Service Level Agreement

Definitions. EEDEE

“Customer Contact” shall mean the representative(s) of Licensee, identified during
implementation of the Software, who will be the exclusive point(s) of contact with Goldratt Japan with
respect to Software Support. Licensee will have the right to change the Customer Contact with prior
written notice to Goldratt Japan.
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“Support Contact” shall mean the representative(s) of Goldratt Japan, identified during
implementation of the Software, who will be the exclusive point(s) of contact with Licensee with respect
to Software Support. Goldratt Japan will have the right to change the Support Contact with prior written
notice to Licensee.
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“Goldratt Japan Support Email” is support-jp@1beat.com.
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“Error(s)” means any verifiable and reproducible failure of the Software to materially conform to
the Specifications. The term “Error” shall not include any failure of the Software that: (i) results from the
misuse or improper use of the Software; (ii) does not materially affect the operation and use of the
Software; (iii) results from any modification to the Software made by Licensee or any other third parties; or
(iv) results from the failure to incorporate or use any upgrades, updates, or bug fixes made available by
One Beat and/or Goldratt Japan.
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“Error Correction(s)” means either (i) a modification or addition to or deletion from the Software
that, when made to such Software, materially conforms the Software to the Specifications, or (ii) a
procedure or routine that, when observed in the regular operation of the Software, eliminates the material
adverse effect of such Error on Licensee.
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“Specifications” means One Beat and/or Goldratt Japan’s published specifications for Onebeat
Software.
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“Updates” means new versions of the Software that contain bug fixes, error corrections and minor
enhancements, but do not contain major enhancements or significant new functionality, as determined in
One Beat and/or Goldratt Japan’s reasonable discretion.
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“Upgrades” means new versions of the Software that contain major enhancements or significant
new functionality, as determined in One Beat and/or Goldratt Japan’s reasonable discretion.
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“Workaround” means that One Beat and/or Goldratt Japan has diagnosed the Error and has
implemented, or enabled Licensee to implement, a temporary solution that allows the Software to regain
functionality and provide all major functions in accordance with the Specifications.
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Services. T —E2R

Licensee Responsibilities. Licensee agrees to make the best efforts to notify Goldratt Japan through
email or through the web interface promptly following the discovery of any Error. Licensee will supply all
the information that Goldratt Japan may reasonably require to reproduce the Error and the operating
conditions under which the Error occurred or was discovered. Such list and data shall be deemed
Goldratt Japan’s Confidential Information and shall be governed by Section 11 of the License
Agreement. Further, upon discovery of an Error, Licensee agrees to submit to Goldratt Japan all the
information required to log-in to Licensee's server (such as VPN\VNC\RDP details), if required. Until all
relevant data/meeting is supplied, the Resolution Time clock will not start.
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Goldratt Japan Support. Communications between Licensee and Goldratt Japan will include electronic
mail and telephone. Licensee shall use best efforts to contact the Support Contact hereunder exclusively
through the Customer Contact. If the Support Contact is not available from whatever reason, the Goldratt
Japan Support Email can be used in order to contact Goldratt Japan. Although Goldratt Japan will not
warrant Goldratt Japan’s response time to inquiries received not through the Support Contact, Goldratt
Japan will use commercially reasonable efforts to respond to such inquiries in accordance with response
times as specified below.
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Goldratt Japan Response to Errors. Goldratt Japan will provide Software Support to Licensee to
ensure a consistent and high level of operation of the Software. In the event Licensee notifies Goldratt
Japan of an Error in the Software, Goldratt Japan will provide support services necessary to correct the
Error in accordance with the terms of this Agreement. Goldratt Japan shall use commercially
reasonable efforts to correct Errors in accordance with the below definitions and response times, with as
little disruption to Licensee’s service as commercially practicable.
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Defaults shall be rated by severity of the failure of the Software Product, as determined by Goldratt Japan
support team in view of the circumstances at its discretion, as follows:
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Severity Level 1: Catastrophic\showstopper - A problem wherein the Software Product is not active
and the Licensee has no workaround solution.

(E.g. - Failed to load or recalculate at the server, failed to export output files ...)
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Severity Level 2: Major problem - A problem wherein the Software Product is operable, but a
business application will not run and no reasonable workaround exists, or that frequent failures make
the Software Product unreliable.

(E.g. — Replenishment works properly, but DBM is not working correctly.)
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Severity Level 3: Either one of the following:

- Major problem wherein the Software Product is operable, but a business application
will not run, BUT reasonable workaround exists

- Minor problem - A problem wherein the Software Product is operable, with no
significant impact to production.
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Severity Level 4: Insignificant problem or change\request asked by the Licensee — (almost) no
impact to production.
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Response Times.

Goldratt Japan will use best efforts to promptly respond to support calls, as reasonably as possible,
and to achieve the response times described in the table below, as may be applicable for each
Severity Level.
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** In case of a Severity Level 1, Licensee will commit to provide all information required, and 7/24 real time
response at Licensee site, by Customer Contact. In the case no such support is provided, the severity will be
changed to Severity Level 2.
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Severity Response Resolution Plan Time investigation effort Solution timeline
level Time
1 12 Hours Immediate 247 Till solution\ workaround
2 1 day Up to 2 days High — within the Permanent
weekly working hours solution\ Workaround\

Next minor release

3 1 day Up to 3 days Medium Next version

4 1 day Up to 3 days Low According to GJ decision

Exclusions from Support Services. Software Support does not include services for any failure or defect
in the Software caused by any of the following: (a) the improper use, alteration, or damage of the Software
by Licensee or persons other than Goldratt Japan employees or consultants; (b) modifications to the
Software not made or authorized by Goldratt Japan, unless such modifications were made by Goldratt
Japan employee, subcontractor, agent, or other third party acting on behalf of Goldratt Japan; (c) interaction
between the Software and operating systems, database software and other software, when Goldratt Japan
has not approved such operating system, database software, and other software for use with the Software;
(d) use of Software on hardware other than Licensee Hardware; (e) relocation of the Software or network
reconfiguration; or (f) failure by Licensee to provide and maintain a suitable installation environment,
including but not limited to proper electrical power, air conditioning or humidity control. In addition, Goldratt
Japan reserves the right to reject for Software Support any Software which has not been continuously
supported by Goldratt Japan pursuant to Goldratt Japan’s then-current Software Support Plan. Goldratt
Japan will invoice Licensee for any Software Support provided under this Section on a time and materials
basis.
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Updates. Goldratt Japan agrees to support a previous version release of the Software for two (2) years
following release of a new version of the Software.
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New Version Release. H/X\—Yar DY J—2R

Updates. Goldratt Japan will provide Updates to Licensee within sixty (60) days after the
commercial release of such Updates. Licensee will promptly install such Update on the Licensee
Hardware in accordance with the installation documentation provided to Licensee by Goldratt
Japan.
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Upgrades. Goldratt Japan will make Upgrades available to Licensee solely pursuant to mutually
agreeable terms and conditions, including but not limited to license terms, royalty and/or license
fees. Goldratt Japan will notify Licensee of such Upgrades within forty-five (45) days after Goldratt
Japan makes such Upgrades commercially available to other licensees.
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Expenses. f&&

Goldratt Japan will invoice Licensee monthly for all travel expenses

(including transportation and lodging) Goldratt Japan reasonably incurs under this Agreement. Licensee
shall pay Goldratt Japan by the last date of the next month of the receipt of the Goldratt Japan’s invoice to
Licensee.
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Disclaimer. %E
GOLDRATT JAPAN PROVIDES NO WARRANTY, EXPRESS OR OTHERWISE, WITH RESPECT TO THE
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SOFTWARE SUPPORT, AND GOLDRATT JAPAN SPECIFICALLY DISCLAIMS ALL IMPLIED WARRANTIES
OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE AND NONINFRINGEMENT.

A=V RT7 v Py NATHPR L TV 0 NICBED S AY 7 by =7 AR — MIBEL TH D725
TRAED LERE A, £lo. T—RT v FUv 03, fatE, FEH~OBEEME, B LOHFREFICTH
T2 TN TOEROMRIEL PIFEICER L £



