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SLA CUA CENTRIC MARKET INTELLIGENCE

1. Thoéa thuan mirc dich vu nay (“SLA™) cho Pang ky SaaS Centric Market Intelligence (“Nén tang Centric Market
Intelligence”) la mot phén cua Thoa thuin dich vu va Giéy phép chinh, Thoa thuan dich vu chinh, hoac Thoa thuén
chinh cho ding ky va dich vu méi nhét caa Khach hang (trong timg trudng hop bao gdm moi sira dbi, phu luc hodc
bidu miu dat hang) dugc ky két gitra cac bén (“Thoa thuan”).

2. Dinh nghia. Cac thuat ngit dugc dinh nghia & day s€ c¢6 cung y nghia dugc gan trong Thoa thuén.

“Thoi gian dirng hoat dpng dwoc chip nhin” nghia 12 bit ky sy kién nao sau day khién Khach hang khong thé dang nhép
vao Nén tang Centric Market Intelligence:

e Tam ding theo ké hoach

e Tam dimg khin cip

e Sy cb mét dién do 151 mang cong cong, thanh phan giao tiép hodc cac yéu té nim ngoai tim kiém soat hop Iy cua
Centric Software,

e St dung trai phép hoic sir dung sai boi Nguoi ding ciia Khach hang hoic bat ky ai sir dung bit ky mat khdu nao
cua Nguoi dung

e Hu hong thiét bi hodc phan cimg, phan mém hoic co so ha ting mang mang cua Khach hang

e  Nhiing su kién Bt kha khang dugc mo ta trong Thoa thuan, va

e Moi sy gian doan do yéu cau cua Khach hang.

“Tam dirng khin cdp” nghia 1a gian doan dich vu khén cép co thé xay ra vao bat ky lic nao dé khic phuc mot si ¢ nghiém
trong 1a mébi de doa can ké d6i véi tinh toan ven, tinh bdo mat hodc tinh sin ¢6 ctia Centric Market Intelligence. Vi du vé
Tam dimg khan cip c6 thé bao gdm, nhung khong gi6i han &

e Truy cap trai phép hoic cb géng xam nhép vao co s& ha tng ctia Nén tang Centric Market Intelligence,

e Cudc thn cong vao Nén tang Centric Market Intelligence (bao gdm cudc tan cong tir chéi dich vu),

e  Phin mém doc hai xAm pham tinh bao mat cua Nén tang Centric Market Intelligence,

e Viée Khach hang sir dung Nén tang Centric Market Intelligence theo cach lam gian doan viéc st dung Centric
Market Intelligence hodc tao rii ro bdo mat cho Centric Software hodc cho bét ky khach hang nao cta Centric
Software, hoac

e Bt ky hoat dong hoac su kién nao khac gay rii ro dang ké 1én tinh bao mat hodc én dinh cua Nén tang Centric
Market Intelligence.

“Tam dirng theo ké hogch” nghia 1a tam dimg cho muc dich bao tri ching han nhu 4p dung ban va, géi dich vy, ban ning
cép, sao luu, 18p chi muc hodc nhitng hoat dong theo ké hoach can thiét khac dé dam béo hoat dong tiép tuc, tinh bao mat va
d6 tin cay cta Centric Market Intelligence.

“Thoi gian dirng hoat dpng khdc” nghia 12 luong thoi gian Khach hang khong thé ding nhap vao Centric Market
Intelligence, ngoai Dirng hoat dong dwoc chip nhan.

“Tinh sin cé ciia dich vu” nghia 1a kha ning Khach hang dang nhap vao Nén tang Centric Market Intelligence.

“Téng thoi gian dieng hoat djng” nghia 13 tong Thoi gian dimg hoat dong dwoc chap nhan va Thoi gian dimg hoat dong
khac.

3. Tinh sn c6 cua dich vu muc tiéu
Muc tiéu ctia Centric Software 1 cung cdp Tinh sin c6 ciia dich vu 99,00% cho nén ting Centric Market Intelligence (sau
day goi 1a “Tinh sén c6 ciia dich vy myc tiéu”) dugc do trén co s¢ hing quy.

4. Tin dung dich vu
(a) Néu Tinh sin ¢6 cua dich vu muc tiéu hé‘mg quy dudi 99,00%, toan b trach nhiém cia Centric Software va bién phap

khéc phuc duy nhét va doc quyén ctia Khach hang 1a cho phép Khach hang nop khiéu nai vé tin dung dich vu, s& bao
gdm (i) mo ta chi tiét v& tinh khong sin co; va (ii) thong tin vé thoi luong Thoi gian dimg hoat dong khéc. Centric
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Software phai nhan yéu cau va tit ca thong tin bit budc vao cudi thang dwong lich trong d6 Tinh sin c6 ctia dich vu
muc tiéu nhu vy khong duoc dap tmg. Centric Software s& danh gia tat ca thong tin hop 1y c6 sin va phan doan co
thién chi v& viéc ¢o ap dung tin dung dich vu hay khong. Yéu clu bdi thuong tin dung dich vu phai dugc thuc hién voi
thién chi.

(b) Centric Software s& chi 4p dung bét ky tin dung dich vu nao cho cic khoan thanh to4n trong twong lai cho Ping ky
Centric Market Intelligence néu khong thi Khach hang phai tra cho SOW hodc Biéu miu dit hang bi anh hudng (tiy
timg truong hop). Centric Software s&: (a) cung cép tin dung dich vu cho ky han hing nim tiép theo hoic (b) néu
Khéch hang chon khéng gia han Pang ky Centric Market Intelligence cho nim tiép theo, hiy hoan lai s tién tin dung
dich vy dén han. Tin dung dich vu khéng duoc chuyén nhuong hodc ap dung cho bit ky tai khoan nao khac va Khach
hang khéng dugce don phuong b trir khoan bdi thuong cho bit ky vén d& nao v& higu sudt hodc tinh sin co.

(o) Phn trdm Tinh s&n c6 cta dich vu muc tiéu s& duoc tinh va xac dinh nhu sau:

[(Téng s6 phiit trong quy-Tong thoi gian dimg hoat dong)/(Tong s6 phit trong quy - Thoi gian dimg hoat
déng dwoc chp nhan)Jx 100%

(d) Tin dung dich vu: Phan tram phi 4p dung s& duoc ghi c¢6 cho Khach hang s& duoc tinh trén co s& sau:

% tinh sin cé cia dich vu Tin dung dich vu
(% Phi diang ky hang quy)

Dudi 99% nhung bang hodc cao hon 98% 1%

Dudi 98% nhung bing hodc cao hon 96% 2%

Dudi 96% nhung bing hodc cao hon 94% 4%

Dudi 94% nhung bing hodc cao hon 92% 6%

Dudi 92% nhung bing hodc cao hon 90% 8%

Dud6i 90% nhung bing hodc cao hon 88% 10%

Dudi 88% nhung bing hodc cao hon 86% 12%

Dudi 86% nhung bing hodc cao hon 84% 14%

Dudi 84% nhung bing hodc cao hon 82% 16%

Dudi 82% nhung bing hodc cao hon 80% 18%

Dudi 80% 20%
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