Service Level Agreement

Introduction

This document contains the Service Level Agreement (“SLA”) of Bedrijf X B.V., having its place of business at Adres 123 in Amsterdam,
registered in the Chamber of Commerce under number 12345678 (hereafter: “Bedrijf X") for Product X and Service Y (hereafter: “the
Services”).

The purpose of this SLA is to specify the service level for the Services. This is achieved by specifying performance standards, as well as
the consequences in the event these standards would not be met.

The SLA enters into force on the date of delivery of the Services and will stay in effect for as long as the Services are supplied to the

customer.

Service level

The following elements determine the service level of the Services and are covered by this SLA.

e Implementation

® Updates

® Training

e Customer support

e Change management

® Report
Implementation
Bedrijf X shall provide support concerning the implementation of, ithi anisation of the customer. The following
is included:

e |nstallation of software on equipment at the custom

e Granting usage rights to authorized users

The period during which the implementatio e not be longer than five days.

The customer will be notified when the i entatio completed. The customer will have two weeks to check if everything

works properly. If there are no remarks two weeks, the Service will be seen as accepted.

Updates

Updates are rolled out as ¢ d find necessary.

Training
When Bedgi i ing, this can be requested via
e The website
e Email
Training can be provided at our own location.
Training sessions can be planned for a daypart.
The following is included in the training session:

e Study material
e Coffee, water and softdrinks
e Lunch

If a scheduled training session is cancelled by the customer, this does not affect the obligation of the customer to pay for the training.
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