Schedule 1: General Order Form —

LICENSE & SUPPORT

General Order Form. Schedule 1 to the Customer Contract (which is Part 2 of the
Procure IT Framework)
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CUSTOMER

item 1 Name of Customer

Formatlon (clause 3 4)

Specrfy the Customer’s fulI legal name:
[The Crown in right of the State of New South Wales, acting !
through the TreasuryABN 55 437 667 72&

[EET R NN R T R L AR A £ R TR A TR 27

Customer

Formation (clause 3.4) ; i
‘ Specify the Customer’s service/delivery i 127 Phllhp St. ’,
' address: . Sydney i
’ . NSW f
{ 2000 !

Item 3 Customer's Representatlve

Deta|ls to be mcluded from the Order Detalls agreed by the Contractor and the

Customer Contract SR : Customer

Representatlves (clause 23 1) .

Spe0|fy an employee who is the [George Sotiropoulos|
: Customer's Authorised Representative; c :

CONTRACTOR

Item 4 Name of Contractor

Detalls to be mcluded from the ' Order Detalls agreed by the Contractor and the
‘ Customer Contract _ . Customer

Formatlon (clause 3 4)
Specﬁy the Contractors fulI Iegal name: - Oracle Corporation Australia Pty Limited (ABN 80 003 074
- 468)

Item 5 Service Address

. Details to be included trom the L Order Detalls agreed by the Contractor and the
: Customer Contract o : . Customer

Formatlon (clause 3 4) ;
! Spemfy the Contractors serwce/dellvery 4 Julius Avenue, North Ryde, New South Wales 2113
. address: ©o

ltem 6 Contractor’s Representatlve

Deta|ls to be |ncludedrfrom the o Order Detalls agreed by the Contractor and the
Customer Contract R L Customer -
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Representatives (clause 23.1)

Specify an employee who is the
Contractor s Authorlsed Representatlve

ltem 7 Head Agreement

This Item 7 must be completed when the Customer Contract is entered into under a Head Agreement.

Formatron (clause 3. 1)

Specrfy the Head Agreement number

Specrfy the Head Agreement trtle

Specify the Term of the Head Agreement
Start Date:
End Date:

If the Term of the Head Agreement has
expired the Customer must obtain the
Contract Authority's approval to enter into
a further Customer Contract, and this

. approval should be attached to this

: General Order Form

L Insurance (clause 16 2)

Specrfy the insurances requwed under the
Head Agreement

The default insurance requrrement under
the Head Agreement is public liability
insurance with an indemnity of at least
$10,000,000 in respect of each claim for
the period of cover.

Specify any higher limit of cover that is
reqmred by the Head Agreement

g

the Head Agreement is product liability
insurance with an indemnity of at least

for all claims for the period of cover.

Specify any higher limit that is required by
the Head Agreement

omissions insurance was required under
; the Head Agreement.

If so, the default insurance requirement is

of the total aggregate liability for all claims
for the period of cover.

Specify any higher limit that is required by
the Head Agreement

Workers compensatJon insurance in
. accordance with applicable legislation:

The default insurance requrrement under

$10,000,000 for the total aggregate Ilablllty

Specrfy |f professional mdemnrty/errors and Professmnal mdemnrty insurance to the value of at Ieast

5 607 Oracle Software
e
H

! 31 May 2013
|
| 30 May 2016

i Public liability insurance with an indemnity of at least
¢ $10,000,000 in respect of each claim and for the total
: aggregate liability for all claims for the period of cover.

: $10,000,000 for the total aggregate liability for all claims for
! the period of cover.

; ¢ $1,000,000 in respect of the total aggregate liability for all
; claims for the period of cover.

for a limit of cover of $1,000,000 in respect !

i

{ Worker's compensation insurance in accordance with

applicable legislation for all the Contractor's employees.

- Product Liability insurance with an indemnity of at least
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. 0 der Details agreed b j the Contractor anc

‘ Specify any other type of insurance ! Not apphcable to thls Order
required under the Head Agreement and
the spectf ed amount
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Performance Guarantee (clause 17 1) {

! Specrfy |f the Contractor was requnred to .
i provide a Performance Guarantee under © A Performance Guarantee is not required.
; the Head Agreement :

Item 8 Modules that form part of the Customer Contract

Formation (clause 3.8(a))

Indicate, by marking with an X, the Modules that apply
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Module 1 — Hardware Acquisition and Installation O Module 9 — Data Migration ]
Module 2 — Hardware Maintenance and Support ] Module 10 — Software as a Service and 0
Services Platform as a Service
Module 3 — Licensed Software X Module 11 — Infrastructure as a Service J
Module 4 — Development Services (0 Module 12 — Managed Services O
Module 5 — Software Support Services X Module 13 — Systems Integration O
Module 6 — Contractor Services [ Module 14 —Hosting Services O
Module 7 — Professional Services [J Module 15 - Telecommunications Services O
Module 8 — Training Services [C] Module 16 — Satellite Services |
Item 9 Schedules that form part of the Customer Contract in addition to the
General Order Form
Formation (clause 3.8(b))
Indicate, by mark/ng with an X, the Schedules that apply
Schedule 1 — General Order Form Applies gggigﬂeaztor&atutory Declaration - ]
Schedule 2 — Agreement Documents X Schedule 8 — Deed of Confidentiality O
Schedule 3 — Service Level Agreement X Schedule 9 — Performance Guarantee ]
Schedule 4 — Variation Procedures X Schedule 10 — Financial Security |:|
Schedule 5 - Escrow Agreement O Schedule 11 - Dispute Resolution Procedures X
Schedule 6 — Deed Poli — Approved Agents | Isoggemde”r:f 2= Praject implementation and M
Item 10 Contract Period
Detarls tobe |ncludedfrom the o Order Detalls agreed by the Contractor and the o

Customer Contract ; ) . ) Customer
Contract Perlod (Clause 2 4)

Spemfy the Commencement Date |f rt is not The Commencement Date shall be the date the last party
. the date when the Customer and the - signs the Customer Contract.
i Contractor sign the Customer Contract: '




-\ i
The initial Contract Period is 12 Months from the
Commencement Date with 4 x 1 year options to renew which
the Customer can exercise at its discretion, The parties ]
acknowledge that during the Contract Period (including any
renewal periods after the expiry of the initial Contract Period)
the technical support policies applicable to the Software
Support Services may be varied in accordance with Box 7 of
the Module 5 Order Form. . For the avoidance of doubt the
Support Services Price for the first, second, third and

fourth renewal years shall be as set out below:
First Renewal Year: $A$1,208,502.30

Specify the end of the Contract Period:

Second Renewal Year: (D
Third Renewal Year: ]
Fourth Renewal Year: Gy
Specify any period of extension of the As per above.
Contract Period in days/weeks/years:
Item 11 Common Details
Product Quantity & Type License Fee AUD$ Software Support
Services Fee AUD$
| ]
] 5,362,139.06 1,179,644.25
I | 23,909.00 5,259.87
I
I 88,000.00 19,240.00
|
I e 19,810.00 4,358.18
L ]
Sub total $5,493,858.06 1,208,502.30
Media Fee NA
Total Fees $5,493,858.06 $1,208,502.30
GST $549,385.81 $120,850.23
TOTAL FEES INCLUDING GST $6,043,243.87 $1,329,352.53
Combined Total 7,372,596.40
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http:372,596.40
http:1,329,352.53
http:6,043,243.87
http:120,850.23
http:549,385.81
http:5,493,858.06
http:A$1,208,502.30

*PRIME User Bundle

The PRIME User Bundle contains the following programs.
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PART 2: CUSTOMER CONTRACT
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Prime User:

Application User: is defined as an individual authorized by the Customer to use the Licensed
Software which is installed on a single server or on multiple servers regardiess of whether the
individual is actively using the Licensed Software at any given time.

Named User Plus / Named User: is defined as an individual authorized by the Customer to use the
Licensed Software which is installed on a single server or multiple servers, regardless of whether the
individual is actively using the Licensed Software at any given time. All of the remaining provisions of
this definition apply only with respect to Named User Plus licenses, and not to Named User licenses.
A non human operated device will be counted as a Named User Plus in addition to all individuals
authorized to use the Licensed Software, if such devices can access the Licensed Software. If
mulitiplexing hardware or software (e.g., a TP monitor or a web server product) is used, this number
must be measured at the multiplexing front end. Automated batching of data from computer to
computer is permitted and will not be considered a Named User Plus.
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{Record: For the purposes of the Oracle Data Relationship Management Program, a record is defined
as the unique occurrence of any business object or master data construct that the Customer chooses
to manage within the Licensed Software. Records may describe any number of enterprise information
assets, commonly referred to as base members, including but not limited to cost centers, ledger
accounts, legal entities, organizations, products, vendors, assets, locations, regions or employees.
Additionally, a record may also be a summary object, commonly referred to as a rollup member that
either summarizes base members or describes hierarchical information associated with underlying
base members. Records represent unique occurrences and they do not include any duplicates or
shared references that may be essential for master data management purposes.

UPK Developer: is defined as an individual authorized by the Customer to use the Licensed Software
which is installed on a single server or muitiple servers, regardless of whether the individual is actively
using the Programs at any given time. UPK Developers may create, modify, view and interact with
simulations and documentation.

|
Item 12 Dellvery Address

Order Detalls agreed by the Contractor and the

: » b Customer
’ Dellvery (clause 5 1)
' Specify the address of the Site where | There is no physical delivery of the Licensed Software. The
1 B . . {
 delivery is to be made: : Licensed Software will be downloadable at :

i http://edelivery.oracle.com as at the Commencement Date
i ¢ (as set out in ltem 10 of this Order) being the date when the
Customer and the Contractor sign the Customer Contract.

! Specrfy any dellvery mstructlons

Not appllcable to thls Order

Specify the hours dunng wh|ch dellvery : There is no physmal dehvery of the Llcensed Software The
¢ may be made to the Site: : Licensed Software will be downloadable as at the i
: Commencement Date (as set out in Item 10 of this Order)

‘ being the date when the Customer and the Contractor sign
‘ i the Customer Contract.

For the Software Support Services is 24 hours/day, 7
i days/week including public holidays.

Item 13 Contract Specrflcatlons
Detalls to be mcluded from the : : "Orde D alls agreed by the Contractor and the;‘ R
Customer Contract R Customer )

Formatlon (clause 3 4)

I

If the Contract Specrflcatlons are the User ;

: Documentation leave this ltem blank. | User Documentation can be downloaded from
If the Contract Specifications comprise

: other documents, list those documents in Z I

: order of priority:
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http:http://edelivery.oracle.com

item 14 Payment

Order Deta

Customer ca

Payment (clauses 11 1 and 11 2)

Invorcmg (clause 11 7 and 11 9)
Specrfy the Customers oﬁ' icer to receive [George Sotlropouloﬁ

anOICGS

Specufy address to WhICh invoices should ; [127 Phillip St.

K
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be sent: Sydney %
NSW =

R . m
; 2ood 2
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! Spemfy the number of days from recelpt of Payment of the total fees |nclud|ng GST as set out in Item 11 8
¢ a Correctly Rendered Invoice that the is due and payable within 30 days from receipt of a Correctly | =)
i Customer must make payment. i Rendered Invoice. P
. If this Item is not completed, the Customer t ‘ .

must pay the Contractor within 30 days
from receipt of a Correctly Rendered

Invonce ‘
Speclfy when the Contract Prlce must be Payment of the total fees including GST as set out in ltem 11
; paid: { is due and payable within 30 days from receipt of a Correctly :
m E.g. if the earlier Price is fo be paid on ! Rendered Invoice. !
. delivery, insert “The Contract Price is due

© on delivery”.

. If payment is to be made on more than one
i occasion then consider using a PIPP under :
Item 20.

» Specrfy whether the Contract Pnce is fi xed: ; The Contract price is fixed.

. E.g. does the unit Price per item vary for
i inflation or other factors? If so, specify the
: calculation for Price variations:

item 15 User Documentation
‘ Detalls to be lncluded from the Order Detalls agreed by the Contractor and the
Customer Contract ‘ Customer

User Documentatlon (clause 5 4(b))

: Specnfy the Prlce of any addmonal copies As per clause 5.4(b) at the Contractor's then current
. of the User Documentation: i commercial price.

Item 16 Management Committee — Not Used

Item 17 Performance Review Procedures — Not Used
Item 18 Site Preparation and Maintenance — Not Used
Item 19 Implementation Planning Study — Not Used

ltem 20 Project Implementation and Payment Plan (PIPP) and Staged
Implementation — Not Used




Item 21 Liquidated Damages — Not Used
Item 22 Customer Supplied Items (CSI) and Customer Assistance — Not Used
Item 23 Escrow — Not Used

Item 24 Business Contingency Plan -

Contractor acknowledges that it has a Business Continuity Plan in place which details the requirements
for the development, maintenance and testing of an enterprise-wide Business Continuity Management
Program,
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Item 25 Secrecy and Security

; Access to Customer s Srte (clause 7 4)

Specrfy any secrecy or secunty
i requirements that the Contractor and its :
‘ Personnel must comply with: P N/A

E.g. insert a reference to any document
! that includes a security requirement.

Item 26 Customer’s Personnel — Not Used

Item 27 Specified Personnel — Not Used

Item 28 Subcontractors — Not Used

ltem 29 Quality Standard Accreditation — Not Used

iftem 30 Contractor’s Complrance with Standards, Codes and Laws
Detarls to be mcluded from the B Order Detarls agreed by the Contractor and the g
: Customer Contract Lo s LT Customer : -

Contractor Warrantres (clause 9 1(g))

Specrfy any Iaws (other than Statutory N/A
Requirements) the Contractor is to comply .
: wrth ‘

Specrfy any codes pohcnes gurdelrnes or D
; standards the Contractor is to comply with: !

: ! For clarification, Contractor’s technical support policy sets
i out the following:
! ! :

: (_
H s
i )




{ organizations.”

The parties expressly acknowledge that the above may be
: subject to change at the Contractor’s discretion, (NI
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(including any of the initial
four (4) renewal periods after the expiry of the initial Contract
i i Period.

Item 31 Customer’s Compliance with Standards, Codes and Laws — Not Used

Item 32 Acceptance Testing

: Detalls to be mcluded from the Order Detalls agreed by the Contractor and the
Customer Contract o , ; Customer '

Part 3 chtlonary (clauses 1 2 to 1 4)

Acceptance Test Notlflcatlon Perlod is The parties agree that no Acceptance Tests apply to the

. the period from the end of the Acceptance : Licensed Software. The parties further agree that clause 10
¢ Test Period, within which the Customer . of Part 2 does not apply to this Order. Acceptance shall be
¢ must provide to the Contractor written . deemed to occur upon the Commencement Date.

. notice of the result of the Acceptance Test. !

© Specify this period:

. If no period is specified, the period is 2
: Busmess Days:

Acceptance Test Data is the data that is  N/A
provided by the Customer, and agreed by

the Contractor that reflects the data the

i Customer will use in the Deliverable, that is

. to be used for Acceptance Testing. :

Specify the Acceptance Test Data:

Acceptance Test Period is the penod for N/A
the performarice of any Acceptance Tests
. for any Deliverable.

| Specify this period:

If no period is specified, the period is 10
Business Days from the date of delivery of
the Dehverable to the Customer

Acceptance (clause 10 1)




For each Deliverable, specify whether each { N/A
Deliverable is to undergo Acceptance
Testing:

If not, the Deliverable will be Accepted
under clause 10 1(a).

lf a Dehverable is not to undergo N/A
Acceptance Tests, specify the period
required following delivery of the
Deliverable as required by the Order
Documents when the Actual Acceptance
Date (AAD) for a Deliverable occurs:

If no period is specified, then the period is
2 Business Days.

Conducting Acceptance Tests (clause ‘
10 3)
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For each Deliverable that is to undergo N/A
Acceptance Tests, specify details of the
Acceptance Testing requirements:

1
Specify the identification of the t N/A

Deliverables or part of the Deliverables to
“be tested:

Specrfy the allocat]on of each Party s i N/A
: responsibilities in relation to testing,

! including the Party responsible for : :
conductrng the Acceptance Tests ;

Specify which Party is to prowde the test f N/A ;
environment, including hardware, software, ; ‘
power, consumables and other resources ! :
and when the environment and resources ¢
must be ready for use

Specrfy the methodology and process for : N/A
conductrng Acceptance Tests j

Specrfy the scheduling of Acceptance i N/A

¢ Tests including the Acceptance Test ;

: Period and the Acceptance Test
Notrfrcatlon Penod

Specrfy the Acceptance Cntena used to i NJA
test whether the Deliverable meets the {
Contract Specification and other

reqmrements of the Customer Contract

1

Specrfy the Acceptance Test Data N/A
reqmred ;

i Ifan Acceptance Test document has been ¢ N/A
created that addresses the above points it
can be attached to the General Order Form |
by identifying the document here:

ltem 33 Credit/Debit Card — Not Used

Item 34 Intellectual Property— Not Used




item 35 Confidentiality — Not Used
Item 36 Insurance Requirements — Not Used
ltem 37 Performance Guarantee — Not Used

Item 38 Financial Security — Not Used
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Item 39 Limitation of Liability

Limitation of Liability (clause 18)

If the Parties cannot agree the amount that
is legally payable under the Customer
Contract for the:

e Non-Recurring Service or
Product; and/or

e  Short Term Recurring Service
(as applicable) insert the amount that the

Parties agree is the best estimate of the Contract Price for the Licensed Software under Module 3 is
Contract Value for the relevant item (the [$5,493,858.06 (excluding GST)
Estimated Contract Price). Contract Price for the Software Support Services under

Module 5 is $1,208,502.30 (excluding GST)
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Note: it may be necessary to separately
identity the amounts payable under a

single Customer Contract into separate ;
amounts that are attributable to each of the ;

different types of Product/ Service. ‘
(See the definition of Contract Value in

Part 3) :
If Services are being provided under any of '
the following Modules: :

Module 6 —IT Personnel; Module 7 —
Professional Services; Module 8 — Data
Management; Module 11 — Web Services;
Module 16 - Project Management Services;
Module 17 - Change Management
Services; Module 18 - Knowledge Transfer
Services; or Module 20 - Whole of
Government Requirements

specify whether the Parties regard the
relevant Services as being:

e the supply of a service of the
same type on a periodic basis,
and so are to be classified as ;
Recurring Services for the :
purpose of the limitation of : Not applicable to this Order. ¢
liability; or :

e provided in respect of a specific
project where the Contractor has
been engaged by a Customer to
produce, create or deliver a
specified outcome or solution that

: may be subject to Acceptance

Testing, in which case the

Services are to be classified as

: Non-Recurring Services for the

{ purpose of the limitation of

= liability.

(See definition of Non-Recurring

¢ Services and Recurring Services in Part

:3)



http:1,208,502.30
http:5,493,858.06

Item 41 Dispute Resolutlon
: Detarls to be |ncluded from the C
Customer Contract -

Dlspute Resolutlon (clause 24 11)

Specify the threshold amount in AU$ for
issues to be resolved by expert

Specn‘y type of |ssue/s not to be

Specrfy the alternatlve cap of liability
(clause 18.3):

‘ determln tion under clauses 247 to 24 8.

determined by expert determination under
clauses 24.7 to 24.8. !

) Order Detalls agreed by the Contractor and the g _"

Custom r.

$250 000.00 (excluding GST)

; Issues relatng to breach of a party s InteIIectual Property

i rights or payment obligations.

H

Item 42 Termination for Convemence

Customer Contra t-"

Termlnatlon for Convemence by the
Customer (clause 25 4)

Specrfy whether an amount is payable
¢ under clause 25.4(b) if the Customer
exercises its right of termination for

i convenience under clause 25.3:

Item 43 Additional Conditions

Detalls to be |ncluded from the
Customer Contract

Specrfy any Addltlonal Condltlons

- Note: where the Customer Contract is
: made under a Head Agreement the

i Customer must obtain the Contract
. Authority's consent where an Additional
¢ Condition varies a Protected Clause.

Detalls to be mcluded from the -

‘ Customer

Order Detalls agreed by the Contractor and the - '

Customer

’ No further compensation is payable to the Contractor in

i accordance with clause 25.4(b), (D

' Order Detalls agreed by the Contractor and the '

Segmentatlon

Services provided under this Customer Contract may be
related to the Customer’s license to use products that the
Customer acquires under this Customer Contract, and the
terms of this Customer Contract shall govern the
Customer's use of such products. Unless agreed
otherwise in a contract, any services acquired from the
Contactor are bid and provided separately from products
provided, and the Customer may acquire either services
or products without acquiring the other.

Expanded Usage Rights:
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http:250,000.00

PART 2: CUSTOMER CONTRACT

Price Hold (Price Hold Exhibit 2):

Price Hold (Price Hold Exhibit 1):




- Customer Contrac

Y
>
A
ol |
n
o]
c
7]
—
[¢]
=
m
A
(o]
o]
2
—
A
P>
3]
p ]

Additional Terms:

'i a. Once placed, the Customer's order shall be non-
cancelable and the sums paid nonrefundable, except as

i provided in the Customer Contract. This does not limit the |

i Customer's right to terminate under the Customer ;
Contract. :

b. In entering into payment obligations under this
Customer Contract, the Customer agrees and
acknowledges that it has not relied on the future
availability of any, program or updates. However, (a) if
the Customer orders technical support, the preceding
sentence does not relieve the Contractor of its obligation
to provide such technical support under the Customer
Contract if and when available, in accordance with Module
5, and (b) the preceding sentence does not change the
rights granted to the Customer under this order and the
Customer Contract.

¢ Fees for the Licensed Software are invoiced as of the
i AAD for the Licensed Software [

© Successor Products. (NG




v
.
!

Software support is provided in accordance with Module 5.

Nothing in this section requires the Customer to accept any
| new software.

This General Order Form is part of the Customer Contract and incorporates all Parts, terms and
conditions and other documents listed in clause 3.8 of Part 2 as if repeated in full in this
General Order Form.

This offer is valid through 29-FEB-2016]

T
>
A
3
N
Q
c
(7]
=
o)
=
m
)
Q
o]
2
jur}
A
»
Q
=




PRICE HOLD EXHIBIT 1

Listed below is the license fee and first year Software Update License & Support fee for the Program
licenses that may be purchased pursuant to Item 43.

Product Quantity & Type License Fee AUD$ First Year
Software Update
License &
Support Fee
]
] 1 user (as set out 6,201.48 1,364.29
below)
? 1 user (as set out 2,400.50 528.06
below)
E ] TRecord
I 3.30 72
Perpetual
I 1UPK
] Developer 3,586.35 788.98
Perpetual
25 Application
N | User Perpetual 19,810.00 4,358.18
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http:4,358.18
http:19,810.00
http:3,586.35
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http:1,364.29
http:6,201.48

The PRIME Lite Bundle contains the following products.

Limited Use Programs

Prime User Lite: (N
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PRICE HOLD EXHIBIT 2

Listed below is the license fee and first year Software Update License & Support fee for the Program
licenses that may be purchased pursuant to ltem 43.

Product

Quantity & Type License Fee AUD$ First Year

Software Update

License &

Support Fee

1 Named User 75.75 16.68
Plus Perpetual

1 Application User 204.9 45.08

Perpetual

1 Named User

Plus Perpetual 123.00 27.05
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SIGNED AS AN AGREEMENT

SIGNED for and on behalf of the Crown in
right of the State of New South Wales by its
authorised representative, Rob Whitfield,
Secretary of the Treasury in the presence
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Signature of Witness

LCHARLES  CHOL .

Print name of Witness

Rob Whitfield

Signed for and on behalf of Oracle Corporation Australia Pty Ltd (ABN 80 003 074 468)

z

e -
= -

Signature of Authorised Signatory
Tl € G AECK
Frint name
/ -
rq ks Dty

Date




Schedule 2: Agreement Documents

ltemise all documentation (including any supplemental terms and conditions agreed to by the
Customer, accepted tenders, offers or quotes from the Contractor, and any letter of acceptance or
award issued by the Customer) between the Customer and the Contractor. All such documentation
must be itemised in this Schedule 2 and listed below in descending date order (i.e. the latest
document is listed first.)

Document . Date of Document

, Commencement Date.

. Technical Support Policies (available at 7
i [nttp://www.oracle.com/us/support/policies/index.htmi])
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Oracle Software Technical Support Policies
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1. Overview

Unless otherwise stated, these Software Technical Support Policies apply to technical support for all Oracle
software product lines.

"You" and "your" refers to the individual or entity that has ordered technical support from Oracle or an Oracle-
authorized distributor.

To receive technical support as provided by Oracle Support Services (“*OSS") as described in these Oracle
Software Technical Support Policies, all programs must be properly licensed.

Technical support is provided for issues (including problems you create) that are demonstrable in the currently
supported release(s) of an Oracle licensed program, running unaltered, and on a certified hardware, database
and operating system configuration, as specified in your order or program documentation.

Oracle will provide technical support in accordance with Oracle’s services privacy policy available at
hitp://www.oracle.com/us/legal/privacy/services-privacy-policy-078833.html and Oracle’s Global Customer
Support Security Practices, as referenced below.

References to the Technical Support Policies in former Oracle, or vendors acquired by Oracle, agreements may
vary (e.g. Software Support Services Terms and Conditions, Maintenance Services Policy, Standard Maintenance
Program, product support policy, Support Services policies, Support Maintenance Agreement, Maintenance and
Technical Support Agreement, Maintenance and Support Schedule 2.0, and Licensee Support Services Policy).

These Technical Support Policies are subject to change at Oracle's discretion; however Oracle policy changes will

not result in a material reduction in the level of the services provided for supported programs during the support
period (defined below) for which fees for technical support have been paid. '
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To view a comparison of these Oracle Software Technical Support Policies and the previous version of the Oracle
Software Technical Support Policies, please refer to the attached Statement of Changes (PDF).

2. Support Terms

Technical Support Fees

Technical support fees are due and payable annually in advance of a support period, unless otherwise stated in
the relevant order or payment plan, financing or leasing agreement with Oracle or an Oracle affiliate (“payment
plan”). Your payment or commitment to pay is required to process your technical support order with Oracle (e.g.,
purchase order, actual payment, or other approved method of payment). An invoice will be issued only upon
receipt of your commitment to pay, and will be sent to a single billing address that you designate. Failure to
submit payment will result in the termination of technical support services. Technical support will be provided
pursuant to the terms of the order under which it is acquired; however, technical support fees due under a
payment plan are due and payable in accordance with the terms and conditions of such payment plan.

Support Period

Technical support is effective upon the effective date of your order unless stated otherwise in your order. If your
order was placed through the Oracle Store, the effective date is the date your order was accepted by Oracle.
Unless otherwise stated in the order, Oracle technical support terms, including pricing, reflect a 12 month support
period (the "support period"). Once placed, your order for technical support services is non-cancelabie and the
sums paid non-refundable, except as provided in the relevant order. Oracle is not obligated to provide technical
support beyond the end of the support period.

License Set
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Matching Service Levels
When acquiring technical support, all licenses in any given license set must be supported under the same
technical support service level (e.g.,

If you add Extended Support, you still must maintain Software Update License
& Support for the entire license set; subject to availability, you must acquire Extended Support for all licenses of a
particular version release of a program if you acquire Extended Support for any license in such version release.
You may not support a subset of licenses within a license set; the license set must be reduced by terminating any
unsupported licenses. You will be required to document license terminations via a termination letter.

Reinstatement of Oracle Technical Support

If technical support lapses or was not originally purchased with a program license, a reinstatement fee will be
assessed. The reinstatement fee is computed as follows: a) if technical support iapsed, then the reinstatement
fee is [l of the last annual technical support fee you paid for the relevant program; b) if you never acquired
technical support for the relevant programs, then the reinstatement fee is JJJjjj of the net technical support fee
that would have been charged if support had been ordered originally for the relevant program per Oracle’s
Support pricing policies in effect at the time of reinstatement. The reinstatement fee in (a) shall be prorated from
the date technical support is ordered back to the date technical support lapsed. The reinstatement fee in (b) shall
be prorated back to the original program license order date.

In addition to the reinstatement fee described above, you must pay the technical support fee for the support
period. This technical support fee is computed as follows: (i) if technical support lapsed, then the technical
support fee for a twelve month support period shall be the last annual technical support fee you paid for the
relevant program; (i) if you never acquired technical support for the relevant program, then the annual technical
support fee shall be the fee that would have been charged if support had been ordered originally for the relevant
program per Oracle’'s Support pricing policies in effect at the time of reinstatement. Renewal adjustments may be
applied to the annual support fee described in (i) and (ii) above.

If you previously acquired technical support from an Oracle-authorized distributor and are now acquiring technical
support directly from Oracle, an uplift may be added to the reinstatement fee and your technical support fee. If
support is not reinstated for the entire license set or if support for a subset of licenses from an order is reinstated,
then the “License Set", “Matching Service Levels", and “Pricing following Reduction of Licenses or Support Level’
policies will apply.

Pricing following Reduction of Licenses or Support Level

Pricing for support is based upon the levei of support and the volume of licenses for which support is ordered. In
the event that a subset of licenses on a single order is terminated or if the level of support is reduced, support for
the remaining licenses on that license order will be priced at Oracle's list price for support in effect at the time of
termination or reduction minus the applicable standard discount. Such support price will not exceed the previous
support fees paid for both the remaining licenses and the licenses being terminated or unsupported, and will not
be reduced below the previous support fees paid for the licenses continuing to be supported. If the license order
from which licenses are being terminated established a price hold for additional licenses, support for all of the
licenses ordered pursuant to the price hold will be priced at Oracle's list price for support in effect at the time of
reduction minus the applicable standard discount.
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Custom Application Bundles
Technical support may not be discontinued for a single program module within a custom application bundle.

Unsupported Programs

Customers with unsupported programs are not entitled to download or receive updates, maintenance releases,
patches, telephone assistance, or any other technical support services for unsupported programs. CD packs or
programs purchased or downloaded for trial use, use with other supported programs, or purchased or
downloaded as replacement media may not be used to update any unsupported programs.

Technical Contacts

Your technical contacts are the sole liaisons between you and OSS for technical support services. Your technical
contacts must have, at a minimum, initial basic product training and, as needed, supplemental training appropriate
for specific role or implementation phase, specialized product usage, and/or migration. Your technical contacts
must be knowledgeable about the Oracle supported programs and your Oracle environment in order to help

. resolve system issues and to assist Oracle in analyzing and resolving service requests. When submitting a

service request, your technical contact must have a baseline understanding of the problem you are encountering
and an ability to reproduce the problem in order to assist Oracle in diagnosing and triaging the problem. To avoid
interruptions in support services, you must notify OSS whenever technical contact responsibilities are transferred
to another individual.

You may designate one (1) primary and four (4) backup individuals ("technical contact") per license set, to serve
as liaisons with OSS. With each USD$250,000 in net support fees per license set, you have the option to
designate an additional two (2) primary and four (4) backup technical contacts. Your primary technical contact
shall be responsible for (i) overseeing your service request activity, and (ii) developing and deploying
troubleshooting processes within your organization. The backup technical contacts shall be responsible for
resolving user issues. You may be charged a fee to designate additional technical contacts.

Oracle may review service requests logged by your technicai contacts, and may recommend specific training to
help avoid service requests that would be prevented by such training.

Program Updates

Update means a subsequent release of the program which Oracle generally makes available for program licenses
to its supported customers at no additional license fee, other than shipping charges if applicable, provided you
have ordered a technical support offering that includes software updates for such licenses for the relevant time
period. Updates do not include any release, option or future program that Oracle licenses separately. Updates
are provided when available (as determined by Oracle) and may not include all versions previously available for a
program acquired by Oracle. Oracle is under no obligation to develop any future programs or functionality. Any
updates made available will be delivered to you, or made available to you for download. If delivered, you will
receive one update copy for each supported operating system for which your program licenses were ordered.

You shall be responsible for copying, downloading and installing the updates.

Right to Desupport

It may become necessary as a part of Oracle's product lifecycle to desupport certain program releases and,
therefore, Oracle reserves that right. However, program releases that are expressly identified within Oracle’s
Lifetime Support policy will be governed by the terms of the Lifetime Support Policy. Desupport information is
subject to change.

First and Second Line Support

You are required to establish and maintain the organization and processes to provide “First Line Support” for the
supported programs directly to your users. First Line Support shall include but not be limited to (i) a direct
response to users with respect to inquiries concerning the performance, functionality or operation of the supported
programes, (ii) a direct response to users with respect to problems or issues with the supported programs, (iii) a
diagnosis of problems or issues of the supported programs, and (iv) a resolution of problems or issues of the
supported programs.
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If after reasonable commercial efforts you are unable to diagnose or resclve problems or issues for the supported
programs, you may contact Oracle for “Second Line Support”. You shall use commercially reasonable efforts to

provide Oracle with the necessary access (e.g., I, cquired

to provide Second Line Support.

Second Line Support shall consist of (i) a diagnosis of pfoblems or issues of the supported programs and (ii)
reasonable commercial efforts to resolve reported and verifiable errors in supported programs so that such
supported programs perform in all material respects as described in the associated documentation.

Oracle may review service requests logged by your technical contacts, and may recommend specific organization
and process changes to assist you with the above recommended standard practices.

Third Party Vendor-Specific Support Terms

You must remain on a supported environment — including applications and platforms — to receive technical
support. If a vendor retires support for its product, you may be required to upgrade to a current certified and
supported product, application, hardware platform, framework, database, and/or operating system configuration to
continue receiving technical support services from Oracle.

Technical Support for Development, Demonstration and End User Licenses

Technical support for Development and/or Demonstration licenses is provided through your membership in the
Oracle PartnerNetwork. Before you may provide technical support for a program you have licensed to an end user
you must, in addition to the technical support you may receive for Development and/or Demonstration licenses,
acquire technical support for such program from Oracle and continuously maintain it for as long as you provide
support to the end user.

3. Lifetime Support

Lifetime Support consists of the following service levels:
¢ Premier Support (also referred to as, and will be documented on your order as, “Software Update License
& Support” or “Oracle Communications Network Software Premier Support”)
¢ Extended Support (if offered)
¢ Sustaining Support

A description of the services available under Premier Support, Extended Support and Sustaining Support is
included in the Oracle Technical Support Levels section below.

When offered and except as noted below, Premier Support will be available for five years from the date a release
of the Oracle program becomes generally available. If offered, support may be extended for an additional three
years with Extended Support for specific releases. Except as noted below, in addition to the technical support
fee, an Extended Support fee applies for each support period for which Extended Support is purchased.

Alternatively, and if offered, support may be extended with Sustaining Support, which will be available for as long
as you maintain technical support for your Oracle program licenses.

For specific programs that are, or will be covered by the Lifetime Support Policy, service levels offered, and
timeframes refer to the following:
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Exceptions - For customers with a current support contract running:

1.

PeopleTools. The PeopleTools program, provided in conjunction with a PeopleSoft application program
release, will be supported for as long as such application program release is supported. Patches and
platform certifications for a PeopleTools minor release will be provided until 12 months after the next
minor release is made generally available or Oracle announces that no future releases will be made;
critical patch updates for a PeopleTools minor release may be provided for up to 24 months after the next
minor release is made generally available.

You must apply PeopleTools minor releases in order to continue to receive Premier or Extended Support,
if offered, for a PeopleSoft application program release. You may be required to apply PeopleTools minor
releases to remain current with versions of third party technologies and products as supported by the
provider of the third party product.

PeopleSoft application maintenance, which includes but is not limited to: images, patches, bundles, and
maintenance packs, may require an upgrade to a newer version of PeopleTools.

Oracle reserves the right to make changes to the third party products included in the PeopleTools
program release which includes but is not limited to: (i) requiring newer versions of the third party
products, (ii) changing the way in which third party products are packaged and distributed and (iii)
replacing or remediating one or more third party products.

Oracle Database 11gR2: The Extended Support fee has been waived for the period of February 2015 -
May 2017. During this period, you will receive Extended Support during these periods as described in the
Oracle Technical Support Levels section below.

Oracle Database 10gR2: Except as otherwise specified in the table below, Extended Support will be
made available at Oracle's then current Extended Support pricing from: August 2013 — July 2015.
Extended Support for Oracle Database 10gR2 will be limited to Severity 1 fixes only; critical patch
updates will not be made available.

For customers running Oracle Database 10gR2 on:

Platform.=

The Extended Support fee will be waived from August 2010 —
July 2014. v

The Extended Support fee will be waived from August 2010 —
July 2016. For the period of August 2016 — July 2017,
Extended Support will continue to be available but will be at
then-current Extended Support fees. During this period,
Extended Support will be limited to Severity 1 fixes only;
critical patch updates will not be made available.

After July 2013, Extended Support will continue to be available
at Oracle’s then-current Extended Support fees. Extended
Support will be limited to Severity 1 fixes only; critical patch
updates will not be made available.

For the period of August 2013 — December 2015, Extended
Support will continue to be available but will be at then-current
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Extended Support fees. During this period, Extended Support
will be limited to Severity 1 fixes only; critical patch updates
will not be made available.

4. HP-UX and ltanium-2 Processor: The following Extended Support exceptions apply to those customers
running the supported Oracle program releases on certified OS versions of the HP-UX on the Itanium-2
processor based platform:

Extended Support will be available, at Oracle’s then-current
Extended Support fees, through December 2015. For the
period of August 2013 — December 2015, Extended Support
will be limited to Severity 1 fixes only; critical patch updates
will not be made available.

]

|

] Extended Support will be available, at Oracle’s then-current
|

I

Extended Support fees, through December 2015. For the
period of September 2015 — December 2015, Extended
Support will be limited to Severity 1 fixes only; critical patch
updates will not be made available.

Extended Support will be available, at Oracle’s then-current

[ ] Extended Support fees, through December 2015. For the
period of December 2013 - December 2015, Extended

Support will be limited to Severity 1 fixes only; critical patch
updates will not be made available.

[ ] Extended Support will be available, at Oracle’s then-current
Extended Support fees, through December 2015. For the
period of July 2014 - December 2015, Extended Support will
be limited to Severity 1 fixes only; critical patch updates will
not be made available.

5. Oracle e-Business Suite:

a) Oracle e-Business Suite Extended Support: The Extended Support fee has been waived for
the Oracle program releases and periods stated below.

I | January 2017 — December 2019

b) Oracle e-Business Suite 11.5.10 Sustaining Support: For Sustaining Support for Oracle e-
Business Suite 11.5.10, provided from December 2013 — December 2015, Oracle will continue to
provide: Severity 1 fixes, critical patch updates and United States Tax Form 1099 updates for the
2013, 2014 and 2015 tax years. During this period, payroll regulatory tax updates will only be
provided for the countries and tax years specified below.

Country: w705 12013 Tax Year -, .:]:2014 Tax Year. - ‘
United States and January 1, 2013 — January 1, 2014 December
Canada December 31, 2013 31,2014

United Kingdom N/A April 6, 2013 — April 5, 2014
Australia N/A - July 1, 2013 — June 30, 2014
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The Extended Support fee will be waived for
the entire Extended Support period.

|
The Extended Support fee will be waived for the
entire Extended Support Period. Please review the Lifetime Support policy for Extended Support
timeframes.
b. |, T e
Extended Support fee will be waived for the entire Extended Support period. Please review the
Lifetime Support policy for Extended Support timeframes. ‘

The Extended
Support fee will be waived from July 2014 — June 2015.

The
Extended Support fee will be waived from October 2014 — September 2015.

B The Extended Support fee will be waived from January 2016 — December 2018.

ustomers with a current support contract for Oracle Database
Standard Edition 2 will continue to receive technical support for previously licensed Oracle Database
Standard Edition or Oracle Database Standard Edition One program releases. License restrictions are as
specified in the license definitions and rules of the Oracle Database Standard Edition 2 order.

The Extended Support fee will be waived from
November 2016 — October 2017.

Governance, Risk and Compliance Programs: For Sustaining Support for the Governance, Risk and
Compliance program releases specified below, Oracle will continue to provide Severity 1 fixes through
May 2018.

Program Release
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4. Oracle Technical Support Levels

Software Update License & Support
Program releases in the Premier Support phase of Oracle’s product support lifecycle will receive Software Update
License & Support. Software Update License & Support consists of:

Program updates, fixes, security alerts and critical patch updates

Tax, legal and regulatory updates (availability may vary by country and/or program)

Upgrade scripts (availability may vary by program)

Certification with most new third-party products/versions (availability may vary by program)

Major product and technology releases, if and when made available at Oracle’s discretion, which may

include general maintenance releases, selected functionality releases and documentation updates

¢ Assistance with service requests 24 hours per day, 7 days a week, except as otherwise stated in note 1
below for | ESystems

¢ Access to the customer support systems specified in the Web-Based Customer Support Systems section

below (24 x 7 web-based customer support systems), including the ability to log service requests online,

unless stated otherwise

programs during

normal business hours
¢ Non-technical customer service during normal business hours

Notes:

-

Software Update License & Support for the |
.

consists of:

¢ The Software Update License & Support described above

e 24x7 access to Oracle Unbreakable Linux Network

e Hardware Certification’

« Backport of fixes, using commercially reasonable efforts, for any || EENENEGEGzGNG<G<G<TE S
Notes:

1. Hardware certification will be provided for the first six (6) years from the data a release of the |
I b-comes generally available. After six (6) years, hardware certification may be
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provided at Oracle’s sole discretion; however Oracle is under no obligation to provide such hardware
certification.

Limited Software Update License & Support is available for the Phase Forward programs

he limited Software

Update License & Support consists of:
* Program updates, fixes, security alerts and critical patch updates
¢ Assistance with service requests during normal business hours
* Ability to log service requests as specified in the following link:

hitp://www.oracle.com/us/support/contact/health-sciences-license-support/index.html

* Non-technical customer service during normal business hours

Extended Support

Extended Support may be available for certain Oracle program releases after Premier Support expires. When
Extended Support is offered, it is generally available for three years following the expiration of Premier Support
and only for the terminal patchset release of a program. Unless otherwise stated in this section, supported
program releases eligible for Extended Support will receive Software Update License & Support limited to the

following:
¢ Program updates, fixes, security alerts, and critical patch updates
¢ Tax, legal and regulatory updates (availability may vary by country and/or program)
¢ Upgrade scripts (availability may vary by program)
¢ Major product and technology releases, if and when made available at Oracle’s discretion, which may

include general maintenance releases, selected functionality releases and documentation updates
¢ Assistance with service requests 24 hours per day, 7 days per week, except as otherwise stated in note 1

below for N

¢ Access to the customer support systems specified in the Web-Based Customer Support Systems section
below (24 x 7 web-based customer support systems), including the ability to log service requests online,
unless stated otherwise

*  Access to NN

¢ Non-technical customer service during normal business hours

Notes:
1.

Extended Support does not include:
s Certification with new third party products/versions

Extended Support for [
I imited to the following:

Bug fixes, security fixes and minor updates

Upgrade tools

Assistance with service requests 24 hours per day, 7 days a week

Access to My Oracle Support (24 x 7 web-based customer support systems), including the ability to log
service requests online

+ Non-technical customer service during normal business hours
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Sustaining Support

Sustaining Support will be available after Premier Support expires. As program releases under Sustaining
Support are no longer fully supported, information and skills regarding those releases may be limited. The
availability of hardware systems to run such program releases may also be limited. Unless otherwise stated in this
section, program releases eligible for Sustaining Support will receive Software Update License & Support limited
to the following:

* Program updates, fixes, security alerts, and critical patch updates created during Premier Support and
Extended Support (if offered and only after the Extended Support period ends)

e Tax, legal, and regulatory updates (availability may vary by country and/or program) created during
Premier Support and Extended Support (if offered and only after the Extended Support Period ends)

» Upgrade scripts (availability may vary by program) created during Premier Support and Extended Support
(if offered and only after the Extended Support Period ends)

+ Major product and technology releases, if and when made available at Oracle’s discretion, which may
include general maintenance releases, selected functionality releases, and documentation updates

e Assistance with service requests, on a commercially reasonable basis, 24 hours per day, 7 days a week,
except as otherwise stated in note 1 below for

¢ Access to the customer support systems specified in the Web-Based Customer Support Systems section
below (24 x 7 web-based customer support systems), mcludmg the ability to log service requests online,
unless stated otherwise

» Non-technical customer service during normal business hours

Notes:
1.

Sustaining Support does not include:
¢ New program updates, fixes, security alerts, and critical patch updates
New tax, legal, and regulatory updates
New upgrade scripts
Certification with new third party products/versions .
24 hour commitment and response guidelines for Severity 1 service requests as defined in the Severity
Level section below
* Previously released fixes or updates that Oracle no longer supports

Sustaining Support for |G < cascs cligible for Sustaining Support will receive
Software Update License & Support limited to the following:
e Access to My Oracle Support (24 x 7 web-based customer support systems), including the ability to log
service requests online
24x7 access to
Access to patches, fixes, and security alerts created during the Premier Support period

Sustaining Support for the Oracle Linux programs does not include:
+ Access to new patches, fixes, and security alerts
* 24 hour commitment and response guidelines for Severity 1 service requests as defined in the Severity
Level section below
Hardware certification
Backport of fixes
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Sustaining Support for N
R ited to the following:
¢ Minor updates and bug and security fixes created during Premier Support and Extended Support (if
offered and only after the Extended Support Period ends)
¢ Upgrade tools created during Premier Support and Extended Support (if offered and only after the
Extended Support Period ends)
* Assistance with service requests, on a commercially reasonable basis, 24 hours per day, 7 days per
week
e Access to My Oracle Support (24 x 7 web-based customer support systems), including the ability to log
service requests online
e Non-technical customer service during normal business hours

Sustaining Support for the [l program releases does not include:
¢ New minor updates and bug and security fixes
¢ New upgrade tools
¢ 24 hour commitment and response guidelines for Severity 1 service requests as defined in the Severity
Level section below :
e Previously released fixes or updates that Oracle no longer supports

Sustaining Support | -rooram releases eligible for Sustaining Support will receive Software
Update License & Support limited to the following:
e Access to existing program updates and fixes only (i.e., new program updates and fixes will not be
provided)
Assistance with service requests during normal business hours.

Ability to log service requests via the following email: || G

Non-technical customer service during normal business hours

Sustaining Support for the |IJilll program releases does not include:
e Access to new program updates and fixes
e 24 hour commitment and response guidelines for Severity 1 service requests as defined in the Severity
Level section below

Oracle Communications Network Software Premier & Sustaining Support
Oracle Communications Network Software Premier Support is available for the following program categories

(collectively “Oracle Communications Network Software”): | NI
- ]
e e—————,————
I Support consists of:

Program updates, fixes, security alerts and critical patch updates

Certification with most new third-party products/versions (availability may vary by program)

Remote installation of Oracle Communications Network Software

Assistance with service requests 24 hours per day, 7 days a week

Access to My Oracle Support (24 x 7 web-based customer support systems), including the ability to log
service requests online

¢ Non-technical customer service during normal business hours

e 6 ¢ o o

For Oracle Communications Network Software Premier Support only, reasonable efforts will be made to respond
to service requests per the Response Times set forth in the guidelines below; however, Oracle’s failure to adhere
to the times stated will not constitute a breach by Oracle. The guidelines are for informational purposes only and
subject to change at Oracle’s discretion.
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1. For purposes of the above table, the following definitions apply:

¢ Response Time - The elapsed time beginning when you create a service request until Oracle
first responds to you.

® Remote Restoration Time - The elapsed time beginning when Oracle achieves remote
access to the applicable program and when Oracle notifies you that a solution has been
offered. The Remote Restoration Time frames do not apply if program code changes are
required.

¢ Resolution Time - The elapsed time beginning when you create a service request to when
your issue is resolved.

Certain Oracle Communications Network Software program releases may be eligible to receive Oracle
Communications Network Software Sustaining Support. Oracle Communications Network Software Sustaining
Support consists of: .

Program Updates :

Fixes and security alerts created during the Premier Support period

Assistance with service requests 24 hours per day, 7 days a week

Access to My Oracle Support (24 x 7 web-based customer support systems), including the ability to log
service requests online

¢ Non-technical customer service during normal business hours

Sustaining Support for the Oracle Communications Network Software program releases does not include:
* New fixes and security alerts
+ Remote installation of Oracle Communications Network Software
o Certification with new third party products/versions
o Response Times identified above

5. Additional Support Services Available for Purchase

Incident Server Support Package
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Service requests requiring resolution of a program bug will not be counted against your overall service request
total. Your access to Incident Server Support services, including My Oracle Support, ends on the earlier of (i)
expiration of the support period; or (ii) resolution of your final service request. The Incident Server Support
Packages do not include updates and may not be used, purchased, or sold in conjunction with any other support
offering.

If you renew Incident Server Support Package, your renewal fee for such services will be based on Oracle's

‘Incident Server Support Package pricing policies in effect at the time of renewal. Contractual caps on technical

support fees do not apply to these services, unless expressly stated otherwise in the applicable order. Incident
Server Support Package is not subject to the Reinstatement of Oracle Technical Support section above.

Oracle Java Development Tools Support

Oracle Application Development Framework Essentials Support
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Java SE Support and Java SE Support for Independent Software Vendors
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Development Support

NoSQL Database Community Editi<on Support
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Service Request Packages

Service Request Packages are made available to members of the Oracle Partner Network. Service Request
Packages provide web-based technical support in packages of 10 or 25 service requests, do not include updates,
and are not available for all programs. Please contact your at http://partner.oracle.com for program availability.

Service Request Packages are valid for one year from the date of purchase. Any unused service request(s) will
expire at the earlier of (i) the end of such year, or (ii) the end of your OPN membership term if such membership
is not renewed. Access to log service requests will be restricted at the same time the final service request is
resolved.

Oracle Priority Support

If you acquire Oracle Priority Support on your order, Oracle will provide Oracle Priority Support as described here.

Oracle Priority Support Advantage
If you acquire Oracle Priority Support Advantage on your order, Oracle will provide Oracle Priority Support
Advantage as described here.

Oracle Functional Help Desk for Oracle Retail and Hospitality
If you acquire Oracle Functional Help Desk for Oracle Retail and Hospitality on your order, Oracle will provide
Oracle Functional Help Desk for Oracle Retail and Hospitality as described here.

North American Payroll Tax Updates

The following North American Payroll Tax Updates Service Availability Matrix describes the service availability
and time frames.

... . North American Payroll. Tax Updates Service Availability Matrix.

Severity 1 Fixes and Financials Legislative Updates for Oracle E-Business Suite

Severity 1 Fixes and Financials Legislative Updates for Oracle E-Business Suite is available for the Oracle E-
Business Suite releases specified in the Severity 1 Fixes and Financial Legislative Updates for Oracle E-Business
Suite Service Availability Matrix below. If you purchase these services, you will receive one (1) calendar year of
Severity 1 fixes for the applicable Oracle E-Business Suite release and/or one (1) United States (“US”) Federal
Government fiscal year of financials legislative updates. In order to acquire Severity 1 Fixes and Financials
Legislative Updates for Oracle E-Business Suite, your licensed Oracle E-Business Suite must be currently
supported with Software Update License & Support.
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The Severity 1 Fixes and Financials Legislative Updates for Oracle E-Business Suite service consists of the
following components that can be purchased-separately: Tier 1, Tier 2, Tier 3, Single Country and US Federal
Govemment. Tier 1, Tier 2 and Tier 3 consist of services for more than one country. Single Country consists of
services for an individual country. US Federal Government consists of services for the US Federal Government.
Please see the Severity 1 Fixes and Financials Legislative Updates for Oracle E-Business Suite Service
Availability Matrix below for service availability and time frames.

The components are as follows:

Tier 1 - Tier 1 consists of: Severity 1 fixes, critical patch updates and United States Tax Form 1099 updates for
the applicable tax year(s). For the Oracle E-Business Suite 11.5.10 release, Tier 1 is currently available through
December 31, 2015 at no additional fee under Sustaining Support to customers currently supported with Software
Update License & Support; thereafter the fee will be based upon the then-current Tier 1 fee. Please see the
Lifetime Support section above for additional information. For the Oracle E-Business Suite release 12.0.6, the fee
will be based upon the then-current Tier 1 fee. )

Tier 2 - Tier 2 consists of: Severity 1 fixes, critical patch updates, United States Tax Form 1099 updates for the
applicable tax year(s), and financials legislative updates for the following countries: United States, Canada,
Mexico, United Kingdom, France, Italy, Netherlands, Germany, Switzerland, South Africa, Spain, Saudi Arabia,
United Arab Emirates, Bahrain, Kuwait, Australia, Japan, China, and South Korea. If you purchase Tier 2, your
fee for such services will be based on the then-current Tier 2 fee.

Tier 3 - Tier 3 consists of: Severity 1 fixes, critical patch updates, United States Tax Form 1099 updates for the
applicable tax year(s), and financials legistative updates for the following countries: United States, Canada,
Mexico, United Kingdom, France, Italy, Netherlands, Germany, Switzerland, South Africa, Spain, Saudi Arabia,
United Arab Emirates, Bahrain, Kuwait, Australia, Japan, China, South Korea, and additional countries as
specified on My Oracle Support (i.e., Financials Legislative Updates for Oracle E-Business Suite 11.5.10 (Doc ID
1597513.1)). If you purchase Tier 3, your fee for such services will be based on the then-current Tier 3 fee.

Single Country - Single country consists of: Financials legislative updates for the following countries: United
States, Canada, Mexico, United Kingdom, France, [taly, Netherlands, Germany, Switzerland, South Africa, Spain,
Saudi Arabia, United Arab Emirates, Bahrain, Kuwait, Australia, Japan, China, South Korea, Poland and Brazil. If
you purchase the Single Country option, your fee for such services will be based on the then-current Single
Country fee.

US Federal Government - US Federal Government consists of: Financials legislative updates for the US Federal
Govemment. If you purchase this service, you will receive financial legislative updates for the US Federal
Government for one (1) US Federal Government fiscal year. If you purchase the US Federal Government option,
your fee for such services will be based on the then-current US Federal Government fee.

The following Severity 1 Fixes and Financials Legislative Updates for Oracle E-Business Suite Service Availability
Matrix describes the service availability and time frames.
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The following only applies to Oracle E-Business Suite 11.5.10:

If you renew Severity 1 Fixes and Financials Legislative Updates for Oracle E-Business Suite, your renewal fee
for such services will be based on the current pricing policies in effect at the time of renewal. Contractual caps on
technical support fees do not apply to these services, unless expressly stated otherwise in the applicable order.
Severity 1 Fixes and Financials Legislative Updates for Oracle E-Business Suite is not subject to the
Reinstatement policies stated above. ’

Payroll Legislative Updates for Oracle E-Business Suite 11.5.10

Payroll Legislative Updates for Oracle E-Business Suite 11.5.10 is available for the following countries and tax
years:

Country -~ | 2014 TaxYear =~ = - .7 |-2015Tax Year © [ 2016 Tax Year

Lals
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India April 1, 2013 — March 31, 2014 April 1, 2014 — March 31, Not Available
2015
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1. For the specified countries and tax years noted above, payroll regulatory updates are provided under

Sustaining Support to customers with a current support contract. Please see the Lifetime Support section
above for additional information.

If you renew Payroll Legislative Updates for Oracle E-Business Suite 11.5.10, your renewal fee for such services
will be based on the current pricing policies in effect at the time of renewal. Contractual caps on technical support
fees do not apply to these services, unless expressly stated otherwise in the applicable order. Payroll | egislative
Updates for Oracle E-Business Suite 11.5.10 is not subject to the Reinstatement policies stated above.

Financial and Payroll Legislative Updates for JD Edwards
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Single Country Financial Legislative Updates: Single Country Financial Legislative Updates consists of:
Severity 1 fixes and financial legislative updates for the programs and countries specified in the table below. [f
you purchase Single Country Financial Legislative Updates, your fee for such service will be based on the then-
current Single Country for Financial Legislative Updates fee.

Single Country Payroll Legislative Updates: Single Country Payroll Legislative Updates consists of: payroll
legistative updates for the programs and countries specified in the table below. If you purchase Single Country
Payroll Legislative Updates, your fee for such service will be based on the then-current Single Country for Payroll
Legislative Updates fee.

Oracle Software Technical Support Policies: 12-January-2016 Page 20 of 26



ORACLE

|
I

Severity 1 Fixes and United States Tax Form 1099 Updates for PeopleSoft HCM and
FSCM :

O'racle Market-Driven Support for Oracle Database 10g Release 2
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Oracle Linux Support Services
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Exadata Premier Support

6. Web-Based Customer Support Systems

My Oracle Support

Access to My Oracle Support is governed by the Terms of Use posted on the My Oracle Support web site. The
Terms of Use are subject to change and a copy of these terms is available upon request. Access to My Oracle
Support is limited to your designated technical contacts.

The following Oracle programs are not currently supported under My Oracle Support: I IEEEEGEGzGgGgGEEEEE

Clarify SelfService, MS CRM, Heat Portal and MICROS Self Service Customer Support 7
Portal
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Oracle
Access to the Oracle is included with Software Update License & Support for the
Audit Vault and Database Firewall program (formerly the Database Firewall and Database Firewall Management
Server programs).
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8. Global Customer Support Security Practices
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10. Hyperion and Agile Specific Support Terms

For orders placed pursuant to a Hyperion master agreement or to an Agile master agreement, the following terms
apply with respect to the technical support services you have ordered. '

Warranties, Disclaimers, and Exclusive Remedies

Oracle warrants that technical support services will be provided in a professional manner consistent with industry
standards. You must notify Oracle of any technical support services warranty deficiencies within 90 days from
performance of the defective technical support services.

FOR ANY BREACH OF THE ABOVE WARRANTIES, YOUR EXCLUSIVE REMEDY, AND ORACLE’S ENTIRE
LIABILITY, SHALL BE THE REPERFORMANCE OF THE DEFICIENT TECHNICAL SUPPORT SERVICES, OR
IF ORACLE CANNOT SUBSTANTIALLY CORRECT A BREACH IN A COMMERCIALLY REASONABLE
MANNER, YOU MAY END THE RELEVANT TECHNICAL SUPPORT SERVICES AND RECOVER THE FEES
PAID TO ORACLE FOR THE DEFICIENT TECHNICAL SUPPORT SERVICES.

TO THE EXTENT PERMITTED BY LAW, THESE WARRANTIES ARE EXCLUSIVE AND THERE ARE NO
OTHER EXPRESS OR IMPLIED WARRANTIES OR CONDITIONS, INCLUDING WARRANTIES OR
CONDITIONS OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE.

Limitation of Liability

NEITHER PARTY SHALL BE LIABLE FOR ANY INDIRECT, INCIDENTAL, SPECIAL, PUNITIVE, OR
CONSEQUENTIAL DAMAGES, OR ANY LOSS OF PROFITS, REVENUE, DATA, OR DATA USE. ORACLE’S
MAXIMUM LIABILITY FOR ANY DAMAGES ARISING OUT OF OR RELATED TO YOUR ORDER, WHETHER
IN CONTRACT OR TORT, OR OTHERWISE, SHALL BE LIMITED TO THE AMOUNT OF THE FEES YOU
PAID ORACLE UNDER YOUR ORDER, AND IF SUCH DAMAGES RESULT FROM YOUR USE OF
TECHNICAL SUPPORT SERVICES, SUCH LIABILITY SHALL BE LIMITED TO THE FEES YOU PAID
ORACLE FOR THE DEFICIENT TECHNICAL SUPPORT SERVICES GIVING RISE TO THE LIABILITY.

For orders placed pursuant to a Hyperion master agreement, the following terms also apply with respect to the
technical support services you have ordered.

Nondisclosure

By virtue of your order, the parties may have access to information that is confidential to one another
(“confidential information”). We each agree to disclose only information that is required for the performance of
obligations under your order. Confidential information shall be limited to the terms and pricing under your order
and all information clearly identified as confidential at the time of disclosure.

A party’s confidential information shall not include information that: (a) is or becomes a part of the public domain
through no act or omission of the other party; (b) was in the other party’s lawful possession prior to the disclosure
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and had not been obtained by the other party either directly or indirectly from the disclosing party; (c) is lawfully
disclosed to the other party by a third party without restriction on the disclosure; or (d) is independently developed
by the other party.

We each agree to hold each other's confidential information in confidence for a period of three years from the
date of disclosure. Also, we each agree to disclose confidential information only to those employees or agents
who are required to protect it against unauthorized disclosure. Nothing shall prevent either party from disclosing

the terms or pricing under your order in any legal proceeding arising from or in connection with your order or
disclosing the confidential information to a federal or state governmental entity as required by law.

11. Contact Information

Phone numbers and contact information can be found on Oracle's support web site located here.
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Schedule 3: Service Level Agreement

Software Support Services (including first year and all subsequent years) are provided under
the Contractor’s technical support policies in effect at the time the Software Support Services
are provided. The technical support policies, incorporated in this order, are subject to change
at the Contractor’s discretion; (GGG
|
G The Customer may access
the current version of the technical support policies at
http://www.oracle.com/us/support/policies/index.html
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http://www.oracle.com/us/support/policies/index.html

1.

1.1

1.2

1.3

14

- Schedule 4: Variation Procedures

Procedures

Each request or recommendation for a change to the PIPP or any part of the Customer
Contract must be submitted in a form substantially similar to the Change Request form
attached to this Schedule.

For each draft Change Request submitted:

(a) the Customer must allocate it with a sequential number;

(b) the draft Change Request must be logged and its progress documented by recording
its status from time to time by the Contractor as follows:

0] requested;

(i) under evaluation;

(iii) awaiting authorisation;
(iv) cancelled;

(v) pending

(vi) ’ approved/authorised;
(vii) expired;

(viii) in progress;

(ix) applied;

(x) delivered;

(xi) accepted.

The Party receiving the draft Change Request must within 5 Business Days of receipt (or such
longer period set out in the Change Request):

(a) request further information;
(b) provide written notification to the other Party of its approval or rejection of the Change
Request.

If the Customer submits a draft Change Request to the Contractor, and the Contractor
believes that there is more than 1 Business Day’s work involved in the evaluation of the
Change Request, then prior to commencing work on evaluating the draft Change Request the
Contractor may request that the Customer pays for the work involved to evaluate the draft
Change Request. The Customer may then either revise the draft Change Request to require
less than 1 Business Day’s work to evaluate it, or agree to pay for the Contractor’s work to
evaluate the Change Request in an amount agreed by the Parties, or in absence of
agreement, at the Contractor’s then current commercial rates.
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1.5 If the Customer Contract has been entered into under a Head Agreement, and the Change
Request seeks to vary a Protected Clause and the Customer approves of the Change
Request, the Customer must submit the Change Request to the Contract Authority and the
Director General, NSW Department of Finance and Services, for approval immediately after it
has notified the Contractor that it approves the Change Request.

2. Status

21 A Change Request is binding on the Parties only when both Parties have signed it. Once
signed by both parties the Change Request updates the Customer Contract in accordance
with the terms of the Change Request. The Contractor must not implement any draft Change
Request until the Customer has signed the Change Request form.

3. Change Request Form
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CHANGE REQUEST BRIEF DETAILS

¢ Change Request Number ; , Insert Change Request :
; ! Number (supplied by the
’ : Customer)
! Date of Change Request Insert date of draft Change :
: { f Request i
’ Orlglnator of need for Change Customer or Contractor :

Request : !

Proposed Implementatlon Date of Insert proposed date of

Change : : /mp/ementat/on

Date of explry of valldlty of Change Insert validity exp/ry date The
Request Change Request is invalid
; : : after thls date

Contractor S estlmated tlme and Insert estlmated tlme and cost

cost of evaluatlon of eva/uatlon
; Amount agreed to be pald to the Insert amount to be pald to the
! Contractor for evaluating the draft . Contractor for evaluating the
Change Request, if any draft Change Request

(This applies only if the Customer
is the Party that originated the
need for a Change Request; and
the Contractor estimates the cost
of evaluating and drafting the
Change Request exceeds 2

: Business Days)

CHANGE REQUEST HISTORY LOG

Change Request Versmn Hlstory

t

iDate Issue Verswn : Statuiseason for New lssue o o Author

Insert date Insert versron Insen‘ status/reason /nsert author




DETAILS OF CHANGE REQUEST
Summary

[Insert a summary of the changes, if required]
SCOPE

[Insert changes to the scope of Products to be provided and/or any Services, including any extensions
to the Contract Period.]

EFFECT OF CHANGE ON CONTRACT SPECIFICATION

[Insert any changes to the Contract Specification]

EFFECT OF CHANGE ON PROJECT TIMETABLE

[Insert changes to the project timetable]

New PIPP (annexed)

[Annex new PIPP if required]

EFFECT OF CHANGE ON CHARGES AND TIMING OF PAYMENT

[Insert new charges and the timing of payment into the new PIPP]

CHANGES TO CSlI

[Insert any changes to the CSl]

CHANGES TO CUSTOMER PERSONNEL

[Insert any changes to the Customer’s Personnel]

CHANGES TO CUSTOMER ASSISTANCE

[Insert any changes to the Customer’s Assistance]

PLAN FOR IMPLEMENTING THE CHANGE

[insert the plan for implementing the change — if any.]

THE RESPONSIBILITIES OF THE PARTIES FOR IMPLEMENTING THE CHANGE
[Insert the responsibilities of the respective Parties for implementing the change - if any.}
Responsibilities of the Contractor

[Insert the responsibilities of the Contractor for implementing the change — if any.]
Responsibilities of the Customer

[insert the responsibilities of the Customer for implementing the change — if any.}]
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EFFECT ON ACCEPTANCE TESTING OF ANY DELIVERABLE

[Insert if there will be any effect on the Acceptance Testing of any Deliverable — or alternatively insert
None.]

EFFECT OF CHANGE ON PERFORMANCE CF ANY DELIVERABLE

[Insert if there will be any effect on performance of any Deliverable — or alternatively insert None.}
EFFECT ON USERS OF THE SYSTEM/SOLUTION

[Insert if there will be any effect.on users of the system/solution — or alternatively insert None.]
EFFECT OF CHANGE ON DOCUMENTATION DELIVERABLES

Changes will be required to the following documents:

[Add any other documents which may be affected.]

EFFECT ON TRAINING

Insert if there will an effect on training or alternatively insert None.]

ANY OTHER MATTERS WHICH THE PARTIES CONSIDER IMPORTANT
[insert if there are any other matters.]

ASSUMPTIONS

The plan for implementing the changes outlined in this Change Request is based on the assumptions
listed below:

[Insert any assumptions. If none then this section will be deleted).

If the assumptions are or become untrue, the Parties will address the effect of this through a
subsequent Change Request.

LIST OF DOCUMENTS THAT FORM PART OF THIS CHANGE REQUEST
[Insert a list of the documents that form part of this Change Request]

CUSTOMER CONTRACT CLAUSES, SCHEDULES AFFECTED BY THE PROPOSAL ARE AS
FOLLOWS:

[Insert amendments to clauses in the Customer Contract, relevant Schedules including Service Level
Agreement]

Note that variations to any of the Protected Clauses require the Customer to obtain the Contract
Authority’s approval (clause 26.2)

AUTHORISATION
The Contractor must not commence work on the Change Request until is signed by both Parties.

Once signed by both Parties, the Customer Contract is updated by this Change Request and any
provisions of the Customer Contract that conflict with this Change Request are superseded.
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Schedule 5 : Escrow Deed ~ Not Used

Schedule 6 : Deed Poll — Approved Agents — Not Used
Schedule 7 : Statutory Declaration — Subcontractor — Not Used
Schedule 8 : Deed of Confidentiality — Not Used

Schedule 9 : Performance Guarantee — Not Used

Schedule 10 : Financial Security — Not Used
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Schedule 11: Dispute Resolution Procedures

1.

11

1.2

1.3

1.4

21

Expert Determination

If a Referral Notice is submitted under clause 24.7 of the Customer Contract, the expert is to
be agreed between the Parties. If they cannot agree within 28 days of the Referral Notice, the
expert is to be nominated on the application of either Party by the Chief Executive Officer,
Australian Commercial Disputes Centre of NSW.

The expert nominated must be a person who is an experienced Australian legal practitioner or
a person with practical experience in the technology that is the subject matter of the dispute,
unless otherwise agreed. The expert must not be:

(a) an employee of the Parties;

(b) a person who has been connected with this Customer Contract or has a conflict of
interest, as the case maybe; or

(c) a person who the Parties have not been able to agree on.

The expert may appoint any person that the expert believes will be able to provide the
specialists skills that are necessary to make a determination, including an Australian legal
practitioner. The expert must consuit with both Parties prior to appointing such person.
When the person to be the expert has been agreed or nominated, the Customer, on behalf of
both Parties, must engage the expert by letter of engagement (and provide a copy to the
Contractor) setting out:

(a) the issue referred to the expert for determination;

(b) the expert's fees;

(c) the procedure for the determination set out in this Schedule; and
(d) any other matter which is relevant to the engagement.
Submissions

The procedure for submissions to the expert is as follows:

(a) The Party that has referred the issue to expert determination must make a submission
in respect of the issue, within 30 Business Days after the date of the letter of
engagement referred to in clause 1.4.

(b) The other Party must respond within 30 Business Days after receiving a copy of that
submission. That response may include cross-claims.

(c) The Party referred to in clause 2.1(a) may reply to the response, but must do so within
20 Business Days after receiving the response, and must not raise new matters.

(d) The other Party may comment on the reply, but must do so within 20 Business Days
after receiving the reply, and must not raise new matters.

(e) The expert must ignore any submission, response, reply, or comment not made within
the time given in this clause 2.1, unless the Customer and the Contractor agree
otherwise.
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3.1

3.2

3.3

34

3.5

4.1

(f) The expert may request further information from either Party. The request must be in
writing, with a time limit for the response. The expert must send a copy of the request
and response to the other Party, and give the other Party a reasonable opportunity to
comment on the response.

(9) All submissions, responses, replies, requests and comments must be in writing. If a
Party gives information to the expert, it must at the same time give a copy to the other
Party.

Conference

The expert must arrange at least one conference with both Parties. The request must be in
writing, setting out the matters to be discussed.

Each Party is entitled to be represented at any preliminary conference before the expert by its
legal representatives and other authorised representatives, with information and knowledge of
the issues.

The expert is not bound by the rules of evidence and may receive information in any manner
the expert sees fit, but must observe the requirements of procedural fairness. Consultation
between the expert and a Party must only take place in the presence of the other Party, unless
a Party fails to attend a conference or meeting which has been convened by the expert and of
which prior notice has been given. Any Party providing information to the expert must provide
that information to the other Party.

The Parties agree that such a conference is considered not to be a hearing that would give
anything under this Schedule the character of arbitration.

In answer to any issue referred to the expert by a Party, the other Party can raise any defence,
set-off or counter-claim.

Questions to be determined by the Expert

The expert must determine for each issue the following questions (to the extent that they are
applicable to the issue):

(a) is there an event, act or omission that gives the claimant a right to compensation
under the Customer Contract:

)] for damages for breach of the Customer Contract, or
(i) otherwise in law
(b) if so:
(i) what is the event, act or omission
(i) on what date did the event, act or omission occur
i) what is the legal right which gives rise to the liability to compensation
(iv) is that right extinguished, barred or reduced by any provision of the

Customer Contract, estoppel, waiver, accord and satisfaction, set-off, cross-
claim, or other legal right

(c) in the light of the answers to clause 4.1:
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4.2

4.3

44

4.5

5.1

5.2

6.1

0] What compensation, if any, is due from one Party to the other and when did
it fall due?

(i) What interest, if any, is due when the expert determines that compensation?

The expert must determine for each issue any other questions required by the Parties, having
regard to the nature of the issue.

The Parties must share equally the fees of the expert, any other costs associated with the
process, including room hire expenses, transcript expenses and the like and the fees of any
person appointed by the expert under clause 1.3 for the determination, and bear their own
expenses.

If the expert determines that one Party must pay the other an amount exceeding the amount
specified in General Order Form (calculating the amount without including interest on it and
after allowing for set-offs), then either Party may commence litigation, but only within 56 days
after receiving the determination.

Unless a Party has a right to commence litigation or otherwise resolve the dispute under the
Customer Contract:

(a) in the absence of a manifest error the Parties must treat each determination of the
expert as final and binding and give effect to it; and

(b) if the expert determines that one Party owes the other money, that Party must pay the
money within 20 Business Days.

Role of Expert

The expert must:
(a) act as an expert and not as an arbitrator, adjudicator or as expert witness;

(b) make its determination on the basis of the submissions of the Parties, including
documents and witness statements, and the expert's own expertise;

(c) act impartially, free of bias and with no vested interest in the outcome of the dispute;

(d) adopt procedures for the Expert Determination suitable to the circumstances of the
dispute so as to provide for an expeditious cost effective and fair means for the
determination of the dispute; and

(e) issue a certificate in a form the expert considers appropriate, stating the expert’s
determination and giving reasons, within 45 Business Days after the receipt of the
information in clause 2.1(d).

If a certificate issued by the expert contains a clerical mistake, an error arising from an
accidental slip or omission, a material miscalculation of figures, a mistake in the description of
any person, matter or thing, or a defect of form, then the expert must correct the certificate and
give notice to the Parties of such correction.

Confidentiality

Each Party involved in the expert determination process, including the expert, the Parties, their
advisors and representatives shall maintain the confidentiality of the expert determination
process and may not use or disclose to anyone outside of the expert determination process,
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the expert’s determination, or any information received or obtained, in the course of the expert
determination process, including the existence of that information, except to the extent:

(a)
(b)
(c)

(d)

(e)

the Parties have otherwise agreed in writing;
the information is aiready in the public domain;

disclosure is required to a Party’s insurers, auditors, accountants or other professional
advisers;

disclosure is required for the purposes of any legal proceedings relating to the dispute
or the expert's determination; or

disclosure is otherwise required by law.
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MODULE ORDER FORM
MODULE 3 - LICENSED SOFTWARE

Box 1 Approved Purpose

Agreed Terms (clauée 1.1)

Specify what purpose is the Licensed
Software used for.

If no other purpose is specified in this Box
the Approved Purpose is the internal
| processing of the Customer’s own data.

The use contemplated in the definition of PRIME System in ltem
11 (Common Details) of the General Order Form.

Box 2 Class of Licence

‘ Agreed Terms (clause 1.2)

» Specify the specific rights that are grantéd
¢ by the Contractor to the Customer to use
- the Licensed Software.

! The Class of Licence defines the Price,

' e.g. If the Licensed Software is licensed

. for X “Named Users”, the Class of Licence
- must define what a “Named User” is.

Examples of the types of issues that are
I included in the Class of Licence include:

(a) the Licence Period;

(b) number and type of user;

(c) number, type or capacity of |

Hardware; or
(d) any other licence
restriction/right.

[Note: If this Box is not completed then
the Contractor grants the Customer the
default rights to use the Licensed
. Software and User Documentation as
. described in clauses 2.2 and 2.9 of
. Module 3.]

The Contractor grants to the Customer a perpetual, non-

. exclusive, transferable (subject to the terms of the Head
i Agreement), royalty free license to use the Licensed

Software from the Commencement Date of this Customer
Contract in accordance with the terms of the Head
Agreement and this Customer Contract. (SIEEEIEGED

] ?
@ -
0 I
.
—
.
—

ave the meanings given to them in
ltem 11 of the General Order Form. Forthe |
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!
i
i
!
!
i
]
P
1

i
f
t

avoidance of doubt, the various Classes of
licence can be redeployed within the Customer’s
and the other expanded usage rights entities’
organisations, such that at any given time, only
the number of then current authorised |l

(as applicable) will be counted towards the
quantity of relevant Classes of licence being
used by the Customer at any point in time. (For
example, if an individual had previously been a

I but had subsequently left the
Customer’s organisation and had his or her

authority to use the || N cvoked, that

person would not be counted as a ||| N
after the time of revocation of authorisation).

*The Prime User Bundle contains the following products

Jlull
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(c) As per the restrictions set out in the
General Order Form

(d) The License Definitions and Rules o
set out in Item 11 of the General Order Form |
apply to the Licensed Software ordered. i
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Estimated Territory Usage Exhibit. !

Country % Usage ‘

Australia | ]

Additional Rights/Restrictions

Failover: Subject to the conditions that follow below, .
the Customer's licence for the Licensed Software .
includes the right to run the Licensed Software on an !
- unlicensed spare computer in a failover environment |
for up to a total of |l cays in any given |
. calendar year :
s 0o ]
. ) The above right only applies
; when a number of machines are arranged in a cluster
i and share one disk array. When the primary node :
fails, the failover node acts as the primary node.

Once the primary node is repaired, the Customer !
| must switch back to the primary node. Once the '
! failover period has exceeded ten days, the failover
I"'node must be licensed. In addition, only one failover .
node per clustered environment is at no charge for
: up to ten separate days even if multiple-nodes are
configured as failover. Downtime for maintenance
purposes counts towards the ten separate days’ '
limitation. When licensing options on a failover :
environment, the options must match the number of .
licenses of the associated database. Additionally, :
when licensing by Named User Plus; the user :
minimums are waived on one failover node only. Any '
use beyond the right granted in this section must be :
licensed separately. In a failover environment, the !
same license metric must be used for the production :
' and failover nodes when licensing a given clustered
. configuration.
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Box 3 Designated Equipment

‘ Detallsto _be mcluded from Mddulj'e ‘3 7 Order Detalls agreed by the Contractor and
. S theCustomer e R
: Agreed Terms (clause 1 3)
Specify the hardware platform/operatlng . I
- system combination upon which the I I B

- Licensed Software is installed.

- [Note: Specify the type and version
- number of the operating system and
- capacity’model of the Hardware, ]
. especially if the Class of Licence is based
| on type or size of capacity of the
| Hardware.]

‘ I

| I
\

|

i

| I
i

i

i

Box 4 Third Party Components
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Agreed Terms (clause 1.14) ’

Third Party Components Not applicable
Specify if the details of any software
components, plug-ins and other programs |
are owned by third parties. i

This should include name and version
number of each Third Party Component.

Specify if the Third Party Components are
supplied by the Contractor:

1 (a) as part of the Licensed
| Software; or

(b) as a Reseller (in which case |
Box 11 must be completed)

 [Note: See clause 2.7 for details.]

' [Note: Open source software is not :
- included within the definition of Third Party
Component]

Box 5 Extensmn of Perlod to Notice to Renew Licence

4L|cence Penod (clause 2 6(a))

If the Licence is not perpetual, then , License is perpetual.
. specify the number of days written notice

. prior to the end of each current Licence

. Period that the Contractor must give of the ;
i Price, payment arrangements and/or
- terms for any extended Licence Period or
. new Licence Period that is to commence

i immediately after the end of the current

- Licence Period.

. If no period is specified in this Box, the

. period is 30 days.

Box 6 Installation

Deta|lsrt<‘)' be mcluded‘from Module 3

Installatlon (clause 3 1)

' Specn‘y |f the Contractor is responSIbIe to The Contractor is not responsible for the installation of the
Llcensed Software
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i

install the Licensed Software.

- If the Contractor is responsible for Not applicable to this Order.
i installation of the Licensed Software:

(a) specify the details of the
Installation and the date of
installation; and

Not appllcable to thls Order_
(b) specify the Price for the

installation, and when the Price is
due.

Installatlon (clause 3.3)

|

] SpeC|fy the date by Wthh the access Not applicable to this Order.

% codes must be made available, if

- applicable.

* If a date is not specified, the access codes
" must be provided promptly following the

i date the Parties enter into the Customer
Contract

Box 7 First Release

Detallstobe ihclude'd fromModuIe3 Order Deta|ls agreed by the Contractor and |
Sy the Customer -

i Flrst Release (clause 3 9)

SpeC|fy if the Licensed Software or any Not applicable to this Order.

' New Release will be a First Release.

If s0, specify the any additional terms and
¢ conditions that apply to the First Release.

. If this Box is not completed, the Licensed

. Software and each New Release is
¢ deemed not to be a First Release.

Box 8 Right to Receive Updates and/or New Releases

‘Detalls to be mcluded from Module 3 R Order Detalls agreed by the Contractor and

the Customer

Updates and New Release (clause 4.1)
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Specify if the Contractor provides the Updates and New Releases are provided to the Customer

: e as part of a separate Software Support Service under !
Customer the rights to receive: Module 5 (if ordered). .

(a) Updates;

| (b) and/or New Releases,

as part of the Licence (as opposed to part
of a separate Software Support Service
. under Module 5).

Updates and New Release (clause
4.4(c))

Specify the increased Licence Price when | Not applicable to this Order.
the Customer accepts the Update or New |
i Release. |

J If an increased Price is not specified, the
i Licence Price must not be increased for
any Update or New Release provided

during the Licence Period.

WHO4 ¥3GH0 31NAON

=
o
s}
c
=
m
w
|
=
o
m
z
w
ul
o
w
o
:
b3
)
m

Open Sourcé Sbftﬁvéfe (cléuéé "57.2(b)) !
. If the software is Open Source Software: . Not applicable to this Order.

(a) specify the Open Source ,
Licence that governs the use of the
open source software; f

(b) specify whether the open
source software is provided with
the warranties that the Contractor
provides in respect of Licensed
Software, or whether the

! Contractor provides the open

fi source software without any

' warranty (to the extent permitted by
law) T

Box 10 Ancillary Services
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| Tralnlng (clause 6.1)

" Order Details agresd by the Contractor and

SpeC|fy if training services are to be
provnded

Not applicable to this Order.

rv,..

I If so, specify detalls dates and the Pnces
. of the training services, and when
payment is due

Not appllcable to thrs Order

Other Serwces (clause 6.2)

l Specify the details, times, Prices for ad

the Licensed Software, and when
payment is due.

. . . i
hoc issue resolution or support service for |

[Note: If Software Support Services are
being provided for the Licensed Software
under Module 5, do not complete this
Box.]

Box 11 Business Models of the Reseller

Detalls to be lncluded from Module 3

Reseller Provision of Licensed

Software (clause 7. 1)

Are any of the Dehverables belng - |

. provided by the Contractor in the capacity
. as a Reseller?

I yes:

(a) specify if the Licensed
Software is supplied by the
Contractor who is acting as
Reseller as Facilitator.

| [Note: Reseller as Facilitator |

5 means the Contractor is actingina |
particular role and has a particular
set of responsibilities described in
clause 7.1(a).]

Not appllcable to this Order

Order Deta|ls agreed by the Contractor and
: i the Customer : :

Not applicable.
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OR

(b) specify if the Licensed
Software is supplied by the
Contractor who is acting as
Reseller with Pass Through
Warranties.

[Note: Reseller with Pass Through
Warranties means the Contractor is
acting in a particular role and has a
particular set of responsibilities
described in clause 7.1(b).]

Not applicable to this Order.

Box 12 Value Add Services

Acquisition through a Reseller (clause
? 7 3)

. SpeCIfy if the details of any value add

! services the Contractor is to provide, the

Prices and when payment is due.

Records (clause 10 1(a))

Specrfy if and, if so, how the Customer

. must maintain records as to the locations
- of all copies of the Licensed Software and

S .

. six months.

the usage of the Llcensed Software
Records (clause 10 1(b))

Specify the frequency that the Customer
provides copies of the records under
clause 10.1(a).

If this Box is not completed the Customer
must provide copies of the records ever

Not appltcable to this Order.

Not appllcable to th|s Order i

f Not appllcable to thls Order
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MODULE

ORDER FORM

MODULE 5 - SOFTWARE SUPPORT SERVICES

Box 1 Designated Equnpment

be mcluded fro Module 5

Detail

Agreed Terms (clraause 1. 1)

| capacuty/model of the Hardware ]

Specify the hardware platform/operating
system combination upon which the
Supported Software is installed.

[Note: Specify the type and version
number of the operating system and

Box 2 Developed Software

'; Agreed Terms (cl_ause 1. 2)

Specify Wthh of the foIIowmg categones
| of software to which each of the items of
. Developed Software applies:

(a)
derivative of the Licensed
Software; or

(b) software that has been
newly created by the Contractor
under Module 4, or any other
Module; or

[Note: For example “Payroll
application developed under
Module 4”.]

(c) other software, including
software that is already owned by
or licensed to the Customer or
open source software.

[Note: The definition of Developed

: Software does not include Licensed
' Software.]

an adaptation, translation or

Use of the Licensed Software is not restricted to_any. Designated
Equipment. Licensed Software may only be installed on the
Customer's equipment, or equipment of a third party or a NSW
Government Agency (as referred to in-the definition of Prime
System in ltem 11 of the General Order Form) providing IT
services to the Customer as part of the Prime System.

. the Customer

Not applicable to this Order.
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Box 3 Instailled on Contractor Equipment

Agreed Terms (clause 1.6)

Specify if the Supported Software is to be | Notapplicable to this Order. :
installed on equipment which is owned or
controlled by the Contractor.

Box 4 Prices of Software Support Services

Agreed Terms (clause 1 13)

WHO4 ¥3AYO 3TNACN

SpGCIfy the fees payable for SUpplme the The Support Services Price is payable by the Customer to
; . Software Support Services, and when the Contractor in advance from the Commencement Date.
; they are due. ]
' [E.g. This may be on a monthly, quarterly | G
| or yearly basis or any other term thatis . | (D
. agreed by parties.] The total Software Support Services Price payable under
i this Order is [§1,208,502.30 fexcluding GST).
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Support Period (clause 2.2)

SpeC|fy the Contract Period dunng which The |mt|a| Contract Period for Software Support Servrces under |
i this Order is 12 months commencing on the Commencement Date, :

i the S_Oftware Support Services will be i with 4 x 1 year options to renew which the Customer can exercise

| provided. ! atits discretion. Not less than 30 days prior to the expiry of the*" -
! . relevant Contract Period, the Customer mayt notify the Contractor |
of its intention to renew the Software Support Services for a further

| If this Box is not completed and the | period of 12 months. i
. Contract Period is not specified on the

. General Order Form, the Software

| Support Services will be deemed to start

i on the AAD of the relevant Supported

- Software, and continue until terminated by
i either Party giving the other 30 days

.~ Notice in Writing.

Box 6 Extension of Contract Notification

Support Period (clause 2. 3)
Specnfy @ ,
! (b)  Theinitial Contract Period for Software Support

; . i Services under this Order is 12 months commencing on :
(a) the number of days written | the Commencement Date, with 4 x 1 year options to

' notice prior to the end of each ; renew which the Customer can exercise at its discretion. |

Page 2 of 6
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current Contract Period that the | Not less than 30 days prior to the expiry of the relevant

. . Contract Period, the Customer may notify the Contractor {
Contractor must give of the Price; of its intention to renew the Software Support Services

for a further period of 12 months; and
(b) payment arrangements;
- (c) Forthe avoidance of doubt the Support Services Price

‘whi : for the first, second, third and fourth renewal years shall - :
! (c) whether the Contr.act Period s a5 st oot bolow: i
! will be extended under this
j Customer Contract, or whether a First Renewal Year: $A$1,208,502.30
new Customer Contract will be Second Renewal Year:

> ¢ Third Renewal Year:
entered into, after the end of the \ Fourth Renewal Year:

current Contract Period.
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If no_period is specified in this Box, the |
| period is 30 days. |

1 . |

WYO4 Y3a¥O0 3ITINAOIN

The initial Contract Period is12 months commencing
on the Commencement Date with 4 x 1 year optionsto
renew which the Customer can exercise at its discretion. :

Specify the détails of Software Support
Services, including:

(a) ~the Contract Period [NOte: b) For purposes of this Order Software Support Services
“ the default period is 12 months ; consists of annual technical support services the
i from AAD]' : Customer has ordered for the Licensed Software.

(b) the Supported Software that |
is to be the subject of the Software
Support Services, being:

(i) Licensed Software;

(i) :;ifj"e»jtai_‘ls of any Developed |
Software;

()] whether the Licensed i
| Software is a First Release, or ,
| whether the First Release of New | c)  As partof the Software Support, the Customer will
fany Licensed Software receive any Updates and New Release of the Licensed
provided as part of the
Software Support Services;

| Software which the Contractor shall make available via
§ electronic download.

X . d) The Software Support Services are described under
(d) ‘the details relating to any of E the heading "Software Support Services” below.

the following Services that the
Contractor is to provide:

. 3 e) The Software Support Services are described under
(i) Help Desk Services, the heading “Software Support Services” below.

! including the hours of operation;

: (i) whether the Customer is f Not applicable to this Order.
; entitled to receive Updates and/or
i

New Releases if and when they
become available from the
_Contractor during the Contract

g) Not applicable to this Order.
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Period, for:
(A) the Licensed
Software:
(B) any Developed
Software;
(iii) any ancillary services;
(e) any applicable Service
Levels;
® the particulars of any

access to the Site and the
Supported Software, including VPN
access to the Supported Software
required by the Contractor to
effectively perform the Software
Support Services;

(9) the Price and any expenses
or other charges that apply for
each Service.

[Note: Each of the items above should be

fully detailed in this Box.

The version numbers of each item of
Support Software should be included.

If the Software Support Services are
described in another document, such as

the Contractor's Software Support polices, | -

this document should be cross-
referenced in this Box.]

No Acceptance Tests apply to the Software Support ‘

Nothing in this paragraph precludes the Customer from
conducting its own evaluation and quality assurance

testing of any Updates, New Releases or other !
deliverables provided by the Contractor to the Customer |
as part of the Software Support Services. ;

SOFTWARE SUPPORT SERVICES

The Software Support Services are provided under !

the j
|| [ ] [ ]

— T
I o (echnical support

i policies are subject to change at the Contractor's
discretion; (NG
CGEED G GED & D D G
12

provided the Customer maintains the Software |
i Support Services for the Licensed Software ‘
The following describes what is provided in the |
Software Support Services: Program releases in the |
i Premier Support phase of Oracle’s product support
lifecycle will receive Software Update License & |
Support (“SULS"). SULS is the standard level for all

Oracle support services and consists of:

!
: .

-
1
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Box 8 Period of Support for each Release

Contractor and

Updates and New Releases
(clause 3.20(b))

i

| Specify the period for wh|ch the

i

R . The Contractor will continue to provide the Software Support
Contractor will continue to offer standard Services described in Box 7 above during the term of this
support for each release. Customer Contract (including any of the initial four (4) renewal
periods after the expiry of the initial Contract Period) in accordance
with the Contractors then current technical support policies

|

!

| Release of the New Release.

If this Box is not completed the period is | 12 months.
18 months from the date of general

Box 9 Transition out Services

Detalls to‘be inelucleu rf_rom Module 5 Order Detalls agreed by the Contractor and

f

| prowded
Specify the detalls of the transmon out

the Customer ’ _

Scope (clause 3 14)

Specify if transmon out services are to be 5 i i
Not applicable to this Order.

| services, dates, Price for such transition

. out services, and when payment is due.

Box 10 Business Models of the Reseller

Detalls to be lncluded from odule 5 7 Order Detalls agreed by the Contractor and

rAre any of the Deliverables being

, } the Customer S
Reseller Provision of Software Support
Services (clause 4.1) :

provided by the Contractor in the capacity No

as a Reseller?
If yes:

(a) specify if the Software |
Support Services are supplied by |
the Contractor who is acting as !
Reseller as Facilitator.

[Note: Reseller as Facilitator !
__means the Contractoris actingina |
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i particular role and has a particular
| set of responsibilities described in
clause 4.1(a).]

| OR
| (b) specify if the Software

Support Services are supplied by

the Contractor who is acting as

Reseller with Pass Through

Warranties.

[Note: Reseller with Pass Through |
Warranties means the Contractor is !
‘ acting in a particular role and has a
{ particular set of responsibilities ‘
described in clause 4.1(b).]

WY04 J30¥0 ITNAON

Box 11 Value Add Services

egreed by the Contractor and
- the Customer - ' -
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Acqulsmon through a Reseller (clause ‘

43)

SpeC|fy if the details of any value add Not applicable to this Order.
. services the Contractor is to provide, the

Prices and when payment is due.

Box 12 Ancillary Services

rDetalls to b 'lkncluded from Module 5 Order Detalls agreed by the Contractor and
L . R C the Customer s ,

Ancﬂlary Serwces (clause 5 1)

| Specify if other services are to be 7 Not applicable to this Order.
provided during the Contract Period.

i Specify the details of these other services,
i the Prices and when payment is due.

. [E.g. Ancillary services may include the

- consulting services needed to implement

. Updates or New Releases or training
services.]
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