Support Service Agreement
Flow HiR—rF—LH—E RZZHE

Overview

3

The services described in this Support Service Agreement (“Support Service Agreement”)
are provided by Flow Solutions, Inc. (“Flow") to you (“Client”) pursuant to the Flow Solutions
Master Service Agreement (“MSA”") and any associated agreements (“Other Agreements”)
that have been entered into by and between Client and Flow.
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Capitalized terms not otherwise defined herein shall have the meanings set forth in the MSA
or the Other Agreements. If there are any conflicts among the capitalized and defined terms
between the MSA, the Other Agreements and this Support Service Agreement, the
definitions in this Support Service Agreement shall prevail only for the purposes of this
Support Service Agreement.
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Upon the Client completing a Purchase Order as set forth in the MSA and paying any
applicable fees, Flow shall provide the support services as set forth in this Support Service
Agreement (“Support Services"). The Support Services are limited to support with respect to
non-Hardware-related aspects of the Subscription Services, including Client’s Flow Account
and access to the Platform. Hardware-related services are described in the Hardware Services
Agreement.
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Definitions
T

e '"Business Days” shall mean days other than weekends, national holidays, and days on which banks are
required or authorized to close in Japan.

3R T, B8R, fl A LOFOM B AROEITHEASH L2 TS0 XL TH BV A LISk
DO HEEWRT D,

e "Business Hours” shall mean 10:00am to 7:00pm Japan time on Business Days.
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e “Documentation” shall mean all guidelines and manuals for the management and
use of any Software or Services that are provided by Flow.
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e “End of Life” shall mean the point in time at which Software is discontinued. Flow
shall endeavor to provide the Client with commmercially reasonable notice prior to the
discontinuation of any Software. Upon discontinuation, Software shall no longer be
subject to any Support Services or updates of any kind.
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e “Response Time"” shall mean the time that it will take for Flow to respond to a Client's
inquiry or request. Response Times are subject to Flow's business hours or business
days that are indicated here: www.flow-solutions.com/support.
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e “Maintenance Release” shall mean any updates and revisions to Flow's Software
components. Such updates and revisions are intended to correct errors, increase
stability, or otherwise improve the functionality of Software.
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e “Software" shall mean Flow-branded Software components that Flow may provide or
make available to the Client from time to time in connection with any agreements
between Flow and the Client and that has not reached its End of Life.
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e “Hardware" shall mean any hardware purchased or rented from Flow by the Client.
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e “Monthly Uptime Percentage” shall mean total Uptime in minutes divided by the result
of ((43,200 x number of locations) x 100).
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available for use by Client.

“Uptime" shall mean any period of time during which the Subscription Services are
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1. Priority Levels and Response Times
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Flow shall prioritize the implementation of its Support Services as follows:
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Priority
&R NEHL

Type of Inquiry
KB

Estimated
Response Time
ICERFEOBER

Examples of Inquiries
IR B DI

Urgent
%%\

System is down.
Complete failure of
the Software that
impacts ALL users
and data.

SRATLEI,
VIR T T N IR
L7 72, £1—4—
ET—REEBERIZLT
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Within 2 Business
Hours

2'E SR

- Cannot connect to the
Flow UL.
Flow DUl TR TERLY,

- Flow cloud service is not

available (does not include
instances where the cause
of the issue is attributable

to the Client)

Flow®95 R4 —E X hFIH
TEREWER Y 947 b

ANZER LTV B 85A1EE £ 72

V)

High
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The Software is
operating in a
degraded mode. One
or more of the
subsystems is not
functioning or a
problem is impacting
a subset of users and
data.
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Within 8 Business
Hours
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- There is an unusually
long delay in connecting
to the Flow Ul.
FlowDUIEEE# S BT=8IZ, 1@
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- Data is not made
available on the Flow cloud
platform in a timely
fashion.
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- One or more devices are
malfunctioning.
—DFEF—2LULEDTINAR
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3 Non-critical system Within 2 Business - The data displayed does
Low issues. (All major Days not appear to be normal,
KLy functionalities are 2EZHLUN or correct.

working.) FIORENTWDT—EHNET X
VAT AZONWT, BEE IEEEETIERNWE IR X %,
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4 Requests for Within 5 Business - Request for additional
RFE Enhancement or Days functionalities in the Flow
EMEREDEE Assistance SEXRHLURA application.
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- Request for assistance
with a specific
functionality of the Flow
application.
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Flow reserves the right to re-classify the priority of an open issue if the Client fails to respond
in a timely manner to the inquiries of Flow's support team.
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Upon receipt of a reported issue, Flow shall, within the appropriate Estimated Response Time
set forth above, provide the Client with an estimate for how long it will take to resolve the
issue on a case-by-case basis.
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2. Client Obligations
DZAT U NDERE

During the term of this Support Service Agreement, the Client shall be responsible for the
following matters. Flow's provision of the Support Services shall be conditioned upon the
Client properly performing or complying with the matters set forth below.
KO R, 7747 METROELEAT D, FlowdhR— M —E 2 &4 t45Z &>
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1. Prompt notification. The Client shall notify Flow of any issues in a timely manner.
HUEZEFE, 7 TA T 2 MEWD e S FEEFlow~, HRF, RONMIBHTIHI L LT 5,

2. FEacilitate Access. The Client shall permit and enable both remote and/or physical

access to its IT systems as reasonably requested by Flow in order to allow Flow to
perform remote or physical diagnostics, configurations, services or repairs on the
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Software and Subscription Services. This includes remote access to the systems via
SSH or VPN if necessary (for all versions of Software within the Client’s facilities).
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3. Designate a Point of Contact. The Client shall designate and keep up to date at least

one primary and one alternate point of contact in the Client’s “Profile” who can serve
as a representative of the Client to liaise with Flow to discuss whether any necessary
Support Services are to be provided under this Support Service Agreement. Such
individuals shall have access to and be competent enough with the Software so they
can implement any requested operations, troubleshooting procedures, or
modifications.
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4. Cooperation. The Client shall cooperate with Flow in a reasonable and informative
manner in connection with Flow's performance of the Support Services. This shall
include the undertaking of any diagnostic or corrective actions requested by Flow.
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5. Availability. The Client is required to have on-site personnel and/or company
representatives available for any scheduled technical appointments. The Client may
incur charges for failing to accommmodate a technician’s visit.
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6. FEunction of Necessary Systems. The Client shall procure, install, and regularly maintain

all equipment necessary to operate the Flow system (“Necessary Systems”). This
includes ensuring that the WAN and LAN are up and running, that the facility has
electrical power and that no firewall issues are blocking access. Prior to escalating any
issues to Flow's support team, it is the Client’s responsibility to conduct an evaluation
as to whether all Necessary Systems are functioning properly in order to determine
whether a reported issue is caused by something that is attributable to the Client. The
Client shall reimburse any costs incurred by Flow's support team if the cause of any
reported issues are attributable to the Client’s failure to maintain any Necessary
Systems.
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7. On-site Authorization. In the event where an on-site visit is required, the Client shall
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provide written authorization before Flow sends a technician.
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3. Exclusions from Support services
HiR—r o —E R DRI EIH

The following are examples of certain circumstances that may fall outside the scope of the
Support Services. However, Flow may, as an exception, in its sole discretion, decide to provide
Support Services under these circumstances or other similar circumstances that would
otherwise normally be excluded from the scope of the Support Services at an additional cost.
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1.

Customization of the application. Support Services shall not include providing
assistance to the Client in developing, debugging, testing or providing any other
application customization.
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Training. If the Client requests any training of an advanced nature, the Client shall be
referred to Flow's training or consulting departments and such training may be
subject to an additional fee.
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Client's Infrastructure. “Client Infrastructure” shall mean the equipment, software, or
other technology within the Client’s direct control, which includes networks, routers,
modems, firewalls, electrical power, etc. If Flow concludes that the cause of a problem
being reported by a Client is attributable to certain defects in the Client Infrastructure,
Flow shall notify the Client. It is the Client’s sole responsibility to correct any defects to
the Client Infrastructure in order to keep the Software operational. If requested,
additional support by Flow personnel can be made available to remedy performance
issues that result from problems with Client Infrastructure. Assistance of this nature
shall be categorized as consulting services (“Consulting Services"), which shall be
subject to an additional fee. The terms of any Consulting Services, including any fees
associated with them, shall require the agreement of both Flow and the Client and
shall be put into writing.
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MREA R 272D, IBINDO PR —Re LT, NBERMET2IENTED, ZOI5BEITa Ty
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Force Majeure. Flow shall not be liable or be held responsible for any damages to the
Software that occur as a result of acts of God, (including but not limited to, lightning,
fires, earthquakes, water damage, and floods), or any causes beyond the reasonable
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control of Flow.
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5. Audits. Flow performs audits as it deems necessary for Support Services and any
installation services. Clients may request Flow to perform additional audits outside of
this scope. Such audits shall be subject to additional fees per sensor.
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4. Monthly Uptime Percentage and Service Credits for the Cloud Service
ISR —ERDART v 7 Z A ABRUHS—ERIL DYk

For cloud hosting, which is to be provided on an ongoing basis by Flow (for example,
software-as-a-service, hosting, monitoring), Flow shall be responsible for maintaining a
Monthly Uptime Percentage of 99.5% or above; provided, however, this shall not include any
scheduled maintenance times. Upon Client's reasonable request, Flow shall provide a service
level management report that includes a service uptime log detailing periods of Uptime.
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VTR NT, Flowl$99.5%LA LD HIRT v 7 4 A DFEEHERF T DB DD, (AL, ZOFRICITE 725
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In any given thirty (30) day period, if Flow fails to meet the Monthly Uptime Percentage of
99.5% for cloud hosting and fails to collect traffic data during downtime periods, Flow shall
provide a refund to the Client in the form of a credit (“Service Credit”).

W72 530 B ORI IZ, Flowh99.5%M AR T7 v T AA LREHIFTET . hOF I 24 LDOEARSI(Z3E
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If Flow fails to meet the Monthly Uptime Percentage of 99.5% within a given thirty (30) day
period, the Client shall provide Flow written notice within thirty (30) business days of the
occurrence of any such incident. If the Client fails to provide written notice, the Client waives
any right to claim a Service Credit for that period. Service Credits shall be applied to future
Flow invoices to Clients as described below:

30 HOHMIHIZ, FlowBRT v 7% A AFEHEHFTHENTELGISIBE. 7 747 MNIZTDOE%
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Monthly Uptime Percentage Service Credit/Timeframe*
BR7vToA L3R H—ERIL Iy - E BRI
Below 99.5% 5% of the monthly fee (prorated on a daily basis) for the
99.5%% FE->1=158& Software at issue.
2LV 7 MU =7OREOFAREN5% (HHIY)

*All time periods set forth in the above table will be calculated from the beginning of the
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Subscription Period of the Software at issue.
X ERORICEDONTWDERIEEZ LY IR 7 DOH IRV T a RO RO B LETEIND,

5. Disclaimer

ER

Flow shall not be liable in any way whatsoever for the correctness of, performance of, or any
resulting incompatibilities with any current or future releases of the Software if the Client has
made changes to the Software without obtaining Flow's prior written consent. Flow shall not
be liable in any way whatsoever for the operation or performance of any third-party
applications.
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6. Anti-Social Forces

RAtHIBS)

6.1. Each party represents and warrants that it is currently not an organized crime group, a
member of any organized crime group, a person who ceased to have been a member of any
organized crime group within the past five (5) years, a person equivalent to a member of an
organized crime group, a company affiliated with any organized crime group, a corporate
racketeer (a sokaiya), a group engaging in criminal activities under the pretext of conducting
social campaigns, or a crime group specialized in intellectual crimes (“Anti-Social Forces").
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AL, R IH BRI, R AL EEN SR IT T v, IR AGER I (LLF, TR BSE 1 EV)) 1I23%
BLIpNWZEERIAL, RiET 2,

6.2. Each party also represents and warrants the following:

a. each party does not have any relationships with any party that has any Anti-Social
Forces controlling or involved in its management;

b. each party does not have any relationships with any party that engages with any
Anti-Social Forces either to benefit itself or a third party or to cause damage to a
third party;

Cc. each party does not provide funding or offer services to any Anti-Social Forces; and

d. each party, its officers or any person involved in its management does not have
any relationship with any Anti-Social Forces.

Flow e N TAT M, IROE BTG LW 2K AL, IRFET D,
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6.3 If either party is found to be in violation of this Article 6, the other party may terminate this
Agreement at any time without providing notice to the other party.

Flowk N7 5472 M. HEFRAESLEER LA (6 OB 2 B892 B AR S 2 fER
HIENTEDLLDET S,

7. Miscellaneous

HERI

7.1 Prohibition of Assignment
FEIE DAL IE

Neither party shall assign its rights or obligations in whole or in part under this Support
Service Agreement without the written consent of the other party.

WTENOYFEE Y, HFEFYEEOEMIC L DEERRORY | A ORI X IIFE O I —E %
LTI DR,

72 Jurisdiction
ERERCHIPT

For any and all disputes arising out of this Support Service Agreement, the Yokohama District
Court shall have exclusive jurisdiction as the court of first instance.

AREGYTHER 5 — YOI DN TR, BHEHIGEHIFT R —FOERIEEELZ AT D LT 5,

7.3 Mutual Consultation

itk I

Any matter not stipulated in this Support Service Agreement shall be discussed between the
Parties in good faith in order to reach a mutually acceptable solution.

AREFNZED DIRNEIZOW T, MY HEEHTHRIEICHE L. AW AR EZXKL LD LT
éo

7.4 Governing Law

HEPLIE

This Support Service Agreement shall be governed by and construed in accordance with the
laws of Japan.

AREGYL, AAREIERICHER L, AAREEICKE> TRRIRSN D bD L5,

7.5 Changes
A

Flow may update and change all or any part of this Support Service Agreement, including the
priority classification of issues and response times at any time. The Client will be electronically
notified of any important changes to this Support Service Agreement.

FlowlZ, AZKIOFKMEO—HB XTI Z WO THLHEHFROEFTLHZ LN TE D (IE I N ZRE L OV
EOBSNEN OFER 2 &Tr) , AT HEERELIZHOWTIE, BB 7747 M@
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7.6 Governing Language
BRI =58

This Support Service Agreement has been prepared in English and English is the controlling
language of this Support Service Agreement. The Japanese translation included in this
Support Service Agreement is merely for reference purposes and, in the event of a conflict
between the English and Japanese text, the English text will prevail.

AT, HEEC L VB S NTEY . HEEIC X DEHPIEXTH D, ARKITEEN D5 AARTERITH R D
ZERE LTHER SN D bDOTH Y | HGEE HAGEO LS IZFER HLHHA1E. EEOLENEELET 5,

For detailed support information: www.flow-solutions.com/en/support
FlowDHR—kDFEIZ OV Tl www.flow-solutions.com/support
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