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Pelion Global Service Support Program

AGREEMENT
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1.2

13

The Agreement applies to the provision of the Support Services as detailed in the Order Form. Upon
signature by the parties, the Order Form incorporates the versions of the Pelion Connectivity
Management Terms of Service, Provider Specific Terms, Data Processing Addendum, Resale Terms
(if applicable), Security Measures, Warranty, Hardware & Devices Terms of Service (if applicable) and
Pelion Connectivity Management Service Support Program and includes these identified in the Order
Form.

Interpretation:

(@) A person includes a natural person, corporate or unincorporated body (whether or not having
separate legal personality).

(b) A reference to a party includes its successors and permitted assigns.

(c) A reference to legislation or a legislative provision is a reference to it as amended or re-
enacted. A reference to legislation or a legislative provision includes all subordinate
legislation made under that legislation or legislative provision.

(d) Any words following the terms including, include, in particular, for example or any similar
expression shall be interpreted as illustrative and shall not limit the sense of the words
preceding those terms.

(e) A reference to writing or written excludes fax, informal electronic communication such as
chat, SMS or other short form mediums but includes email.

Introduction

This Agreement describes Pelion’s service level and support obligations in relation to Pelion
Connectivity Services provided by Pelion to Customer pursuant to an Order Form, under which the
Customer has acquired its rights to use the Service. The Pelion Global Service Support Program is
subject to the terms of the Agreement from the Effective Date for the Initial Term as defined in the
Pelion Connectivity Management Terms of Service at https://www.pelion.com/terms

BASIS OF AGREEMENT
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These Conditions apply to the Agreement to the exclusion of any other terms that the Customer seeks
to impose or incorporate, or which are implied by law, trade custom, practice, or course of dealing.

The Order Form constitutes an offer by the Customer to purchase the Support Services in accordance
with these Conditions. The Customer is responsible for ensuring that the terms of the Order Form
include the agreed Support Tier ordered and such details are complete and accurate.

The Order Form shall only be deemed to be accepted by Pelion at the Effective Date, at which point,
and on which date the Agreement shall come into existence.

The Customer waives any right it might otherwise have to rely on any term endorsed upon, delivered
with, or contained in any documents of the Customer that is inconsistent with these Conditions.

Any samples, drawings, descriptive matter, or advertising produced by Pelion and any descriptions or
illustrations contained in Pelion's catalogues or brochures are produced for the sole purpose of giving
an approximate idea of the Support Tier referred to in them. They shall not form part of the Agreement
nor have any contractual force.

SERVICE SUPPORT

3.1

During the Service Support Term, Pelion will provide technical support to Customer in respect of
Incidents related to Customer’s regular use and general management of the Service, as set out in this
Support Program (“Service Support”).
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Service Support shall be provided in English and primarily by Email, Support Ticket, or Telephone,
unless otherwise agreed by the Parties in writing, and the Service Support does not, unless expressly

agreed by Pelion in writing, include any travel to any Customer or other sites.

Pelion will provide notice of any service impacting Scheduled Downtime, Emergency Maintenance, or
Unscheduled Downtime via our Status Website at https://connectivity-status.pelion.com/. The

Customer acknowledges they much register and subscribe to receive updates.

During the Service Support Term, the Customer may select one of the following Service Support
Packages to ensure the appropriate level of support required is achieved. The commercial details
including Service Support Fees and Service Support Term are detailed wholly on the Order Form.

Service Support Packages Overview

Essentials

Professional

Enterprise

Service Contact

Contact Method

Email, Support Portal &

Email, Support Portal &

Email, Support Portal &

Telephone Telephone Telephone
8:00 AM to 8:00 AM to 8:00 AM to
Europe 6:00 PM Europe 6:00 PM Europe 6:00 PM
GMT GMT GMT
Service Times 8:00 AM to 8:00 AM to 8:00 AM to
North 6:00 PM North 6:00 PM North 6:00 PM
America Eastern America Eastern America Eastern
Time Time Time
Priority Incident N/A 24x7 for P1/P2 issues 24x7 for P1/P2 issues

Service Times

Initial P1 1 Business Hour 1 hour (24x7) 30 minutes (24x7)
nitial
Response P2 N/A 4 hours (24x7) 3 hours (24x7)
Times
P3 N/A 8 Business Hours 6 Business Hours
Additional Support Resources
Pelion
Knowledgebase Yes Yes Yes
Access
Technical Services
Trace Requests Not included Yes — at customer Yes — at customer
request request
Integration Support . .
(Devices, API) Not included Not included Yes
evicc Mlgratlon Not included Not included Yes
Campaign
Ad Hoc Custom Not included Not included Yes - At customer

Reporting

request

Additional Sup

port Resources

Onboarding Support

Self Service

Email and Support Ticket

Email, Support Ticket
and Telephone

Service Management

Planned
Event/Change At predefined windows Planned in advance As required
Support
Root Cause Analysis Not Included Yes — upon customer Yes — upon customer
Reports request request
Service Rewew Not Included Not Included Yes — Quarterly
Meetings
Dedicated Not Included Not Included Yes

Escalation Contact
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3.5

3.5.1

Service Support Definitions
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Term

Definition

Initial Response Time

The target time in which a Pelion support agent will acknowledge receipt of your
request for support, categorise and prioritise your ticket and begin investigations.

P1

An Incident that causes a complete outage of the service where no terminals can
connect to the Service to transmit or receive data, or a complete outage of the
Pelion Connectivity Management platform where no Customer users can access
or use the Service.

P2

An Incident that causes a significant failure or degradation in performance of the
Service. The situation is causing a high impact to portions of the customer's
solution and no reasonable workaround exists.

P3

An Incident that causes a minor failure or degradation in performance of the Service
that is non-critical. Short term workaround is available, with permanent resolution
likely addressed in a future release.

P4

An enquiry regarding a routine technical issue, information requested on solution
capabilities or configuration, or a bug affecting a small number of users.
Workaround is available.

Trace Requests

At your request Pelion will perform live subscriber or VPN tracing ad-hoc or at a
specified time to assist you in diagnosing connectivity issues, or to better
understand device or VPN behavior.

Pelion's technical support team can assist you to understand the output of these
trace files and make recommendations to improve your connectivity experience.

VPN Support

Pelion's technical teams are available to you to assist with VPN configuration and
troubleshooting issues.

Our technical teams may make recommendations to ensure tunnel stability and
resilience is at the highest level.

Pelion's VPN active monitoring service constantly monitors the uptime of your VPN

VPN Active tunnels to ensure maximum uptime and data availability.
Monitoring Our monitoring service will generate a support ticket to your designated account
contact if your VPN is down and unable to recover.
Intearation Pelion technical staff are available to provide Integration Support for your devices
Su%port or APIs to ensure that your connectivity is fit for purpose and integrated to our

services seamlessly.

EUICC Migration

Pelion will provide EUICC profile migration campaigns as a managed service for
large scale deployments.
Pelion simply require a document with your EUICC details, EID, Current ICCID,

Campaigns and Target ICCID. We take care of the rest.
During your initial onboarding period Pelion will provide you with all the necessary
Onboarding documentation to get you up and running quickly with regular check-ins to ensure

Package (low/high)

you are progressing effectively.
Enterprise users will have access to live phone/video call support as needed.

Planned Event

Planned Event Support provides your organisation with dedicated Pelion staff to

Support support you during a planned change, live event, or product launch.
Root Cause Analysis (RCA) Reports are available on request following a Major
Root Cause Incident and provide your organisation with an in-depth breakdown of a Major

Analysis Reports

Incident. These will detail the Incident impact, the root cause of the Incident,
Pelion's Mitigation Plans and a detailed timeline of events.

Service Review
Meetings

Service Review Meetings give you the opportunity to discuss your company's
progress in your partnership with Pelion, whilst reviewing key account metrics,
Incidents, Changes, Problems and an overview of Pelion's upcoming roadmap
plans.

Service Review Meetings are generally held Quarterly via MS Teams; however,
frequency and in-person meetings can be tailored to your needs.

Method of Contact

methods:

Requests for Support and reporting of Incidents by a Customer must be made using the following
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= Directly from the Pelion Connectivity Management platform.
= Email: support@pelion.com.
=  Telephone: will be provided upon signature to Customers.
3.5.2  Pelion will assign a unique case number all Reported Incidents and Requests for Support.

3.6 Required Content
Reported Incidents should include:

= Name and contact information of the person reporting the Incident.

=  Description of the Incident and symptoms, including date/time incident first observed; exact
location of incident, if applicable; and ICCID number(s) of SIM(s) involved, if applicable.

=  Steps taken to attempt to resolve the Incident; and

=  Anemail address for service notifications and a list of names and phone numbers of Customer
employees who have been designated to provide assistance and support (“Support
Contacts”). The Customer may change the names and numbers of the Support Contacts at
any time via the Pelion Connectivity Management platform.

3.7 Incident Classification

Customer will classify each Incident as Severity 1, Severity 2, Severity 3, or Severity 4, based on the
impact to the Customer business, as defined below:

=  Critical - Severity Level 1 Incident is an Incident that causes a complete outage of the service
where no terminals can connect to the Service to transmit or receive data, or a complete
outage of the Pelion Connectivity Management platform where no Customer users can access
or use the Service.

= Major - Severity Level 2 Incident is an Incident that causes a significant failure or degradation
in performance of the Service. The situation is causing a high impact to portions of the
customers solution and no reasonable workaround exists.

= Minor — Severity Level 3 Incident is an Incident that causes a minor failure or degradation in
performance of the Service that is non-critical. Short term workaround is available, but not
scalable.

= Cosmetic — Severity Level 4 Incident is an enquiry regarding a routine technical issue,
information requested on solution capabilities or configuration, or a bug affecting a small
number of users. Workaround is available.

Pelion reserves the right to reclassify Incidents if they are found to not be in line with these definitions.
Any dispute in classification can be escalated in clause 3.8. If any Incident which is Severity Level 2 or
Severity Level 3 is deemed business critical, then the escalation process should be invoked, and it may
be reclassified as Severity Level 1 by Pelion.

3.8 Escalation Procedure

3.8.1 If Pelion does not respond to a Reported Incident within the time frames described above, the
Customer may file an escalation request in the Ticket System to request an escalation after the
time periods indicated in the table below:

Severity Description

Level 1 Service Desk Operations / Level 1 Technical Support
Level 2 Level 2 Technical Support

Level 3 Technical Support Team Leader

Level 4 Service Delivery Management Team

Level 5 Pelion Leadership Team
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3.8.2 If a Customer subscribes to the Enterprise Support Package Tier they will be provided a named
Escalation Contact at point of Signature of the Agreement.

3.8.3 In the event that Pelion reclassifies the severity of an Incident pursuant to clause 3.7 and Customer
does not accept the reclassification, the Customer may file an escalation request in the Ticket
System. Pelion shall respond to such a request within the Target Response Time for the severity
level requested by Customer.

4. DEFINITIONS

For the purposes of the Pelion Connectivity Management Global Service Support Program, the initially
capitalized words are ascribed the following meanings:

41 “Account” means Customer’s Pelion Connectivity Management account.

4.2 “Agreement” means the Order Form together with the applicable versions of Pelion Connectivity
Management Terms of Service, the Data Processing Addendum, Security Measures, Pelion
Connectivity Management Service Support Program, the Provider Specific Terms, the Resale Terms,
and Hardware and Devices Terms and Conditions incorporated in accordance with Clause 1.1.

4.3  “Business Hour” means 8:00 a.m. to 6:00 p.m. local time, Monday to Friday, excluding public
holidays in the location where the support services are being provided. Any reference to time within the
Service Times shall be interpreted in accordance with Business Hours.

4.4 “Connectivity” means the provision of wireless data connectivity for Devices through the radio
communication spectrum (including the ability to transmit SMS messages) and includes any applicable
Connectivity Value Added Services. Notwithstanding the foregoing, for purposes of this Agreement,
the term “Connectivity” expressly excludes voice service and mandatory emergency service.

45 “Connectivity Solution” means the solution provided by Pelion under this Agreement comprising the
Service and the Connectivity.

4.6 “Customer” means the entity identified as such in the Order Form.

4.7 “Customer Solution” means a service, solution or application developed or used by Customer or its
Affiliates, and which utilizes the Goods and Connectivity Solution, which may include a commercial
service, solution or application which Customer provides to End Customers for a fee. Customer
Solutions are provided by Customer, and not by Pelion.

4.8 “Downtime Exceptions” means any period when the Service is not available for ordinary use, due to
any of the following:

Scheduled Downtime.

Emergency Maintenance

A force majeure event as defined in the Pelion Connectivity Management Terms of Service

Any act or omission by on behalf of the Customer

= Any incident with any system or technology not within Pelion’s control (including without
limitation, any Incident associated with the Customer’s ISP, the internet, the Customer’s
networks, Customers Devices).

=  Any suspension or termination of the Service by Pelion in accordance with the Agreement.

= Use of the Service through any systems other than Pelion’s and Customer’s.

= Attempted user of the Service when the device has no network coverage.

=  Failure to implement suitable redundancy measures.

4.9 “Effective Date” means, with respect to the Order Form, the date on which the Order Form is signed
by the last of both parties to sign the Order Form.

4.10 “Emergency Maintenance” means activity taken by or on behalf of Pelion in order to investigate and/or
remedy any actual or potential emergency issue or security threat, including without limitation where
any Customer hardware and/or software behaves in a manner that threatens the proper functioning or
integrity of the Service (e.g. through aggressive connection attempts).

411 “End Customer” means an individual or entity to whom Customer sells, provides or distributes either
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the Goods or Customer Solution and with whom Customer has entered into an agreement to provide
either the Goods or Customer Solution.

412 “End Users” means, the individuals or entities that Customer (and, when Customer is permitted to
Resell, the End Customer) permit to access or use the Connectivity Solution (or any part of it) under
Customer’s Account.

4.13 “Fees” means the fees payable by Customer to Pelion for the Goods, including Minimum Commitment
Fees (if any), as set out in the Order Form, and any applicable taxes in accordance with Clause 7.2 of
the Connectivity Management Terms of Service.

4.14 “Force Majeure Event” means an event, circumstance, or cause beyond a party’s reasonable control.

4.15 “Incident” means a failure of the Service to perform in accordance with this Agreement, that is
reproducible or verifiable by Pelion and characterized by one of the severity levels described in clause
3.7.

4,16 “Incident Resolution”means a remedy that resolves an Incident and brings the Service back to
operational status in accordance with the Agreement, applicable Order Form, and specifications.

4.17 “Incident Response” means an acknowledgment by Pelion (by phone, email or ticketing platform) of
a request for support made by the Customer to Pelion in accordance with this Support Program, or a
notification (phone, email, or ticketing platform) from Pelion to the Customer in those cases where
Pelion discovers the Incident.

4.18 “Order Form” means an order form executed by both parties setting out: (a) the Hardware the
Customer is purchasing; (b) Fees; and (c) any other terms for using either the Hardware or the
Connectivity Solution that the parties have agreed upon.

4.19 “Pelion” means the Pelion Group legal entity set forth in the Order Form.

4.20 “Pelion Group” means Pelion loT Limited whose principal place of business is situated at St Vincent
Plaza, 319 St Vincent Street, Glasgow, G2 5LD (“Pelion 10T Limited”), its Subsidiaries and holding
companies from time to time, and the Subsidiaries of any holding company of Pelion 10T Limited from
time to time. A reference to a holding company of Pelion 10T Limited means a company wherever
incorporated (or persons acting on its behalf) that directly or indirectly holds or controls either: (a) a
majority of the voting rights exercisable at shareholder meetings of Pelion; or (b) the right to appoint or
remove a majority of Pelion loT Limited’s board of directors.

4.21 “Provider Specific Terms” means the relevant terms set out in the relevant Order Form, applicable
depending on which Rate Plan is chosen by Customer.

422 “Resale Terms” means the relevant terms set out in the relevant Order Form, which apply when
Customer is expressly authorized to Resell the Goods and Connectivity Solution in accordance with
Clause 4.1 of the Pelion Connectivity Management Terms of Service.

4.23 “Resell” means Customer providing the Goods and Connectivity Solution to its End Customers as part
of the Customer Solution.

4.24 “Scheduled Downtime” means maintenance or similar work carried out by or on behalf of Pelion in
relation to the Service, which is notified to the Customer in advance, including without limitation, any
planned network maintenance. Scheduled Downtime for non-Pelion resources will be at such time as
Pelion’s supplier or sub-contractor may require, and Pelion shall provide notice of the same in advance
insofar as reasonably possible. Notification of Scheduled Downtime will be updates posted on the
following service status website https://connectivity-status.pelion.com/

4.25 “Service” means the Pelion Connectivity Management service (which includes access to the Pelion
Connectivity Management Portal) as further described in the applicable Documentation to be provided
by Pelion to Customer under the Agreement, together with Service Support and any applicable Value-
Added Services.

4.26 “Service Support Term” means the Minimum Term that the Service Support Fees are applicable for
access to the appropriate Support Tier as defined in the Order Form.
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427 “Service Support Package” means the offering of services as a group package defined in clause 3.4.

4.28 “SIM Card” means a subscriber identity module card or other device which contains SIM Profile and
enables Devices to access the Connectivity.

4.29 “Subsidiary” means any company the majority of whose voting shares is now or hereafter owned or
controlled, directly or indirectly, by a party hereto. A company shall be a Subsidiary only for the period
during which such control exists.

4.30 “Support Tier” means the classification of Service Support Package that is subscribed to by the
Customer as defined in the Order Form.

431 “Unscheduled Downtime” means any time where the Service is unavailable which is not the result of
a Downtime Exception.

4.32 “Uptime” means the percentage of time during a calendar month, during which the Pelion Connectivity
Management platform and associated APIs are available for ordinary use, provided that for the
purposes of calculating Uptime, the Downtime Exceptions shall be ignored. The Service shall not be
considered ‘available for ordinary use' if it cannot provide service in five or more consecutive minutes.
Uptime targets shall be as follows:

Pelion Connectivity Management Platform and API’s target uptime = 99.95% per calendar month

Uptime % = (Total minutes in month — Unscheduled Downtime minutes) x 100
total minutes in month




	Pelion Global Service Support Program

