Expone ntial-e Ltd Service Document for Cloud & IT and Data Centre Services (Direct)

SCHEDULE K: SERVICE DEFINITION FORAMAZON WEB SERVICES

1. Amazon AWS Service Description

Exponential-e shall provide the Customer with an Amazon AWS subscription, subject to the Customer’s acceptance of
Amazon’s terms and conditions and other contractual documents covering the Amazon AWS Services available from
the Amazon AWS website including, but not limited to, any applicable AWS Customer Agreement
(http://aws.amazon.com/agreement at the time of entering into the Contract) collectivelythe “AWS Terms”, through
its Amazon Service Provider (“SP”) agreement.

Amazon AWS Services are offered on a Pay-As-You-Go basis. The Customer will be able to consume on demand
(subjectto capacity and applicable Usage Charges)all Amazon AWS Services available throughthe SP agreement. Al
Amazon AWS services are defined by Amazon and the Customer should consult the Amazon AWS website
(https://aws.amazon.com/ at the time of entering into the Contract) for full details. Prior to entering into the
Contract, the Customer must review AWS’ Service Provider Program Guide (https://s3-us-west-
2.amazonaws.com/solution-provider-program-legal-documents/AWS+Solution+Provider+Program-+-
+Program+Guide+for+End+Customers.pdf).

Exponential-e will set up the Customer’s tenancy on the Amazon AWS platformand set up user accounts. In addition
to thecreationof the Customer’s tenancy and user accounts, Exponential-e will provide the Customer with supportas
detailed below.

Customer Support

Exponential-e will be the Customer’s first point of contact forall supportissuesin respect of the Amazon AWS Services

includinginstallationandsetup, configuration, general technical usage and post-deployment break-fix. Exponential-e
will escalateissues to AWS as deemed necessary by Exponential-e.
Exponential-e’s Service Deskis manned 24 x 7 x 365 by engineers for the reporting of incidents. The Service Desk is
aligned to ITILand industrybest practice and underpinned by Exponential-e’s ITIL-based management platform.
Details of how to contact the Service Desk will be provided to the Customer upon provision of the Service.
Where Exponential-e becomes aware of a fault with the Amazon AWS Services, the Customer will bealerted as soon
as the Service Desk becomes aware of thefaultandanincident ticket has been raised by the Service Desk. If the
Customer first detects thefault, it should be reported by telephone or email to the Service Desk.
For alllogged incidents a priority willbe setin accordance with the following table. Theincident priority consists of a
combinationof two items:

e Impact - the importance of theincidentto theinfrastructure ata technical level.

e Urgency-the importance of theincident to the Customer.
Forincidents loggedto the Service Desk, theimpactfortheincidentwillbeset by Exponential-einline with the
prioritytable below.
When the Customer raises an incident or wishes to escalate the priority of an incident logged by the Service Desk, the
urgency will be defined by the Customer, acting reasonably, after consulting the priority table below. Exponential -e
will allowincidents to be escalated by (1) priority level upon reasonablerequest by the Customer or as deemed
reasonable by Exponential-e.

Priority  Description

P1 A critical business serviceis:

e non-operational, thus impacting the Customer organisation, multiple users or multiple sites; or

e subjecttoseverefunctional error ordegradation affecting production, demandingimmediate
attention.

Businessimpactis high, with immediate financial, legal or reputational impact.

P2 The Customer or Serviceis experiencing:

o failureor performance degradation that severelyimpairs operation of a critical business
service;or

e failureor degradation, althougha workaround may exist;

e degradation or loss of functionality; or
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e degradation thatimpacts a significant number of users ora wholesite.
Businessimpactis high.

P3 The Customer is experiencing a problem that causes moderate business impact. Theimpactis
e limited to a singleuser or a small group of users; or

e moderate, notwidespread;

e Non-existent.

Businessriskis low.

P4 e Standardservicerequest (e.g. User Guidance) or updating of documentation.
Low or minor localised impact.

Inaddition, any service level claims that the Customer wishes to makeinrespect of the Amazon AWS Services under
the Amazon AWS Terms shouldin the firstinstance be submitted to Exponential-e, for onward processing by Amazon
AWS. In the event of any payments being made to Exponential-e by Amazon AWS in respect of such claim,
Exponential-e shall applythe sameto the Customer’s account.

The above supportisincluded within the Charges payable forthe Services.

2. Rate Card

Usage Charges for Amazon AWS Services willbe billed atthethen-currentrates advertised by Amazon (at time of
enteringinto the Contractlocated inthefollowing location: https://aws.amazon.com/pricing/services.) Where

Exponential-eis provided with charges from Amazon AWS ina non-sterling denomination Exponential-e will convert

those chargesinto pounds sterling based upon the Bank of England exchangerate for the day prior to theinvoice date

(suchrates as provided on the Bank of England website).

3. Terms and Conditions for Amazon AWS Services

3.1 Exponential-e will ensure that the Customer’s subscription for the Amazon AWS Services is activated through
the creation of the Customer’s tenancy and the setting up of the user accounts. Save as set outin the
Customer Supportsectionof the Service Descriptionabove, thisis Exponential-e’s sole responsibility in
respect of the Amazon AWS Services. The Customer acknowledges and agrees thatthe Amazon AWS Services
will be provideddirectlyto the Customer by Amazonand thatsoleresponsibility for the provision of the
Amazon AWS Services (and any additional supportrequired inrespect thereof) lays with Amazon and that
Exponential-e has no responsibility for, and shall have no liability to the Customerinrespect of, the provision
(or not) and/or the additional support (or not) of the Amazon AWS Services. Exponential -e makes no
representations, conditions or warranties with respect to the Amazon AWS Services. Exponential-edoes not
actinanywayasanagentor representative of Amazon.

3.2 The following clauses of the General Terms shall not applyinrespect of Amazon AWS Services:
Clause 3 (Customer Site Access), Clause 9 (Risk, Titleand Warranty).

33 With the exceptionof Sub-clause 2.1, Clause 2 (Ordering, Service Provisionand Acceptance) of the General
Terms does notapplyto the Amazon AWS Services.

3.4 With the exceptionof Sub-clause 6.6, Clause 6 (Exponential-e’s Obligations and Warranties) of the General
Terms does notapplyto the Amazon AWS Services.

35 With the exceptionof Sub-clause 7.6, Clause 7 (Customer Obligations and Warranties) of the General Terms

does notapply to the Amazon AWS Services.

3.6 With the exceptionof Sub-clause 8.2, Clause 8 (Staff and Contractors) of the General Terms does notapplyto
the Amazon AWS Services.

3.9 The Customer acknowledges that:

3.9.1 Noservicelevel agreements are provided by Exponential-ein respect of the Amazon AWS Services; and

3.9.2 No commitments or remedies regarding security of, or intellectual property rights in, the Amazon AWS
Services are provided by Exponential-e;and

3.9.3 Datastoredwithinthe Amazon AWS Services is not Stored Dataand Exponential-e shall have no liability
under the Contractin respect of loss or corruptionthereof.

3.10 The Customer shall beliableto pay Exponential-e the Charges dueinrespect of the Amazon AWS Service as
per the General Terms for any period during which the Amazon AWS Services are provided, including any
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post-terminationperiodthatapplies underthe Amazon AWS Terms. All billing matters arestrictly between
the Customer and Exponential-e, with no involvement of Amazon AWS.
3.11  Exponential-ereserves theright to terminate the provision of the Amazon AWS Services ifinstructed to do so
by Amazon AWS or if any time Amazon AWS withdraws Exponential-e’s authorisation to providethe Amazon
AWS Services to the Customer.
3.12  The Customer acknowledges and agrees that Exponential-e may provide contactand account details for the
Customer to Amazon AWS to allow Amazon AWS to contact the Customerabout the Amazon AWS Services.
4, Data Processing
To the extent that Exponential-e Processes Customer Personal Data pursuant to the Contract, Clauses 10.14to 10.22
(inclusive) of the General Terms will apply in respect of that Processing.
With respect to Processing of Customer Personal Data by Amazon AWS and/or throughthe provision and/or use of
the Amazon AWS Services, the Customeris referred to the Amazon AWS Terms forrelevantterms. Fortheavoidance
of doubt, Amazon AWS will be a Processor of Customer Personal Data pursuant to the Amazon AWS Terms; nota Sub-
Processor to Exponential-e.
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