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Office Use: hSo Quote: QUO- | NS Order: | orD- ==

Section 1

This Agreement is entered into on|23 102 /2024 | between National Institute for Health and
Care Excellence, a company registration no. No Company Number (“you”) and HighSpeed Office
Limited, trading as hSo, a company registered in England and Wales under no. 3935705, and whose
registered office is 50 Leman Street, London E1 8HQ, ("hSo", "us" or "we"), (each a "Party" and together the
"Parties").

Section 2 - Network Services
No Services.

-

Section 3 - Cloud & Additional Services

Monthly
Service Description Non-Recurring* Recurring
1 HSO50-862 hSo ColLocation #1 - hSo Data Centre GWR - 47U Rack ¢ ‘ =T
44,0K
2 HSO50-862 :‘S”oo(l:-oLbcation #2 - hSo Data Centre GWR - 47U Rack E‘ £ _
3 HS010-847 Cloud Connect Fibre - hSo Data Centre GWR - 1/10Gb ‘ £ R £y,
hSo Cloud Int t Access - hSo Data Centre GWR -
4 HS020-805 0 - otd nternet Access - hso Data te EREOTE £ 990260
1/10Gb -
) Monthly
Non-Recurring* Recurring

Total N  c5,740.00

Plus usage costs where applicable.

* Where installation work is required to be undertaken out of normal working hours, you will be required to meet any additional costs associated with this work, lncludlng any
additional security which may be required by your landlord or other tenants. You will be advised of this cost prior to installation taking place.

Section 4 - Initial Period

The Initial Period of this Agreement, as defined in Clause 10.2 of our General Terms and Conditions, shall be
12 months.

hSo Commercial in Confidence
© Copyright 2021 HighSpeed Office Limited, trading as hSo. All rights reserved.
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Section 5 - Comments
Supersedes and replaces ORD-_

The start date for this Agreement is 1st March 2024

Section 6 - Addresses

Primary Premises (Service Supply Address):
260-266 Goswell Road
London

EC1V7EB

United Kingdom

Billing Address:

Il‘

Accounts Payable

)
|

United Kingdom
Section 7 - Service Locations and Onsite Contacts

Rack Own the Onsite
Site  Full Address Floor Room Number building? Contact Phone

260-266 Goswell Road, London, EC1V
7EB, United Kingdom

hSo hSo hSo No = 93003730140

Section 8 - Service Level Agreement(s)

Product SLA
1 hSo Colocation #1 - hSo Data Centre GWR - 47U Rack 44.0K hSo SLA - Colocation v3
2 . hSo Colocation #2 - hSo Data Centre GWR - 47U Rack 44.0L hSo SLA - Colocation v3

-4 hSo Cloud Internet Access - hSo Data Centre GWR - 1/10Gb ' hSo SLA - Access v3

Section 9

You agree to purchase, and we agree to supply you with the services ("Service(s)") set out in this Agreement
subject to this Order Form and our General Terms and Conditions. In the event of a conflict of terms
between the documents referred to above, the order of precedence shall be the order in which they appear
above. You agree that we may perform a credit check on you and that our agreement to supply the Services
shall be subject to the satisfactory result thereof.

hSo Commercial in Confidence

© Copyright 2021 HighSpeed Office Limited, trading as hSo. All rights reserved.
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Undertaking

The undersigned have read and agree to be bound by this Agreement:

National Institute for Health and Care Excellence HIGHSPEED OFFICE LIMITED

Signature: _ Signature: —
Name: Sy Name: (S

Title: Chief Information Officer . Title: Managing Director

hSo Commercial in Confidence

© Copyright 2021 HighSpeed Office Limited, trading as hSo. All rights reserved.
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hSo Terms and Conditions and Acceptable Use Policy

Part A General Terms and Conditions

‘These General Terms and Conditions apply to the provision of all HighSpeed Office Seryices.

1.0 Terms and

1.1 The following outlines the Terms and Conditions under which the Services (as defined below) will be delivered to
the Customer. These Terms and Conditions will form part of the "Agreement” as defined below.

1.2 Al terms used in this Agreement have their ordinary meaning, uriess otherwise defined in our Terms and

Conditions.
2.0 Definitions

« any injury to person or property caused by any productis) sold or otherwise distributed in connection with our
hosting server; and
any defective product(s) seid from our hosting server.
any suspensicn of senvices by us under lause 130

you or an authorised third party
arny lcxsof cur services by us o by you due to any data breaches and or hacking of your services, equipment or
systems and any dlaims made thereto

21 For the Purposes of the Agreement the words below have the following meanings:
A Number”

@ any breach by you of any licerse supplied by us toyou
") expenses, demands

“Abortive Visit Charge” byyou tout in lause 40, and calculated

fraud orany 410)

rge rates

“Acceptance* mears the earler of the fllowing occurences: you signing and returming to us a Certicate of

Acceptance in respect of a Service, or you starting to use the Service, If neither of these events happens within two

days of us advising you that the service is ready for you to use, you will be deemed to have accepted the service on

the date on which the Service was ready for you to use, we may sign the Certificate of Acceptance on your behalf.

“Agreement” means the Customer Order Form (*Order Formr™) together with these Terms and Conditions, our
hSo? Access to Colocation Facilities,

Ervironmental Controls and Power sage Policy;
“Annual Power Usage Allowance® mears for users of hSo: HOSTING, the maximum permitted usage of power per
1 ‘Aczess toCalocation Facil

5.1 We wil invoice you at the rates set out in the Order Form and/ or on our voice tariff sheets, to which VAT at the
prevailing rate and other applicable taxes will be added. Biing for a Service will commence on Acceptance. If the

or licence; which after the Initial Pericd will automatically
r-u'hlddiniu\nmy-lh'-(-dl 2 “Renewal Term”) unless a party gives the other party written notice.

3 Service(s)
an equipment maintenance service and/or licence.
105 The Customer accepts that where Services inciude equipment and licences for the equipment, the licences shall
renew annualy to cover the Iritial Period of the Services and/or any subsequent monthly roll-over period of the
Services where the Services requiring a licence have not been terminated to end at the end of the Inital Pericd in
accordance with clause 14.1. At the end of the Inital Period of the Services the licences will continue to be renewed
annally whilst the Services will conti idedona ntil such time as the Services are
i 11 s 104. The Customer’
accepts ray the Initial Pericd and/or Renewal Term of the Licerces
and the Services which were not terminated and agrees that they will pay the licence fee equal one hundred (100)
percent of the annual recurring charges for the remainder of the Initial Period or Renewal Term of the licence. 11.0
1

Customer Debit, theyshall,
monthly in advance rather than quarterly in advance. Failure to pay by Direct Debit will result in the payment terms
set outin Clause 5.2 being applicable.

5.2 Rental based Service{s) (e.g. hSo: Access, hso: Voice (rental component), hSo: Firewall, VOC, SO-WAN, ZTNA, Co-
location, HSCN, Mni (mmﬁa'!d) o Comnect, Ho ClouDrec, o CludSecre, and hScx VPN) wil be

Environmental Controls and Power Usage Policy;

(e:g. hS0: VCC, IP Transit, metered
on hso: Voice) will bc weu moum In arrears. For admiristrative reasons such billng periods may not be calendar

months,

unﬂm.mdmmmwl
'IfEndlh.Au:-lhfm-nl-mh:p-demN

and one-off charges such a5 consultancy wil be billed after delivery of that service uniess agreed otherwise.

mmndn'v,khemppzr,- and the BT site;

ges and DNS , where le(ubh will be billed annually in advance. Electricity

2bebilled
111 We reserve the rght to make ressonmbe smendments to our Terms and Conditions and to our Service Level
you by publishing
11.2Fcrall to our Terms or toour Agreements will be
ffective one monthfromthe date of the amendment.
and calls 113 Notwit Clause 11.2, the terms of any to cur Terms Servi

Level Agreements previously agreed in writing with Customers which conflict with amendments to cur Terms and
Conditions and to our Service Level Agreements will continue to apply to the extant af the conflict uniess agreed in
writing thatthe existing varations should o longer apply in whole crin part.

14 Y arinpa

 pr atanytime,

and which is marked confidential, or which in the circumstances surrounding s disclosure augu remw tobe
weated as confidentia, i

Excess
arrears). We may agree to work annde normal Working Hours, it reserve the right to make an additional charge

intellectual

calculated ona ti

s,
know how ox firances, dealings or affairs, price lists, or names and addrsm of aaiorc, suppliers or agents (both

has beenor chi

“CPI* means the pubilshed Office for National Staistics Consumer Price Index rate percentage (but excluding any
negative rate percertages)

“Customer” means the individual or legal entity stated on the arder form;

“Customer Preferred Data" means the date upon which you have requested that HighSpeed Offce Service(s) wil be
to meet;

-ma-n-nsup--r ':rru-m.up_m-m provide at your site for the provision of
Voiee, and routers for hSo: ADSL;

“Due Date” mears the 15th day following the Inveice Ihlemquaﬁa\

Excess Fee” means the per Kw/h charge, from time to time to be paid in respect of electricity
consumed by Customer using hSo: HOSTING in excess o the Annual Power Usage Alowance specifed in o’ Access
o Usage Policy;

details;

standard f space in by 80Ommy;.

"Force Majeurs” means any cause beyond the reasonable control of a party affecting the performance of its
i war; insurrection or riot; fire;

w st cousing cesston, howeown ot of ek {ck wohirg the

parte brwhcn

ater the relevant Due Date wi, without prejudice t any othe rights we may have, bear

121 We are responsible for insuring Our Equipment and for maintaining public iability insurance in respect of Our
Equipment and/or the acts or omissions of our staff, agerks o representatives.

12.2 Nothingin y: () aa death or
fromthe

party

Iterestatthe rate of 8% over the Bank of England base rate in force at setout

that party or it

in the Late Payment of Commercial Debts (Interest) Act as amended and supplemented by the Late Payment of fraud.

Commercial Debts Regulations 2002 and 2013..
54 youhave Y ith us, we
‘under this Agreement.
5.5} Wit theascepton o e Velcnpricing are Phcntines+ which we shal e upon 7 daye’ ntice, urless 2
(b, g for our Services) effective one month
after giving you written notice, provided that you may within 7 days of receipt of a notice of a material price change

d

the payment of afy

12.3 Subject to Clause 4.1(i), neither party will be liable to the other:

(a) for any indirect, consequential, incidental, or economic loss or punitive damages whatsoever, or in contract, tort
(including negiigence or breach of statutory duty) or ctherwise for loss of income, revenue, business, contracts,
goodwill, corruption or destruction of data, damages for loss of data, procurement of substitute goods and services,
anticipated savings or profits, whether o not hSo had advanced knowledge of such loss or damages; o,

(&) for any falue to comply with its obligations under this Agreement to the extent that this Habilty arises

, “material” means any price P3¢
change whereby ge are more
han 115X o the fes spplicable to that servce immedtately preceding the effective date of such price change
excluding VAT;

(b) We reserve the right to increase prices at any time to match changes to charges from ary Third Party
Operator/provider (e.g. international call, text or data charges) or charging legal or regulatory requirements (e.g
Openreach regulated changes, changes approved by Ofcom or VAT changes) and we will give you not less than one
‘monti's notice for any price changes made;

v the other party, bythe other
y is A nt.
124 Subject to Clauses 4.1(i), 12.2, 28.1, 29.2, 30.3(a), 32.2, 33.2, 34.1 and 35.2 our liability in contract, tort (including
negiigence o breach of statutory duty) or otherwise arising out of or in connection with the performance of our
obligations or i our rights under thi: all claims or actions will be limited to the
i Y you during the pr 12 months.
125 SU"), you will be
compensated as set out in the relevant SLA. The. out in the SLAs is your remedy

‘and our anlyliability for any failure by us to provide the Service(s) in accordance with the SUAs or at all.
13

3 (o) we (-CPP) phas
LQXMIMHQ‘{M ‘We will tell you and P ‘uﬂlbeapdledloynur
services. The bymulb:iw‘yurmshl‘:hirl-bvﬂ\eCP'H!e plus 3.9%. You have the

partys
ot reponle, g u: Tature of tnd pare saspment o
failures. licensors. \'hrdpanvallfnudmdlarha:huenamfl

serviceis excluded

Hight to terminate your contract(s) peraly fres within one month of the notification if you wish, where the price

such price

*HighSpeed Office Network” means the physical d contreiled by P to but not

and
“Independent intermet Number Resources” means Internet Number Resources umm: System (AS) Number,
Provider Independent (P1) IPvd and IPve), Internet (xp) ing assignments directly

RIPE NCC;

“Initial Period shall be as defined in Clause 10.2;

any patents,

, trademarks, moral rights, designright pplications

for w of the rm.dru. cwmms database rights, proprietary nformation mm and al ather similar propriety
thereof as may he world;

means the date
“Key Authoriser® mears, for the purposes of gaining access to cur colocation facilities, 2 person within your
organisation nominated to us in writing, who is able to authorise access for cther members of your staff or
representatives from time to time by notice to us in writing;

"Late Payment” means any payment due to hSo under this Agreement but not received by hSo on or before the Due
Date;

“Malware* means software programs designed to damage or do other unwanted actions on a computer system
Including, rootkits, backdoors, adware and spyware.

system;

“Open Relay*

Email Server is
Open Relay may also be referred to as “spam relay” or “publicrelay.”
“Our Equipment” means the network equipment, systems, cabling and facilities, which we (or our suppliers) provide
to you, whichwill be labelled as such and which you will use MV for the. plws«'.nd the Servlm(x),
“Premises” means the site(s) at which our Service(s)
“Quarter” means the inclusive periods January to March, April to June, July to September, and October to December;
“RIPE Database” means database operated by the RIPE NCC containing contact and registration information for
networks in the RIPE NCC service region.
“RIPE NCC* means Réseaux IP Européens Network Coordination Centre who as Internet Number Registry has the

resources in its i i

VAT,

5.6 Charges in the Agreement for

13.1 We may or may not at our sole discretion and without prejudice to any other right or obligation we may have
under this agresment or at law to terminate this Agreement, elect to suspend forthwith the provision of a service or
the Service(s) until further notice in the event that:

(2) we are entitled to Clause 18 arwe le grounds to believe that you
will not or will not be able to make any payment when it falls due;(b) we are obliged to comply with an order,
instruction or request of a Court, Govemment Department, agency, emergency service crganisation or other

Where the survéy reveals that new capacity or emnecdvhv [: remnd fora Servke n a particular site,

be Increased. You will however be notified of any i you may elect

Service for that site by notice to us in writing within seven days of our natifying you of the increase.

5.7 You acknowledge that hSo has no responsibility for wayleave and you are responsible for, prior to the start of

Installation, to grant, or procure the granting by the landlord(s) of the relevant Premises of, a wayleave and shall be

responsible for obtaining any relevant wayleave and are responsible for the full amaunt of any wayleave fees which

may be involced toyou on a pass-through of costs basis.

5.8 We reserve the right to send overdue accounts ta a debt collection agency. All charges involved in the collection

of overdus accounts shall be payable by you.

6.0 Deposit

6.1 We may request a cash deposit from you y

any time thereafter in the event that you make payment bey , we are entitied the
1330) or, pplicable, v ¥ it This deposit is due upon demand.

6.2 The level of this cash deposit shall not exceed the total charges, which we might reasonably expect to receive

during the term of this Agreement. If you have paid a deposit we may retain this for all or part of the term of the

contract. However you may requesta review after § months.

the

Sem:e(s) whereiti tle for us todo so, or at

Y
(€) we are required to carry cut emergency works to the Network; or

6) we have reasonable grounds to belleve that you are using the Service(s) ilegally, fraudulenty, or otherwise in
breach of thi ¥ the Fair Usage Policy).

(¢) we suspector befieve is being used fraudulently by a third party

13.2In the event that we stnpmd the Service(s) under 13.1(b), 13.1(c) or 13.1 (d) we will give you as much notice as
we reasonably can in the ircumstances. This notice will set out the reasons for the suspension and we will use al
practicable.

13.31f we suspend the Servicel) because of your breach, act or omissicn or that of  contractor or agent or third party
on your behalf or under 13.1and its to pay for the Service(s)

il be liable to us for the reasonable costs of suspension and/or the recommencement of Servicels), together with
any other loss suffered by us as a result of such breach, ion. We shall 2 els)
until your breach, act or omission has been remedied and you have assured us to our absolute satisfaction that the
breach will not be allowed to recur.

14.0 Termination

14.1 Either party may terminate this Agreement or any of the Service(s) at any time upon sixty (60) days' notice in
writig, the Initial Period or Renewal Term, or if we terminate

5.3Ilywhv= paid a cash deposit, we may ¥ unpai g any balance
1.n |n|.|-a-d Property

7.1 Except for the rights expressly granted herein and the licence granted in Clause 9, this Agreement does not give
you any Intellectual Property Rights. We each agree that, except to the extent permitted by law, we will not, directly
or indirectly, medify, reverse engineer, decompile, disassemble or otherwise attempt to derive source code or other
trade secrets from the other party.
7.2 You may not remove, madify or obscure any intellectual property right notices that appear on Software or that
appear during use of the Software

7.3 You will not, without our prior written permission, use our name, logofs), or trademarks, or those duur.\_upplim

"RIPE developed,  RIPE NCC.
“Service Actions” HighSpeed Office firewalls;
Service{s)” mears selected and Form;

“Spam® means unsalicited commercial Emal;
“User” means a computer workstation, email mailbax, unique to a user, or a web filtered pc serviced by the Services.
*Working Day” means Manday to Friday during Working Hours, excluding Bank holidays;

ns 0800 - 1800 ona

means
~VEC® mears Veeam Cloud Comnect uhm is the data backup storage and recovery x:M:e mn. m:m[:d shared

8.1 Where you purchase equipment from us, risk.of damage o loss to that equipment passes to you upon delivery to
v of the equipment. Tite however ermains with us untl you have pad fo the equipment i ul, e you il ot
s

manner

s 2 Our Equipment and Customer Premise Equipment remain our property at all times. You agree not to do anything
that may cause damage to it or interfere with it, including without limitation, moving it, having it repaired or
mairtained without our consent, or causing attachments cther than those approved for connection to it by us in

, i writing.
'vnc'mumwmu D:uc 83 the Customer shall:
and third-party and loud services 0 for Our Equipment and our Customer Premise Equipment to be returned tous on or before the.
“Virus®" means a piece of Ircluding a element, end of the termination notice pericd. Failure to do so may result in additional charges being levied by us to the

something else that causes scme unexpected and, for the victim, usually undesirabie event and which is designed so
thatit may infect other computer systems; and
" “Your Equipment® means all equipment, systems, cabling apparatus and facilities provided by you or purchased by
you from us.
3.0 What we will do
3.1 We will provide the Service(s) to you withall reasonable skill care and diligence.
3.2 Our promises are clearly set cut in this Agreement and with the exception of these, we make no, and hereby
disclaim, any and all other express and/or implied warranties, including, but not fimited to, warranties of
merchantability, fitness for a particular purpose, non-infringement and title, information contained in catalogues,
brochures, leaflets or correspondence, and any warranties arising from a course of dealing, usage, or trade practice.
error-free, o secure.

Customer.
(i) where the Service being terminated is hSo Co-Location and/or hSo Hostig, the Customer must remove any
‘equipment on or before the end of the termination notice period, Failure to do so may result in additional charges
being charged by us to the Customer.

(i) where the service being terminated is hSo VCC or VDG, the Customer must rerhove any data from the hSo VCC o

because of your beach of the Agreement, you wil pay early termination charges for each of the serices cancelled
which will equal one hundred (100) percent of the recurring char ges which would have been incurred by you during
the remainder of the Initial Pericd or Renewal Term. In the case of our indirect voice Service the early termination
charge shall be calculated as the difference between your spending commitment and the amount you have actually
spent during the term of the contract. In the case of Direct Voice, whers there are no recurring charges, the early
termination charge shall be calculated by multiplying the minimum monthly spend commitment by the number d
rmonths remaining on the Initial Period or Renewal Term. In vee,

calculated by muliplying the minimum committed number of Terabytes by the per Terabvte charge by the number ol

months remaiing tothe end of the il Peicd. priorto
wal period on 1¢ Ap be elgible for a refund for period

for the Service(s).

14 your Service or your use of

harmor threatens to cause harmtothe HighSpeed Offce Network.

14 inate or

useof a Sevice nteferes withor causes harm o theaters to cause harm tothe Senvces of other users or your e

of jice(s) s in breach of iy and)/or the hSo Fair Usage Policy.

14.4 Without prejudice to any other remedy available under this A nt or otherwise and

additional liability under this Agreement, either party may immediately terminate this Agreement (and all Services

arising under t) by written notice, f the other party:

(a) breaches any material term or condition of this Agreement (including any breach by you of our Acceptable Use
Policy) and, frer receipt of written

otice of the breach, except i the case offalre to pay fees after the relevant Due Date, which must be cured within

14 days after receipt of written notice from HighSpeed Of

(6] makes any arrangement or compromise with it :redxtm, has appointed or i the subject of any notice of the

intended than

manager, orls Y pulscry

vec before

by us to the Customer. S0 will delete all Customer data within 14 days of the end of the notice period.
8.4 Where Cus! i i
under For ADSL, he Customer Premise Equipment and send it
back to us by registered mail or courier. Uponme.pt, we will dispatch mphcuum Equipment. Where the cause of

orof
ts debts, ceases distress overits
{6 prevented from perfoming s obligatiors under this Agreement by Force Majeure for 2 perod of thiry (30)
consecutive days.

145 We may terminae the Servce where the Cstomer s systame o be s o pen

busi Sfe terial

ts; or

;nwh-u—-xun Eqummeﬂlurmu Equipment this A ) you
4.1 You agres that: other than narmal wear and tear, accidental Will pay each party will

(3) The Agreement s personal to you and you will not re-sell, sublease, sub-rent or subdcence the Senvice(s) or any or wilf ¥ ) e il cont f e el sl eptacuriant O et the option of the ather party) all Confidentia Information of the other party in ts possession and vallrwxrmkeur
partof them; 9.0 Software and Documentation v ing
{b) You will pay to us all amounts due to us in accordance with the Order Form and Clause 5 of these Terms and g1 urru e Software”), record

Conditions, wi i i v provide yo e

by any taxing or government authority ("Taxes”).
C] for delays i i

for i you,

upgrade it as our lic
9.2 All legal and beneficial rights in iny y Software and documentation suppled o you remain with us and, where
applicable, cur suppllers. We grant to you a non-exclusive and non-transferable licence to use the Software or
documentation for the scle purpose for which it was intended, and you agree not to reproduce the Software,

or , with ‘copy fer back-up purposes

147 Provisions 4.1 (15, 8, 9, 12, 14, 16, 21, 23, 24, 25, 3018 (b) 33.2, 34.1 and 35.2 will survive the expiration or
termination of the Agreement.

14.8 The Customer has noright to terminate the Agreement for Service(s) in whole o in part pursuant to clause 5.5
(2),55 (b) and 5.6 where the notice to customers is;

(a) exclusively to the benefit of the Customer

(b) of a purely administrative nature and has no negative ‘effect on the Customer (e.g. a change in address or bank

costs are caused by your failure ith full d telp
necessary for the installation and maintenance of the Service;

d) Youre resporsible for any charges which may b levied by your existing

{e) The Customer shall provide hSo with al technical data and all quest from

time to time to allow hSo to supply the Service to the Customer. Information supplied by the Customer will be
complete, accurate, and given in .wd faith, and such information will be treated as Confidential Information under

of the Servicefs). This software will be ordered in your name and you will receive the licence. You agree, where
recessary, to execute applicable click wrap agreements and to atide by the terms of any/all such licences. Once you

the terms of this to Your Equipment
ard Premises a5 may reasorably be required to nable s to ull our obigations under the Agreement,

1) You have and will maintain all corsents and approvals necessary for you to enter into and meet your cblgations
under the Agreement;

(5) You will provide a suitable and safe working environment for our staff working at your site, and will maintain an
appropriate environment for Our Equipment.

(1) You will only use the Service{s) in accordance with applicable laws and regulatiors, the Agreement (including our
Acceptable Use Policy); and,

4]

and losses, arising directly or indirectly out of:
< any breach o the terms of the Agreement or any legal o reguatary requirements by You, your contractors,
employees o agents;

any interference with Our Equipment or Customer Premise Equipment by you, Your Equipment, contractors,
. employees, agents or people under your contrl (other than due to a breach by us of our obligations);

jinst all actiors, costs, claims, demands, d

ges, experses, liabilities,

byyou Your agents and empl our Network;
. v ‘with us by you, or ourlines and/or services;
* the Customer's use of the Number to this A nt
» anycall fraud carried out on your Services;
o third party claims against us which arise from your use of any of our Service(sl;
® any V¥t Pt Y or your the rights of any other person or party;

Yyou wil be for this.
under this the v

95 The Customer i ustomer Premise Equipment i in strict
accordance with any irstructions or software licenee and we and our third party suppliers will not be liable for any

repairs whatsoever or howscever arising other than as a result of normal and proper use,

9.6 The Customer shall not decompile, disassemble cr reverse engineer, the licensed software or any component

thereof.

97 . ible for informi your for keeping s informed of any changes thereto
‘and you will indemnify us in the evert of a breach.

10.0Term

10,1 TH: i on the Customer Order Form.

102 the signature of the Customer Order Form by hSo until

the latter of either:
(3) 36 months from the date of sigrature of the Customer Order Form by hSo or such other time pericd set out in
Section 4 of the Customer Order Form; or

{b) 36 months or such other f the Cus Form from the date of Acceptance
of the last provisioned Service on the Customer Order Form;

10.3. Upon the expiry of the Initial Period, the be ixty (60) days’ notice in writing or
accordance with clause 14.

104 The pr of Clause 10.3 shall not apply firewall, hSo secure SD WAN, , Secure Analyser,

Secure Manager, Secure Portal, Secure UTM, Secure Branch, Secure Service Edge, Secure Client ZTNA or any Services

Terms and Conditions version 52 © All rights reserved 2023. HighSpeed Office Limited, trading as hSo. hSo:
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details of the provider), or

(¢) directly imposed by law (e.g. a change in the rate of VAT).

15.0 Force Majeure

15.1 Except for your cbligation to make payments and subject to Clause 14.8(c), neither party will be held liable for

falre to perfarm ther obiigations under this Areement ta the exeit such fallre is caused by Force Majeurs,
i effect of such Force Majeure.

160 Confidentiality
16.1 Neither party will use in any way, for its own account or the account of any third party, except as expressly
permitted by, o required to achieve the purposes of, this Agrezment, nor disclose to any third party (except 2
required by law or of the other
party's Confidential Information, and it wil take reasonable precautions to protect the confidentiality of such
information, atleast as stringent as it takes to protect its own Confidential Information.
16:2informaton il o be deemed Confidental formationif i) s known o the receiing party prir to receipt
indirectly froma ol
the discosing party; i) becomes known (independently of discosure by the discosing pary) to the receiving party
directly or indirectly from a source other than one having an obligation of confidentlality to the disclesing party; (i)
becomes publicly known or otherwise ceases to be secret or confidential, except through a breach of this Agreement
by the receiving party; or () s Independently developed by the recelving party. The receiving party may disclose
Confidential , provided that
it gives the disclosing party reasonable prior written notice sufficient to permit the ahcludru party to contest such
disclosure.
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17.0 Security/Passwords
17.1 Where a HighSpeed Office Service(s) uses a username or  paswcrd, the password you select wil contain both

Part B Additional Terms for the Provision of Specific

30.12 Unless otherwise indicated by the Customer, 150 shall allow access to UK PSTN ranges (01x, 02x, 03x and 05x),
mobile ranges (077, 078 and 073), fixed fee cails (0844 and 0871 ranges), emergency services (999, 112), service codes
but access is not permitted to premium rate numbers (09x, 014109 and

alphasnd andbual (123, 1180x) and international numbers
17.2 You will take all ify hSo Serwce(s) 14109). The provisions of ths dlause 30.12 shall not apply to the hSo: CloudPBX service.
if you have any thatthe been is 17.3 Where ) 30.13 (a)The

3011 and 30.1; call fraud in

a HighSpeed Office Service(s) uses muitifactor authentication you will keep usemarmes and/ or passwords and/er

passcodes and/or other user security authentication requirements confidential and will notify us immediately if you

have any reason to believe they have been or are being used in an unauthorised manner.

18.0 Allocation and Ownership of IP Addresses

18.1 Where we allocate toyou, you

numbers from time to time, but will not do so unreasonably.

18.2 The provisions of Clauses 39.1t0 39.14 shall apply to 1P Addresses also.

19.0 Assignment

19.1 The Agreement s personal to you, and you mvmmmhvnlmmwmamnen consent. We will be

entitied t all of our rights under the A

20.0Notices

20.1 Subject always to Clause 20.2, any notice (excuding Customer Agreement andor Service termination
ion with the ill be given in writi by hand, firstcass post,

or by electronic mail to cur or your regi appropriate.

(a) if delivered by hand or electranic mal, at the time of delivery or transmission if 3 Working Day, or ese the ext

o

any rights insuch We may change these

i

Terms above. To the Part A, in relation to the service
to whichit relates.

28.0hSo: MPLS Network Services

28.1 Amount of Bandwidth Provided

(3) Where we undertake to provide you with a leased line of a certain capacity for hSo: Access, limitations of our
suppliers’ bandwidth equipment may mean that the actual capacity delivered is slightly above or below the
stated capacity, but in any case will be within five (S) percent of the specified figure. Where, for reasors beyond our
control, bandwidth falls below this range, we reserve the right to pro-rate the cost of the service downwards, or to
terminate the Agreement.

(b) Where you purchase a burstable service from us, we will charge you an additional charge as set out in our then

current price list, in respect of any burstable allowance used over your base capacity. We use the 95th percentile
measurement rule to calculate additional bandwidth used by you. The §Sth percentile bandwidth measur ement
system collects five-minute averages of line usage (input + output) of Customer's server network connection. At the
end of each month or billing cycle, the top five percent of these data points are discarded. The highest remaining data
point is referred to as the 35th percentile. The 9Sth percentile value less your base capacity determines the excess
bandwidth used. The excess usage charge is calculated as follows: excess usage charge = excess bandwidth used
mutiplied by additional per megabit usage charge.

29.1 Where you have ordered Broadband, it should be noted that the speed quoted is a thearetical maximum speed
eal conditions. The actual ADSL or FTTC line rate supportable will be determined during the first 10

following Working Day (provided thata copy mail and proof of ipient of the
onthe date that is sent);and 29.0hSo: Broadband

{b) if sent by post, on the second Working Day lellawluiudlspalch

20.2 The Customer agrees to provi don of A s vices by completing

the hSo Order Termination Request Form Mth 3t www.hsoco.uk/ordertermination and retuming it to
cancels @hSo.co.uk. No cther form of request or Services shall be
valid.

20.3 We will not provide you with Annual Best Tariff Notifications, or best tariff information for services forming part
of a bundle, or End-of-Contract Notifications at the end of a contract period.

21.0 Invalidity

21.1Should i

law, of thi will force and effect.

22.0 Entire Agreement

221 Al Orders shall be subject only to the terms of this Agreement. Any ather terms (incuding senie level
(SLA's)) appearing on o referred to in any customer for the purpose of placing

Orders shall be ineffective and shall not ferm part of this Ag'sement.
22.2 The Agreement is a complete and exclusive statement for the provision of our Servicels). It supersedes all
understandings or prior arrangements, whether oral or written and all representations or other communication
between the Parties hereto.

23.0Rights of Third Parties

21 partytoit (a “Non-Party”) and accordingly
10 Non-Party has any right under the Contracts (Rights of Third Parties) Act 1993 or otherwise arising to enforce any
term of this Agreement nor is the consent of any Non-Party required for any termination of or amendment to this

Agresment.
24.0 Waivers

24.1 No forbearance, delay or Indulgence by either partyin enforcing the prwm of this Agreement will prejudice
or| rights of that party nor will any ofit breachand no

right, power or remedy herein conferred upon or reserved for either party is fremhabat any other right, power or
remedy available to that party and each such right, power ar remedy will be cumulative.

25.0 Applicable Law

25.1 Thi i d

the non-exclusive jurisdiction of the courts of England and Wales.
26.0 Data Protection

26.1 Both parties will comply with al applicable
UK Data solongas and

in the UK] the General Data Protection Regulation ((EU) 2016/675) and any other directly applicable European Union
regulation relating to privacy, together with any data protection legislation from time to time in force in the UK
including the Data mmmxm«zauumymlqumm('nmmm Legislation’). Tis Clause
26isinaddition to, and does notrelieve, , aparty's

26.2 The parties acknowiedge that for the purposes of the Data Protection qulanon, the Customer is the data
contraller and we are the data processor (where Data Contraller and Data Processor have the meanings as defined in
the Data Protection Legislation). The scope, nature and purpose of processing by us, the duration of the processing
and the types of personal data (as defined in the Data Protection Legislation, Personal Data) and categories of Data
Subject are set Privacy Policy publi

26.3 Without prejudice to the generality of clause 26.1, you will ensure that you have all necessary appropriate
consents and notices in place to enable lawful transfer of the Personal Data to us for the duration and purposes of this
Agreement.

26.4 Without prejudice to the generality of clause 26.1, we shall, in relation to any Personal Data processed in
connection with the performance by us of our obligations under this Agreement:

26.4.1 process that Personal Data only on your written instructions unless we are required by the laws of the UK or

of England and Wales, and the parties submit to

mean the

of the Data

days of use, after set. It should also be noted that ADSL or FTTCis 3
rate-adaptive product, which means that the spesd at at which it downicads and uploads may fluctuate dum‘ tm

cases of guaranteed toprevent it in its entirety.
30.13 (b) The Customer acknowledges that PhoneLine+ service suppars 999/112 emergency call services and such

way as ST, 12 public rvices possible in
the event of a service outage caused by e of £ U connectivity to the intemet for mm« reason. In such

mmmm-&mmwwnhhuﬂw“m”&-
Murm.dun should be stated
30.13 (¢ ) We reserve the dight to increase the Charges for Phonetines service on seven a-yn written notice to the

inthe event dditional costs being incurred.

Jcli(d)unreemnvn-"-bhlnprw&"n;ﬂmﬁr-dnmhﬁdlkﬁhdhmlh-‘l name
‘and address (including post code) iers to fulfil their
such details tothe call handling autherity.
30.13 (e ) All Charges due for traffic routed via any IP address o for fixed rental or one-off Charges related to the
Phoneline+ Service and defined in the Phonelines price list shail be paid in fuil by the Customer by the due date

30.14 Call Recording.
‘The Customer agrees that that ifitis

which have

permission

Y Y
torecord a call and/cr whether it need:
30.15 Indirectly Connected Voice Service

ginning of the call y

We are ¥ ¥ ing i
ise the price to that of , or to cancel handwidm

is less than ordered or is unable to be supplied at all, Bandwidth is dependent upon distance from local exchanges,
local electromagnetic or radio interference, the quality of the end user microfilter and modem and the quality of the

dirctly into your PBX by us. Where we provide you Jwith a PN c cme you will use it in accordance with the guidelines
we may issue from time to time.

(b) You will bear all costs associated with gaining access to our Service, and will remain liable for the bill from your
ne rental and any calls placed over their network.

connections
commences.
29.2 Where you purchase Internet Access over a shared bandwidth service such as ADSL or FTTC, the bandwidth
referred to in clause 29. : shall be the total amount available under the service and the amount of bandwidth which
you atany paint in t of that servie,
293 Because of the rature of Broadbard, we cannot guarantes bandwidth, svaablty o refsbtty on an ongoing
basis.
294 The Annex M Service is availabie on certain ADSL Service, This Service provides more upstream a the experse
o the BT checker but it should

during the term of the Agreement.
23.5 For ADSL and FTTC youmust hive

e) You are committing to taking our indirect service for the term specified in the Order Form, and to spending the
1. Your Where your spend falls below

75% of this level, we reserve the right to charge you the difference between your actual spend and the amount you

agreed topay.

{d) We may withdraw the PIN code and allocate 3 new one at any time.

30.16 hSo: Number Translation Services (NTS)

(a) We will supply you with the relevant access number s listed on the Order Form. Upon your request, and subjact

to availability, we will also provide you with a memarabie number (meaning any Access numbers available to us or cur

be noted that this is 3 theoretical maximum upstream available under ideal conditions. It should also be noted that 1) We cannot St W ol
Annex Mi: product, ploads
M1s a rate-s deptive which mears that e spewd a€ which t damlascs and uplouds may fuctimls. i o by tha Hecommum:nus company to whose equipment the number is being connected, o
from whom the number has y changes should take place
use, et | i

enabled. Whes b he duration

of this Agreement. Changes to this Ilm may result in you being unable to receive s AnSLarmc which will not

affect your obligation to pay for the Services).

29.6 We will arrange for hSo: ADSL or FTTC to be provi i v

Equipment. It is your responsibility to connect this Equipment.

297 In the event that hSo provides you with a wireless router as part of your Service, the Customer agrees that they
if applicable

Wia cable (i.e.it has a wired

ofOur

when the user to the wirele e

e service level
connection).
29.8 Where we provide you with ISDN or PSTN lines, we reserve the right to provision CPS services over these lines.
Voice traffic over these lines wil be charged at normal hSo CPS rates unless agreed otherwise in writing.

(c) NTS services are only available where the terminating agent is 2 UK based geographic PSTN rumber.

(d) Notwithstanding payment of any connection fes, if any number is not connected and mapped to an underlying
landline within 30 days of the date of this Agreement, and subsequently generating at least 250 minutes of inbound
calls per month, then we may, at our discretion, terminate the connection upon reimbursement of the original
connection fee (if any), less an administration charge of £100 per number.

() Where we are entitled to suspend or terminate NT S under this Agreement, we are able toreallocate the number
assigned to you.

30.17 SIP Trunk Numbers

(3) SIP Trunk Numbers are allocated i
hso Cloud Networks Services.

3018

4s of 10 and i e cust

with

2.9 that during the there may g , which shall be

reinstated following installation without any liability to us.

29.10 We will correct faults reported to our customer services centre as soon as possible, and on a reasonable

endeavours basis. Where your Broadband service is covered by a Service Level Agreement and is delivered, or partly

delivered, over a BT End User Access line, any guaranteed Availablty does not include the BT End User Access Uine.

29.11We may need to take the irs or conduct . Insuch

cases we will give you as much notice as is reasonably possible.

29.12 hSo: Access may be provided as a back-up service over 3G mobile. It will be provided over mobile

telecommunications services obtained from our telecommunications network providers. The provisions of clauses

23.12t029.21 shall apply in this regard.

291

Initially, the limits smu be as stated on the Customer Order Form or if not stated on the Cu!tomeror\'kr Form 1G8.

data charges (per GB) i

29.14hSo shall welts reimble endeavours mprrmde the Services to you, but our abilty to do so may be affected

beyond the Equipment,

the number of people using
equipment failures.

29.15 The subscriber identity module or SIM card is supplied by us and aflows you to use the sm Each SIMeard

supplied by us remains our property and/or the property of our telecommurications network pr

Els'mm\sllv) -omply v s we the use of ) or

() tellus.

¥ v

Data (“Applicable Laws"). Where we are relying on laws of 2 member of the European Unlon or Eurcpean Unlon law

as the basis for pra:essm( Personal Data, we ihall promptly notify you of this before performing the processing

requirad by the from so notifying you;

26.4.2 ensure thﬂl we have in ;ixe iwrwﬁl!! l«mul and organisational measures, rewewed and approved by
unlawful destruction

ol o damage to Personal Data, appropriate to the harm that might result from the unauthorised or uriawful

processing or accidental loss, destruction or dama[e and mena!ur! of the data to be protected, having regard to the

state of nd the cost of i may include, where

appropriate, pseudonymising and encrypting Personal Data, emm confidentiaiity, integrity, availability and

resilience of our systems and services, ensuring that avalatiity of and access to Persoral Data can be restored in a

timely manner after an incident, and regularly assessing and evaluating the effectiveness of the techrical and

organisational measures adopted by it);

26.4.3 ersure that all personnel who have access to and/ar process Personal Data are obliged to keep the Personal

Data confidential; and

26.4.4 not transfer any Personal Cata outside of the European Economic Area unless your prior written consent has

been obtained and the following conditons ae flfiled:

2644.1youor

26442 has

26.44.3 we comply with our obiigations under the Data Protection Legislation by providing an adequate level of

protection to any Persoral Data that s transferred; and

26444 ply wi i you wi ing of th

Personal Data;

26.5 assist you, at your cost, in responding to any request from a Data Subject and in ensuring compliance with our

obligations under the Data Protection Legislation with respect to security, breach notifications, impact assessments

and comukabom ‘with supervisory authorities ar regulators;

transfer;

26.6 notify ye Personal Data breach;

26.7 atthe you, asieteor ind copies thereof to the Customer on termination
of this Agreement unless r!qmred by Applicable Law tostore the Personal Data; and

26.8 maintair i is Clause 26.
26.9 Where tous appointing a third-party pr Personal Data under this Agreament, we confirm

that we have entered or (as the case may be) will enter with the third-party processor into  written agreement

incurred after you
have notified us of that fact but wil be resporsible for al :muu incurred beforehand.

(3) The Customer shall comply with and ensure that its end users comply with the hSo UC-ONE End User License
Agreement and hSo CloudP8X any Poh:ya setoutatthe lemnf‘ link hnp//wwwm couk/legal

(b) The Customer shall comply and reg loud PBX Service.
(€) The Customer agrees s (andfor our third and defend at its third party
claim made or action brought against us (and our third , based ion that the i

of the Cloud PBX Service by Customer o its combination, operation, or use by Customer with equipment, software

and/or services not furnished by us and/ o use by Customer of the Cloud
other than infringss a patent, copyright, trade secret, or

other intellectual proprietary right.

() All handsets provided by us must be used i ir terms of warranty. (e) The Customer shall ensure

that all authorised users keep a secure password to the platform to be changed no less frequently than monthly, that
the password will be kept confidential and that it shall permit an audit of the service to establish the name and
password of each authorised user.

(0 The Customer authorises for telephone conversations of s authorised end users to be recorded for the durationof

the service., The Cu ngs Customer nolater

termination of the Service.

(8) Neither us nor our suppliers may access, copy or cause to be played the recordings unless it has recsived the prior

written consent of the Customer.

{h) We, or You with

31.0hSo: Connect
311 Where your Connect circult s delivered, or partly delivered, over a BT End User Access line, any Service Level

BT End User Access Line.

29.17 You must not: (i) gal purpose.
incidents to our third party supplier, police or any other relevant official uqamnlon and (i) use iny equmenl that
has not been approved for use on the network.

29.18 You agree that international roaming is not applicable to the hSo: Access Service over 3G Mobile and shall be
disabled.

29.19 We will only provide hSo: Access on ice(s) (e.g. hSo: C ly be available
‘where you purchase a hosted firewall.
29.20You agree that your SIMCard is only for use with h: ind you will the SiMcard to

makes telephone calls or send text messages.

29.21 You agree to indemnity and hold hSo harmiless for any costs, experses and charges which hSo may incur as a

result of the Customer using the SIM card in breach of the Clauses of this Agreement (including any call charges and

roaming charges which hso may incur).
Tele,

301 You are responaible fo o cll made over your numbers during the operation of this Agreement. It is your
responsibility to take all necessary precautions to protect against any call fraud activities. We do not monitor the SIP
trunks for unauthorised or unusual traffic profiles. hSo are under no obligation and have no responsibility to inform
you of urauthorised or unusual traffic profiles in a timely manner or at all.

30.2 Where we provide you with ISON or PSTN lines, we reserve the right to provision CPS services over these lines.
Voice traffic over these lines will be charged at normal hSo CPS rates unless agreed otherwise in writing.

303 Allecation and Use of Telephone Numbers

(a) Where we allocate telephons numbers to you, you wil not acquire any rights in such numbers, and you will make
noattempt to apply for registration of the same as a trade or
some cther words or trading style. If applicable,
1 ensure your name, address and the telephone number allocated to you appear in a local telephone directory if
required, and that they are awailable on the national directory servics. We cannct however accept any liability for
errors or omissions in this directary listing by third parties.

(b) Where we provide a number range to you, we cannot until you
have placad calls across them, and we will not be res porsible for any costs you may incur as a result of a change in
these numbers prior to this.

{€) Where we provide numbers to you, we may for ope
but we will not do so unreasonably.

(d) Where we provide a number(s) to you, on request you must declare in writing all the numbers that you use which
are accessed from the number(s) provided when they differ from those number{s) provided, including but not imited

other d toyou,

is Clause 26. A we shall
remain fully liable for all cs o of any third-party processor- is Clause 26.
ISADMpzmmy,lhnv&“mMIadlanp‘nm mdutﬁlﬂmu?ib(uﬂndn‘ﬁuﬂhm'
or similar terms formi

to,any numbers.(e ) Where an A number is presented it will be of a national significant format, allocated to
the end user and st possess all v inrespect of the line in questi
() When an A number is allocated to you, it must be in use, connected to a terminal and capable of receiving calls.

{which shal apply when repaced by attachment tothis Agreemen).

26.11Youagree and direction as tothe extent to which we are entitied
to use and process Personal Data disclosed by us. Accordingly, we shall rot be liable for any claim brought by a data
subject arising from any act or omission by us, to the extent that any such act o omission results from the your
instructions.

26.12 You agree to encrypt any Customer personal data trarsmitted using the Service(s). You acknowledge that we
shall not be responsible or liable in any way for any breach of confidentiality due to a third party accessing data
transmitted using the Services.

26.13 You agree that we may record and listen to calls to our helpdesk in erder to deal with any support issues
associated with your Services. Such monitaring will be proportionate and in accordance with the Data Protection
Legistation.

26.14 In the event that you become aware of any personal data breach, you shall without undue delay, natify us and
any applicable regulatory bodies.

26.15 You shall be responsible for insuring yourselves against all loss or damage to data. In no event will we or our

Portability

{a) We will use all reas crable eforts to ensure that you are able toretain your existing numbers in the event thatyou
change suppliers of telephony service or addresses. There wil ible, and
you are responsible for ensuring that porting is available in your circumstances. During the porting process, some
outages are likely, but we will use our best endeavours to minimize these. Such outages wil ot count as outages for
the purpases of the hSo: Voice Service Level Agreement.

30.5 Features and Functionality

(a) Not all features and functions of the hSo: Volce Service(s) are availabl in alllocations. Itis your resp onsiblity to

32.0 hSo DDoS Protection
32:10ue to the nature of ever evolving DDGS attacks we may not be able to protect you from all types of attacks. The
As is your v ¥ v ¥

the Service(s) in accordance with the SLAS or at ail.

322Customers are provided protection against application specific or volumetric DDGS attacks of up to 1Tbps. If the

bandwidth of a DDGS attack exceeds the shared capacity, we may drop that additional traffic with no liability.

32.3 You acknowledge that where services have been suspended or terminated you will not be provided with hSo

DOGS Protection during this time.

33.0hSo: Cloud Security and hSo SDWAN

331 We willi ure appliances incuding his

servi ith you pri i i ion. You agres that

a firewall or SD WAN is alwa therefore risk out, and being able

to access the public Internet. Accordingly in the absence of mmeme on our part, we can accept no lability for

the firewall or ¥ o bre: acts o omissions.

Modifications, Additions and Changes

332 All requests for amendments to the appliance configuration must be in writing and signed by your nominated

security contact. hSo shall not be responsible for any loss or damage that may occur between the time of receiving

sucha request and the time of implementation.

333 You will not make, attempt to make, or request or allow others to make on your behalf, changes to the firmware,

software, hardware or configuration of hSo: Firewall or hSo SD WAN.

334 You will report all problems with hSo: Cloud Security and hSoSD WAN to us as soon as possible.

335 Managed hSo firewall or hSo SD Wan service(s) will automatically renew for 12 months at the end of the Initial

Period or Renewal Term uriess written notification has been pfoauea 80 days prior to the .m of the Initial Period or

Renewal Term. If you do not wish us ice(s), you
must acise us in writin sixty days priorto the end of the Il Priod or Renewal Term that You mxena toterminate

the service(s) as of the end of the Initial Period of Renewal Term.

336 If you do not automatically renew the service in-accordance with clause 335 or terminate a renewal and you

continue to use the service you acknowledge that you may not have full use of the service and the service may not

provide full protection as offered by the service.

34.0h50: Cloud and hSo Co-location Services

34.1 We may from time to time, upan not less than 30 days’ notice in witing, move the Equipment to a different

location within our Hosting portfolio. We will use all reasonable endeavours to cause minimum disruption to the

Service(s) by of Warking Hours. Costs of such moves shall be borne by

hSo and you accept that your use of the Service{s) may be di result of sucha

342 No relationship of landlord and tenant is created between us under this Agreement and you have no rights to

exclusive occupation.

34.3 You will not maintain or seek

344 You agree to ensure that Your Equipment s clearly labelled a3 such and that you will maintaina complete and up

y of Your Hosting facility, and provide it to us at our request.

345 You agree not to replace Your Equipment or make any modification, alteration or addition to the same which

results in material changes to the floor loading, heat output, power consumption or environmental conditions of the

facility.

34.6 You agree to abide by the environmental and power usage limits contained in our Access to Coloeation Facilities,

Controls and Power Usage Policy. We reserve the right to charge for power usage in excess of the

to, firewall

ensurs that the features and functions you require are available to you in
305 lsom:ased data calls are not currently supported over the hSo IP network. If this is a core requirement, you
0 your about optiors.

Annual Power Usage Allowance. Such charges will be made annually in arrears per Kw/h at hSo’ then current excess
power usage rate.

307Whe1¢vouir! paying noline rental because of a negotiated right
tocharge line rental in months where your spend falls below your committed minimum spend.

308 Where you purchase our directly comnected voice Sﬂ\n:e(x) we will, if possible, also msull our indirectly
connected voice Service(s) via CPS during {s) in order to
deliver hSo Service(s) to you e quickly and t provide an addmmal layer of resilience in the event of outages of

347 m

to Colocation Faciltes, Environmental Contrals and Power Usage Palicy.

34.3 We are urable to accept any liability whatsoever arising out of loss of or damage to data hosted with us. You

sgree that you ae the bestjudge of the value of the dat, and thatyou are scley respartlefo: s nstituting and
tie ) ensuring that by

and, ) taking out any irsurance polcyor othr fnancilcover fo 1o of damage ri.h

by Access

suppliers or sub processors be liable for loss, costs, expenses, liabilities or damage to the data
©on/using or in connection with any processing of the Service.
27.0 Publicity

. Rates for periods
as Iﬂnseq»ol!d for Indirect Voice.
3039 You agree that you will not without our price consent while the Agreement s in effect, take any action to switch

27.1The Parties agr any i i y st

the other Party prior to release, sueh agresment not to be unreascrably withheld or delayed, save that fallowing
signature of an Customer Order by hSo, we may, without such consent use the Customer’s Iogo and name in our
marketing materials and on our digtal channels (websit, social media) and we can publicly announce that the
c der has beensigned by tothe 5

{s) from Voice Services.
30.10 Emergency Calls
(a) All So Voice Custorners shall ensure that they | gency call in place. The Cust o

th their End User
30.11 Measures aimed at pnvmlnl cal fraue and PBX fraud
The Customer shall ensure:
(a) that every PBX and voicemail user will have a strong password/PIN code with at six
codes such as 111111, 999999, 123456 and default factory setting pins must be avoided;
(b) to keep its list of voicemail users regularly updated by ensuring that new users are added to thatlist and removing
users that are no longer active from the system as scon as reasonably possible.

. Weak passwords/ PIN

Terms and Conditions version 52 © All rights reserved 2023. HighSpeed Office Limited, trading as hSo. hSo:

Do 1D: (eTe2iBdbOrs T5576c5088800s4 28655970164

mmﬁuﬂlcﬂddﬂafaxwrum

k it in our d: fi.e. where
customers rent rack sm on 3 per U basis) 3 per our then current priing st Pricing shall vary for visits during
to Friday 6pm to 9am, Weekends and Bank
Haiidays). This pricing sl 10k 3PPy to customers who rent their own rack pace in or datacentres.

35.0 Domain Name Registration

35.1 You have read, understood, and agree to be bound by the terms and conditions of the registry supplying the
domais copies of which i i /legal. UK domai jectto
the Domain Registrars rules.

35.2 Our role in the registration of a domain name on your behalf is fimited to the preparation of necessary
documentation and the lodging of the application with the appropriate registry. We do not gaarantee that any
particular appli accepted, nor any liability to you o to any third party for the uravailability
of or subsequent loss of, any domain.

Commercial In Confidence. Page 2 0f 3
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35.3 You warrant to us that you have the legal right to the name being registered and that you are not breaching any
copyright, trademarks or service marks.

35.4 Certain Top Level Domairs (TLDs), particularly when they are first introduced to the market; feature phased
registration processes, during which additorsl preconditions must be met before a registration will be allowed.
Applicati

(0 For mmm using, making available, copying, broadcasting, storing or publishing in whatever form any data,

Information, materi ¥ person or legal entity;

(8) For mmr‘ unsolicited commercial or advertising material in breach of the Telecommunications (Data
Reg mended),

4.»__.|n-‘.

lors for these TLDs are therefore subject to additiorai charges to cover the extra processes.

(EC Directi 2003 fas amended).

for registration is successful. For the avoidance of doubt, where such applications fail, the registration fee itseif is
refundable.

(h) For ‘establishing unauthorised ae:a:w,uhu‘lmuahrsmmuummy devices of machines
resources or networks, o interfering with service to amy user, host or network (referred to as "Denial of Service” or
“DOS* attacks), network scan or other possible hacking activities without the prior consent of the owner of that

35.5 Term of Registration and Renews! machine, resource or network;
(a) All domain registrations are for a period of two years unless the Domain Registrar only allows one year renewals (i) wsers' «
(the “Initial Registration Period”). To help ersure you do not lose your domain, we wil renew the other users; i v networks, such 3 for the introduction of *viruses

registration on your behalf 30 days prier to the last day of the Initial Registration Period or of any subsequent (] in any i tikel rage or injury to person, property or oceurif any

“Renewal Date”) two years as appropriate. error cecurs, and you assume alrisk for such use; or
b} f you do not i Yo in, you ing sixty days (k) In any way that, in our reasonable opinien, s likely to affect the quality of any Service(s) we supply to you or to
pri¢ you ir is the i f the end of others.
term. ) For third party,
{c)Pior to automati renewal we willivoice you at the the current standard regisration e for Dormains of equal provided by us, nless epress permission has been provided to you in writing by hSo to allow 3 pemnum test to
term. I you pr i 0(2) business days prior
o proceed with reregistering your domain. (m For the purpases of: mm' isance and/or fraudulent call or texts; miricking the rumber of an existing
(d) Comain registration fees are non-refundable. 1159 of the Comparies Act 2006);
35.61n the event thatyour application or subsequent domain registration is challenged, the dispute wil be handled and calle ID3poofing, S and calt it 30.3(d)
according to the dispute procedure of the relevant registry. (r) For purchasinglienses which are used uside o theirscope or terms
Mnsa:l-lb-ul-dw Recovery (o) For distributed to parti to
361 = iod and charged per Terabyte. v eligible end users B
36.2 Customer requests for sistance from o i undertaking 3 recovery or retore ("Assisted Recover’) e 42.4 Where our Ser ey
thSo's t the time the Assisted yis il use of our Service(s).

be inwrit i the right to reject a reqy yatany
atits sole discretion.

425 We are unable to exercise control over the content of information passing across our network, and accordir

3uv=.nquqm.unyum-ummumauummdmmumnmhw-ﬁ- 8 {s), unl own
Request’). site. her sites, it i
b the delivery method you have agreed with hSo at the time of mikln‘ 3 Md- Request. Media Requests carry lnnrsxnamuwpan,lm we ight to monitor and
ehav[u In elaton t the defvery and additionl surcharges where the deivery is required cutside Working Hours.  wil co-operate fully with any relevant :umany in bringing the misuse to an end. You will immediately remove any
ime. You will or our Terms and C todoso. We and our third
uphau-: cost of the hardware on which the uah Request i supplied (“Hardware Charge), although the. party supplers exclude 1abity of ary hnd for the transmission or reception of Idnmw\' information of whatever
Hardware Charge back ing you return the ged to hSo, within 30 days nature.
of the Media Request. 426We for ites linked to our own site. Suchlinks are provi navigations
364The nvldlvaOcServke(s) allocated to you under standard hSo VCC will be restricted toa maximum amount tools only.
of the Form; 427 The network and/or Services may only be used for lawful purpeses by the Customer
36.5 Where VCC servi 0 i d is to1Ghit/s. 428You , indecent or toanother user of the internet
36.6 We are urable to accept any liability whatsoever arising out of loss of or damage to your data or to the data i i imi orreligion.
stored. You agree that you are the best judge of the value of the data being backed up, and that you are solely 429 You may  Servi the purpose. ith the intention of committing
back-up pr ; (b) ng that pr acriminal offerce.
byusis for yor i ,(c) taki other financi 4210 You must ersure that your use of mailboxes does not xh:rseiy affectthe proper functioning of our netwark
for loss or damage which may arise from loss of data for any reason. and for i
36.7 As a guarantee of the security of your data, you are the sole holder of your nd must
times. Note that without your password, there is no way whatsoever of retrieving you data. 4211 1 you run a mailing st using our Services, you should comply with Lin Current Best Practice and 3l lppllubi:
laws. You are responsible for keeping records has given their
371 i ide 3 g
dellvery of the Services), you may request that we Unless we agr ise,such 4212 You must ensure that any system you connect to the intemet conforms to all applicable Internet Task Force
work will be charged on a time and materials basis. (IETF) standards.
37.2 We are unable to provision HSCN Connectivity Services in the absence of a NHS Digital contract and an Clauses 42.13 ~42.18impose additional abligati hsoCloud
(00s): isyour .- 4213 {s) il cause to be sent or forwarded:

37. i i N Terms (a) eit nd/c or i sizeat eq it the

i L for ¥ amemaebmmwmm. rzdnullimru,mdluuu;ﬁﬂ\ereﬂplmumﬂhmbemmz urable to cope with the volume of emal traffc

38.0 Circuit Novations

bt this prohibits the use of IP Multicast other than by

38.1 Where you have requested that we novate a BT circuit from you to us, we will use all
ensure that this occurs, Ultimate control however lies with 8T and, in the event that they refuse to novate the :lm.n!,
this Agreement shall terminate to the extent that it applies tosuch circuits.

39.1P. s

(h) chain letters, unsolicited commercial or Bulk Email; or
disrupt the use and another user’s service
mwu Customer som ice or online provider.

391 ides the it
from the 8IP address allocation. The Customer shall provide justification for the need for 8 or more IP addresses on

is provided, we or RIPE reserve the right not to allocate IP addresses to the Customer or o revoke the 1P addresses

4218 You Service(s) or any i toa

service without that user's prior consent.

4215 You will not create or produce a header or document that shows any message as originating from anywhere
other than its true point of origin, or that causes replies to any message to be directed to a machine to which you

already hSoreserves in exc
32.2 We shallbe entited to inveice the Gustomer on 2 e and materals bass n relation to the any requests in
the P nd the like).

39.3 The Customer dunnl the term of the urumenx shall provide us with correct and up-to-date information in
relation to the IP Addresses and shall provide us with the Customer contact detals of the person dealing with P
addresses. The y charg eudcnu Untl such notification,
the last nnuﬁed ‘address and billing details shall be presumed to be correct

39,411: Custamer shal respond mcmpond:r:e by us and the RIPE NCchlhrqard to P addresses.

pursuant
Iu this Agreement Vu‘mﬂnme of verifying the status of the IP addresses and compliance with the wpl:ahlz RIPE
policies.

32,6 The Customer shall comply with the curent RIPE poicies relevant to Customers, published at www.ripe.net,
from time to time
by the RIPE community in accordance with the RIPE policy process. For the avoidance of doubt, the Customer may be
referred to 23 an *End User” on thase policies;

39.7 The Customer shall not assign, delegate, sub-delegate or otherwise allow third parties to use the IP addresses
assigned toit pursuant to requests made by us pursuant to this Agreement;

39.8 The Customer understands and agrees that we or the RIPE NCC may revoke IP addresses if the Customer does not
use the IP addresses accordance with RIPE poiicies.

39.9 We do not warrant that the requested IP addresses will be provided upon request or that IP addresses wil be
routable on any part of the Internet.

39.10 The Customer shall be liable for ail aspects of the use of the IP addresses provided toit.

ht
8216 You wil not use your own persoral or corporate website o publish or distribute sparming software, lists of
persenal or corp given their express permission) or
any personal data, except where such data i in strict accondance with the Data Protection Legisiatin, and ailother
applicable regulation and legisiation.

42.17 You will not messages inorder promote, or
otherwise advertise your website.

42.18 We may suspend one or more of your serviess if it is the repeated target of a Derial of Service/DoS attack or
similar attack. The provisions of this claus e will be enforced whether it Is a direct or indirect result of your actiors. If
You receive three or more attacks against a product or senvice with no DoS protection hosted by us then it may be
necessary on ceeasion to terminate your services with us. Protection against DoS attacks may be offered as an
sdditional extra for some or all o your products and servies with us. This protection s not 3 guarantee that your
products or servic
and not service or OS level attacks

Part F Fair Usage Policy
430 By Accepting our General Terms and Ccndlﬂnm, you agree to be bound by our fair usage policy for broadband
services. all of the Service(s) we supply to you inthe event that

You contravene this Fair Usage policy.

General

43.1 This Poliey s ereated to ensure that your broadband service (ADSL, FTTC) s fast and reliable whenever you use it
Some of our broadband customers use peer-to-peer technology (PSP) or file sharing software which allows users to

39.11 We shall not be liable for damages caused by a failure by us or the RIPE NCC to make the IP addr able downioad . This fle sharing technology uses up ot of bandwidth

(on time], or for damages n any way connected with the use of the [P addresses. leaving less available for you and other i fally at peak times. You are

39.12 We shall be entitled to terminate the Agreement forthwith effect by means of a uniikely to be affected by this policy if you are not using lhs file sharing software or downloading large files. If

the Customer without being liable to pay damages to the Customer and without wewdfu to our right to daim yiencoeed Office feels your usage is heavy or excessive especially at peak times of the day, HighSpeed Office may do

{aditional) damages from the Customer f: i) the Customer fClause 39 one or more of inwriting:

‘or the Customer fails to observe any rule of applicable law, which should be ahrd m by the Customer and which, (a) issic your tor your usage;

nthe opinion of us, is of such a nature as tojstify immediate termination. (b)impose vour e of fce whi exceed;

39.13Upon termination, the Customer shallno longer be entitied toand shall d(c) limit your use of service with other users it i You;

the IP Addresses may be re-assigned by the RIPE NCC or us to other Customers. The Cus! (@) your quality ;

that It has not and undertakes not to make any claim as against s or the RIPE NCC for the continued use of the IP

addresses. the broadband 3

BiAwhes the Customer requests Independent Internet Number Resource assignments from the RIPE NCC, the o o5 we would including asking you in from
greesto Number Resources. at peak times.

Part C Abortlve site visits

40.0 We reserve the right to raise :nAmv: Visit Charge in the following circumstances:

(a) When our engineer provided by you, your agent of

(b) When our engineer arrives 3 want the
installation completed;

{c) When our engineer is refused entry to your address, or no access can.be gained at the time agreed between you
andu;, :

ia specified by i installing
e, minimumspace requirements, avalabilty of power et.

(d) our engi i the faultis tous;
L g

fe) requestfor ineering visit, we cannat
confirm the existence of the reported fault.

Part D Bllllng Configuration and Changes

410 drmumu i the time for

an Order. i of it iors have b

received by you to ﬂ\l contrary, h'lllr‘vdl be added to the existing invoices and follow the format and configuration

thereof. Where you have supplied us with billing codes prior to issuing of the firstinvoice under an Order, these will

appew on lre invoice. Where you subsequently require chmm to the format or configuration of invoices, an
-harge will be levied ir -ord: with our il at the time you request the change(s) to

be made.

PartE Acceptable Use Policy (AUP)

420This
any or all of the Service(s) msnpdvmywm the event that you :mlrivene this AUP.
General

421 Clauses 42.2 -42.12 apply to all of our Service(s).

Acceptable Use

a2 ice(s) may only for ivity thatisi you
business a e you of the
Unacceptable Use

42.3 Our Service{s) may not be used:

{2) For accessing, retrieving, creating, displaying, transmitting, storing or otherwise treating (other than for properly
supervised and lawul research purposes) images, text, data or other material capable of being rescived into swch
images, text, data, materil, or sounds (including voice trafi) which is obscene, indecent, abusive, meracing or
offersive or
(b) For creating, transmitting o storing material that is designed or likely to cause annoyance, inconvenience o
needless anety;

(c) For creating, making . make, false or ;
(d) For it -Ilenvm‘ i inviolation of legislation or regulation;

(¢) For creating, landerous or libellous material;
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BhSo:

hSo Colocation Service Level Agreement

Introduction

This Service Level Agreement (SLA) sets out the HighSpeed Office Limited (hSo) Service commitments for the hSo:
Colocation service (Service) to you the hSo customer (Customer). All words and phrases that appear in this document have
their ordinary meanings unless they are defined otherwise here or in our Terms and Conditions.

Service Commitments '

Service availability

Infrastructure Availability for hSo: Colocation means that critical infrastructure, including power and Heating, Ventilating
and Air-Conditioning (HVAC) is available in your rack. hSo: Colocation is committed to having a 100% Infrastructure
Availability.

Critical infrastructure includes all power and HVAC including UPS, PDUs and cabling. It does not include power supplies on
customer equipment or PDUs supplied by the customer.

Availability is expressed as a percentage and calculated for each hSo service as the total number of hours over a quarter
during which the Service was available out of the total number of hours in a quarter: :

Total number of hours over a quarter — Number of hours of unavailability
Total number of hours in a quarter
Unavailability commences from the time stated on the trouble ticket and includes each whole hour until the Service is

restored.

Planned outages do not count as unavailability, but wherever possible such outages will be conducted outside hSo working
hours. Except in emergencies, Customers will be given seven days’ notice of any such planned outages. In emergencies, hSo
shall give as much notice as is reasonably practicable in all the circumstances.

Credit Calculation .

Where we do not meet Service Availability targets in any given quarter, we will apply a credit equivalent-to one day’s rental
per hour of downtime for that service. The maximum reduction applied per quarter will be capped at ten hours of Outage,
equivalent to 10 days’ rental.

Network Availability _

Network availability is critical for the success in connecting to the hSo: vDC service and the Customer’s success in using it.
This SLA does not cover the customer side of the demarcation point (i.e. customer LAN, internal wiring or other equipment at
customer address). In addition, this SLA does not cover network downtime.

In the event of network downtime, the customer must work with their network provider before registering a fault with hSo. To
provide an SLA cover for both Network and Voice availability, hSo recommends using the hSo:MPLS Network for delivering
the connection to the hSo: vDC service. In that case, the relevant hSo SLA will cover the network fault.

Incident Management and Escalations
Incident Categories

IncidentType ~~  Description - ]
Service Affecting Fault - Customer's Service is down
Service Change - Major Major change - 24/7
Service Change — Minor Minor change request - same day (10am-6pm)
Non-Service Affecting Non-Service-affecting works to minimise future Service impact
. Technical Query Query about the technical setup of a Service
Complaint _ Customer complaint
Billing Enquiry Any billing queries
Abuse Report abuse and abusive internet users / companies
Planned Works : Scheduled Maintenance on the Customer or hSo network
Emergency Planned Works ~ Short-notice Service-affecting work prevent future Service impact
Admin Enquiry ~ Administrative or audit work
' Order Enquiry - New Service order

Incident Priorities

Incident Type _ Description e i
Urgent - Critical impact to the Customer’s business opera
down, then a P1 category is assigned.

Priority1 (P1)  hSo and the Customer will commit full-time resources “around the clock” to resolve the situation. _
High - Operation of an existing Service or site is severely degraded, or significant aspects of the Customer’s
business operation are negatively impacted by inadequate performance of hSo supported products.

Priority 2 (P2)  hSo and the Customer will commit full-time resources “around the clock” to resolve the situation.

Medium - Operation of an existing Service is not operational for individual user e.g. phone hSo and the

Priority 3 (P3)  Customer will commit to resources during contracted hours to provide assistance to resolve the situation.

. If a Customer Service(s) or site or sites are

hSo Commerecial in Confidence Version 3
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WhSo:

" Low - Operation of an existing Service is degraded for individual with minimal impact to the rest of the
- business
: - hSo and the Customer will commit to resources during contracted hours to provide assistance to resolve
Priority 4 (P4) thesituation.
i Non-Service Affecting — Operation of an e)nstlng service is down causing no impact to the rest of the
Priority 5 (P5) = business eg Backup link Escalation Procedure Type Customer

Incident Response

The Customer should report a fault within two days of experiencing the fault. At the time of notification by you of a fault, the
hSo Customer Service Representative will request the following details from you:

e  Symptoms of the problem;

e  Details of any tests carried out by you;

e  Confirmation of the name and telephone details of the person reporting the fault together with the primary contact
person, and alternative contact arrangements (such as email addresses and/or mobile phone numbers); and (if
outside working hours) information about access to the building.

When notifying hSo over the telephone, the time will then be agreed with you and a trouble ticket opened. Measurement of
incident resolution time will commence at the time the Customer or hSo raises a fault ticket and will end when hSo confirms
to the Customer that the incident has been resolved. This trouble ticket will remain open until the problem is resolved. hSo’s
Customer Service Centre is available 24 hours per day, and we commit to responding to faults within 60 minutes of the time
the trouble ticket is opened.

Incident Resolution
hSo is committed to resolving incidents within a Maximum Incident Resolution Time. Resolution times are deterrmned by the
priority level of the incident. Resolution time excludes Customer parked time. Parked time is defined by hSo as being unable
to progress resolutlon without further contact with the Customer. Parked time will be excluded from the total fault time.
Incident Priority Max Inc1dent Resolution Time
P1/P2

Escalation Procedure
hSo employs automated escalation to ensure that unresolved Incidents are promptly addressed. Escalation is done according
to Incident Priority and time elapsed since it was raised.

Priority ______ Customer Services Manager _Engineering Director ~_Managing Director _
b1 Urgent Immediate , +@ hours _ +@hours '

P2 - High +8 hours _ +@hours
. P3 Medium +@ hours +@@ hours

P4 Low +@ hours ) +Q hours

Ps5 Non +@hours - ;

Credit Calculation

Where we do not meet Incident Resolution targets in any glven quarter, we will apply a credit equivalent to one day’s rental
per incident unresolved on time. The maximum reductlon applied per quarter will be capped at five incidents, equivalent to
five days’ rental.

Service Credits

The hSo:Colocation service will be available to Customer according to the Service commitments detailed above. If hSo fails to
meet the above Service commitments in a given quarter, Customer shall be entitled to make a claim for the SLA credit
detailed above no later than the one month after the right to claim a credit occurred (i.e. the fault). hSo’s data shall be used to
determine whether you are entitled to a service credit or not. This compensation is your sole and exclusive remedy and our
only liability for any failure to provide the Service in accordance with this SLA or at all.

Any compensation that may arise under this SLA for all the service commitments together will be paid as a credit to your next
bill for this Service up to a maximum of 10 day’s recurring charges (rental) (excluding variable usage charges) payable in
respect of the hSo:Colocation service charge for that quarter. This credit will be applied to your next quarter’s invoice. We are
not liable to pay compensation if we are prevented (in whole or part) from meeting the targets contained in this SLA or your
hSo agreement through your actions or inactions, those of a third party acting on your behalf, or for any other reason outside
our reasonable control. This includes unavailability due to the failure of one of hSo's Service Providers or due to the failure of
your equipment.

Note that where hSo does not meet any Service commitments due to the failure of another hSo service that you are
purchasing, you are only able to claim compensation in respect of the first failed service.

Customer Service
hSo's customer focus is perhaps best demonstrated by the existence of a single point of contact for all your enquiries and
Service-related matters. Our Customer Service Team is ready to assist you 24 hours a day, 365 days per year.

hSo Commerecial in Confidence Version 3
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B hSo:

hSo Colocation Service Level Agreement

Introduction

This Service Level Agreement (SLA) sets out the HighSpeed Office Limited (hSo) Service commitments for the hSo:
Colocation service (Service) to you the hSo customer (Customer). All words and phrases that appear in this document have
their ordinary meanings unless they are defined otherwise here or in our Terms and Conditions.

Service Commitments

Service availability

Infrastructure Availability for hSo: Colocation means that critical infrastructure, including power and Heating, Ventilating
and Air-Conditioning (HVAC) is available in your rack. hSo: Colocation is committed to having a 100% Infrastructure
Availability.

Critical infrastructure includes all power and HVAC including UPS, PDUs and cabling. It does not include power supplies on
customer equipment or PDUs supplied by the customer.

Availability is expressed as a percentage and calculated for each hSo service as the total number of hours over a quarter
during which the Service was available out of the total number of hours in a quarter:

Total number of hours over a quarter — Number of hours of unavailability
Total number of hours in a quarter

Unavailability commences from the time stated on the trouble ticket and includes each whole hour until the Service is
restored.

Planned outages do not count as unavailability, but wherever possible such outages will be conducted outside hSo working
hours. Except in emergencies, Customers will be given seven days’ notice of any such planned outages. In emergencies, hSo
shall give as much notice as is reasonably practicable in all the circumstances.

Credit Calculation :

Where we do not meet Service Availability targets in any given quarter, we will apply a credit equivalent to one day’s rental
per hour of downtime for that service. The maximum reduction applied per quarter will be capped at ten hours of Outage,
equivalent to 10 days’ rental.

Network Availability

Network availability is critical for the success in connecting to the hSo: vDC service and the Customer’s success in using it.
This SLA does not cover the customer side of the demarcation point (i.e. customer LAN, internal wiring or other equipment at
customer address). In addition, this SLA does not cover network downtime. .

In the event of network dov;(ntime, the customer must work with their network provider before registering a fault with hSo. To
provide an SLA cover for both Network and Voice availability, hSo recommends using the hSo:MPLS Network for delivering
the connection to the hSo: vDC service. In that case, the relevant hSo SLA will cover the network fault.

Incident Management and Escalations
Incident Categories

IncidentType = Description ST S
Service Affecting Fault - Customer's Service is down
Service Change - Major Major change - 24/7
Service Change — Minor * Minor change request - same day (10am-6pm)
Non-Service Affecting Non-Service-affecting works to minimise future Service impact
Technical Query Query about the technical setup of a Service
Complaint . Customer complaint
Billing Enquiry Any billing queries ,
Abuse Report abuse and abusive internet users / companies
Planned Works Scheduled Maintenance on the Customer or hSo network
Emergency Planned Works Short-notice Service-affecting work prevent future Service impact
Admin Enquiry ‘ Administrative or audit work
Order Enquiry New Service order '

Incident Priorities
IncidentType _ Description s —— -
Urgent - Critical impact to the Customer’s business operations. If a Customer Service(s) or site or sites are
down, then a P1 category is assigned. _
Priority 1 (P1)  hSo and the Customer will commit full-time resources “around the clock” to resolve the situation.
High - Operation of an existing Service or site is severely degraded, or significant aspects of the Customer’s
business operation are negatively impacted by inadequate performance of hSo supported products.
Priority 2 (P2)  hSo and the Customer will commit full-time resources “around the clock” to resolve the situation.
Medium - Operation of an existing Service is not operational for individual user e.g. phone hSo and the
Priority 3 (P3)  Customer will commit to resources during contracted hours to provide assistance to resolve the situation.

hSo Commerecial in Confidence Version 3
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B hSo:

Low - Operation of an existing Service is degraded for individual with minimal impact to the rest of the

business

hSo and the Customer will commit to resources during contracted hours to provide assistance to resolve
Priority 4 (P4) thesituation.

Non-Service Affecting — Operation of an existing service is down causmg no impact to the rest of the
Priority 5 (P5) - business eg Backup link Escalation Procedure Type Customer

Incident Response

The Customer should report a fault within two days of experiencing the fault. At the time of notification by you of a fault, the
hSo Customer Service Representative will request the following details from you:

e  Symptoms of the problem;

e  Details of any tests carried out by you;

e Confirmation of the name and telephone details of the person reporting the fault together with the primary contact
person, and alternative contact arrangements (such as email addresses and/or mobile phone numbers); and (if
outside working hours) information about access to the building.

When notifying hSo over the telephone, the time will then be agreed with you and a trouble ticket opened. Measurement of
incident resolution time will commence at the time the Customer or hSo raises a fault ticket and will end when hSo confirms
to the Customer that the incident has been resolved. This trouble ticket will remain open until the problem is resolved. hSo’s
Customer Service Centre is available 24 hours per day, and we commit to responding to faults within 60 minutes of the time
the trouble ticket is opened.

Incident Resolution

hSo is committed to resolving incidents within a Ma}amum Incident Resolution Time. Resolution times are determined by the

priority level of the incident. Resolution time excludes Customer parked time. Parked time is defined by hSo as being unable

to progress resolution without further contact with the Customer. Parked time will be excluded from the total fault time.
Incident Priority Max Incident Resolution Time
P1/P2

Escalation Procedure
hSo employs automated escalation to ensure that unresolved Incidents are promptly addressed. Escalation is done according
to Incident Priority and time elapsed since it was raised.

Priorityv Customer Services Manager = Engineering Director . Managing Director
P1  Urgent Immediate . _+@hours - +®hours

P2 High +@Qhours . +#®hours
‘P3 ' Medium +@ hours : +4) hours

P4 ' Low +@ hours _ +@ hours

P5 Non - +@ hours !

Credit Calculation

Where we do not meet Incident Resolution targets in any given quarter, we will apply a credit equivalent to one day’s rental
per incident unresolved on time. The maximum reduction applied per quarter will be capped at five incidents, equivalent to
five days’ rental.

Service Credits

The hSo:Colocation service will be available to Customer according to the Service commitments detailed above. If hSo fails to
meet the above Service commitments in a given quarter, Customer shall be entitled to make a claim for the SLA credit
detailed above no later than the one month after the right to claim a credit occurred (i.e. the fault). hSo’s data shall be used to
determine whether you are entitled to a service credit or not. This compensation is your sole and exclusive remedy and our
only liability for any failure to provide the Service in accordance with this SLA or at all.

Any compensation that may arise under this SLA for all the service commitments together will be paid as a credit to your next
bill for this Service up to a maximum of 10 day’s recurring charges (rental) (excluding variable usage charges) payable in
respect of the hSo:Colocation service charge for that quarter. This credit will be applied to your next quarter’s invoice. We are
not liable to pay compensation if we are prevented (in whole or part) from meeting the targets contained in this SLA or your
hSo agreement through your actions or inactions, those of a third party acting on your behalf, or for any other reason outside
our reasonable control. This includes unavailability due to the failure of one of hSo's Service Providers or due to the failure of
your equipment.

Note that where hSo does not meet any Service commitments due to the failure of another hSo service that you are
purchasing, you are only able to claim compensation in respect of the first failed service.

Customer Service

hSo's customer focus is perhaps best demonstrated by the existence of a single point of contact for all your enquiries and
Service-related matters. Our Customer Service Team is ready to assist you 24 hours a day, 365 days per year.

hSo Commercial in Confidence Version 3
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B hSo:

Introduction

hSo Access Service Level Agreement

This Service Level Agreement (SLA) sets out the HighSpeed Office Limited (hSo) Service commitments for the hSo:Access
service (Service) to you the hSo customer (Customer). All words and phrases that appear in this document have their
ordinary meanings unless they are defined otherwise here or in our Terms and Conditions.

Our Service commitments apply to network services using our UK Access service. Broadband (hSo:DSL) services and non-
UK network services are excluded and not covered under this SLA.

Service Commitments

Service availability _

Availability for the hSo:Access service means you are able to send and receive IP packets from the hSo core network to hSo
global peering partners outside of the core network. Subject to the terms of your hSo agreement and this SLA, the hSo:Access
service is committed to having Availability of: (i) 99.99% for single connections and (ii) 100% for a service connecting to the
hSo Core network using a resilient solution.

Availability is expressed as a percentage and caleculated for each hSo service as the total number of hours over a quarter
during which the Service was available out of the total number of hours in a quarter:

tal number of hours over a quarter — er availabili
Total number of hours in a quarter

Unavailability commences from the time stated on the trouble ticket and includes each whole hour until the Service is

restored.

Planned outages do not count as unavailability, but wherever possible such outages will be conducted outside hSo working
hours. Except in emergencies, Customers will be given seven days’ notice of any such planned outages. In emergencies, hSo
shall give as much notice as is reasonably practicable in all the circumstances.

Credit Calculation .

Where we do not meet Service Availability targets in any given quarter, we will apply a credit equivalent to one day’s rental
per hour of downtime for that site. The maximum reduction applied per quarter will be capped at ten hours of Outage,
equivalent to 10 days’ rental.

Network Latency

hSo:Access is committed to have an average round trip time within Europe of 50ms or less and from UK to Eastern North
America of 100ms or less.

The hSo:Access Latency commitment does not include customer premise equipment ot Customer’s Local Area Network
(LAN). Network Latency is measured between hSo backbone hubs and hSo global peering partners’ backbone hubs.

Incident Management and Escalations
Incident Categories

Priority 2 (P2)

Priority 3 (P3)
Priority 4 (P4)

IncidentType ~  Deseription .
Service Affecting - Fault- Customer's Service is down -
Service Change - Major Major change - 24/7
Service Change — Minor Minor change request - same day (10am-6pm) o
Non-Service Affecting Non-Service-affecting works to minimise future Service impact
Technical Query Query about the technical setup of a Service
Complaint Customer complaint
Billing Enquiry _ Anybilling queries
Abuse Report abuse and abusive internet users / companies
Planned Works Scheduled Maintenance on the Customer or hSo network
Emergency Planned Works Short-notice Service-affecting work prevent future Service impact
Admin Enquiry Administrative or audit work
Order Enquiry New Service order

Incident Priorities ,

JncidentType ' | Deseription _ _________ ~ ~ ~ ~ =~ - - -
Urgent - Critical impact to the Customer’s business operations. If a Customer Service(s) or site. or
sites are down, then a P1 category is assigned.

Priority 1 (P1) hSo and the Customer will commit full-time resources “around the clock” to resolve the situation.

High - Operation of an existing Service or site is severely degraded, or significant aspects of the
Customer’s business operation are negatively impacted by inadequate performance of hSo supported
products.

hSo and the Customer will commit full-time resources “around the clock” to resolve the situation.
Medium - Operation of an existing Service is not operational for individual user e.g. phone

hSo and the Customer will commit to resources during contracted hours to provide assistance to

- resolve the situation.

Low - Operation of an existing Service is degraded for individual with minimal impact to the rest of
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the business

hSo and the Customer will commit to resources during contracted hours to provide assistance to

resolve the situation.

Non-Service Affecting — Operation of an existing service is down causing no impact to the rest of the
Priority 5 (P5) business eg Backup link Escalation Procedure Type Customer

Incident Response
The Customer should report a fault within two days of experiencing the fault. At the time of notification by you of a fault, the
hSo Customer Service Representative will request the following details from you:

Symptoms of the problem;

Details of any tests carried out by you;

Confirmation of the name and telephone details of the person reporting the fault together with the primary contact

person, and alternative contact arrangements (such as email addresses and/or mobile phone numbers); and (if

outside working hours) information about access to the building.
When notifying hSo over the telephone, the time will then be agreed with you and a trouble ticket opened. Measurement of
incident resolution time will commence at the time the Customer or hSo raises a fault ticket and will end when hSo confirms
to the Customer that the incident has been resolved. This trouble ticket will remain open until the problem is resolved. hSo’s
Customer Service Centre is available 24 hours per day, and we commit to responding to faults within 60 minutes of the time
the trouble ticket is opened.

Incident Resolution

hSo is committed to resolving incidents within a Maximum Incident Resolution Time. Resolution times are determined by
the priority level of the incident. Resolution time excludes Customer parked time. Parked time is defined by hSo as being
unable to progress resolution without further contact with the Customer. Parked time will be excluded from the total fault
time.

Incident Priority Max Incident Resolution Time

P1/P2 ' frmours,

P3 EneFeraext working dah)

P4

b L .
Escalation Procedure

hSo employs automated escalation to ensure that unresolved Incidents are promptly addressed. Escalation is done according
to Incident Priority and time elapsed since it was raised.

Priority Customer Services Manager Engineering Director Managing Director
P1 Urgent Immediate +@hours +hours

P2 High @ hours +@hours

P3 Medium +@ hours +4@ hours

P4 Low +@ hours + hours

Ps5 Non hours

Credit Calculation

Where we do not meet Incident Resolution targets in any given quarter, we will apply a credit equivalent to one day’s rental
per incident unresolved on time. The maximum reduction applied per quarter will be capped at five incidents, equivalent to
five days’ rental.

Service Credits

The hSo:Access service will be available to Customer according to the Service commitments detailed above. If hSo fails to
meet the above Service commitments in a given quarter, Customer shall be entitled to make a claim for the SLA credit
detailed above no later than the one month after the right to claim a credit occurred (i.e. the fault). hSo’s data shall be used to
determine whether you are entitled to a service credit or not. This compensation is your sole and exclusive remedy and our
only liability for any failure to provide the Service in accordance with this SLA or at all.

Any compensation that may arise under this SLA for all the service commitments together will be paid as a credit to your
next bill for this Service up to a maximum of 10 day’s recurring charges (rental) (excluding variable usage charges) payable in
respect of the hSo:Access service charge for that quarter. This credit will be applied to your next quarter’s invoice. We are not
liable to pay compensation if we are prevented (in whole or part) from meeting the targets contained in this SLA or your hSo
agreement through your actions or inactions, those of a third party acting on your behalf, or for any other reason outside our
reasonable control. This includes unavailability due to the failure of one of hSo's Service Providers or due to the failure of
your equipment.

Note that where hSo does not meet any Service commitments due to the failure of another hSo service that you are
purchasing, you are only able to claim compensation in respect of the first failed service.

Customer Service

hSo's customer focus is perhaps best demonstrated by the existence of a single point of contact for all your enquiries and
Service-related matters. Our Customer Service Team is ready to assist you 24 hours a day, 365 days per year.
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