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Schedule 1 — Standard Support

PART A

1. Maintenance hours and Error reporting. RPM
Software Pty Ltd (RPM) and/or its Authorised Distributor
will provide you with telephone support during normal
business hours of 8:00am to 5:00pm AEST, Monday
through Friday but excluding public holidays or such other
times agreed with RPM. You must report each Error you
experience to RPM or its Authorised Distributor using the
RPM support portal (the web portal maintained by RPM for
recording and tracking the status of Errors) provided by
RPM or if that portal is not provided by reporting the Error
to the service centre phone number, facsimile number or
e-mail address notified by RPM, or at such other number
or address as RPM may designate from time to time. You
must include with each such Error report sufficient
information to enable RPM and/or its Authorised Distributor
to reproduce and verify the Error. RPM is not responsible
for actioning Errors that are not logged correctly in
accordance with this process.

2. Error Corrections. RPM or its Authorised Distributor
will acknowledge each Error report and will use
commercially reasonable efforts to reproduce and verify
reported Errors and provide Error Corrections. RPM
and/or its Authorised Distributor shall endeavour to triage
each reported Error in accordance with the Schedule of
Triage detailed in Part B of this Schedule 1. The Customer
acknowledges that additional paid consulting services may
be required if you would like RPM to install and configure
any Error Corrections and if RPM agrees to provide those
services, it will be documented in a separate agreement
between the parties.

3. Diagnosis of Non-Error. The parties acknowledge that
RPM and/or its Authorised Distributor may be required to
conduct a diagnosis when verifying the Error under
paragraphs 1 and 2 of this Schedule 1. For the purpose of
this Agreement, Maintenance Services extend to include
any such diagnosis. RPM and/or its Authorised
Distributor is not obligated to provide any services in
respect of a problem or issue that is not an Error or is a
request for advice (“Non-Error”) under this Agreement.
Where RPM elects to provide support for Non-Errors, RPM
will charge its time and costs of providing that Non Error
support separately to the Customer under a separate
agreement.
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’PA®UK 1 - CTAHOAPTHAA NOAOAEPXKA

YACTb A

1. Yacbl oOKazaHus ycCnyr Mo COMPOBOXAEHUI U
nopsifok yBegomneHusi o6 owunbkax. KomnaHns RPM
Software Pty Ltd (RPM) w/vnn ee YNOMHOMOYEHHbIN
anctpubbloTop ByayT NpefocTaBnATb BaM NOAAEPXKKY Mo
TenedoHy B cTaHaapTHoe paboyee Bpems ¢ 8:00 go 17:00
no ABCTpanuMCcKomMy BOCTOMHOMY CTaHOAPTHOMY BpeMEHHU
(AEST) ¢ noHegenbHWKa MO NATHULY 33 WUCKMIOYEHUEM
odmumanbHbix Hepabounx OHeW unuM Apyrux nepvonos,
0OroBopeHHbIX ¢ RPM. Bbl AomkHbl coobwaTte O Kaxaoun
oOHapyxeHHo Owunbke komnaHum RPM  wunu ee
YnonHomMo4YeHHOMY — AMCTPUBbLIOTOPY  4Yepe3  nopTan
nognepxkn RPM (Be6-noprtan, nogaepxuBaembii RPM
ansa ukcupoBaHusa 1 oTcnexusaHmsa ctatyca Owmnbkn),
npegocTasneHHbIi RPM vnn, ecnu ceegeHns o noprane
He npegocTaBrneHbl, N0 HOMepy TenedoHa CepBUCHOro
LueHTpa, HoMepy dakca Unu agpecy 3NEKTPOHHOW MoYThI,
ykasaHHomy RPM, nu6o no apyromy Homepy unu agpecy,
KoTopble ykaxeT RPM. B kaxgom coobuieHnm 06 owwmnbke
HeobXx0oQuMO yka3aTb AOCTATOYHbIN 06beM MHOPMaLun
ans BocnpoussefeHns n nposepkn Ownbkn komnaHuen
RPM w/unn ee YNonHOMOYeHHbIM AuCTpmbbroTopoM. RPM
He HeceT OTBETCTBEHHOCTb 3a ucnpasneHve Owmnbok,
KOTOpble  KOPPEKTHO He  33aJ0KYMEHTMPOBaHbl B
COOTBETCTBUM C AaHHOW npoueaypon.

2. YctpaHeHue owmnbok. RPM vnnu ero ynonHOMOY€EHHbIN
ONCTpnbbLIOTOP NOATBEPOAT Kaxabli otyeT 06 owmnbke n
OyayT ncnonb3oBaTb KOMMEPYECKM Pa3yMHble YCUIUS Anis
BOCMPOM3BEAEHMSA U MPOBEPKM COOBLLEHHBLIX OLIMOOK M
obecnedeHus ucnpasneHui owmnbok. RPM un / wnun ero
ABTOpPM30BaHHbIA OUCTPUOBLIOTOP [AOMKHbI CTPEMUTHLCS
COPTMPOBAaTb KaXXayHo yKasaHHYH OLINMOKY B COOTBETCTBUM
¢ [padukom pacnucaHus, ykasaHHeiMm B Yactu B
HacTosiwero MpunoxeHus 1. KNnueHT nogTeepxaaeT, YTo
OOMNOMNHUTENbHbIE NNaTHblE KOHCYMbTAUMOHHbIE YCMyrn
MoryT notpeboBaTbCsi, ecnn Bbl XOTuTe, 4T0Obl RPM
yCTaHaBnuBan W HacTpaman nwbble uUcnpaBneHns
owwunbok, n ecnn RPM cornawaetca npegocTaBuTb 3TU
ycnyrn, OH OyaeT 3a4OKyMEHTMPOBaH B OTAENbHOM
cornalueHum CTOPOH.

3. [OmarHocTMKa OTCYTCTBUS OLUNOGKM.
npu3Hator, yTO KoMnaHuu RPM n/vnn ee
YnonHomMo4YeHHoMY anctpubbeloTopy MOoXeT
notpeboBaTbCsi MPOBECTU AMArHOCTUKY AONA NPOBEPKM
HanMumMa ownbknm B COOTBETCTBUM C NyHkTamyn 1 un 2
HacTosawero [lMpunoxenna 1. Ons uenen HacTosALWero
[orosopa Ycnyrn no CONpOBOXAEHUIO BKMAOYAKOT Takyto
anarHoctuky. o ganHomy [oroBopy komnaHuss RPM
n/vnm ee YNonHOMOYEHHbIN AUCTPUBLIOTOP He 06a3aHbI
npefocTaBnATb ycnyrm B CBA3W € npobnemon unu
BOMNPOCOM, He aBnsowmmca OWwmnbKon nnm AeBnsLwmumcs
3anpocom KoHcynbTauum («OTcyTcTBMe owmnbkn»). Ecnn
RPM pewiaet npeaocTaBnUTb noagepxky  Ansa
oTCcyTCTBYIOLWMX ownbok, RPM oTAenbHO N3MeHNUT nepuoa,
M  CTOMMOCTb  NPEOOCTaBMEHUs  MOJOEPXKKM  Ans
OTCYTCTBYIOLUMX OWMBOK ANna 3akasyvMka B OTAENbHOM
aorosope.

CTOpOHBLI
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4. YcoBepLeHCTBOBaHUA. RPM obsasyeTcs
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4. Upgrades. RPM will provide you with access to

Upgrades if and when RPM makes any such Upgrades
generally available to its end user customers receiving
Maintenance Services from RPM. The Customer
acknowledges that additional paid consulting services may
be required if you would like RPM to install and configure
the Upgrades and if RPM agrees to provide those services,
it will be documented in a separate agreement between the
parties.

5. Part of Products. All Error Corrections and Upgrades
constitute part of the Products, and those Error Corrections
and Upgrades are subject to the terms of this Agreement.
You agree to comply with these terms in respect of any
Error Corrections and Upgrades.

6. Limitations. RPM and/or its Authorised Distributor is
not obligated to provide Maintenance Services where:

a. A Product has been modified, changed or damaged by
any person or entity other than RPM;

b.You have not paid Maintenance Fees when due;

c. You have not used the Products on equipment with the
Minimum Hardware Requirements;

d. You have not installed and implemented any Error
Corrections or Upgrades that RPM and/or its Authorised
Distributor has supplied; or

e. Maintenance Services are necessary due to:

i. failure of computer hardware, equipment or third party
software;

ii. your negligence or the negligence of any person other
than RPM;

iii. your failure to comply with the terms of this Agreement;

iv. operator errors, or use of Products by anyone who is not
suitably qualified and adequately trained;

v.attempted maintenance by an unauthorised person,
vi. improper or unauthorised use of a Product,

vii. merging or combining a Product with any hardware or
software not expressly authorised by RPM; or

viii. use of computer programs other than the Products.

7. Exclusions. Unless agreed in a separate agreement
with RPM, Maintenance Services do not include:

a. training of your staff;

npeaocTaBnATb BaM AOCTYN K YCOBEPLUEHCTBOBAHMSAM, MO
Mepe npepocTtasneHms RPM Takux YcoBepLueHCTBOBaHNN
CBOMM 3aKas4yMkam M3 Yucria KOHEYHbIX Mornb3oBaTernen,
nonyyatowmnx Yenyru RPM no conpoBoXxaeHuto. 3akasumk
npusHaeT, 4yTo AOMNOMNHUTESTBHO onfaveHHble
KOHCYNbTALMOHHbIE YCryrM MoryT notpeboBaTbCsi, ecnu
Heobxogumo, 4Ttobbl RPM ycTtaHoBuna wu HacTpouna
YcoBeplueHcTBOBaHUA, M ecnm  RPM  cornacutcs
npegocTaBnTb Takue ycnyru, aTo oynet
3aJ0KYMEHTUPOBAHO B OTAEeNbHOM [JOroBope Mexay
CTOpPOHaMMU.

5. CoctaB [lpoayktoB. Bce cpeactBa YcTpaHeHus
OWMBOK M YCOBEpLUEHCTBOBaHUSA SBMSAOTCA YacTblo
lMpoaoykTtoB, M B WX OTHOLWEHUW [OENCTBYIOT YCrOBUA
Hactosiwero [oroeopa. Bkl cornawaetecb cnegosaTtb
3TVMM YCMOBMAM B OTHOLLEHWUM BCEX CPeacTB YCTpaHeHUs
owmnboK 1 YcoBepLUeHCTBOBAHMWN.

6. OrpaHuyeHna. Komnanma RPM  wu/unm  ee
YNONMHOMOYEHHbIN ancTpubbloTop He HecyT
obszaTenbcTtBa NO  npegocTaBneHuo  Yenyr Mo

COMpOBOXAEHUIO, ECNN.

a. lNpogykT nogBeprca mogudumkauum, N3MEHEHUIO WK
NOBPEXAEHNIO NMoObLIM NULIOM UMK OpraHu3auunet NoMUMO
RPM;

b. Bbl CBOEBPEMEHHO He
COMPOBOXAEHUE;

c. Bbl He wncnonb3oBanu MNpoaykTbl Ha 0BGOpyaoOBaHMM,
cooTBeTCcTBYOLEM MwuHUManbHbIM  TpebGoBaHUSIM K
obopyaoBaHuio;

d. Bbl He ycTaHOBUMM WMM HE MPUMEHWUNU Kakue-nmbo
cpeacTea YcTpaHeHust OLUMBOK unm
YCOBEpPLLUEHCTBOBAHUS, NPenoCTaBfEHHbIE KOMMAHUEN
RPM n/unu ee YNonHOMOYEHHbIM AUCTPUOBLIOTOPOM;

ynnatunu  CGopbl  3a

e. Heobxogumoctb B Ycnyrax No CONPOBOXAEHWUIO
BO3HWKNa BCreacTBME:

i. OTKa3a KOMMbIOTEPHOrO 060pPYAOBaHMUS, YCTPONCTB U
cTtopoHHero [10;

ii. BaWen xanaTHOCTU UNN XanaTHOCTU NMLa, MHOTO YeM
RPM;

iii. HecobnogeHus Bamu ycrnoBuii HacTosiLero [loroeopa;
iv. ownbkn onepaTopa wmnu ucnonb3oBaHus [MpoaykToB
HekBanUnLMpoBaHHbIM unm He Nony4MBLLMM
COOTBETCTBYIOLLErO MHCTPYKTaXa NULOM;

V. NnonbITKN TeXHU4YecKoro O6CJ'Iy)KI/IBaHI/IF| He
YNOJTHOMOYEHHbIM Ha 3TO JILIOM;
Vi. HeBepHOoro mnnun HeCaHKUMOHUPOBAHHOIO

ncnone3oBaHus MNMpoaykTa;

vii. coyeTanuss nnm obbeguHeHus [lpogykTta C noObIM
obopyaoBaHnem nnm MO 6e3 paspelerHns RPM;

Viii. MICNOMb30BaHNSA KOMMBLIOTEPHbIX MPOrpaMM, UHbLIX Yem
MpoaykThl.

7. UcknroyeHusa. Ecrnn nHoe He OroBOpeHO B OTAENbHOM
porosope ¢ RPM, Ycnyrm no CONPOBOXAEHUIO He
BKIlOYaIOT:

a. obyyeHune coTpygHUkoB 3akasuyuka;
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b. installation of the Product on your Computer or system;

c. development or ongoing maintenance of non-core
software  customisations or  customer  specific
configurations or amendments to the Products that were
delivered as a part of the implementation of the Product in
the Customer’s system that do not form part of an Upgrade;

d. ongoing support of the adaptors, connectors and
integration points between RPM Products and third party
products (for example SAP) where any Error arises due to
any changes in any third party products or changes in any
configuration settings in third party products or in the
Customer’s system outside of the Products;

e. building, enhancing, fixing or supporting the software
models (including pro-formas) used or generated within the
Products;

f. script writing, advance configuration, specialist
consulting services, equipment maintenance, or faults not
associated with Products, or supply of or maintenance to
accessories, supplies, consumables or associated items,
whether or not manufactured or distributed by RPM.

8. Your responsibilities. You are responsible for:

a. promptly accepting and implementing all Error
Corrections and Upgrades. RPM may discontinue the
provision of Maintenance Services in the event you refuse
to accept and implement any Error Correction or Upgrade;

b. cooperating and assist RPM in the provision of
Maintenance Services, and RPM is not liable to you for any
failure to perform under this Agreement if such cooperation
or assistance is not provided or is incomplete, inaccurate
or untimely.

€. nominating internal product experts (champions) who
are adequately trained on the Product to respond to day to
day technical and user questions. The internal product
experts (champions) should be the first step for Product
assistance before an Error is reported to RPM.

d. providing training to new Users on the Products or
requesting RPM to provide that training;

e. upon request from RPM, providing RPM with remote
access to the environments where the Product is installed
(e.g. development, test and production environments) with
administrator access rights. Where that access is provided
the Customer acknowledges that RPM may access their
installation at any time to:

i. validate performance of the Product and perform health
checks;

ii. investigate if a potential Errors exist; and
iii. extract analyses to validate the number of Users; and
iv. implement Error Corrections.

f. providing and maintaining the hardware and system
architecture in accordance with RPM requirements,
including the servers (e.g. thin Customer servers, web
servers, application servers, database servers), the
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b. YCTAHOBKY I'Ipop,yKTa Ha KOMMNbOTEP U CUCTEMY;

c. pa3paboTky " TekyLlee COMpOBOXAEHWE
BTOpOCTENEHHON KacTomm3auun MO UM KOHKPETHbIX
NoJIb30BaTENbCKUX HACTPOEK UNW U3MeHeHWi MpoayKToB.,
KoTopble ObinNM MNOCTaBreHbl Kak 4acTb BHeOpeHUs!
npoaykTa B cucTeMy 3akasymka U He SIBMSTCA 4acTblo
YcoBepLUEHCTBOBaHUS;

d. TekyLlyto nogaepXKKy aganTtopoB, KOHHEKTOPOB U TOYEK
nHTerpupoBaHusa MNpogyktoB RPM 1 NpogykToB TpeTbux
CTOpPOH (Hanpumep, SAP), ecnn Owunbka BO3HWKaET
Bcneacteve nobbiXx M3MEHEHUM B MpoaykTax TpeTben
CTOPOHbl WM  M3MEHEHWM B NOObIX HaACTponkax
KOHUrypaumm B MpoaykTax TPeTbeW CTOPOHbl UNN B
cucteMme 3akasdmka He B pamkax lNpogyktoB RPM;

€. TMOCTpOeHWe, YCOBEPLUEHCTBOBaHME, Hanagky unm
noaaepXKky NporpammHbIX Moaenel (Bkriodas TUMoBbIe),
“cnonb3yembix Unu cosgaesaemblx B Mpoaykrax;

f. HanucaHne cueHapueB, YNYYLIEHHYI KOHUrypaumtio,
KOHCynbTaumm cneumanucra, obcnyxusaHue
obopyaoBaHus, ycTpaHeHwe owuboK, He CBSA3aHHbIX C
MpoaykTamu, unu  noctaBky UK obcnyxuBaHue
OOMOMHUTENBbHBLIX MNPUHAANEXHOCTEW, PacXogHbIX wnn
JOMOSHUTENbHBLIX ~ MaTepuanoB, Tak WAWM  MHaye
NPOU3BOANUMbBIX UK pacnpocTpaHsaeMbix RPM.

8. Bawa cdepa oTBeTtcTBeHHOCTU. OTBETCTBEHHOCTb
3akasuuka:

a. CBOQBpeMeHHOQ NpUHATUE U BHEOPEeHUe BCeX CpeacTtB

YcTpaHeHust owmnbok M YcoBeplleHcTBoBaHMU. RPM
BpaBe nNpekpaTUTb NpefocTaBneHne  Ycnyr  no
COMPOBOXAEHUIO, €CNMM  Bbl OTKaXeTeCb MNPUHATL U

NPUMEHNTb kakoe-nnbo cpeacTeo yCTpaHeHI/Iﬂ owmnbok
mnnm YCOBepUJeHCTBOBaHVIe.

b. OkasaHne copencteua v nomowm RPM B
npegoctasneHun Ycnyr no conposoxaeHuto; RPM He
HeceT nepeg BaMy OTBETCTBEHHOCTM 3a HEWCNONHEHue
oba3atenscTB MO HactoswemMy [loroBopy, ecnu Takoe
COOencTBME WM MOMOLWb HEe OKasblBalTCA  Unu
OKasblBalOTCA He B MOMHOM OObeMe, HETOYHO WNu
HEeCBOEBPEMEHHO.

c. HasHaueHne BHYTpPEeHHUX 3KCNEPTOB (OTBETCTBEHHbIX
crneunanuctoB) NO  NPOAYKTY,  KOTOpble  UMENT
JoctaToyHoe 06ydeHue no [poaykTy, 4TOObI pellaTb
eXefHeBHble TexHWYeckne npobnembl M OTBeYaTb Ha
BOMPOCLI  Mnonb3oBaTtenen.  BHyTpeHHWe  akcnepThbl
(OTBETCTBEHHbIE CMEUManuCcTbl) MO MPOAYKTY AOMXKHbI
ObITb nepBbiM pybexxom B conpoBoxaeHun [lpoaykTa,
npexgae Yyem 06 owmnbke coobiat B RPM.

d. OB6yyeHne HoBbix [lonb3oBatenen [1pogykToB uMnu
3anpoc B RPM Ha npoBegeHune oby4eHus.

e. [MpepoctaBnenHne RPM no 3anpocy yadaneHHoro
JocTyna K cpefam, B KOTOpbIX ycTaHoBreH [lpoaykt
(Hanpumep, cpeabl pas3paboTkM, TeCcTUpOBaHWUS WU
npovsBoAcTBa) C nNpaBaMu [OCTyna aaMuHMUCTpaTopa.
Ecnn Takoh pgoctyn npegocTtaBnsieTcs,  3akasuuk
npusHaeTt, YTo RPM MoxeT B oGO MOMEHT BOWTK B
YCTaHOBKY, YTOObI:

i. NpPOBEPUTHL NPON3BOAMTENBHOCTL U PaboTOCNOCOOHOCTL
MpoaykTa;



RPM - Software Licence and
Maintenance Agreement —
Terms and Conditions —
Schedule 1

network, and maintaining adequate disaster recovery
procedures.

g. maintaining the non-RM side of any adaptors and
interfaces;

h. ensuring that all Users are registered individually (and
where licensed as a Named User that those Users are
registered in their own name and multiple Users do not log
into the Product using the same user name), that the
number of Users does not exceed the number licensed and
that requirements for additional Users are communicated
to RPM; and

i. ensuring that the recommended application and
database maintenance guidelines are followed, including
but not limited to the database administration and SQL
Server optimisation, database backup and recovery
strategy, SQL Server security settings (including SSRS,
SSAS), database and application server disk
configurations and unsupported database modifications.
The Customer must not make any changes to any
database schema.

9. Maintenance Fees. Maintenance Fees are paid in
advance. Payment for each maintenance term is due and
payable within 30 days of the date of RPM's or the
Authorised Distributor's invoice. Except as otherwise
agreed with RPM, and for clarity, RPM reserves the right
to increase the annual Maintenance Fees for any renewed
maintenance term and will give you advance notice in
writing of such increase. RPM may, on not less than ninety
(90) days written notice to you prior to any renewal charge
an additional premium to continue to support a version of
the Product if that version of the Product is not one of the
two most recent major releases of the Product made
available to customers by RPM.

10. Your right to terminate. Unless terminated by either
party by notice in writing, which notice must be received by
the other party at least 90 days prior to the anniversary of
the commencement date of the then current Maintenance
Services term, or otherwise in accordance with clause 30
of the terms and conditions, the Maintenance Services
shall automatically renew for successive 12-month
periods. If you choose to terminate, you are not entitled to
a refund of any amounts previously paid or then due and
owing to RPM in connection with Maintenance Services.
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ii. NpOBEPUTbL HanMumne NoTeHumanbHbIX OLWNBOK;
iii. n3BNEeYbL aHann3 ansa NPoBEpPKU YMcna nonb3oBaTenemn;
iv. BHeQpuTb cpeacTea YCTpaHeHMs! OLIMBOK.

f. TpepmoctaBneHve u obcnyxuBaHve annapaTHOro
obopynooBaHUsi M apXUTEKTYpbl CUCTEMbI  COMMacHo
TpeboBaHumamM RPM, Bknodas cepBepbl (Hanpumep,
cepBepbl 3akasuuka AnNg Manbix Npeanpusatuii, Beob-
cepBepbl, CepBepbl NPUOXEHUN, cepBepbl 6a3 AaHHbIX),
cetb U obecneyeHne afekBaTHbIX npouegyp no
BOCCTAHOBJIEHUIO B aBAPUMHbIX CUTyauUsX.

g. MopoepxaHne cTtopoHbl He RM ntobbix aganTepoB U
UHTEpPENCOB.

h. ObGecneyeHve wHOMBMAYaNbHOW perncTpaumm BCeEX
nonb3oBaTenen (ecnu nonb3oBaTenb NMLEH3NPOBAH Kak
VIMeHOBaHHbI, TO OH AOMKEH ObITb 3aperncTpMpoBaH nNoj
CBOMM MMEHEM, M HECKOJbKO Nofb3oBaTenein He OOSKHbI
BXxoauTb B [podykT, Mcnonb3ys OOHO U TO Xe uMS
nonb3oBaTens), rapaHTus, YTO YNCNO MNosfb3oBaTeNnen He

npeBblllaeT YMCMNO nuUEeH3M U1 TpeboBaHMA Ha
pobasneHne [OMNOMHUTENbHbIX [Nonb3oBartenen
nepepatotca B RPM.

i. [apaHTMs,, 4YTO pekoMeHOoBaHHble TpeboBaHUS K
COMPOBOXAEHNIO  MpUNOXeHuss 1M 6asbl  AaHHbIX

BbLIMOSHAOTCS, BKMOYasi B TOM Yncne ynpaenexHve 6ason
OaHHbIX M onTummsaumio cepBepa SQL, pesepBHoe
KonMpoBaHWe W CcTpaTerMio BOCCTaHOBMeHus 6a3sbl
JaHHbIX, HacTporkum 6Ge3onacHocTn cepBepa SQL
(Bknoyas SSRS, SSAS), HaCTpPOWNKy CepBepHOro Amcka
6a3bl  daHHbIX M MPUIIOXEHWS U U3MEHEHue
HenogaepxuBaembix 6a3 AaHHbIX. 3aka3ynk He OOKEeH
BHOCUTb U3MeHEeHUs B cxemy 6a3 AaHHbIX.

9. COopbl 3a conpoBoxpgeHue. Cb6opbl 3a
COMpoBOXAeHne ynnaumBatoTcss aBaHcom. C6opbl 3a
KaXObll CpPOK COMPOBOXAEHWUS MoanexaTr onnate B
TedyeHme 30 aHeN Co OHSA BbICTaBEHNS] CHETA KOMMNAHMEN
RPM wvnu YNonHOMOYEHHbIM AncTpubbroTopom. Ecnu
WHOEe He cornacoBaHo ¢ komnaHuen RPM 1 Bo nsbexaHue
HegopasymeHuii, RPM ocTaBnseT 3a cobow npaBo
yBENMUNTb CYMMY rodoBbIX COOpPOB 3a COMPOBOXAEHNE B
Te4yeHne o4YepeHOro cpoka ConpoBOXAEHUS 1 06s3yeTcs
3abraroBpeMeHHO NpegocTaBuUTb BaM yBeAOMIIEHME O
TakoMm yBeNnuyeHun B nNucbMeHHon dopme. RPM umeet
npaso, NogaB NMCbMEHHOE YBEAOMIIEHNE KaKk MUHUMYM 3a
90 (geBsiHOCTO) AHen o nboro o6HOBNEHMUS, B3bICKaTb
OOMNOMHUTENbHOE BO3HArpaXgeHwe 3a NpoJoSPKEHue
nogaepxku sepcum NpogykTa, ecnu ata Bepcus Npogykra
He SABNAETCS OOHWM W3 [OBYX NOCNEOHWX OCHOBHbIX
penu3os NpoaykTa, BbiNyLWeHHbIX Ans 3akasynkos RPM.

10. Bawe npaBoO Ha npeKpaleHue noslyvueHus ycrnyr.
Ecnn okasaHue ycnyr He npekpaweHo TOW WM MHOW
CTOPOHOW NOCPEeACTBOM YBEAOMIIEHUS B MUCbMEHHOM
dopme, kakoBoe yBeAOMISIEHNE AOMMKHO ObITb MOMy4eHO
OpYrov CTOPOHON Kak MMHUMYM 3a 90 AHeln 40 ncteyeHns
roga Cco OHs Havana TeKyllero Ha TOT MoMeHT Cpoka
npenocTaBneHNsT YCNyr Mo COMPOBOXAEHWUIO, UMW MHBIM
obpasom B coOTBETCTBUM C NyHkTOM 30 ycnosun, TO
npeaocTaBneHne Yenyr no COMPOBOXAEHMWIO
aBTOMaTM4eCcKn MpONOHTMpyeTca Ha cnegyowmi  12-
MecsaYHbIN Nnepuod. B cnyyae npuHATUSE BaMuy peLLeHnst o
pacTopXXeHUn OoroBopa Bbl He byaeTe MMeTb MpaBO Ha
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11. Re-instatement. If you do not purchase Maintenance
Services at the time you license the Product or if you
terminate or fail to renew Maintenance Services, and you
subsequently want to start to receive or recommence
Maintenance Services, you may do so provided that you
pay RPM the then-current annual Maintenance Fee and a
reinstatement fee equal to the sum of Maintenance Fees
for all previous annual periods since licensing the Products
for which you elected to decline receipt of Maintenance
Services.

12. Discontinuance. RPM reserves the right to
discontinue the provision of Maintenance Services should
RPM, in its sole discretion, determine that the continued
provision of Maintenance Services for any Product is no
longer economically feasible. RPM will give you at least 1
month notice of any such discontinuance and will refund
any accrued Maintenance Fees that you might have pre-
paid with respect to the affected Product. Without limiting
item 9 of this Schedule, RPM may, on twelve (12) months
written notice to you (elect to cease providing Maintenance
Services for a version of the Product if that version of the
Product is not one of the two most recent major releases
of the Product made available to customers by RPM.

13. License Management. If you take up the option of
utilising RPM'’s cloud hosted license management system,
you acknowledge your right of access to and right of
continued use of this service is subject to the continuation
of paid Maintenance Services and that RPM may disable
access to this system in the event of discontinuance of
Maintenance Services or non-payment of the Maintenance
Services Fee.
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BO3BpaT CpeacTB, paHee ynnadeHHbIX Unun noanexawnx
ynnarte BaMu B MNMOJ1b3y RPM B cBA3u ¢ npegocTtaBrieHUeM
YCnyr Mo CONpPOBOXAEHMUIO.

11. Bo3obHoBneHne nony4yeHus ycnyr. Ecnn Bbl He
npuobpeTtete  Ycnyrm N0 COMPOBOXAEHWK  Npwu
nuueHsmpoBaHum lNpoaykta, nubo npekpaTute UNU He
npornoHrupyeTe npegocTaBneHne Yenyr no
COMpPOBOXAEHUIO, a 3aTeM TMoXeraete HayaTtb Wwnn
NPOACIKNTL MonyyYaTb YCNyru nNo CONPOBOXAEHWUIO, Bbl
BnpaBe caenatb 310, ynnatue RPM akTyanbHylo Ha TOT
MOMEHT cymmy rogoBoro Cbopa 3a COnpoBOXOEHUE W
cbopa 3a Bo3obHOBNeHwe, paBHoro cymme C6opoB 3a
COMpOBOXAEHME 3a npeablaylime rogudHble nepuopbl,
npowejwme ¢ MOMEHTa Ballero oTkasa OT MOonyyeHust
Ycnyr no conpoBOXAEHWMIO.

12. lpuocTtaHoBneHue okKasaHua ycnyr. RPM
ocTasnset 3a cobor npaso NpUOCTaHOBUTb
npegocTaBneHne Ycrnyr no COMPOBOXAEHWIO B Cryyae,
ecnvm RPM no cBoemy co6CTBEHHOMY YCMOTPEHUIO NPUMET
pelleHne o TOM, YTO AanbHeliwee npegocTasneHue Ycnyr
no COMpOBOXAEHMIO TOro unu nHoro lNpoaykra 6onee He
ABMNSeTCa 3KOHOMUYeckn obocHoBaHHbIM. RPM yBegomut
Bac O TAaKkOM NPVOCTAHOBMNEHMN KaK MUHUMYM 3a 1 mecsl,

m BepHeT Bce CGopbl 3a  conpoBoXaeHue
cooTBeTcTByloWero [lpoaykta, BbiMnayeHHble  BaMu
aBaHcoM. He orpaHuumBasl nyHKT 9  HacTosLLero

MpunoxeHusa, RPM wnmeeT npaBo, nNogaB MNMCbMEHHOE
yBegoMneHue 3a 12 (oBeHaguaTtb) MecsUeB, NpekpaTuTb
npegocTaBneHne Ycnyr No COMPOBOXOEHWO Bepcun
MpoaykTa, ecnu aTa Bepcus [NpoaykTa He ABnseTca OgHNM
M3 OByX MoOCnegHux OCHOBHbIX penu3oB [lpoaykTa,
BbIMyLLEHHbIX A8 3aka3ymkos RPM.

13. YnpaBneHue nuueH3uamu. Ecnv Bbl Bocnonb3syeTtech
BO3MOXHOCTBIO ~ MCMOMb30BaHMUA 0bOnayHoW  cuctembl
ynpasneHus nuueHsuammn RPM, Bbl noaTeBepxaaeTe, 4To
BalWe nMpaBoO JocTyna W npasBa Ha [anbHenwee
MCMONb30BaHNE 3TOW YCMyrn 3aBUCUT OT MPOAOIHKEHUS
nnatHeix CepBUCHBLIX ycnyr 1 4To RPM MoXeT oTKNiounTb
AOCTyNn K 93TOW cucteme B CcoObITME MpeKkpalleHus
obcnyxvBaHua v HeynnaTel Nnarta 3a o6cnyxrBaHue.
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PART B — SCHEDULE OF TRIAGE

Client Impact
1. Critical

2. Serious

3. Major

4. Minor

5. Usage and
documentation
requests

6.
Enhancement
suggestions

Definition
Existing application and models are
unavailable or unusable, causing a
significant business planning or
operational impact or effectively
stopping people from working.
Critical incidents may have one or
more of the following characteristics:

— Data corrupted.

— A critical, documented

function is unavailable.
— Product hangs indefinitely.

— Product crashes, and
continues to crash
repeatedly after restart
attempts.

— Application unavailable due to
licensing issues.

Important features are unavailable,
with no acceptable workaround.
However, application users can still
continue in a restricted fashion.
This category can also be used for
installation assistance (if needed
urgently).

Medium loss of functionality, but not
affecting ability to carry out day-to-
day activities nor is it interrupting the
flow of business, impact is annoying.
A workaround is being used.

Minor loss of functionality. The
impact is an inconvenience, which
may require a workaround.

This category is also to be used for
most installation assistance
requests.

Usage questions and clarification of
documentation where there is no
immediate business impact or loss
of service.

Suggestions, requests for new
product features and
enhancements.
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YACTb B - PACMUCAHUE NPETEH3UN

BnusiHne Ha
3aKa3umka

1. Kputnueckoe

2. CepbesHbii

3. OcHoBHblE

4. HesHauntenbHoe

5. Bonpocbl no
UCMONb30BaHUIO ¥
[OKyMeHTaumm

6. NpennoxeHns no
YINYYLLIEHUIO.

OnpepeneHue
CyuwiecTBylOLME  MPUNOXKEHNUS U
MoZenv HEeOOCTYMHbI nnm

HenpurogHol Ans MCMosib30BaHWs,

4TO MNPUBOAMT K 3HAYUTENbHbLIM

Bun3Hec-nnaHam nnm

onepaumoHHbIM BO3OENCTBUAM UMK

dakTMyeckn npekpawaet paboty
nogen.

Kputnyeckne mHUMAEHTBI  MOTyT

UMETb OOHY WM HECKOSbKO K3

CrneayoLmMX XxapakTepUCTUK:

- [aHHble noBpexaeHbl.

- Kputnueckas
OOKYMEHTMpOBaHHasa  (PyHKLMSA
HeJoCTynHa.

- TpoaykTt BUCUT 6eCKOHEYHO

- [lpoaykT BbIXOOAUT M3 CTPOSA U
npogosnkaeT coomn nocne
NMOBTOPHbIX MOMbITOK.

- [NpunoxeHne HeOOCTYMNHO U3-3a
npo6nem ¢ NUUEH3NPOBaHNEM.

BaxHble oyHKUMM HeAOCTYNHbI, 6e3
nprvemnemoro o6xoaHoro nyTn. Tem
He MeHee, nonb3oBaTenu
MPUNOXEHUA  MOTYT  MpoAosKaTb
paboTaTb OorpaHMYeHHbIM 0Opa3om.
OTa karteropusi TaKkke MOXeT ObITb
ncnonb3oBaHa pAnisg MOMOLWM Mpu

ycTaHoBke (Mpu HeobxoamMmocTu
CPOYHO).

CpegHsis noteps
PYHKUMOHANbHOCTH, HO He
BrvsoLwas Ha cnocobHoCTb
BbIMONHATb NOBCEAHEBHYIO
OeAaTenbHOCTb W He npepbiBaeT
NOTOK OusHeca, BO34enNcTBue
pasgpaxaer. WcnonbayeTtca

obxogHou nyTb.

Manas noteps (pyHKLMOHANBHOCTML.
Bosgencteme - 310 HeymobCTBO,

KoTopoe  MoOxeT  noTpeboBaTtb
obxogHoro nyTu.
OTta karteropusi Takke [OIDKHa

ncnonb3oBaTbcs Ana 6onbwNMHCTBA
3anpocoB Ha NoaanepP>XKy YCTaHOBKW.

BOI'IpOCbI no UCNoOfib30BaHNK U
pa3bACHEHUIO  OOKYyMEeHTauuun B
cnyyasax, He OKa3sblBawoLWKMX
HenocpeaCcTBEHHOro BJIMAHUA Ha
X03F|I7ICTBeHHy}O AeATeNbHOCTb N He
npmeBoadaunx K  HEBO3MOXHOCTU
ncnonb3oBaHuA.

MpennoxeHus, 3anpocsl B
OTHOLUEHUWN HOBbIX BO3MOXHOCTEN U
YHKUMOHAmbBHbIX yny4dLweHnn
npoaykta



