GUIDELINES FOR RETURN MATERIAL AUTHORIZATION
RMA (B iR A& DA AR5 1>

Flow Solutions, Inc. (“Flow")'s Guidelines for Return Material Authorization (‘RMA Guidelines”)
includes the following sections:

1.  Return Material Authorization (“RMA") Process

2. Advance Replacement

3. Credit for Returns
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You, a purchaser or lessee of Flow's Hardware and/or Services (“Client”), agree to comply with
and be legally bound to these RMA Guidelines. These Guidelines are also subject to certain
terms of the Flow Solutions Master Service Agreement (“MSA”), Hardware Services
Agreement and the Support Service Agreement (“Support Service Agreement”), which have
also been entered into by and between Flow and the Client.
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In order to return any defective Hardware, the Client shall follow the procedure set forth in
these RMA Guidelines. Flow reserves the right to deny the return of any Hardware that does
not comply with these RMA Guidelines.
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Capitalized terms not otherwise defined herein shall have the meaning set forth in the MSA
and the Hardware Services Agreement. If there are any conflicts among the capitalized and
defined terms between the MSA, the Hardware Services Agreement and these RMA
Guidelines, the definitions in these RMA Guidelines shall prevail only for the purposes of these
RMA Guidelines.
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1. Return Material Authorization Process
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All RMA requests originate with and are handled by Flow's customer support division
(“Customer Support’). The Client shall first contact Customer Support at
support@flow-solutions.com or via a designated in-app tool to diagnose and troubleshoot
the problem regarding the Hardware at issue. Once the Customer Support team has
determined that the Hardware is defective, they shall initiate the internal RMA process by
providing the Client with an RMA number. An RMA number shall be required for the Client to
return any defective Hardware under warranty to Flow for repair or replacement.
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The RMA process is as follows.

1.  When the Client suspects that a Hardware that it has obtained from Flow is defective,
it shall contact Customer Support by emailing support@flow-solutions.com or via a
designated in-app tool in order to open a support ticket and initiate the RMA process.
The Client shall provide the following information to Customer Support:

a. the manufacturer name and model number of the Hardware;

b. the product serial number of the Hardware;

c. a description of any failures that have occurred with the Hardware and any
troubleshooting that has been performed to identify the cause of such failures;
and

d. your name, phone number, email address, and mailing address.

2. Customer Support shall work with the Client to determine whether the issue is a
defect that is covered by a warranty guaranteed by Flow.

3. If there is a defect that is covered by a warranty guaranteed by Flow, Customer
Support shall issue an RMA number, which is used to track the issue and the RMA
process. If there is a defect that is not covered by warranty guaranteed by Flow, an
RMA number will not be issued and Customer Support will provide the Client with
appropriate information relating to the procedures and costs that are necessary to
replace or repair the Hardware.

4. All RMA and Advance Replacement (defined below) requests shall be reviewed and
processed within two (2) business days. Upon the issuance of a valid RMA number,
Flow shall either send an Advance Replacement or schedule a time for a technician to
repair or replace the Client's defective hardware that is covered by a warranty
guaranteed by Flow.

RMADFIEIZLL T D@D L7825,
1. 29472 bBFLlowOEGE LI NN— R 2 TICAREEAERNHH B LTS E. YEAR— 47y b
&, AV B BRZX v I AT T 572010, #RYT—HR—ph~

RMA Guidelines Page 2 Last updated 2022/02


mailto:support@flow-solutions.com
mailto:support@flow-solutions.com

support@flow-solutions.comsi CIZ A — /LT D 0EES N7 7 ) NDY — /)L THEHE T H M E
NhbD, 7747 M, BAZ~w—PHR— MITFEDEREEETAVLERDH S :
a. N— RNz 7DREEELRET NS> 73—
b. "= K7 7D ) TILF 3=
c. N—RUzT7OREEOMIAKLOLUAESOBAZFFET H72DICFEITINT VDD
NIV a—T 47, WO
d. 7747 NO4HI, EiEEFB, A—NAT RLA, R

2. WARE~—VAR—=NI, 7747 N e LT, YiZED, FlowMRiET 5V 7 7 1 O
HHHNTHILIAREATH DI E > KT 5,

3. FlowMRAET 2V 7 7 4 OAFKHNTH H REETH S Ll s HE, I AZ~v—HFR—
ME, YRERIE ERIAT v & 2 A B DRIAE 523173 5, FlowMiaEd 5V 7 7 « O B
BACHLAREAETHD L SN2 E. RAESIIRITENT, W AF~v—HHR— ML, ~—
R =7 OZEITEBLO 7= DIZ M /e FIEKR O3 A~ Oy /e fE a2t %,

4, BETORMARK [T A2 (TRROEFRE SR, ) OGS - 2EZEHMNICHEIED
WEIND, B RMA HZBESRFEITINTHE. FlowMRiET 2V 7 7 o DA ESND 7 T4
T NOREANDH D N— R 7 =T IZBWT, Flowld, 7 R/N0 ASSHAN & 05D XITMEHL « Z5Hhd
512D OEANE MR 5 72O DR &2 757 5,

Flow, in its sole discretion, shall have the right to require the Client to pay for any
replacement Hardware/parts and other fees related to the technician’s visit (including
travel costs) if the technician that is dispatched to repair or replace the Hardware
determines that:

a. theissue was not caused by a defect of the Hardware;

b. the Hardware has been moved from its original location without Flow's prior
written consent;

c. the Hardware has been damaged; or

d. the Hardware falls under one of the “Exclusions from Support Services” set
forth in Article 3 of the Support Services Agreement.
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The Client may choose to use its own technicians or service providers for the
installation of replacement parts for defective Hardware for an RMA request. If the
Client chooses this option, Flow's responsibilities shall be limited to providing support
via telephone and remote access to assist with identifying and resolving the issue and,
if necessary, sending replacement parts. The Client shall fully be responsible for all
aspects of the installation process.
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5. Returning defective equipment:

When returning defective Hardware, the Client shall: write the RMA number on at
least two (2) locations on the outside surface of the box or package in which it is
returning any defective Hardware; include a copy of the RMA document issued to it;
and ship all returns to the address below or as otherwise instructed in the RMA
document.

Flow Solutions, Inc.

Attn: Operations

RMA#

3-8-13 Chojamachi, Naka-Ku, Yokohama, Kanagawa, JAPAN 231-0033
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Flow reserves the right to refuse shipments that do not have a valid RMA number.
Refused shipments shall be returned to the Client and Client shall have to pay for the
costs of the return shipping.
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For RMA returns of brand-new Hardware that have not yet been used, the Client MUST
return such Hardware in a completely unused state and shall include all original boxes,
packaging materials, manuals, blank warranty cards, and other accessories provided
by the manufacturer. A one hundred percent (100%) refund shall be issued for such
Hardware only when Flow is able to confirm receipt of all of the foregoing items.
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For all other RMA returns, the Client needs to only return the defective Hardware and
any necessary documents.
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All RMA returns MUST be sent by postal services that can be tracked (FedEx, DHL,
Sagawa or Yamato). The Client shall retain the tracking information for its records. The
Client shall be responsible for the Hardware until it is received by Flow.
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Shipping Costs:
o The Client shall be responsible for any shipping costs that are incurred
when returning a defective Hardware to Flow.
o Flow shall be responsible for the costs of shipping replacements and
shall endeavor to use the Client's desired shipping method.
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Shipping Insurance: The Client is strongly encouraged to purchase insurance to cover
any losses and damage that may occur in transit for the shipments of returned
Hardware and to use a carrier and shipping method that provides tracking services
and proof of delivery. Flow shall not be held liable for any lost Hardware or damages to
Hardware that occur during the return shipment.
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The Client can check the status of its RMA request by contacting Flow Support.
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2. Advance Replacement
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An “Advance Replacement’ shall mean full or partial replacement Hardware or parts for a
defective Hardware or part that is under a warranty guaranteed by Flow, which Flow agrees
to ship to the Client before receiving the defective Hardware back from the Client. Once an
Advance Replacement has been approved by Customer Support, the Client shall receive the
Advance Replacement of the defective Hardware within three (3) business days for domestic
deliveries (within Japan) and within ten (10) business days for international deliveries (not
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taking into account any customs delays) of the date on which the Advance Replacement was
approved. The Client may request that the Hardware be shipped on an expedited basis,
provided that it shall bear the costs of such expediting services. Each Advance Replacement
may come with a return shipping label for the Client to use for returning the defective
Hardware to Flow. The Client shall be responsible for paying the cost of the return shipping,
any handling fees and any applicable duties. If Flow pays for these fees in advance, Flow shall
invoice the Client for the payment of such fees.
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Shipping Period of Defective Hardware. All defective Hardware associated with an RMA shall
be delivered by the Client to Flow within fourteen (14) days from the date that Flow ships the
Advanced Replacement Hardware to the Client. If the defective Hardware is not returned
within this fourteen (14) day period or if the Hardware does not reach Flow within seven
(7) days from the date on which the Client shipped the defective Hardware, the Client
shall be required to pay the retail price of the replacement Hardware according to the
relevant PO and the Price List (as defined in the MSA) that is in effect at that time.
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Flow shall provide replacement Hardware and parts in accordance with these RMA
Guidelines. The replacement Hardware shall be the same Hardware, a different version of the
same Hardware or a similar Hardware as the one that the Client originally purchased.
Replacement parts may not be brand new and may be refurbished parts. Flow shall not
guarantee that replacement Hardware or parts will be available for every Advance
Replacement request. If any Hardware or parts are unavailable from the applicable
manufacturer, Flow shall provide a substantially similar Hardware or part.
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With Advance Replacements, it may not be possible for Flow to collect sensor data from the
defective Hardware until it is returned to Flow. If this is the case, Flow, at its sole discretion,
may offer the Client an estimation of the sensor data that is generated from machine
learning processes. Upon receiving the defective Hardware, Flow shall exercise its best efforts
to recover any sensor data. However, if such data is not recoverable, whether in whole or in
part, the Client agrees to accept an estimation of the data as a substitute.
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3. Credit for Returns
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The Client may receive credit for returning defective Hardware (“Return Credit”).
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- All requests for receiving Return Credit shall be submitted via the RMA process. Such
requests shall be evaluated by Flow before they are processed and approved. For any Return
Credit to be approved, the defective Hardware that was returned must be new, clean, unused,
and in its original packaging (“Conditions for Return Credit").
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- The Client shall be responsible for any associated shipping costs for the return of defective
Hardware.
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- Return Credit shall be issued once Flow has confirmed that the defective Hardware meets
the Conditions for Return Credit. For the Return Credit to be approved, the Client must also
include a valid description of the reason for returning the Hardware in the RMA request.
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- Any Return Credit shall be offset against any invoices that are issued to the Client in relation
to the returned defective Hardware. If the Client has already paid such invoices or if the
amount of the Return Credit is larger than the amount of such invoices, a credit of an

appropriate amount shall be applied to the Client's account to be used at the Client's
discretion toward future invoices.
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