EXHIBIT A
CLOUD SOLUTION SUPPORT AND SERVICE LEVEL AGREEMENT

Customer's assigned customer success manager will be the primary contact to facilitate support requests,
however it may also submit requests for support tickets via telephone or email as provided below:

+ Telephone support: (+1 407.834.8324 9:00 A.M. to 5:00 P.M. ET Monday - Friday.
+  Email support (support@Auritas.com): Monitored 9:00 A.M. to 5:00 P.M. ET Monday - Friday.
« Emails received outside of office hours will be collected; however, no action can be guaranteed until

the next working day.
Severity Levels
Cloud Solution is stopped or so severely

1 | impacted that Customer cannot reasonably
continue to work within the Cloud Solution

The operation is mission-critical to Customer's
business and the situation is an emergency

The issue is a high-impact business
2 | condition where the Customer experiences a
major degradation in the Cloud Solution

An error isolated to the Cloud Solution which
substantially degrades the performance or
materially restricts Customer's business

Customer experiences a minor loss of the

An error isolated to the Cloud Solution which
causes only a moderate impact on the use of the
Cloud Solution (e.g., moderate system impact,

3 Cloud Solution performance/operational impact) -- the impact is
an inconvenience, which may require a
workaround to restore functionality

A reported anomaly in the Cloud Solution This is a minor problem that does no_t |n|volve
) . : access to or impede the Cloud Solution's
which does not substantially restrict the use . . .
4 operation. Customer requests information or

of one or more features to perform
necessary business functions

documentation clarification regarding the Cloud
Solution

Severity Level

1 (Critical) 2 (High) 3 (Medium) 4 (Low)
|
- . - 4 Hours
Iq|t|al REspeise Immediate (within (excluding 1 Business Day 2 Business Days
Times 2 hours)
weekends)

|
Resolution

Times

Exclusion

1 Business Day

2 Business Days

20 Business Days

+ Use of the applicable Cloud Solution in a manner not authorized in this MSSA.

Case-by-case
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+ General internet problems, software configurations, extensions to the Cloud Solution involving
custom or User-specific code (whether created by Auritas or Customer), force majeure events or
other factors outside Auritas' reasonable control, including without limitation: scheduled
maintenance; acts or omissions of customer or its Users; failures of equipment, software or facilities
provided by customer; or any outage, Internet or other network unavailability or downtime outside of
Auritas' or its hosting provider's network, if applicable.

+ The failure or lack of availability of any third-party provider application, software or web service
interfaces not provided by Auritas.

+ Failure of Customer to reasonably install provided Cloud Solution upgrades as discussed below.

Upgrades

Company will provide periodic upgrade(s) for the Cloud Solution during the term of the applicable Order.
Upgrades may consist of patches, hot fixes, or major and minor releases for the current Cloud Solution
version. Customer understand that failure to install provided upgrades may affect certain rights under the
Agreement, including warranty, indemnification, and rights in this SLA.

Amendments

Auritas reserves the right to amend the scope of this SLA with sixty (60) days prior written notice to
Customer.
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EXHIBIT B
CLOUD SOLUTION LIFECYCLE POLICY

Product Releases & Lifecycles

Release versions are a critical part of our product life cycle, ensuring that our products continually
meet your evolving business needs and objectives. These updates often incorporate new technology
architectures, enhance cross-product integration, and introduce new features.

Types of Releases
Our current release strategy includes three types of releases:

1. Major Releases: Significant updates introducing new features and major changes.
2. Minor Releases: Smaller updates that provide enhancements and improvements.

3. Maintenance Releases: These include Service Packs and Hotfixes that address minor bugs and
issues and may be communicated through release notes.

Communication Channels
We communicate release information through the following channels:

+ Direct Email: Emails sent to customer points of contact.

+ Provider's Website: Regularly updated with the latest information.

+ Provider's Helpdesk Portal: Updates are also posted here for easy access.
This approach ensures you are always informed about the latest updates and improvements to our
products.
End of Life Policy

The nature of support provided by Auritas for any given licensed product will depend upon where a
product release lies within the product life cycle. While Auritas offers reasonable longevity in support of all
releases, it also delivers reasonable upgrades for its products, aligned to the ongoing market trends,
technological requirements, and end of life (EOL) of older releases as required. Auritas encourages
customers to stay up to date with releases to ensure that they achieve maximum benefit from their
deployed solutions and are eligible for support. Auritas reserves the right to update this Ex. B upon sixty
(60) days written notice.
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Product Release Strategy

Maintenance Release: A Group of Service
Packs/Hotfixes
Major Release: Complex Features, Major
Improvements
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