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The following provisions shall govern all contractual
relations between the Customer and the Executor with
regard to the maintenance of software programs and
services described in this document. They shall also apply
to any additional deliveries or services. Any special terms
agreed in the context of an individual agreement shall
supersede these General Business Terms & Conditions for
Software Support.

1. Maintenance for software programs

1.1. Insofar as a valid software licensing and
maintenance agreement is in place, the Contractor shall
ensure that the support services detailed below are
performed by sufficiently qualified personnel, and that they
are carried out with due care and in a professional manner.
As a rule, the Contractor shall perform his work during
normal business hours by means of remote maintenance. At
the Contractor’s discretion, support services may also be
performed at the business premises of the Customer.

2. Scope of performance

2.1. The scope of performance is laid down in the
Purchase Agreement and/or in the Maintenance Agreement
and/or in the Service Level Agreement.

2.2. Bug fixing service

2.2.1. A correctable defect shall be deemed to exist
whenever a given software program falling under the scope
of an agreement is characterized by a reproducible
deviation from the current version of its performance
specification. Such a defect shall be corrected by means of
a bug fix, a software update or some other appropriate
workaround.

2.2.2. ldentified defects that are the Contractor's
responsibility must be resolved by the same within a
reasonable time. The Contractor shall be released from this
obligation, however, if a solution to the problem is hindered
through some fault of the Customer, and the Customer fails
to correct said fault.

2.2.3. The Customer must make the following items
available to the Contractor, free of charge: the Customer's
computer system, software programs, logs, diagnostic
documents and data, plus an online connection to be used
for remote diagnosis and maintenance. Moreover, the
Customer must give the Contractor all reasonable
assistance.

2.2.4. The Contractor shall be entitled at any time to hire

FAESS

Cnegytowime nonoxeHWs U yCroBusi okasaHusi TEXHUYECKOM
noaaepXkn nporpaMMHOro oBGecrneyeHns perynupyroT Bce
lopuanyeckme  OTHOLUEHWs  Mexay  3akasuuMkoM U
WcnonHnTenem u pacnpocTpaHsaloTcs Ha obcnyxuBaHue
KOMMbIOTEPHbIX NPOrPaMM U YCRyr, ONMCaHHbIE B AaHHOM
nokymeHTe. OHM  Tak e MPUMEHSIOTCA KO  BCEM
[OOMOMHUTENbHBIM NocTaBkaMm U ycnyram. Jlobble ocobble
YCIOBUSI, COrMacoBaHHble B MHAMBUAYanbHOM [OroBOpE,
3ameHsalT cobort 3t OB6WMe NOonoXeHUs U YCroBuS

oKaszaHua  TexXHUYEecKom noaaepXKku nporpaMMHoro

obecneveHus.

1. TexHu4eckasn noapepxka nporpaMmMHOro
ob6ecneyeHusn

1.1. B cnyyae ecnu nmeeTca [OrOBOP Ha YCTaHOBIIEHHOE

NMLEH3VMOHHOE MpOrpaMMHOE OOEecnevYeHne U TEXHUYECKYIO
nogaepxky, To WcnonHutenb rapaHTUpyeT, YTO OnuCaHHble
HWKE  YCMyrM  TEeXHUYECKOW MOAAEPXKKA  BbIMOMHAKTCH
nepcoHanoM, obnagarowmm Heobxoammon Keanudukaumen,
OCYLLECTBMATCA C [OOMMKHbIM BHMMaHMEM M Ha BbICOKOM
npodeccmoHansHoM ypoBHe. Kak npasuno, WcnonHutens
BbINOMNHHAET CBOK paboTy B TeyeHne paboyero AHS C NOMOLLbIO
OVICTaHUMOHHOIO obcnyxmBaHus. Mo YCMOTPEHNIO
McrnonnnTens ycryrm TeXHUYEeCKOW MOAAEpXKM MOryT ObiTb
OKasaHbl Ha MecTe.

2. YnpaBneHue cepBUCOM

2.1. O6bem ycnyr 3akpenrneH B [lJoroBope Kynnu-npoaaxy,
CormawleHun  Ha  TexHudeckoe  obcrnykuBaHve — wwvnm
CornawueHun 06 ypoBHE NOAAEPKKM.

2.2.  Ycnyru no ucnpaeneHUIo ownbok

221. Owubka cuMTaeTcs WCNpaBMMOW, Korga [daHHoe
nporpaMmHoe obecrneveHne, noanagatollee nopg Aencteve
[OroBopa, XapakTepu3yeTcsi MOBTOPSIEMbIM OTKIOHEHWEM OT
3KCMyaTaLUMOHHBIX XapakTepUCTUK B TeKyLlel Bepcun. Takve
OLUMOKN UCMPaBNAOTCA CPEACTBaMM MCMPaBIiEHNst OLIMOOK,
OOHOBMEHMEM MpOrpamMMHOro obecneveHuss wunu  Opyrumm
COOTBETCTBYHOLLMMN METOAAMU YCTPAHEHUSIMM OLLINGOK.

2.2.2. BbisiBneHne owmnbok, saBnsoLlleecss 0083aHHOCTbIO
VcnonHuTens, OMKHO ObITh PELLEHO B TEYEHME MPUEMIIEMOTO
BpemeHn. OpHako WcnonHutenb ocBoboxaaetcsas OT 3ToMn
0053aHHOCTK, ecnu peLueHne NpodremMbl 3aTPyAHEHO MO BUHE
3akasuwvka, 1 OH He NPUHSAN JOSMKHBIX MEp MO ee YCTPaHEHMIO.

2.2.3. Cnepytowme nosvunmn 3aKasumnk [OMKeH
npegpoctaBute  McnonHutento  GecnnatHo:  KOMMbIOTEPHas
cuctema 3akasumka, nporpaMMHoOe obecrneyeHre, NPOTOKOSbI,
OOKYMEHTbl WM [JaHHble [MarHoCTVKM, a TakKe WHTEPHET-
NOAKMYEHNe Ana yaaneHHOW AMarHOCTUKM U TEXHUYECKOro
obenyxmBaHus. Kpome Toro, 3aka3uMk [OMMKEH OKasbiBaTb
VcnonnuTento Bce HEOBX0AUMOe coaencTaue.

2.24. VcnonHutenb MMeeT npaBo B Noboe Bpemsi HaHATb
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sub-contractors to assist with the performance of support
services, without having to obtain the prior approval of the
Customer.

2.3. Provision of a help desk

2.3.1. During the agreed period of time (summer season,
winter season, occasional operations or all-year operations,
depending on the contract), the Contractor shall provide a
centralized email address and telephone number for the
fielding of support-related queries and for performance of
support services.

2.3.2. The Contractor shall respond to the Customer's
enquiries within a reasonable time. The normal business
hours of the Contractor are 9:00 AM to 6:00 PM, Monday to
Friday.

2.3.3. The Contractor's support services shall include
separately scheduled, application-related counselling via
telephone or email, as well as assistance during disruptions
arising from the usage of the products by the Customer.
Said support services shall only be utilized by personnel of
the Customer with the proper training.

2.4, Software update service

2.4.1. As a part of support services, the Contractor shall
make available various releases for his software programs.
Update services shall include either the provision of new
releases in their original functionality, or a corresponding
expansion of the Customer's software programs.

2.4.2. Unless the delivery of upgrades or the payment of
upgrades fees has been arranged by separate agreement
(e.g. a software-maintenance agreement), the Contractor
shall be not be obligated to deliver software upgrades (i.e.
new versions, releases or in-line releases).

2.5. Onsite services

25.1. If the treatment of the problem under the
contractually laid down scope of performance cannot be
dealt with through the hotline service or remote
maintenance, the Contractor will undertake this at the
location of the computer system.

2.6. Cooperation obligations of the Customer
2.6.1. In order to expedite and optimize the processing of

identified defects, the Customer must report these to the
Contractor by using the Contractor's defect-reporting forms

FAESS

Cy6ﬂ0,£l,pﬂp,‘-IVIKOB OnNsA OKasaHua ycnyr TeXHU4YEeCcKom noanep>Xku
6e3 HeoBXOAMMOCTY MONYyYeHUs1 NPeABapPUTENbHOMO cornacust
3akas4uka.

2.3.  Ycnyru TexHM4YecKow noamepxku

2.31. B TeuyeHMe COrMacoBaHHOIO nepuoda BpeMEHU
(neTHWA nepvod, 3VMHWA  NEpVod, HeperynsapHas  wunm
KpyrnorognyHass pabota B 3aBUCMMOCTM OT  [JOroBopa)
VcnonHutenb 06s3yeTcs NpeqocTaBuTh LIEHTParnv3oBaHHbIN
agpec O9reKTPOHHOW MoyTel W HOMep TenedoHa And
yNopsiAoYMBaHUst W BbIMOIHEHNS  3aMpPOCOB  TEXHWYECKOWN
NoaAepPXKKU.

2.3.2. Wcnonmnutenb QOrmkeH OTBeYaTb Ha  3anpochl
3akasyvka B TeYeHve npuemnemoro BpemeHun. Paboune vachl
Wcnonnutens - ¢ 9.00 go 18.00, ¢ noHeaenbHUKa no AATHULY.

233. B ycnymm TexHmyeckonm nogaepkkn WcnonHutens
BXOOAT CBfi3aHHble C MPUMOXEHUWEM KOHCynbTauun Mo
TenedOoHy UM 3NeKTPOHHOM NoYTe B YCTaHOBIIEHHOE BpeMs, a
Take MOMOWbL BO Bpemsi cOoeB, CBfI3aHHbIX C
ncnonb3oBaHMeM 3akas34ynmkoM MpoayKuun. YkasaHHble ycryrm
TEXHWYECKON MOOAEPKKM OKa3biBalOTC 3aKkasuuky TOrbKO
crneumansHO oby4eHHbIM NMepcoHanoM.

24. Ycnymm no obHoBNEHMIO
obecneyeHusi

nporpamMmmMHoro

241. B pamkax YyCnyr  TEXHWYECKOW  MNOJAEpXKA
WcnonHutens npegocTasnset pasnuyHble penusbl
nporpaMmMHoro — obecneveHusi.  Ycnyrm Mo OBGHOBMREHMIO
nporpaMmHoro  obecnieyeHuss BknovawT B ceba  nmbo
NpefoCTaBeHne HOBbIX PENM30B C COXPaHEHWEM WCXOAHOM
PYHKUMOHanNbHOCT, NMOO COOTBETCTBYIOLLETO pacLUMpPEHns

nporpaMmmHoro obecneyeHnss 3akasduka.

2.4.2. Ecnu noctaBka OGHOBMEHU unu onnarta cbopoB no
OGHOBIMEHUIO OrOBOPEHbI B OTAENBHOM OOroBOpE (Hampumep,
[OroBop Ha OOCnyXvMBaHWE NporpamMMHOro obecneyeHus),
Wcnonnutenb  He  00s3aH  noctaBnaATte  OGHOBMEHWSA
nporpaMMHOro obecneyeHmst (T.e. HOBbIE BEPCUN, BbIMYCKM Ui
MOTOYHbIE PENU3bI).

2.5. Ycnyrn, npepoctaBnsieMble Ha MecTe

2.5.1. B cny4ae, ecnu npobnema, BO3HMKLIAS B pamKax
YCTaHOBJIEHHOTO A0roBOpPOM obbemMa paboT, He MOXET ObITb
pelleHa MyTeM  KOHCynbTauum MO  TenedgoHy  unu
OVCTaHUMOHHOrO obcnymBaHus, VIcnonHuTenb peluaeT ee Ha
MeCTe pa3MeLLEHMS KOMMbIOTEPHON CUCTEMBI.

2.6. ObGsaszaTenbcTBa 3aKka3uuka No COTPYAHUYECTBY
26.1. [Ona Toro, 4TtoOblI YCKOPUTH W OMTUMM3UPOBATb

06paboTKy BbISIBNEHHBLIX OLUMOOK, 3akasuuk JOrmkeH coobLuaTb
0 Hux WcnonHuTento ¢ MOMOLWBID OTYETOB 00 olumMbKax,
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and by including the proper agreement number as a
reference.

2.6.2. The Customer shall be obligated to follow the
instructions and directions of the Contractor and to make
every reasonable effort to solve a given problem in
collaboration with the Contractor. Insofar as necessary and
reasonable, the Customer must supply the Contractor with
information, assistance, and materials, as well as access to
his operating facilities. Furthermore, the Customer must
promptly install all service packs and "hot fixes" provided by
the Contractor, and must procure, install and maintain all
operating equipment, telephone lines, internet connections,
communication interfaces and hardware, insofar as these
are required to use the product(s) of the Contractor.

2.6.3. Inusing the products licensed to him, the Customer
must deploy personnel that are sufficiently qualified and
trained.

2.6.4. Before beginning each support service, the
Customer must secure all personal data in compliance with
the relevant data-privacy laws, so that the Contractor, in the
course of performing support, shall normally not have
unintended access to said data.

2.7. A fault requiring treatment will exist if the software
program which is subject matter of the agreement exhibits
behavior which deviates from the performance
description/documentation in the most recently valid version
and this is reproducible by the Customer.

2.8. Recognized faults which are the responsibility of
the Contractor will be remedied by the Contractor within a
reasonable period. The Contractor will be released from this
obligation if deficiencies in the sphere of the Customer
prevent this and are not removed by the Customer. The fault
will be remedied by a software update or by appropriate
alternative solutions.

2.9. Complaints must be made in writing to the
Contractor. The Customer will be obliged to make available
free of charge the computer system used by the Customer,
along with software programs, records, diagnosis
documents and data as well as an online connection for
remote diagnosis and remote maintenance, and to support
the Contractor.

2.10. Unless otherwise agreed, the Contractor will,
according to the Contractor’'s choice, perform the support
services at the location of the computer system or on the
business premises of the Contractor. The Contractor will be

FAESS

yka3biBasi HE0OX0AMMbIN HOMEp 4OroBopa.

2.6.2. 3akasumk o00OsizaH criegoBaTb  MHCTPYKUMSIM M
yKasaHusm VicnonHuTens v npuknagbiBate BCe HeobXoamMble
yeunusa Ans peLueHnst 4aHHOW npobnemMbl B COTPYAHNYECTBE C
Wcnonnutenem. o mepe HeOOXOAMMOCTM WM Pa3yMHOCTU
3akasunk JormkeH npegocTasuTb Mcnonnutento nHdopmaumio,
MOMOLLb, U MaTepuarbl, a Takke JOCTYN K NPOM3BOACTBEHHBLIM
obbektam. Kpome Toro, 3akasyvk OOMMKEeH He3aMennmTenbHO
YyCTaHOBUTb BCe MakeTbl OOHOBMEHWM W "ucnpaeneHuns”,
npepocTasneHHble McrnonHutenem, n obecneunTts YCTaHOBKY Y
obcnyxviBaHMe BCEro MpOV3BOACTBEHHOrO 06opyAoBaHMS,
TenedOHHbIX  MUHUNA, nogkrnoveHe Kk WHTepHerty,
MHTEpdENCoB CBA3N W annapatHbIX CPeAcTB, TakK Kak OHM
HeobxoaVMbl AN UCNOob30BaHNA NPoAyKumn(i) McnonHutens.

2.6.3. [lpv wuCNONb30BaHUM FULEH3NOHHOM  NPOJYKUMM
3akaszuMKk [OoMmkeH 3afelicTBoBaTb B [OCTATOYHOM Mepe
KBanMuLMpOBaHHbIN 1 0ByYeHHbI NepcoHarn.

2.6.4. Tlepen Havarnom oOkasaHuUA YCnyr TexXHUYecKomn
nogaepxkn 3akasunk gormkeH obecneyunTe 6€30MacHOCTb BCEX
nepcoHanbHbIX AaHHbIX B COOTBETCTBUM C 3aKOHamu O
HENPUKOCHOBEHHOCTU AaHHbIX, 4ToObl McnonHutens B Xode
OKasaHWs YCnyr TeXHUYEeCKOW MOAOEPXKM, KaK MpaBuio,
HenpeaHaMepeHHO He MoMy4Mn AOCTyna K YKasaHHbIM AaHHbIM.

2.7. Owwunbky HeobxoOMMO UCMpaBWTb, KOrga OaHHoe
nporpaMmMHoe obecrneveHne, noanagarollee nopg Aencteve
[OroBopa, XapakTepusyeTcsi MOBTOPSEMbIM OTKIOHEHWEM OT
KCMMYyaTaALMOHHBIX XapaKTepUCTUK/OOKYMEHTALMN B TeEKyLLEen
BEPCUM 1 BO BPEMS SKCTNyaTaLmm Nporpammbl 3aKka3ymKoM.

2.8. BbisiBneHne olmbok, ssnstolleecst 00s3aHHOCTLIO
VcnonHuTensi, AOMKHO ObITb peLleHo B TeYEHNE MPUEMITEMOTO
BpemeHn. OpHako WcnonHutenb ocBobOXOaeTcsa OT 3Ton
0053aHHOCTK, ecnu peLueHne NpodremMbl 3aTPyAHEHO MO BUHE
3akasuvka, 1 OH He MPUHAN JOMMKHbLIX MEP MO €€ YCTPaHEHMIO.
Owmbkn  ucnpaBnaoTcst  OOHOBMEHMEM  MPOrPamMMHOrO
obecneyeHuss UnNuM OpyrMiMm COOTBETCTBYIOLLUMMK MeToaaMu
YCTPaHEHNSIMM OLUMOOK.

2.9. )Kanoba nopgaetca Wcnonuutenio B MNUCbMEHHOM
Buoe. 3akasusk [OMKeH NpedocTaBuTb  McnonHuTento
GecnnaTtHO CBOK KOMMBLIOTEPHYHD CUCTEMY, MpPOrpaMMHOE
obecneyeHne, NPOTOKOIbI, JOKYMEHTbI U AaHHbIE AUArHOCTUKM,
a TakKe VHTEPHET-MOAKIIOYEHME AN yAaneHHON ANarHOCTUKA
N TEXHUYECKoro OOBCNyXMBaHWS W [OMKEeH OKasblBaTb
VcnonHuTento Bce HEOBX0AMMOeE coeincTBie.

2.10. Ecnn goroBopom He OroBopeHo MHoe, McnonHutenb
MOXET MO CBOeMy BblOOpYy Oka3blBaTb YCMNyr TEXHUYECKOW
NOAMAEPXKKN KaK Ha MecTe pasMeLLeHUs KOMMbIOTEPHON
CUCTEMBbI, TAaK U B CBOEM CcrnyXebHoM nomelleHun. [Ons

entitled to involve third parties in the performance of the OoKasaHus JaHHbIX  ycnyr  McnonmHuTtenb MMeeT  npaBo
service. npvBrekaTb TPETbUX MULL.
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3. Expenditures and services not covered by this
agreement
3.1 Costs for transport, accommodation and traveling

time for Contractor's personnel assigned to perform the
service.

3.2 Work caused by operating system changes,
hardware changes and/or by changes of reciprocally
program-dependent software programs and interfaces which
are not subject matter of the agreement.

3.3. Individual program adjustments and
reprogramming:
3.4. Program changes as a result of changes to

statutory regulations if they require a change to the program
logic

3.5. The Contractor will be released from all obligations
under the agreement if program changes to the software
programs which are subject matter of the agreement are
made without the prior approval of the Contractor by
employees of the Customer or third parties, or if the
software programs are used other than for the intended
purpose.

3.6. The removal of faults caused by improper
treatment, by failure to carry out specified measures, such
as backing up data, or by third parties.

3.7. Data conversions, restoration of data stocks and
adaptations of interfaces.

4. Prices and Payment

4.1. The agreed prices will be invoiced in advance for
the following period. Any costs for program carriers and
documentation and any agreement fees will be charged
separately. All fees and taxes will be charged on the basis
of the legal situation at the particular time.

4.2. Compliance with the agreed payment dates
represents an essential condition for the supply of the work
and services and the fulfillment of the agreement by the
Contractor. Failure to meet the agreed payments will entitle
the Contractor to stop the ongoing work and to withdraw
from the agreement. If payments are not made on time
interest on arrears will be charged at the level reflecting
customary practice.

4.3. The value of the prices will be secured on the basis
of the Austrian consumer price index for the year 2010 (VPI
2010) in such a way that the obligation to make the agreed
payment will increase or decrease to the extent to which the

FAESS

3. Pacxogbl u ycnyru, He noanagatowive nopa AencTeue
Aorosopa

3.1. Pacxoabl Ha noe3gku, NpoXvBaHWe U BpeMsi NPOCTOst
nepcoHana McnonHutens, BbidensieMble Ha okasaHue YCnyr
TEXHUYECKOTO 0BCIyXMBaHWS.

3.2. PaboTbl, BbI3BaHHbIE N3MEHEHNSIMY B ONepaLOHHbIX
cucrtemax unm obopynoBaHum, N3MEHEHUsI B
HenpeayCMOTPEHHbIX [OrOBOPOM CBSI3aHHOM  MPOrpamMMHOM
obecneyennn 1 MHTepdencax.

3.3. MHavBumayarnbHble HaCTPOVKM NporpaMMbl:

34. N3meHeHHble nporpaMmbl, CBSA3aHHbIe c
U3MEHEHUSIMK topuandeckmx TpeboBaHuin, ecnm oHn TpebyioT
MogMdmKaLymM NOTUKV NPOrPaMMHOTo obecrneyeHms.

3.5. VicnonHuTenb ocBoboxaaeTcs oTo BCEX
0053aTeNLCTB NO HACTOALLIEMY AOroBOpY, €cnv 3akasyuvk, ero
COTPYOHVKN W/MNW HeKkasl TPeTbs CTOPOHA He B COCTOSHWM
ncnonb3oBaTb  COMflacoBaHHOE  [OrOBOPOM  MporpaMMHoe
obecrneyeHne Mo ero MpsiMOMy Ha3Ha4YeHUO UMM ECNA OHU
BHOCAT (VIJ'IVI NbITAOTCA BHeCTI/I) M3MeHeHna B YyKadaHHOe
nporpaMmmHoe obecneyenve 6e3 npegBapuTENbHOrO cornacus
WcnonuuTens.

3.6. YcTpaHeHne OWKnOOoK, BbI3BAHHLIX HeHaanexalym
NCMOSb30BaHNEM, Heya4HoN NOMbITKON NPUMEHNTb
cneumanbHble Mepbl (Hanpumep, pPe3epBHOE KOMMpOBaHWE
OaHHbIX) UK TPETBUMU NULLAMM.

3.7. Mpeobpa3oBaHne AaHHbIX, BOCCTaHOBMeHWe doHaa
[OaHHbIX 1 aaanTaums MHTepdEnCcoB.

4. CTtoumocTb M onnara

4.1. CyeT C YyCTaAHOBMEHHOW [OOFOBOPOM CTOMMOCTHIO
BbICTaBnsieTcss  3abnaroBpemeHHo. Jliobble 3aTpaTtbl  Ha
HOCUTENM NporpamMm 1 AOKYMEHTaUMIo, a Takke nobble coopbl,
yKasaHHble B [OrOBOpe, B3MMatoTCsi 0TAenbHO. Bee nnatexu u
cbopbl B3UMAKOTCA Ha OCHOBE MNpaBOBOW CUTyauuu B
KOHKPETHbIN MOMEHT BPEMEHW.

4.2. BbinonHeHve  cornacoBaHHbIX  CPOKOB  Onnathl
SIBMSIETCS CYLLECTBEHHbIM YCMOBUEM NPeaoCcTaBneHusi paboT n
YCNyr 1 UCnornHeHusa gorosopa VicnonHutenem. HesbinonHeHve
[OroBOPHbIX MraTexen AaeT nNpaso VcnonHWUTento ocTaHOBUTL
TeKyllylo paboTy W pacToprHyTb Aoroeop. Ecnm nnatexmu
NPOV3BOAATCH HE BOBPEMsi, TO MPOLUEHTbI MO 3a40/MKEHHOCTH
B3MMaIOTCA KaK B OObIYHON NPaKTUKeE.

4.3. CToMMOCTb YCNyr Ha TeXHUYeckoe OBCnyxvBaHue
JorkHa BbITb NPOMHAEKCUPOBaHa B COOTBETCTBUN C YPOBHEM
WHNALUMM  C  UCMOMb3OBaHWEM B KaYecTBe  KpuUTepus
ABCTPUIICKOrO MHAEKCA NMOTPEBUTENBCKMX LIEH MO OTHOLLEHMIO K
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consumer price index figures rise or fall. Upward or
downward fluctuations in the index figures of up to and
including 5% will not be taken into account. Once this
threshold has been crossed either upwards or downwards,
however, the entire change will be taken into account. If the
index referred to above should cease to be published, the
value of the prices will be secured on the basis of the
replacement index guaranteeing at least approximately the
same economic effect or on the basis of a similar value-
safeguarding clause.

5. Standby service

5.1. Within a reasonable period the Contractor will
provide information in response to the respective questions
of the Customer during the Contractor's normal working
hours.

5.2. The Contractor will provide a telephone hotline for
receiving fault reports and for supporting the Customer on
working days during normal office hours.

6. Duration of the agreement

6.1. The contractual relationship will begin with the
signing of the agreement and will run for an definite period.

6.2. The Contractor will be entitled to cancel the
agreement without notice in the following situations:

6.2.1. bankruptcy proceedings against the Customer

6.2.2. the agreed payments were not made within 30
days after due date

7. Liability

7.1. The Contractor will be liable for damages, insofar
as it is proved that the Contractor acted willfully or with
gross negligence, within the framework of statutory
regulations.

7.2. Liability for consequential damage and financial
loss, savings not achieved, interest losses and damages
resulting from claims of third parties against the Customer
will in any event be excluded, insofar as permissible under
law.

8. Location

8.1. The location of the computer systems which are
subject matter of the agreement is contractually laid down. If
the location of the computer systems is changed, the
Contractor will be entitled to lay down a new flat rate for
costs or to terminate the agreement prematurely.
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2010 r. (2010 "VPI"). MHbIMK cnosamu, B JOroOBOPE Nratexu
OOIMKHb! BbITh YBEMUYEHbI UM YMEHBLLEHbI B 3aBUCUMOCTUN OT
pocta wnu nNageHus uHOekca  MnoTpebuTensckMx — LeH.
Konebanna nokasatensa wHoekca B npegenax 5% He
NPMHUMAOTCA BO BHUMaHue. OgHako npy nepeceyveHun 3Toro
nopora, MOBbLILEHWE WNW  MOHWXKEHUE, BCE U3MEHEHUs
yuautbiBaoTcA.  Ecnm ykasaHHbI  vHAekc  Gorblue  He
nyGrnmKyeTcs, TO MHAEKCauMs Ha ypoBeHb MHAMALMM OOrKHa
OCHOBbIBATbCA  Ha  KakUX-TO  APYrMX  WHOEKcax  Uin
(onpeneneHHbIX [OrOBOPOM) KpUTEpUEB, Kak MOXHO Gorblue
noaxodawmx Ans  [AOCTWKEHWUS TOTO Xe KOMMEPYECKOro
pesynbTara.

5.  Ycnyra TexHu4yeckou noanepxku
5.1. VcnonHutenb npedocTaBnseT  MHGOpMaUuo  Ha

3anpockl 3aka3unka B TEYEHNE NPUEMITEMOrO BPEMEHN B CBOU
06bI4HbIE paboumre Yacsl.

5.2. WcnonHuTtens npegocTaBnsieT  KOHCynbTauMu Mo
TenedoHy AOns npuema oTyeToB 00 OWwMbKax U OKasaHus
TEXHUYECKON NOAOEPXKKN B CBOM OObIYHbIE paboyme Yach!.

6. CpoK pencTBus gorosopa
6.1. [loroBopHble OTHOLLEHUS! HaYMHAKOTCS C MOMEHTa
nognucaHnsa 4oroBopa U AENCTBYHOT B TEUYEHME onpeaerneHHoro

cpoka.

6.2. McnonHuTenb MMeeT nNpaBo pacToprHyTb JOroBop 6e3
npeasapuTENbLHOrO YBEAOMITEHUS B CrEAYIOLLMX CryYasiX:

6.2.1. [pouecc 6aHKpOTCTBA B OTHOLLEHUM 3aKasymka

6.2.2. CornacoBaHHble MNaTeXwm He
TeveHme 30 gHen nocne NCTeYeHns cpoka.

npouseeneHbl B

7. OTBETCTBEHHOCTb

7.1. McnonHnTenb HeceT OTBETCTBEHHOCTb 3a yuiepb B
pamkax POCCUIMACKOrO 3aKoHOAATenbLCTBa, €CMU YCTaHOBMEHO,
yto VcnonHutenb OENCTBOBaN YMBbILINIEHHO wuiu € rpybon
HEeBPEXHOCTbIO.

7.2. OTBETCTBEHHOCTb 3@  KOCBEHHbI  ywepb u
bvHaHCOBbIE MOTEPW, HEMOMyYEHHYD SKOHOMMIO, MOTEPHO
MPOLIEHTOB U YObITKW, MOHECEHHbIE B pe3yrbTate MPeTeH3uN
3aka3uvKy OT TpeTbux Nuu, B NOOOM Criyyae WCKIHYaeTcs,
MOCKOIbKY 3TO 40OMYCTUMO AENCTBYIOLLMM 3aKOHOAATENLCTBOM.

8. PasmelwieHne

8.1. PasvelleHe KOMMBIOTEPHLIX  CUCTEM  SIBMSIETCS!
npeaMeToM [0roBopa M OroBopeHo uMM. Ecrm pasmellgHue
KOMMBIOTEPHBIX CUCTEM MeHsieTesl, To McnonHutens uveet
NpaBo YCTaHOBUTb HOBYIO TapUAHYIO CTABKy 3@ pacxodbl Uu
[I0CPOYHO PACTOPrHYTL JOTOBOP.
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9. Copyright and use

9.1. All copyrights in respect of the agreed work and
services (programs, documentation etc.) will be retained by
the Contractor or its licensors.

10. Loyalty

10.1.  The parties to the agreement undertake to act with
mutual loyalty to each other. During the term of the
agreement and for 12 months after the end of the
agreement they will not engage in any attempt, including
through third parties, to recruit or employ staff of the other
party to the agreement who have been involved in the work
relating to the orders. If a party to the agreement infringes
this arrangement, said party will be obliged to pay a flat rate
of compensation amounting to one annual salary of the
employee concerned.

11. Data protection, secrecy

11.1. All data made available by either party to the
agreement or deriving from the cooperation will be kept
secret from third parties.

12. Miscellaneous

12.1.  If individual provisions of this agreement are or
become ineffective, this will not affect the other content of
this agreement. The parties to the agreement will work
together in a spirit of partnership in order to find a solution
which comes as close as possible to the ineffective
provisions.

13. Final provisions

13.1.  These General Business Terms and Conditions for
Software Support shall apply insofar as the corresponding
agreement or Service and Support Contract does not
provide otherwise. As a rule, any outside arrangements,
expansions or amendments must be in writing to be valid.
This in turn shall apply to any waiver of the requirement for
the written form. No oral agreements have been made, shall
have no applicability, and shall be deemed superseded
once a written agreement is ratified.

13.2. Mandatory legal stipulations shall supersede these
General Business Terms and Conditions. The legal invalidity
of any given provision of an agreement shall not affect the
validity of its remaining provisions. An invalid provision shall
be replaced by a newly negotiated provision that comes as
close as possible to the commercial intent of the original
provision.

13.3. When transferring or selling the object of the
agreement or parts thereof to third parties (insofar as such a
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9. MWcnonb3oBaHue aBTOPCKUX NpaB

9.1. Bce aBTOpckue npaBa B OTHOLLUEHWMM COrflacoBaHHOM
paboTtbl K ycnyr (nNporpaMmbl, [OOKYMeEHTaumm w T.4.)
COXpaHsItoTCs VicnonHutenem unu nx nuueH3anapamu.

10. JlosnbHOCTbL

10.1. CTopoHbl  foroeBopa 0bs3yloTcs  AeictsoBatb  C
B3aMMHOW NOAMNBLHOCTLIO MO OTHOWEHWO Apyr K Apyry. B
TeYeHne cpoka AenCTBUS OoroBopa M B TeveHue 12 mecsueB
nocne OKOHYaHWA JevicTeus JoroBopa CTOPOHbI
BO3OEPXKMBAKOTCA OT HavimMa (Oaxe 4Yepe3 mnocpegHuka)
COTPYOHWKOB OPYrOM CTOPOHbI, KOTOPbLIA y4acTBOBan B
peanusaumm 3akasa. Ecnm ogHa M3 CTOpPOH HapyllaeT 3To
06sa3aTensCTBO, TO 00s3aHa onnatuTb ApYron CTOPOHE
OOHOPa30BYID KOMMEHCAUMI0O B pa3vepe OJHOro rogoBOro
oKrnaja ykasaHHOro COTpyAHMKa.

11. 3awmTa AaHHbIX, KOHbUAEHUMaNbLHOCTL

11.1. Bce paHHble, npeqocTaBneHHble OOHOM U3 CTOPOH
JoroBopa wnu nosiBUBLLMECH B pesyrnbTaTte COTpyAHUYeCTBa,
OOIMKHbI XPaHUTLCA B TaHE OT TPETLUX UL,

12. MNpouee

12.1. Ecnn oTtoenbHble MOMOXeEHWs 3TOro  JOoroeopa
yTpauMBaloT CBOHO 3PPEKTUBHOCTb, TO OHU HE BMUSAIOT Ha
ocCTarbHble NONoXeHust gaHHoro aorosopa. CTOPOHbLI 4OroBopa
COBMECTHO, B [Jyxe nNapTHepCTBa, HaxogoaT Haubonee
NOOXOASALLMIA BbIXOA U3 CIIOXKMBLUENCS CUTyaumm.

13. 3aknrouunTenbHble NONoXeHUs

13.1. Hacroswme O6Lme NonoXeHs 1 yCroBusi OKa3aHust
TEXHUYECKOA  NOOAEpPXKM  mporpaMmHoro  obecneyeHus
OencTByloT [0 Tex nop, Moka [JOoroBopoMm He Oyger
npedycMoTpeHo MHoe. Jliobble [OrOBOPEHHOCTH, U3MEHEHUS 1
OOMOMNHeHs oPOpMIAIOTCA B MUCbMEHHOM Buge. 3TU xe
TpeboBaHMA NPUMEHSIOTCH B Criydae oTkasa. Hukakvue ycTHble
cornalleHnst He MPUMEHUMbI K HaCTOSLLMM MOMOXEHUAM N He
3aMEHSIOT KX A0 TeX Nop, Noka He NOANMCaH A0roBop.

13.2. Obsi3atenbHble  TpeboBaHMA  3akOHOOATENbLCTBA
3amMeHsitoT cobon Hactoswme OOLme NonoXKeHUs U yCroBust
oKasaHus TEXHUYECKOMN NOAOEPXKKN nporpaMMHOro
obecneyenus. OTCyTCTBME HOPUONYECKOW CUIbl NFOBOro MHOTO
MOSIOXEHUs1 HE BMUSIET HA OPUAMYECKYIO CUIY OCTarbHbIX
nonoxexHun. HepencTBuTenbHOE MOMOXEHME [OOIMKHO ObiTb
3aMEeHEHO HOBbIM MONIOXEHNEM, KOTopoe B Oonbluel cTeneHn

COOTBETCTBYET  KOMMEPYECKOM Uenu  nepBoHaYarbHOro
MONOXKEHMS.
13.3. Mpv Nnepegaye Ny npodaxe npeamera 4Orosopa Um

€ro YacT1 TPETbMM N1LEaM (ECnv Takas npodaxa Unu nepefava
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sale or transfer is permissible), the Customer must ensure
that all legal export-related restrictions and/or prohibitions
are considered and complied with.

13.4. The Contracting Parties hereby agree to maintain
confidentiality with regard to all trade and business secrets.
There shall be no time limit on this confidentiality obligation.
If the Customer and/or one of his employees or agents
breach confidentiality, the Customer shall pay the
Contractor a contract penalty in the amount of 20% of the
gross order value. Said contract penalty shall not be
contingent on proving culpability on the part of the
Customer, and shall not be subject to judicial mitigation.

13.5. The rights and obligations under this agreement
shall pass down to the Parties' legal successors.

13.6. The contractual relationship between Customer
and Contractor shall be exclusively subject to Russian law.

13.7.  Any and all disputes arising from, or in connection
with, this agreement shall be adjudicated by the court of
corresponding jurisdiction in Saint-Petersburg.
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ponyctuma), 3akasunk JormkeH obecrneunTb paccMOTpeHvie U
BbINMOMHEHNE BCEX NpaBOBbIX OrPaHUYEHWN, CBHA3aHHbIX C
3KCMOPTOM WU/Mnn 3anpeTamu.

13.4. CropoHbl  goroBopa  cornallatoTcs  cobnogartb
KOH(OMOEHUMANbHOCTb B OTHOLUEHMM BCEX TOProBbIX U
KOMMepYeCKMX TaliH. Huvkakve BpemeHHble OrpaHuyeHusl Ha
BbINOMHEHVE obs3aTenscTs no obecneyeHnio
KOH(puaeHUManLHOCTU He pacnpocTpaHstoTes. Ecnm 3akasumk
WVnNy OAWH 13 ero COTPYAHNKOB WM areHTOB HaPYLLWT YCIOBMS
KOoHdmAeHUManbHoCTH, 3akasumK BbiMnaunsaeT VcnonHurtento
wrpad B pasmepe 20% oOT o6LWeEn CTOMMOCTU 3akasa.
OnpepeneHHble  [OrOBOPOM  HEYCTOMKW He  3aBUCAT  OT
NOATBEPXAEHVS] BWHbI 3aka3uMka W He MOryT SIBNATHCS
npeaMeToM yMeHbLUeHNs B cyaebHoM nopsake.

13.5. MpaBa ¥ 06A3aHHOCTM MO [OAHHOMY MOJIOXEHUIO
nepexoanT kK npaeonpeemHmkam CTOPOH.

13.6. [oroBopHble OTHOLUEHUS] Mexay 3aka3uvkom WU
McnonHutenem  JOMKHbI  MOAYMHATBCA  UCKMOYMUTENBHO
3akoHogaTenbCcTBy Poccuiickon ®egepaumn.

13.7. Bce crnopbl u pasHornacus, BO3HUKaloWme B CBA3N C
HacTOALMM  MOSOXKEHWEM, MoAfexaT pPacCMOTPEHUIO B
cyoebHoM nopsigke cyda COOTBETCTBYIOLLEN HOPUCAMKLMN
ropoga CaHkr-lNeTepbypr.

DOCUMENT 160801_AxessRu_GTC_SW_Support_vl_EN_RU

PREPARED GruR

VERIFIED  SutO CONFIDENTIAL 02/08/16 Page 7/7

AXESS RU, LLC - St. Petershurg - Russia - www.teamaxess.com - All information disclosed herein is the exclusive property of Axess or contains proprietary rights of others and shall not be disclosed without written consent.




