp Tapes far storage only from thoss ind
the Customer on 3 written for provided by the OSP. The Customer must provide notce In writng on a fomn provided by OS#in the event thal Customar dasires Lo revoke the deposit oF withdre
afficer or agent of Custorner, OSP wall have ho habilily to Customer ar anyone alse as a resull of any actisn of any agenl pricr to OSP's receipt of wiitten notice of the revoealion of such agenl’s .
be the sole waner of all BackUg Tapes lendered for storags and will net lander any lllegal or dangerpus materials,

1.1.6 Video Tape & Fiim Archiving. OSF agrees to provide 1o Cuatomer archiving and sioning © r's magraticatly dad Videno Tepe and Eifms within ©SP's cimats controbied pransg:
pravide courer sarvices (o retiiove from, and deliver to, Customer the Video Tage and Flims 12 be slored by CSP. OSF shall frack all Video Tepa and Films with a unigue VPG jdenlifier. All dafive
Provider shall be FOB Destination and Customer assumes aii Hability while 1n lransit ta Pravider's officas, and all deliverles from Provider to Custamer shall ba FOB Orgin and Customer assumy

transit to Cuslomer's offices.

1.1.7 Data Dastruction. Based on an agreed Schedule of devices, OSP will dastrey and provide writen canlfication of the destucton of any devices including, withaut linitation, com)
["Solid State Disk"}, Tepa, C0, Call Phone, or any media type.

1.1 8 Cotocation Services. OSP shall provide the foliowing:

1.1 8.1 Generater. OSP shell provide one (1) H00KY 480v Diesel Generalor sized 1o suppott the entre space and associated systems or equipment at 100% of total load for 24 hours &t full load
£00Rw mus! e guailable for the AC aystems, Al engine fluids and fueks will be malntained al opli C ing bevels including a 24-hour fuel suppiy.

1.1.8.2 Air Conditioning. Tha initial system should provida a mirimum of 20 tons of eoaling, Temperatiung within tha Sile shall ba maintainad at 67-75 degreas F. Relative Hurnldity within the Site
A% +- 5%.

1 1.8.3 Fire Protectien. FM-200 or Halon-1401 suppressant system

1.1.8.4 Raisad Floor, Site to be buill on 2 8 rised floor capabla of supporing B minimum of 200 pounda {"lbs"} par square fool atallc load.

11855 ity. Site will be physically d and 1l iona 7 X 24 X 365 basts. Q5P wil provide posilive sacurity Sy uaing and badge resdars far lhe Promises |
access and mun‘tnr the full far:ul Ly and ali personnet mqumng access to the Cuslomar Site Including all erlical supponting systems and equipment reoms. [dantification, aceess spproval 2nd ma
or by el i sysh will be providad by 5P or an appropriale at Q8P soia di 1. Awritien fisl of approved personnel, réguiting access to the Cuslomer Bite, will b
{imely updated as y by the C

1.1 8.6 Connectlon, Q5P will allew the Customer access to ils camiers located in aach of the Facilities. Any of including ¢ne-time i lation and ing powar ch will be bome by
Customars.

1.1 8.7 water Detection. Under faor waler detacton, wil be part of the fatiities monioring infrasiruciure provided by GSP,

1.1.7.8 Prorises Ma e, P Tve and gengy mainlenance and repeir on Premises HYAC, Generators, LIPS, Batleriea and Fite Suppression — on & dailyweekiyimonthiy/quartarly
1189 iorr Ghargas, Cysl shall pey to OSP, for connection ef the Equipment {o the distrbutian points of the UPS and 1o other elaciical racaptaces which may net ortginate at the ko
paints, and far all olher sarvines req d by C: which OSP Io athers, a fee equal to the time and materials of OSP contractors and sulb actors, plus 20%. C shall |

days of invoicing by OSP

1.1.810 Smart Hands, Yith the wnﬂen agreement of OSP, on a foa basls Cuslomer may specifically requesl that OSP provide OSP s4aff ta perfomm funsiions within he Colocation, intluding, wit
dich staring Cust Ty of backup tapes, oading new backup lapas, and repod of cheervatinns of Customer equipment.

1.1.8.11 Gther Available Services. Othet services provided by OSP shall be evailatile 10 Customer on & fee basis which shall ba quoted separataly upon receipt of witien request from Cusiomer
subject to fnal mutual wiitten approval. Such servicas incude but are not fimited to-

- Orraite management

. Allemaive finas

. In-house technlcal suppon

. Shared PEX

5. Project managamenl suppert

FoR I I

1.1.9 Moblle Devic.e Security and BackUp. Based on an agread policy Cuslomer shall provide OSP a schedule of devices, and Customer shall provide DSP access to Custamer's Mobile Devi
tableds, smariy and desklop p I la parmit backup azcess to OSP's Cloud Servers and encryption based on the specific lgvels requasted by Custemer, Authorized Sustom
make wiitlen requesl o access 1o badcup data from end to remolely wipe Mobfe Devices based on the appropriale féa schedule. Customer may chooss 2 global deduplicaton eption based on
Auch servicas_

1.1.10 Hosted Sysiog B AL Gust s aole di ion, based on tha fen schedutse srovided ta C (= shall configurs devices o send syslog dala to the Provider's hastad )
packup senvice. Custormer has the nbligakion o verify 1hat each device is configured comectly lo communicare with ihe Prowders cloud Infrasiiucture end is sending sysiog data to Provider. Cys|
solely responsibie for testing racoverny of sysiog data sent to the Provider's clowd fifrastructure.

1 1.18.1 Customer is solely responsibla for mornitaring dala baing logged and Provider has no responsibility 1o monlior logs for ernars, sacurity alerts, debug information, or any other events Iran
urder this servdca.



1.1.10.2 Cuslomer agrees thal 1he device count for the syslog senvice includes device s which may na lenger be in sarvice, if Customer wishes to malntam data thal was logged prior Lo refiing &

1.1.10.3 For computsr systems running nativa syslog serviges, no additional suftware is provided or necessary fo provide the senice

1.1.10 4 For computer Syslems ruaning Micrasoff Wind based cpetaling sy Providar will licansa {at no cost lo Custerner?} to Cuslemer 7l af ithng M 1 Wi
Pravider's doud infrasinctune.

1.2 Console. As part of recsiving the Sermces of the Provider, Customer wil have aceess to (he Admin Consale, through which Customer may adrmnkster the Services.

1.3 Facitities and Data Transfar Ali faciilles used o slore and procass an Application and Customer Data will adhare to hia sacurty slandards no lass protective than ine secunty slan
Frovider protassas and storss its awn informaton of & similar type. Provider has implemented al least industry standand systems and procedures bo ensure the security snd confldantiafity of an
Customer Data, protec] against anticipaled threats or hazards 1o tha securily or integrity of an Application and Gusternar Dala, and protect 2gainst unaulherized gotess to of use of an Applicatio
Excepl as sat forth in the Sarvice Specific Terms, Provider may process and stors an Apphcntion and Customer Paiz in the United Stales ("U.5."} or any other country in which Provider ar its ag
By using the Setvicas, O 15 1 this B ing and storage of an Application and Customer Deta. Under this Agreemmenl, Provider is meraly a data processor,

1.4 Agcounts. Cuslamer must have en Acoount 1o use e Servicas, and |5 responsible for the information it provides to crsato the A i, the ity ofils p for the Account, and fol
Ii Customer bancmes aware of any unsuthorized use of its passward, ils Acoount, Customer will natify Provder a3 pramplly 85 pessitle.

1.5 New Applications and Sarvicus. Provider may: (i} rake new applications, 1ools, f or functionalf itakbe fram fme 19 tlme threugh tha Sarvices and (i) add new services 1o the ™5
lime o lime {by adding them at the URL sat forth under that definition), the usa of which may be contingent upon s la ! lammns,

1 6 Madifieations.

1. To the Services. Subjoct 1o Section 8.4, Pravider may make commercially reascnable Updates {o the Services from time to tims. If Provider makes 2 material change (o the Services, Pr
Cuslomer, providad that Cust has subscribad with Provider to ba informed about such change.

2 Totha Agreemant. Providat may make changes to this Agreamanl, including pricing (and any linked documents) from Sime to fime, Unless otherwise noled by Provdar, malasial changa
become effective 30 days after they are posted, excaptil tha ch apply o new functonaiity in which case thoy will be effective immedialaly. f Customar does nol agrea (o the ravise
shap using the Servicas. Pravider will post any modification to this Agreemsnt to its websile.

2 Payment Term

2.1. Bervice Fees. Piovider calculates and bt feas and charges menihly Provider may bill you more frequantly for fees if Provider susp Ihat your accoutt |5 Favdulenl or at dsk ol
pay us the applicable fags and charges faruse of the Service Oferings a3 described on e Provider Site using & cradh card Previder supports. Al amounts payable under this Agroement will b
counterclaim, and withaut any deduclion or wilkhalding, Fees and chargas for any new Servics or new faature of a Sanvica will be effaclive when Providér posts updated fees and charges on v
Pravider axpressly siates otherwise in a netice. Provider may increase or add new fees and charges for any existing Serdces by giving you at keast 39 days' advance notce. Frovider may chacg
rate of 1.5% per monmh {ar the highast rale permitted by Iaw, if 1255) on off lale payments.

2.2 Taxes. Al fees and chames payable by you are exclusive of applicable taxes and duties, inchuding VAT and applicabin sales tax. You wilt provide us any i ion Providerr iy reay
whather we are obdigated 1o collect VAT from you, including your VAT idaniification number, f you are tegally entlilad to an sxemption frem any sales, use, or similar transaclion tax, you ara rasp
with legally-sufficienl tax examplon cerificales for each Llaxing jurisdicton, Frovider will apply the tax ption certikcatas to chargas under your aeoount ocounting after the date Provider rece
cartficates, If any deduclion or withholding ts raguined by lenw, yau will notify us and wilf pay us any addilionsl amounts necegeary to ensure that the nel amount that Providar recalves, afler any
withholding, equals tha ameunt Provider would have recaived if no deducticn or withhelding had bean required. Additionally, you will provide Provider with documentation shewing that the withi
amounts kava been pald to Ihe relevant taxing awthority

2.3 Invoice Disy & Refunds. To the fullast extent parmitled by law. Cuslomer waives sl claims relating to Fess unless ctaimed within B0 days after chargad tihls does not affect any Sustoer
card izsuer). Refunds (if any} are al the discraticn of Provider and will only be I the form of cradit for the Serveces. Nothing in th:e Agreement oblipales Provider o @xbend credit [o gny Party

2.4 Delinquaat Payments. Lale paymants may bear interest at the rafe of 1.5% per month {or tha highest rate permitted by jaw, if Jass). Provider resanvas Ihe right to suspand Cuslomer's Ao
3. Customer Gbligations.

3.1 Compli; L& is sotaly responsible for its Apy iong, Projects, and Cuslomer Data and for making sure its Applications, Prejacts, and Customer Data comply with the AUP Provic
review Ihe Applicabion, Profact, and Custemer Dala to ensure Custemess omplianca with tha AUP Custemer is rasponsible far ensuring all End Users comply with Customer's obligations unda
Spacific Terms, and the reslticlicns in Secions 3.3 ano 3.5 balow.

A2 Privacy. Customer will protecl the privacy and legal rights of its End Users under all applicable faws and regulatons, which includes a legaly adsquate privacy nolice communicated fom C1
have the ability to access, menltor, use, or disdese Gustomar Data submitted by End Users through the Services. Custamer will obtin and mainlain dny required from End Lisers fo al

monitaring, use and disclosure of Custemer Data. Further, Customer will notify its End Usersthat any Customer Data providad as part of the Services wil e made available to 4 third porty {L.e.
Provider providing the Servicas.

3.3 Resirictions. Customer wil nat, grd wall not aliow Inird parties under its oontrol to: (2 distribute butk email, unsoliciled commercial smail, ar any fonn of spam or phishing emabls; {B) Sopy,
oetivadive work of, reverse i d I di ble, or cihervise ak t to sxiract any or 2l of the source code of the Services (subjecl |o Section 3.4 below and exceplin t
reshidion is axp Y P iled by I [aw); {£} usa Ihe Sarvicas far High Risk Acuvmes. [} subly resell, or distrk any or 2l of Ine Senvices saparata from any inleprated Applic
Appleations, Acooun!s, or Prejeds lo simulale o act as a single i 1, A t. of Project {respactively) or othenwiss access the Sarvices In & mannes intehded to avoid incuring Fees, (1)
ferth [n the Serviea Specific Tenms, use the Services to oparele or enable any tHecamniunicalinns service orin ion with any Appli that allows End Users 1o place calls of to receive
switched telephone network; or [g) process or store any Customer Data that is subject to the Inlemationsl Traflic in Arms Regulations maintaingd by the Deparimend of State. Unless olherwise 5
Provider, Provider does nol intend uses of the Services to craals obligations under HIPAA, and makes no regresentations that the Sedvices satishy HIPAA reguiremants. if Customer is for becar
Business Associate, a5 defined in HIPAA - Costemar will encrypt &l Customer Protectad Heailth Informitition (e5 defined in HIPAA) in trensit and al rest and Provider shall have no obligation la ve
compliance wilh its of encryplion of C 3 Profeciad Health

3 4 Third Party Companents. Third patty eomponegnts {which may include open sourca software) of the Servicas may be sublect to separate license agresmenls. T the iimited extent a third pi
supersedos this Agreement, that thind parly fense instead govems Custerner’s agreement with Provider for the specilic included third parly camponants of ha Services, o use of tha Services {

3.5 Documentatian Pravider may pravide Documeniafion for Cusfamer's use of the Senvites. The Pocel ion may spacify rastriciions (o.g. altnbution or HTML rastriciens) on how the Apg
tha Servlces may be used and Customer will camply with any such restrictions specifiad.

3.6 Mgital Miftenntum Gopyright Act {“DMCA"} Policy. Provider provides i o halp iphl holders ga their intell [ prapery priline, but Provider cannet determing whelhe
used fegally or not without their Input. Previder respends lo notces of alieged capyright infringement and temninates accounts of rapeat infring § to tha p =6t outinthe US, DV
somebody i viclating Cuslomer's orils End Users' copyrights and wants to notify Provider, Custormer can email Provider at 5 esafe :
inforraalion.

3.7 Application and No Multiple A Blifs. Any Applicaten must have materia! vafus independent from the Services. Provider has na obligation to provide muttiple bills, or Accounts (o €
Anzearrian




4, Suspension and Removals.

4.1 Suspansion/f: is. If Cuzh becomes awars that any Application, Project (including an End Uisar's use of a Projecty, or Customer Dala viclates the AUP, Customer will immedialely
or Project {if applicable), remaove e applicakle C Dels or suspend access o an End User (as may be applicable). IF Customer fails to suspend or ramove as naled in tho prior samence
specifically reques! thal Cuslomer do so. [f Custamer falls to comply with Provider's request to db so within 24 hours, then Previder tnay suspend Provider accounts of the appiicatle End Users,
Application, and'ar disabla the Account (as may be applicable) unt such vicialion is corrected.

4.2 Emergoncy Sacurity lssues. Despra tha foragaing, If thers is an Emargensy Security 1ssue, then Provider may aulomiateslly suspend the olfending, Application, Prejedt, or End User Accar
a The minimum extent required, and of the minimum duration, to pravenl or inale the E Sagurity |ssue. If Provider suspends an End User account, Application, Projec, or the Gust
reasan, wilhoul prior notics to Custemer, al Customer's request, Provider wiil provide Customer the reasan for {ie Buspension as soon as is rsasonably possible.

5. Intellectual Property Rights; Use of Customer Data; Feedback.

5.1 Inteflectual Property Rights, Except as expressly set forth in Lhis Agresment, this Agresmant dees not grant aither Party any rights, impliad or otherwise, to the other's confent or any of the
propety, As between Ihe Pariies, Customer ovns &ll Imellectus! Property Riphts in Gustomer Data and the Application or Project (il applicahie), afd Provider owns a)l Intetheciual Property Right:
Softwara.

52 UYse of Custorer Data. Peovider may uag © {ata and Applications only 1o pravide fre Servicas to Cuslamar and its End Users and ta help sscuns and Improve the Servites. Forins
Ietenlitying and fixing problems in the Services, enhancng the Serices 1o betler protect ageinst attecks and abuse, snd making suggestons simed al imgrovng per oF reducing cost,
5.3 Cisst Feedback. I Cuslumer provides Provider feadback or suggestions aboul the Saervices, than Provider may use that Inft ian withaut abli o C: and Customer herg

1o Prayider &l right, litle, and interest in thal feedback or those suggestons.

€. Technical Suppon Services.

6.1 By Customer. Customer |5 responsible for ical suppar of its and Projacts,

6.2 By Providar. Subjact ta payment of appileabie support Feas, Provider vill provide Technical Support Sarvices (“TSS" to Gustomer dusing the Term as destnibed balow. Cenain TSS |pvels ir
rocurving Fee as deschibed In the "Fees® dafinition belaw. If Gustomar downgrades s TSS level during any calendar month, Provider may confinug to provide TSS &t the séme level and TS5 Fa
downgrade far the remainder of thal month

5.2.1 Support R k

62.1.1 Cuslormer Efferts to Fix Eors. Prior to making a request to Prowder, Cuslomer will usa reasonable allads ta fix any aror, bug, and mal ioh ar networ twity defect without esc
Thereafier, a Cusiomer Cemlasl May submit 8 writlen regueel for tachnlzal support thirotgh the Pravider for Work Support Center.

£.2.1.2 Charactenization of Rar < g pricrty upon sukmission of Req . Upon iving a raquasl, Praviderwill determine whether the request is a "Sorvice Linusahie,
4 "Feajure ~ Any such detarmination made by Provider is finaf and sinding an Cestemar. Provider reserves the right to change Gt ‘s prierity designatian if Provider befi that C
is ingorrect and will infarm Customer of ary such change in ils response lo tha suppari Reguest. Customer may appeal ony such redlassification 16 Provider's pp i repvlow th
‘Suppurt channel.

6.21.3 Pro for Ack A t and Resoiutien of Requests. Whan making a Request, G will provide all requested diagnastc information and assist Provider Support Parsann

rasoivg o Request,

©.2.1.4 Requasi Acknawiedgament, Provider may respond to @ Request by acknowledging receipt of tha R [ knoid and that Provider may be unable o prot
resalva zll, Requeats.

6.2.1.5 Faature Requests. Il Provider deems a Raquest 1o be & Featara Request, Providar wil [og such Reguest for consiteration to add 1o a fulure update or releaze of the Servicos and will o
dosed. Frovider is under ne obligalion to raspond to or resolve any Featurs Reguest or to incfude Gny such Fealure Requaest [t any future updete or release

4.2 1.6 Bullding Applications, For clarnly, Provider will not have any pbligation to wrile or buikd any Applleations of write code to Ficiitate Apphcations.
5.22 Accassing Support
§.22.1 Designated Suppod Conlacts. Custormar will provide first-levet support 1o End Users. Provider will peovide sacond-lavel support to Custamar only. if Customer wishes {o change 115 Desig

rotify Provider via the Provider for Work Suppen Cener at least five Business Days prioe b the changs. i on (he date Ihese updated Guidelings wera first posted has mang Dasig
forth under the applicabla Suppor level under Secllan 4 below, the tument Gontackz will continue 1 be allowed unbil tha oxpiration of the current license term for the spplcabla Services ender th

6.2.2.2 Support Hours and Targa Inibal Responae Times, Pravider will process Requests during the Haurs of Operatien, unfess otherwise indicated in these Guidelines. Any Requasis racelved
Operabion will be logged and proceased at ihe begiining of the next Businass Day, Targel inftisl responza imss ate based on the subscribed support level

6.23 Meintenance. To ensure optimel performance of 1he Serwess, Frovider Fladie diair . In mast cases, Maintenance will have imiied or na negative Impacl on he availapll
tho Services, If Provider expecis plannad Mai to negatively affact the awallability or lunctionality of the Services, Provider will use commercslly ressonable efforls to provido al least sey
of Ihe Maintenance |n.addition, Provider may perfom hedulad Malnt % #t any fme. Il Provider expacts such QENCY hedutad M to neg: y allact the

functionzlity of the Serviees, Pravider will use commarciatly reasonable efforts to provide advanes natice of such Maintenance. Malntenance nolices noled above will be provided via lhe Provide
Cerder

6.3 Technical Suppon shall b provided by OSP 18 Cuslomer upen Cuslomar's request at $50 00hour Ba-3p, Monday though Friday and 5100.00/Meur during a1 other times, T the extent Cust
lechnical suppaort ardses primarliy as Ihe resull of DSP failure [o perform the Services, such technical supper shall be sugpliod by OSP at no charge to Customer,

&4 Data Delelion Requesl, Customer mav aiva Frovider soecific whitten autharization to delete snecific Cuslemer's dola stored on Provider's sysiems by agreelng io the tenms posted at



