General Terms and Conditions
- for providing product support —

Last updated: 11™ October 2023
In order to make the changes of present General Terms and Conditions more transparent we summarize each

modification in the chart below with indicating the most important changes and the date from which the changes
are effective:

Version | Effective period Changes Downloaded
General stylistic and structural changes to improve
v5 _11.10.2023 consistency and clarity
17.04.2023- Launch of Premium Support and Service Card | Product Support
v4 10.10.2023 service GTCv4
14.07.2022- Product Support
v3 16.04.2023 Change of section 11.6 GTCv3
06.04.2022- Product support
v2 13.07.2022 New Annex (end of support policy) GTCv2
12.10.2021- Product support
vl 05.04.2022 Initial version GTCvl

The aim of present General Terms and Conditions (hereinafter as: , GTC” ) is to govern the legal relationship
between

Company name: META-INF Szolgaltato Korlatolt Felelésségii Tarsasag
Registered seat: 1192 Budapest, Taksony utca 6. fszt. 1., Hungary

Company registration number: 01-09-170431

Tax number: 13024583-2-43

Registered by: Company Registry Court of the Metropolitan Court of Budapest
Represented by: Attila Gaspar and Tibor Hegyi managing directors individually
E-mail: info@meta-inf.hu

Web: https://www.meta-inf.hu/hu/

(hereinafter as: “Service Provider” )

and the users (hereinafter as: “User) of the service provided under and described in detail by present GTC.
1. Introduction

1.1. Based on the agreement concluded with Atlassian Pty. (hereinafter: “Atlassian” ) the Service Provider
has Gold Marketplace Vendor and Atlassian Platinum Solution Partner Enterprise qualification.

1.2. Among others the Service Provider is engaged in activities including the development of computer solutions
for the Atlassian system and so-called Apps that are compatible software solutions related to this system,
(hereinafter referred to as ,,Software”)

1.3. The purpose of present GTC is to govern the legal relationship between the Service Provider and the User in
the event that the User wishes to use a product support service (hereinafter: “Service” ) for the Software
developed by the Service Provider and which was purchased by the User from a lawful source.

2. Purpose of the GTC
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2.1. The purpose of present GTC is to regulate in a unified structure the rights and obligations of the Service
Provider and the third party concluding a contract for the performance of product support Service related to the
Software as a User, as well as the rules concerning the legal relationship between the parties.

3. Conditions of providing the service

3.1. The Service Provider informs the User that — with exceptions provided by present GTC — it is a condition to
use the Service that the User have a valid licence or subscription for the Software purchased from the Service
Provider or other lawful sources (e.g. Atlassian Marketplace; https://marketplace.atlassian.com/) or acquired
within the framework of App discount program (https://developer.atlassian.com/platform/marketplace/app-
discount-programs/) as academic, community or classroom level User. The Service Provider informs the User that
in case of a licence requested within the framework of the discount program the Service Provider’s obligation to
provide the Service is valid until the generation of 5 free trial licenses with the same SEN number generated for
the Atlassian basic product, but starting from the sixth free license, the Service Provider is not obliged to provide
the Service under present GTC.

3.2. For the sake of clarity the Service Provider establishes that Software shall mean the ones under the
link https://marketplace.atlassian.com/vendors/4907/meta-inf-kft as Software developed by the Service Provider,
which at the time of entry into force of present GTC are the following, therefore the use of the Service is only
possible in connection with these:
e E-mail This Issue for Jira Server Edition;
E-mail This Issue for Jira Data Center Edition;
E-mail This Issue for Jira Cloud Edition;
Content Exporter Server Edition;
Content Exporter Data Center Edition;
Content Exporter Cloud Edition;
Bug Watcher Notifications Server Edition;
Advanced Children Display for Confluence Server Edition;
Vendor Sales Reports Server Edition;
Odoo Connector for Confluence Server Edition,
Glass Project Documentation for Jira Server
Glass Project Documentation for Jira Data Center;
Glass Project Documentation for Jira Cloud;
Glass Information Server Edition;
Glass Information Data Center Edition;
Glass Information Cloud Edition.

The list of available Software developed by the Service Provider is also indicated
at https://marketplace.atlassian.com/vendors/4907/meta-inf-kft

3.3. Also the Service is provided only for versions of Software indicated in Section 3.2 above that are officially
published, alpha, beta and other trial versions are exempted.

3.4. The User acknowledges and accept that knowing the use of the basic Atlassian product on an administrator
level is a necessary but not sufficient condition for the use of the Service under this Agreement and the proper
performance of the Service as the Service does not include support for the acquisition of knowledge about
Atlassian's core products, nor is sending a support request to the Service Provider substitute the acquisition of this
knowledge.

4. Content of the Service, service period

4.1. The Service includes the provision of the following tasks:

e support regarding Software installation problems;

e  Support for troubleshooting issues with Software;

e support with finding workarounds related to Software;

e support product-related technical help in the following areas: Java regular expressions, Apache Velocity
syntax

e support in understanding the functions and possibilities of the Software (eg before purchasing or when
mapping a previously unused module)
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e Contribute to the development of a solution to meet user needs related to the Software
e  Assistance with issues related to cross-platform (Server-Cloud) migration

4.2. The Service does not include the following

e training for Software (if the User would like to use such service it may request an offer at info@meta-
inf.hu);

e version upgrade of Software;

e support — including permission questions or configuration related inquiries — for issues related to
Atlassian apps (such as Jira, Jira Service Management, Software Management, Confluence);

e support for Users who do not have a valid license or active subscription for a Software;

e support related to other third party apps;

o support related to Software that have reached their end of support (for more information see the 1st Annex
of this agreement End of Support Policy)

e support related to Software that are installed on Atlassian products that have reached their end of support
(for more information on product support provided by Atlassian visit the Atlassian webpage);

e support for general, non-product related questions that do not interfere with the working of the Software
(e.g. help with HTML formatting used in our templates and writing custom Apache Velocity macros,
solving problems related to email services and configuring them). Exceptions to this section are the best
practices contained in the official documentation issued by the Service Provider in connection with the
Software

e tocorrect any issues or problems related to the manual modification of the Software database. Exceptions
to this section are modifications according to the solutions in the official documentation of Service
Provider (eg: server-cloud migration schedule, etc.)

4.3. The Service Provider provides the Service under present GTC between 9 a.m. and 5 p.m. Central European
Time (CET) and Central European Summer Time (CEST). If the Request submitted by the User is received before
9 a.m. on a given day, it shall be deemed that it was received at 9 a.m. on that given day. If the Request was
received by the Service Provider after 5 p.m. on a given day, it shall be deemed to have been received at 9 a.m. on
the following day.

4.4. The Service Provider does not provide the Service on weekends, public holidays and Hungarian national
holidays (1%t of January 1 - New Years Eve; 15" of March - Remembrance day of the revolution of 1848; Good
Friday and Easter Monday; 1%t of May - Labor Day; Pentecost; 20" of August - Day of the founding of the state;
23" of October - Remembrance day of the 1956 revolution; 1% of November - All Saints Day; 25-26'" of December
- Christmas). However for particularly important reasons Service Provider may, in its sole discretion, make
exceptions to the above, depending on its capacity,

4.5. Within the framework of the Service, the Service Provider — considering the provisions of Section 6.4. —
undertakes to answer a Request sent to it by the User within 2 working days of receipt (first response time).
However, the latter — as the solution for the problem reported by the User may take longer than that considering
that the investigation of complex problems and the implementation of tasks requiring development require the
harmonious cooperation of an employee working in different roles already in the analysis phase, which can take
significantly more time — does not mean that the problem indicated by the User will be resolved within this period.
The Service Provider informs the User that it cannot take a deadline to solve the problem, it can only give an
estimate of the expected works after investigating the problem in specific cases. In the event of failure to do so,
the User may not enforce any claim against the Service Provider. The Service Provider also informs the User that
if Atlassian identifies an error as a critical error, it will respond to the Atlassian request within 1 working day.

4.6. The Service Provider provides the Service under present Agreement only in writing, in Hungarian and English
languages. The Service Provider may provide the Service in a manner other than written (e.g. through screen
sharing or remote access) solely at its sole discretion and only in exceptional cases where, in its opinion, providing
the Service in writing would not result in a solution or the problem could not be identified in writing.

4.7. If the User wishes to use the Service with a more widened scope than it is described in Sections 4.1. and 4.3.
and with more favourable terms than it is indicated in Sections 4.3-4.6 above then the User may use the Premium
Support Service of the Service Provider the conditions of which is detailed in Appendix no. 1. of these GTC or the
so-called Service Card service of the Service Provider in accordance with the terms and in return of payment of a
separate fee detailed in Appendix no. 2. to these GTC.
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4.8. The Service Provider informs the User that in case the User manually modifies the database of the basic
product (Confluence, JIRA) or the META-INF product in any way, or the source code of the latter, which
is covered by the product support service according to present GTC, it is considered a serious breach of
contract in relation to present GTC and Service Provider is entitled to terminate the further provision of
the product support service with immediate effect. An exception to this clause is the case if the User has
made the change according to this clause due to the exact application of the official description published
by the Service Provider.

5. Rights and obligations of the Parties
5.1. Present GTC regulates the general rights and obligations of the parties.

5.2. The Service Provider provides the Service only in accordance with the Software indicated in Section 3.2. and
only within the scope specified in Section 4.1.

5.3. The User shall submit its request through the portal provided for this purpose by the Service Provider, available
at https://metainf.atlassian.net/servicedesk/customer/user/login?destination=portals or in e-mail
at support@metainf.atlassian.net

The Service Provider informs the User that, in its experience, the requests submitted through the customer portal
are resolved faster thanks to the knowledge base integrated with the notification interface and the mandatory fields
supporting the immediate collection of information needed to solve the problem. Therefore, we recommend using
the customer portal.

5.4. In its Request the User shall indicate at least the following:

o for which Software(s) it wishes to use the Service and shall provide Service Provider with all relevant
information regarding the problem encountered;

o the version of the Atlassian core product;

e the version of the Software

o the date of first detecting of the problem;

e adetailed description of the problem;

e the SEN number linked to the Software licence;

5.5. After examination of the User’s Request, the Service Provider may request the User to also provide the
following:

screenshots;

log files;

original emails;

HTML templates (if any);

configuration data and images;

user information related to consents (eg linking privacy policy)

5.6. If the User does not provide all of the data indicated in Section 5.4. above or the information provided is not
sufficient to identify the problem or develop solution the Service Provider is entitled to request the information
indicated in Section 5.5. The Service Provider informs the User that the time limit for reply set out in Section 4.5.
shall begin on the day on which all the information necessary to investigate the problem is available. If the User
does not provide additional data and information to the Service Provider at the request of the Service Provider
within 10 working days from its request, then the given Request shall be considered by the Service Provider closed
and the User is only entitled to submit the given problem in a new Request. In the event of a delay by the User,
the Service Provider shall not be in delay and shall not be held liable for the delay of the User.

5.7. Where technically possible and if it does not hinder the investigation of the request, the User is obliged to
provide the data and information made available to the Service Provider in such way that all personal data is
deleted from them or, if possible, anonymized to such an extent that it is not possible to make a reference from
them to a specific person. The User shall release the Service Provider from the claims of third parties for all
possible damages resulting from failure to comply with the latter.

5.8. If all the information is available to the Service Provider that is necessary to start investigating the problem,
the Service Provider shall make its first response within the time limit specified in Section 4.5., in which it notifies
the User:
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1. of its suggestions for solving the problem, indicating the necessary measures to be taken by the User and
how to do so; or

2. that the investigation of the problem takes more time than indicated in Section 4.5. along with indicating
the time needed to investigate the problem and develop a solution.

5.9. If finding the solution for the problem takes place as detailed in Section 5.8. Point 2) then the Service Provider
shall draw up a proposal to resolve the problem within the time limit specified by the Service Provider. The Service
Provider seeks to notify the User if the performance by the deadline specified by it is hindered by any circumstance
and indicating the reason. In the previous case, the Service Provider informs the User about the new performance
deadline.

5.10. If the Service Provider considers that it is not possible to investigate the problem indicated in the Request by
written communication in accordance with the provisions of Section 4.7. therefore, it is necessary to use screen
sharing or remote access, or the Service Provider believes that the source of the problem can be assessed in this
way, the User is obliged to provide the necessary conditions. If and as long as the User does not provide the
conditions, the Service Provider is not obliged to provide the Service. The Service Provider informs the User that
certain problems only occur in combination with a specific platform or third party software, which Service Provider
cannot reproduce in its own system environment. In view of the latter, the decision to use screen sharing or remote
access is based on the assumption that the problem can be reproduced in this way, thus allowing the nature of the
problem to be mapped and subsequent solutions to be developed. However, the Service Provider cannot guarantee
that it can solve the problem with the above methods. The Service Provider also informs the User that the use of
remote access takes place only in the presence and supervision of the User, the Service Provider does not use (nor
does it require the functionality of access) remote access without the User's supervision and presence.

5.11. If, in any way, the Service Provider detects that the problem is caused by the fact that the systems or the
infrastructure maintained by the User do not meet the minimum system requirements or other technical conditions
required to run the Software, then the User is obliged to take care of them. At the request of the User, the Service
Provider provides information on the recommended system requirements for the optimal running of the Software.

5.12. The Service Provider informs the User that it is entitled to indicate a request for the implementation of new
functions to the Service Provider (feature request), but the Service Provider is not obliged to actually implement
or accept these requests. However, if in its sole discretion the Service Provider decides to accept the request, it
will not be obliged to implement the new function by a pre-determined date, however, the Service Provider has
the possibility to estimate the completion of the function. It cannot be considered as binding in any way, so in the
event of failure to do so, the User may not make any claim against the Service Provider.

5.13. The User is not entitled to give instructions to the Service Provider in connection with the method of
providing the Service.

5.14. the Service Provider is obliged to provide the Service with the utmost care, keeping the interests of the User
in mind, at the highest professional level. Although the Service Provider will use its best endeavours to perform
the Service, it is possible that it may not be able to resolve the issue identified in the request.

5.15. The Service Provider is obliged to keep confidential the information received from the User and the
documentation prepared during the performance of the Service especially in the event of screen sharing or remote
access or when the User is not able to anonymize the needed data according to section 5.7 of the present GTC. The
Service Provider may use the information obtained during the performance of the Service only for the purpose of
performing the Service, and may only pass it on to persons and organizations participating in the performance of
the Service, only to the extent necessary to comply with present GTC. The Service Provider may not use the
information obtained for any other purpose.

5.16. The Service Provider is entitled to use subcontractors (except those performing data processing activities) to
provide the Service without the User's consent. The Service Provider is responsible for the subcontractor used as
if it had carried out the work itself.

5.17. The Service Provider is not obligated to provide the Service in connection with Software for which the User's
license has expired.

5.18. The Service Provider is also not obligated to provide the Service in connection with Software versions for
which the product support period has expired. If the Service Provider detects that the User submits a request in



connection with a Software version for which the product support period has expired, it is obliged to notice the
User to this fact and is entitled to refuse to fulfill the request. In connection with the given Software, the Service
Provider is entitled to suspend the Service in accordance with present GTC, without terminating it, until the User
has a license for a Software version for which the product support period has not yet expired.

5.19. The Service Provider further informs the User that it does not provide the Service also in case if support for
the Atlassian base product under the Atlassian End Of Support Policy has expired for any reason, regardless of the
version number of the particular Software.

5.20. Parties agree that the User may notify the Service Provider if the Service Provider is unable to solve up to
20 percent of the requests made by the User or meet the deadline to investigate the problem specified in Section
4.5. or 5.6. Point 2) in avarage within a one year term in which case the Service Provider shall investigate the
validity of the notice. If, as a result of this investigation the Service Provider considers that it agrees with the User
then it may provide a discount of between 20 and 50 percent from the next licence fee due. In addition to this the
User may not claim any further damages from the Service Provider. In addition, the User declares and
acknowledges that the credits included in this section are appropriate compensation and waives the right to claim
damages in excess of this against the Service Provider.

5.21. The User is entitled to use the Service under present GTC only for its own benefit. The User is not entitled
to transfer its rights and obligations under present GTC to third parties without the prior written permission of the
Service Provider. An exception to this clause is if an Atlassian Solution Partner is acting on behalf of the User, in
which case the Atlassian Solution Partner is also entitled to use the Service in the name and on behalf of that User,
but solely regarding such User who has an active product support service with the Service Provider.

6. Limitation of liability

6.1. The User is liable for all damages arising from for any damage resulting from unprofessional and incomplete
information provided by the User.

6.2. The liability of the Service Provider shall be calculated in accordance with the applicable legislation, the
maximum amount of which shall be the amount of the fee payable for the Software licence or subscription, but not
more than the maximum amount payable per harmful event under the Service Provider’s professional liability
insurance bond.

6.3. The Service Provider declares that in connection with the provision of the Service it has liability insurance up
to the amount of HUF 20,000,000, the bond number of the insurance is 95595002093177800 (Generali Biztositd
Zrt).

6.4. Neither party shall be liable to the other party if the breach of contract by the breaching party was caused by
force majeure.

6.5. For the purposes of this Agreement, force majeure is any extraordinary event that is beyond the control of the
parties that occurs after accepting present GTC and which makes it impossible or delay the fulfillment of their
obligations and which the parties could not have foreseen or prevented at the time of concluding the Agreement
or before that, and which cannot be traced back to the conduct or omission of the contracting parties. The following,
in particular, but not limited to, shall be considered as force majeure:

e natural disasters (eg floods, earthquakes, storms);
fire, explosion, mass illness (epidemic);
government action;
war, acts of war (whether or not there is a state of war);
revolution, insurrection, riots, civil war, or acts of terrorism;
general nationwide strike;
epidemiological measures, in particular curfew restrictions, prohibitions and mandatory home office for
employees ordered by any party, or any action taken by the parties in accordance with the proposals made
by epidemiological experts to reduce personal contacts (suspension of tasks requiring personal presence).

6.6. It does not constitute a breach of contract if the contractual performance of the obligations is prevented or
limited by force majeure.



6.7. In the event of force majeure, the party which has become aware of it shall immediately notify the other party
in writing. In the event of force majeure exceeding 10 working days the party affected with force majeure shall
indicate the expected date of performance. The party that becoming aware of an event of force majeure shall be
liable to the other party for any damage resulting from the failure to provide the above information.

6.8. Following the end of a force majeure event, the party in default shall resume performance as soon as possible
in order to prevent further delay.

6.9. The Parties agree that it shall be deemed to be force majeure event under present GTC and the Service Provider
shall not be obliged to provide the Service during this period if the Atlassian Cloud system is not operating for any
reason or it is not available, with respect to that the Service Provider interface through which the Service is
available operates on this Atlassian Cloud system. In this case, the deadlines set forth in Section 4.5 of present
GTC shall begin on the business day following the day on which the operation of the Atlassian Cloud System is
restored.

7. Confidentiality

7.1. The existence of this Agreement and any facts, information, other data, and any other information related to
the operation and activities of the other party, or any fact, information, other data or collection made from the latter
and the obtaining, utilization of which or its disclosure to others would be detrimental to or would jeopardize the
legitimate economic, financial, market or security interests of the parties got known by the parties during the
fulfillment of the GTC constitutes a business secret of the parties. In this regard, business secrets include, but are
not limited to: a) know-how, b) information about the parties’ employees, subcontractors, partners, suppliers b)
software source code, d) information regarding the parties' financial and other business operations and transactions

7.2. The parties shall be bound to use and process the secrets to which they are aware in accordance with the
applicable legislation and the provisions of this Agreement. The parties affirm that, in the context of their duty of
confidentiality, they shall not unfairly use, disclose, transfer, make available or publish information

7.3. The parties shall keep all information, become known for them while performing their obligations under the
present GTC together with the contents of this Agreement confidential for an unlimited period of time and shall
not disclose it to any third party without the prior written consent of the other party.

7.4. The obligation of confidentiality shall continue to apply indefinitely after the termination of this Agreement
for any reason and shall remain fully effective.

7.5. An exception to this requirement is the disclosure of any of the above details by the party in order to meet its
statutory obligation. The parties further undertake to inform each other promptly of any disclosure of
aforementioned information to a court or authority upon a lawful request by a court or other authority acting within
its jurisdiction.

7.6. Confidentiality shall not limit the right of the parties to inform their professional legal adviser and accountant
of this Agreement and its contents given that it extends the obligation of confidentiality to such persons. The parties
agree that they shall be responsible for the privacy and confidentiality of their professional legal counsel and
accountant as their own.

7.7. Parties furthermore confirm that they consider the provisions of Section 4 of Act LVII of 1996 on the
Prohibition of Unfair Market Practices and the Restriction of Competition as binding and that they are aware of
the provisions of Section 1 Subsection (1) of Act LIV of 2018 on the protection of business secrets (hereinafter
as: “Act on Secrets” ), and they are familiar with the provisions of Act CXII of 2011 on Informational Self-
Determination and Freedom of Information and the Act on Secrets regarding business secrecy and sanctions
applicable to its breach. The parties further declare that they are aware of the provisions regarding violation of
business secrets of Act C of 2012 on the Criminal Code and the Act on Secrets.

7.8. The Service Provider is obliged to keep confidential the data, information, documents and other documents
that came to its knowledge in connection with the User during the performance of the Service. The Service Provider
is entitled to use them only to the extent necessary for the performance of the Service and is entitled to keep them
until 31 December of the 2™ year following the expiry of the product support period for the Software, after which
they must be returned to the User or permanently deleted. The obligation to return and delete confidential
information shall also be applied in the event of termination of the Agreement shall also be applied.



7.9. The User undertakes to have sufficient authority to use the information provided by him / her to the Service
Provider and for that to provide them to the Service Provider. Should this statement prove to be false, it also
undertakes to indemnify the Service Provider or instead if necessary, to take the place of the Service Provider
regarding any claim.

8. Data protection

8.1. The legal basis for the processing of personal data related to this Agreement is the conclusion and the
fulfilment of this Agreement, as well as keeping contact for the implementation of the cooperation or for example
in case of invoicing compliance with the legal provisions. The parties are considered to be data controllers in
respect of personal data relating to them and sent to the other party for a specific purpose (especially the fulfilment
of this Agreement and to keep contact) and in the course of their data controlling activities, other data processors
are not used in accordance with the applicable data protection legislation. The parties undertake to process the
personal data become known to them in respect of the other party in accordance with the provisions of Regulation
(EV) 2016/679 of the European Parliament and of the Council of 27 April 2016 on the protection of natural persons
with regard to the processing of personal data and on the free movement of such data, and repealing Directive
95/46/EC (General Data Protection Regulation, hereinafter as:  “GDPR” ) and other laws on data protection and
confidentiality. Neither Party during the existence of this Agreement nor thereafter shall use the data for other
purposes than in connection with the relationship established by this Agreement and shall not use the data for their
own purposes or for other third parties’ purposes or make them accessible to third parties except with the prior
written permission from the other Party to do so.

8.2. Additional and detailed information on processing of data may be found in the Privacy Policy of the Service
Provider that is available at https://www.meta-inf.hu/en/privacy-policy/

8.3. Within the scope of their activity the parties acting as data controllers are obliged to ensure the security of the
data, and to take the technical and organizational measures necessary to enforce GDPR and Infoact and other laws
on data and confidentiality. The parties undertake to protect the personal data provided by the other party by
appropriate measures, in particular against unauthorized access, alteration, transmission, disclosure, deletion or
destruction, and against accidental destruction and damage.

8.4. During the performance of this Agreement, the Service Provider acting as data processor may have access to
personal data stored within the Software, and the Service Provider may also become aware of personal data in
connection with the provision of the Service (especially in the event of screen sharing or remote access or when
not able to anonymize the needed data). In these cases the Service Provider may not perform any processing
activities of the data (especially it shall not modify, transmit or delete them) without the express written consent
of the User. The Service Provider acting as data processor, is also obliged to protect personal data obtained during
the provision of the Service against unauthorized access, alteration, transmission, disclosure, deletion or
destruction, as well as accidental destruction and damage during the Service. The Service Provider is obliged to
notify the User immediately if it detects any of the above events.

9. Duration and termination of the GTC

9.1. Present GTC enters into force on the day the User purchases a new license in connection with any the Service
Provider Software, or renews, extends, upgrades or downgrades it. Present GTC and any amendments thereto shall
also enter into force in relation of the User without any further action if he / she generates a new EVAL key within
a community license or if he / she submits a request
through https://metainf.atlassian.net/servicedesk/customer/portal/1

9.2. The Service Provider informs the User that it may amend present GTC at any time but all amendments are
published at https://www.meta-inf.hu/en/blog/prior to their entry into force.

9.3. The relationship between the Service Provider and the User established under present GTC is terminated if
the User’s licence or subscription for the Software is terminated, expired or otherwise invalidated for any reason,
and as set forth in Section 4.8 of this Agreement.

10. Contact
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10.1.Unless expressly provided otherwise in this Agreement, formal and primary written communication between
the parties shall be by e-mail communication. For the purposes of this Agreement, any communication by facsimile
shall not be deemed to be a written communication.

10.2. The notification shall be deemed to have been delivered

by handover in case of personal service;

two day after sending in the case of e-mail;

two days after dispatch in the case of mail with a registered return receipt,

if a notice is delivered on business days beyond 9:00 a.m. to 5:00 p.m. Central European Time, the notice
shall be deemed to have been delivered on the next business day.

10.3. The parties are obliged to notify each other in writing immediately of any changes in their contact details.
The defaulting party shall be liable for damages resulting from failure to notify.

11. Miscellaneous provisions

11.1. The fact that any provision of present GTC is held to be invalid or is likely to become invalid in the future
shall not affect the validity of them as a whole. The remaining parts shall be construed and enforced without regard
to partial invalidity. In such a case, the parties are obliged to enter into negotiations in good faith in order to replace
the provision with the solution closest to the economic concept of both parties. The same procedure shall apply in
the event if present GTC does not govern a matter.

11.2. Present GTC and its attachements constitutes the entire agreement and understanding of the parties with
respect to the subject matter hereof and supersedes any prior representations, consultations and agreements
between the parties with respect to the subject matter hereof.

11.3. The Service Provider reserves the right to supplement or amend present GTC for the purpose of developing,
improving or adapting its Service to the relevant legislation or for any other purpose. The Service Provider informs
the User about the modification before it enters into force. Amendments are never retroactive.

11.4. Shall the Service Provider fail to exercise any or all of its rights under this GTC it shall not constitute a
waiver of such rights.

11.5. The Service Provider does not apply a term in this GTC that differs materially from law or standard
contractual practice, or any term that differs from any terms previously applied between the User and the Service
Provider with respect to which, the User will not be notified separately.

11.6. The Service Provider informs the User that, in its sole discretion, it may suspend or terminate its services
under this Agreement with 90 days' notice, but in such a case it shall ensure that the Services continue to be
provided by a third party or if this is not possible, it may provide appropriate compensation to the User, which
amount may not exceed the proportional part of the license fee paid by the User for the given product for the
remaining period of the license period. The User agrees that such compensation is an adequate compensation and
it will not claim any additional compensation from the Service Provider.

11.7. In the event of their disputes arising from this GTC the parties shall try to resolve the problems arising
primarily by negotiation. If no agreement is reached within a reasonable time (at least within 60 days) to resolve
the dispute arising from this GTC, the parties set out the jurisdiction of the courts of Hungary and agree to resolve
any disputes arising out of, or in connection with the breach, termination, validity or interpretation of this GTC,
depending on the value of the dispute before the court having competence specified by Act CXXX of 2016 on
Civil Litigation Procedures.

11.8. In matters not regulated by present GTC the laws of Hungary especially the provisions of the Civil Code and
other relevant legislation shall prevail.



1.1

1.2.

2.1.

2.2.

2.3.

2.4.

3.1.

3.2.

3.3.

3.4.

3.5.

3.6.

APPENDIX NO. 1.
PREMIUM SUPPORT SERVICE

Introduction

Present Appendix governs the terms of Premium Support service (hereinafter as: ,,Premium Support”)
which provides the User a faster access to the general support service of the Service Provider.

Present Appendix only contains those terms regarding Premium Support that are differing from the
general support service of the Service Provider, therefore for matters not regulated herein the general
rules of the GTC shall prevail. However, shall the terms of this Appendix and the terms of the GTC differ,
present Appendix shall be applied.

How to use Premium Support

In order to use Premium Support the User shall contact the Service Provider at the Customer Portal of
META-INF and notify us about his/her intention to use Premium Support.

The User shall also pay the fees detailed in Section 4 of this Appendix. The service will be activated
within 1 working day after payment was credited on the Service Provider’s bank account and after the
payment was confirmed by the Service Provider in e-mail.

Premium Support subscription may be purchased for either 6 or 12 months period which starts from the
date on which the onboarding of the administrators designated by the User in accordance in Section 2.4.
below is completed.

The User shall provide 3 to 5 designated Jira administrators for the Service Provider who may open a
Premium Support request. Only those designated by the User shall be entitled to use Premium Support
and submit a request on behalf of the User. These administrators receive an initial onboarding from the
Service Provider support team. The User shall notify the Service Provider in case there is any change in
the person of the designated administrators.

Content of Premium Support

Within the framework of Premium Support the User may seek for fast track support from the Service
Provider which means that the first response time defined in Section 4.5. of the GTC is shortened to 2
business hours and other responses to 4 hours.

With Premium Support the User may also use the support services with an extended timeframe between
8 a.m. to 8 p.m. (CET), however the limitations in availability detailed in Section 4.4. of the GTC shall
still prevail.

In contrary to the provisions of Section 4.6. of the GTC using Premium Support opens up the possibility
for the User to consult the Service Provider experts online during which it is also possible to use screen
sharing as a method to provide proof for troubleshooting.

Through Premium Support the User may also request us to write velocity macros (used to compose email
templates with dynamic content) and/or regular expressions (used for conditional email processing and
Jira issue fields initialization) for Email this Issue.

Premium Support also includes 2 hours of Service Card monthly. For the terms and conditions of using
Service Card see Appendix no. 2. of the GTC. In addition the User may request additional hours on an
irregular basis.

The Service Provider informs the User that Premium Support is not meant for implementation of projects,
but it is designed for continues assistance and make minor adjustments. In case the User needs the delivery
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of complete solutions see the Atlassian Consulting Services. Premium Support is also not suitable for
holding trainings, or make custom developments for such we provide separate service in accordance with
our Solution Partner general terms and conditions.

Fees and terms of payment

Using Premium Support is subject to payment of a fee (hereinafter as: ,,Fee”). The Fee shall be paid by
the User in advance.

The Fee of Premium Support is denominated either in EUR or USD. The applicable Fees are listed at the
following link: https://services.meta-inf.hu/premium-support

The User shall pay the Fee for the Service Provider by bank transfer against an invoice issued by the
Service Provider to the bank account and within the deadline indicated therein. The User may only start
to use Premium Support after the Fee was credited on the Service Provider’s bank account which was
then confirmed by the Service Provider however as detailed in Section 2.3. above the subscription period
starts after the onboarding is completed.

The User shall pay a fee for every Service Card hours started that is not included in the Premium Support
in accordance with Section 3.5. of this Appendix. The amount of the fee payable for additional Service
Card hours are listed on the link indicated in Section 4.2. of this Appendix For the payment of the
additional Service Card fee the provision of Section 6.6. of Appendix 2. shall prevail.
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APPENDIX NO. 2.
SPECIAL PROVISIONS ON SERVICE CARD

Introduction

Present Appendix contains the special provisions regarding the Service Card service (hereinafter simply
just: ,,Service Card”) provided by the Service Provider.

The provisions on Service Card and the content of the service is different from the basic product support
service provided by the Service Provider. With respect to the latter for Service Card the provisions of
present Appendix shall prevail.

For matters not regulated by this Appendix the provisions of the GTC or the agreement which refers to
this appendix shall prevail. For the sake of clarity present Appendix may refer to a provision of the GTC
that is applicable to Service Card the same way as it applies to the Service. Where there is any difference
between the provisions of the GTC and present Appendix the provisions of the Appendix shall prevail.
In case of general agreements other than the GTC refers to this Annex, any difference between the
provisions of that general terms shall prevail.

Unless otherwise provided by this Appendix or unless the context requires it otherwise the definitions
used in this Appendix shall have the same meaning as in the GTC.

Using Service Card

In case an issue reported by the User while using the general support service is not covered by the GTC
because it is beyond the scope of the general support service, and where the User needs rapid assistance
the Service Provider offers the User to use Service Card.

Based on the information provided by the User the Service Provider will make recommendation to the
Userfor which timeframe the User shall purchase Service Card. Since the recommendation made by the
Service Provider is based on the information received from the User the Service Provider is not liable in
case the issue cannot be solved within the purchased Service Card’s timeframe.

The User may purchase Service Card through the link available at http://services.meta-inf.hu/service-
card.

After successful purchase of the Service Card as detailed in Section 6 below within one working day from
the purchase the Service Provider will contact and offer the User timeslots that are available to be booked
in the upcoming 2 working days from the contact, from which the User may choose one slot to use the
purchased Service Card.

Conditions on providing Service Card

To use Service Card the User shall have a valid licence for the Software as detailed in Section 3.2. of
the GTC.

Content of Service Card

Service Card is provided for the same scope of Software (the Service Provider Apps) as detailed in Section
3.2. of the GTC.

Within the framework of Service Card the Service Provider provides online consultation sessions for the
User, during which the Service Provider puts the knowledge of its trained professionals at the User's
disposal to get ad-hoc help. During the online consultation it is possible:

e ask questions related to the Software (features, limitations, best practices etc.);
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e consult about onboarding i.e. getting help to start using the the Service Provider Apps;

e request assistance in connection with configuration;

e asking for technical help to identify the root causes of problems and troubleshoot them live;

e consult directly with developers of the Software in case of the most advanced issues;

o incase of Email this issue software to request velocity macros (used to compose email templates
with dynamic content) and/or regular expressions (used for conditional email processing and
Jira issue fields initialization) based on the User’s unique needs

Service Card does not include the following:

o implementation of projects (Service Card is for ad-hoc help, in case the User needs complete
solution from scratch we recommend to consider the Service Provider’s Atlassian Consulting
Services)

e providing support and granting availability outside general support working hours (as defined in
Section 4.3. of the GTC)

e providing continuous support (as provided above Service Card is for ad-hoc help, for continuous
support the provisions of the GTC shall prevail)

e provide training services (not to be confused with onboarding and configuration consultation;
for teams to train using the Software and the Atlassian system the Service Provider provides
separate services under its Solution Partner general terms and conditions)

e any other matters not governed by this Appendix or the GTC

The Service Provider provides Service Card by providing availability for consultation to the User in 2
hour terms up to a maximum of 8 hours. In case the User’s request cannot be solved within the maximum
timeframe available with using Service Card then the User may request a custom offer from the Service
Provider to solve the issue for which the Solution Partner general terms and conditions of the Service
Provider shall prevail. The purchased Service Card timeframes are valid for 30 calendar days from making
the purchase.

The service period for using Service Card is the same as provided in Sections 4.3. and 4.4. of the GTC.

In contrary to the provisions of Section 4.6. of the GTC because of the nature of the service provided
through Service Card it is possible to use screen share as a method to provide proof for identifying a
problem or in order to help explaining configurations etc.

Rights and obligations

The User is entitled to use the Service Card purchased within 30 calendar days from the purchase. In case
of not using the timeframe included in the purchased Service Card fully or partially within the expiration
period above the User is not entitled to use Service Card and any unused time will be lost.

The User is only entitled to purchase one Service Card at a time and is not entitled to purchase any
additional Service Card within the 30 days validity period until the already purchased Service Card is not
used in full. In case the User requests to purchase additional Service Card before the active Service Card’s
expiry the Service Provider may differ from the before terms at its sole discretion but not entitled to do
so and may set special conditions. The User may send its request to our general support contacts.

The Service Provider undertakes to provide reasonable amount of timeslots for the User within the 30
calendar days expiration period in order to make it possible for the User to the fullest extent to be able to
use the full timeframe of the purchased Service Card however in no case can the Service Provider
guarantee that the available timeslots are always matching the User’s schedule and preferences.

Shall there be any time left from the Service Card purchased by the User, which the User intends to use
within the validity period it shall contact the Service Provider general support to provide available
timeslots for which the provisions of Section 2.4. of this Appendix shall appropriately prevail.
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The Service Provider is only obliged to give information on the time already used and/or remaining from
the timeframe of the purchased Service Card by the request of the User.

Fees, terms of payment
Using Service Card is subject to payment of a fee (hereinafter as: ,,Fee”). The Fee is payable in advance.

The Fee is determined on an hourly basis for each hour commenced. However as detailed in Section 4.4.
of present Appendix, Service Card may be purchased in 2 hours terms at once. The applicable Fees of
using Service Card are listed at the following link: http://services.meta-inf.hu/service-card.

The Service Provider draws the attention of the User that in case the timeframe included in the Service
Card purchased by the User is not fully used within the expiration period detailed in Section 4.4. of this
Appendix then the User is not entitled to any refunds and also unused time of the Service Card will be
lost. The Service Provider may decide at its sole discretion to credit the unused time as balance for the
User which may be used at the next Service Card purchase however it is not obligated to do so.

The Service Provider reserves the right to provide discounts from the above Fees or even to provide
Service Card free of charge at its sole discretion in case of special circumstances or for certain group of
Users or based on any other condition set by the Service Provider however it is not obliged to do so
therefore the User may not claim any discounts from the above fixed Fees.

The User may purchase the Service Card at the link indicated in Section 2.3. of this Appendix by card
payment.

Bank card payment is made available by the Service Provider through the system of a third party payment
processor Stripe Payments Europe Ltd. (registered seat: 1 Grand Canal Street Lower, Grand Canal
Dock, Dublin, Ireland, registration number 1E513174, represented by Michael Brochan Cocoman, Donal
Jospeh O'Leary and Stephen Denis O'Callaghan, hereinafter referred to as: ''Stripe'). The system
requires the User to enter its credit card details, which are not provided directly to the Service Provider
by the User, but shall be entered through Stripe's secure, closed payment system. Payment via the latter
system is subject to Stripe's terms and conditions, which the User is obliged to familiarise him/herself
with.



