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CUSTOMER SERVICE ORDER FORM

The parties acknowledge and confirm that this Customer Service Order Form
(hereinafter "CSOF") is entered into pursuant to the Master Services Agreement
referred to below ('"Master Services Agreement"), and incorporates all the Conditions,
together with those Service Descriptions, Service Level Agreement and Additional
Terms (if any) as specified in this CSOF. Where there is any conflict or ambiguity
between the terms of the Master Services Agreement and this CSOF, the terms of this
CSOF shall prevail.

Unless otherwise stated all terms defined in the Master Services Agreement, shall have
the same meaning when used in this CSOF.

The further terms agreed between the parties in relation to this CSOF are also set out
in the Additional Terms Section at the end of this CSOF.

Customer Details:
Panbet Curacao N.V., Abraham de Veerstraat 9, Curacaoo.

Master Services Agreement Details:
The Master Services Agreement between Continent 8 Technologies Limited and
Panbet Curacao N.V. dated

CSOF# 322101

CUSTOMER ACRONYM MABET

Gl TGI8 Koy s ot
COMMENCEMENT DATE Ready for Service Date

CURRENCY UsD

MINIMUM TERM 12 Month(s)

TOTAL SET-UP FEE $3,000.00

TOTAL MINIMUM MONTHLY

RECURRING FEE $3,500.00

CONTINENT 8 TECHNOLOGIES LIMITED PANBET CURACAO N.V.

Natalia zavodnik

Name: Name:
(Print Name) (Print NGRG).
Per: Per: [lijamim Zn 0 M({
(Authorised Signing Authority) (Authorised Sigﬁiagxafhorﬁy)

DATE DATE 23/1/2024 | 16:05:26 GMT
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SERVICE: RACK SPACE

NEW POWER NEW POWER
1 $3,500.00 5 $0.00 $550.00
SRirg; FEE PER TOTAL SETUP FEE NEW MMRF
$3,000.00 $3,000.00 $3,500.00

Notes

1. The installation of Customer equipment will be charged per the fee table
provided in Appendix E.

Additional Terms
The parties have also agreed the following terms:
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Co-Location Services

For C8 Standard Definitions and Common Abbreviations, see Appendix A

1. SERVICE DESCRIPTION

1.1.

1.2.

Rack Space

C8 shall provide Customer with space inside a Server Room for the purpose of
hosting Customer’s computer equipment.

All computer equipment shall be installed inside a Rack provided by C8. Rack
specification will be as described in APPENDIX G: ‘Datacentre Specifications’
attached to this document. If an equipment manufacturer does not support
installation inside a standard C8 Rack, it may be possible to accommodate a
special rack supplied by Customer, but this varies by location and is subject to
C8’s approval.

Doors shall be locked, and all keys will be kept by the security department.
Customers who require access to a Rack must ask for the key at the security
desk.

No miscellaneous materials (e.g., books, cables, rails, disks, boxes) may remain
in a Rack after installation. C8 can store certain small items on-site or larger
items off-site at additional cost. No dangerous or combustible materials may
be installed inside a Rack. C8 reserves the right to prohibit the installation of
certain equipment if it is deemed to pose a health or safety risk. C8 is solely
responsible for server room floor space allotment. Special requests for space
may be submitted to C8 for approval.

Rack Power

Each Rack shall be equipped with sufficient power to accommodate the
specifications of Customer’s equipment however the total amount of power
available in a Rack may not exceed a predefined limit, according to its
location. Maximum loads applicable to racks within this facility are specified in
APPENDIX G: ‘Datacentre Specifications’. Additional power may be available
upon Customer request.

C8 shall provide two vertical PDUs per cabinet. Each PDU shall be connected
to a different circuit from a different panel for redundancy. Depending on
Customer’s requirements, different PDU configurations can be installed,
however the standard configuration is as described in APPENDIX G:
‘Datacentre Specifications’. In order to achieve proper redundancy for
equipment with dual power supplies, no circuit should be loaded beyond 40%
of its rated capacity.

All power to Racks shall be backed up by uninterrupted power supplies and
emergency power generators.
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1.3.

14.

C8 is solely responsible for supplying power and PDUs in Racks. Power from one
Rack may not be cross-fed to equipment in another Rack. Special requests for
power systems may be submitted to C8 for approval which shall not be
unreasonably withheld. C8 shall provide reasonable justification for any
such withholding of approval.

Cooling

C8 follows the ASHRAE Thermal Guidelines as detailed in ASHRAE TC 9.9, 2011.
Our Server Rooms are classified as Class Al as per the ASHRAE specification
below:

Class Al: Typically, a data centre with tightly controlled environmental
parameters (dew point, temperature, and relative humidity) and mission
critical operations; types of products typically designed for this environment are
enterprise servers and storage products.

With reference to the above specification, our standard temperature and
humidity goal ranges, under normal operating conditions are as described in
APPENDIX G: ‘Datacentre Specifications’. As the ASHRAE specification will
change over time to drive additional efficiencies based on new server and
hardware specifications, these figures may change or be updated, and C8
intends to track these industry standard activities and hence these goal ranges
may change over time.

Technical Support Services

Customers can contact C8 technical support in relation to the subscribed
service, either by e-mail or by telephone on a 24x7 basis, as per the process
outlined in APPENDIX C: ‘Technical Support Services'.

Additional fees applicable to Technical Support services are as described in
APPENDIX E: ‘Technical Support Fees'.

During Standard Business Hours, C8 will employ level 1 technicians who will be
on-site and can perform the following duties:

Power cycling of equipment

Remote hands and eyes on server consoles
Escorting service technicians

Receiving and unpacking equipment

During Standard Business Hours, C8 have available level 2 technicians, who can
respond to all reasonable technical support requests, including but not limited
to the following:

e Replacement of defective components, such as hard drives and power
supplies

Basic hardware installation and configuration

Basic software installation and configuration

Network provisioning and support

Advanced troubleshooting of Customer’s hardware and software
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C8 employs technicians on a 24x7 basis, who are on-call for ‘Critical issues’, as
described in APPENDIX C: ‘Technical Support Services'.

C8 can also provide second-level 24x7 support for Non-Critical issues, as
described in the APPENDIX C: ‘Technical Support Services’, provided that
Customer gives at least seven (7) days advance notice to C8.

2. SERVICE LEVEL AGREEMENT (SLA)

2.1

2.2,

2.3.

24.

Rack Power
C8 shall provide 99.99% availability of power.

For each complete hour where, on a cumulative basis in any calendar month,
where power is not available to a Rack, at Customer’s request, Customer’s
account shall be credited for one day of monthly rack fee and power
consumption fee for such Rack.

Such Service Credits shall not, for any given calendar month, exceed the
monthly rack fee and power consumption fee for such Rack.

Cooling

C8 shall ensure that the maintenance of temperature and humidity is 99.99%
available within the ASHRAE TC 9.9, 2011, Class A1l guidelines.

For each complete hour where, on a cumulative basis in any calendar month,
either:

a) air temperature within the cold aisle is not between 15°C and 32°C; or
b) relative humidity within the cold aisle is not between 20% and 80%;

at Customer’s request, Customer’s account shall be credited for one day of
monthly rack fee and power consumption fee for such Rack. Such Service
Credits shall not, for any given calendar month, exceed the monthly rack fee
and power consumption fee for such Rack.

Technical Support Services

The Service level agreement, including response and resolution times for
Technical Support Services is outlined in APPENDIX D: ‘Response Times and
Escalation Thresholds'.

Exclusions

Any Service Credits provided for in this Service Level Agreement shall apply only
in respect of service unavailability for the specific services and where Customer
has reported the unavailability and for which a ticket number has been issued
by C8 in accordance with the provisions of the procedures attached in
APPENDIX C: 'Technical Support Services'.
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2.5.

The Service Credits provided for in this Service Level Agreement shall not apply
if Customer is in material breach of any of the terms and conditions of the
Master Services Agreement which is relevant to the application of the Service
Credits or if service unavailability is:

a) caused by Customer’s applications, equipment or facilities; or

b) caused by the negligence, wilful misconduct of Customer or others
authorised by Customer; or

c) caused by an action made at the specific request or direction of
Customer; or

d) as a result of scheduled or emergency maintenance; or
e) associated with DNS issues outside the direct control of C8; or

f) as a result of other National networks/exchanges that adversely affect
the ability to pass IP traffic on the Internet as a whole; or

g) due to a third-party service provided to C8 solely for the benefit of, and
at the request of, Customer; or

h) due to a DDoS Attack or other malicious and unwanted attacks; or
i) due to Force Majeure; or

1) due to other events or circumstances which this Customer Service Order
Form expressly sets out as excluding the availability of Service Credits
should such events or circumstances arise.

Customer may claim a Service Credit (where available) by giving written
notice to C8 by the end of the calendar month following the month in which
the relevant service level failure occurred. Eligible Service Credits will be
applied against the invoices in the month following notification by Customer.

Scheduled Maintenance

C8 may be required to perform scheduled maintenance that will, or may
reasonably be expected to, affect a Customer’s operations. In such cases, C8
shall notify Customer by e-mail at least seven (7) days in advance.

For all scheduled maintenance activities, C8 shall perform such activities in a
way that minimises disruption and services unavailability for Customer.
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APPENDIX A: Common Abbreviations and Definitions
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APPENDIX B: N/A

This appendix is not applicable to this product.
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APPENDIX C: Technical Support Services
1. Access to Technical Support

C8 will provide Technical Support 24 hours a day, 365 days a year as part of Services.
There is a “"Basic” service level for all nhon-urgent requests, while an enhanced service
“Network Assurance” is available at an additional cost. These services include
telephone support, email support, incident response, change response, basic or
enhanced proactive monitoring, device replacement, and software/hardware
maintenance.

Basic (Non-Urgent Requests)
For all non-urgent requests for service, worldwide, email: support@continent8.com.

This process will open a support ticket with C8’s technical support team. Customer will
receive an automated response and will be provided with a ticket number identified in
all correspondence in connection to the service request. The next available C8
technician will respondto your request. When communicating with C8 technicians, kindly
ensure that the ticket number is always in the subject line for C8 to readily identify the
service request.

Network Assurance (Urgent Requests)

In the event of an urgent request or emergency, we recommend that you telephone
Technical Support on one of the following numbers:

Europe: +44.1624.694.611
North America: +1.514.461.5111

When placing a telephone call for an urgent request, please have the following
information available:

. Company acronym as Customer is referred to by C8;

. First and last name of individual calling;

. Password or passphrase if applicable;

. Detailed nature of the urgent request;

. Equipment name and location;

. Direct telephone line in the event of needing to call individual back;
. Any other relevant information;

No ol bk~ wWwN B~

Global Distribution List

C8 has a Global Distribution List for the purpose of providing maintenance advisories to
all customers. These can be either scheduled or emergency notifications. Customer shall
elect one or more of the authorised person(s) to be on the Global Distribution List. A
department email address or a company distribution list can be given as an alternative
to individuals.


mailto:support@continent8.com
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2. Notification and Logging of Incidents

C8 aims to immediately detect incidents with any of its Services, sometimes pro-actively
informing Customer. However, any problems detected by Customer must be promptly
reported by an authorised customer contact (and in any event within 72 hours) to C8.
After the authorised customer contact notifies C8 of an incident, the incident will then be
logged by C8 and Customer will receive a “ticket” number. This ticket number will form
the basis of all follow-up actions. Customer must assign a severity to all incidents submitted
to C8, in accordance with the matrix provided in Appendix D ‘Response Times and
Escalation Thresholds’.

3. Response time and Escalation Targets

C8 response and resolution targets, and escalation processes in relation to any support
requests, performance issues and/or problems with the provisioning of the services
hereunder are detailed in Appendix D ‘Response Times and Escalation Thresholds’'.

4. Planned Work

All planned work and installations should be scheduled with C8, 10 working days in
advance. Support tickets opened for planned or installation activities will be categorised
as non-critical and this work will be completed during normal working hours unless
otherwise agreed.
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APPENDIX D: Response Times and Escalation thresholds
Applicable product(s): ALL

Applicable Location: ALL (ALL)

Escalation Path (Customer peer)

SMC/ Head of .
» Escalation i?g/He(a)d,t Support/ OfﬁCgE%f e
Priority Definition Initial o ocolution Manager upp Coo
Response Time T
Time (Team o erations  (CTO/  (MD/COO/
LR Manager) Director) CEO)
Supervisor) 9

Critical, means an

existing C8

supplied service is

unavailable; loss of

service with no

workaround

available,

affecting

Customer’s daily

business operation

High Priority,

means an existing

C8 service is

2 degraded; 2 Hours 8 Hours
intermittent or
reduced quality of
service
Medium Priority
means a general
issue or request for
assistance or

3  support with an
existing product or
service; usually a
workaround is
available
Low Priority, means
a question, or

4 request, or
enhancement
request

It is expected Customer suitable and necessary resources

will be available to support identical prioritisation and

liaison

1 Hour 4 Hours >4 Hours >24 Hours +1 Day +2 Days

>1 Business >3 Business

Day Days +2 Days +3 Days

1 Business 3 Business >3 Business >5 Business +5 Business +10 Business
Day Days Days Days Days Days

2 Business 5 Business >5 Business >7 Business +7 Business Not
Days Days Days Days Days Applicable

Escalation is expected in-line with appropriate
Customer and C8 peer level contacts

e Initial response time - measured from the time Customer submits a ticket and when case is
opened by the engineer, triaged, and actioned.

¢ Resolution time - measured from the time Customer submits a ticket and the time taken by C8
to resolve it to Customer satisfaction.

Note: resolution time does not include the period the ticket is “"on hold” awaiting response from the
customer
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The following fees will apply to Level 1 and 2 Support

Level 1 Level 2
Region Currency Units Standard Outside Standard Outside
(Locations) (currenc ) Business Standard Business Standard
y Hours Business Hours Business
Hours Hours
Minimum Increment per request 1 Hour 3 Hours 1 Hour 3 Hours
EURO Hourly (EUR) | 200 250 250 300
(?KESE of Man, Channel Islands & Gibraltar) Hourly (GBP) 200 250 250 300
D
}K’aﬁnawake, Us & Asia) Hourly (USD) 200 250 250 300
CAD | i ket Hourly (CAD) | 200 250 250 300

Standard Business Hours are defined per the location.

Below guidance for Level 1 and Level 2 activity categorisation

Level 1 supportincludes the following:
e Power cycling of equipment
¢ Remote hands and eyes on server consoles
e Escorting service technicians
e Receiving and unpacking equipment

Level 2 supportincludes the following:
e Replacement of defective components, such as hard drives and power

supplies

Basic hardware installation and configuration
Basic software installation and configuration
Network provisioning and support

Advanced troubleshooting of Client’s hardware and software
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This Appendix is not applicable to this product.
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. faul K ificati Default Power Capability
Location| Default Rack Specification Max. Power Presentation
ACY1 600mm x 1200mm x 42U Key lock Up to 6kW 208V-30A-Three Phase
ACY2 600mm x 1200mm x 51U Key lock Up to 5kW 208V-30A-Single Phase or
208V-50A-Single Phase
ACY3 600mm x 1200mm x 42U Key lock Up to 6kW or 10kW 208V-50A-Single Phase or
208V-50A-Three Phase
AMS1 600mm x 1000mm x 50U Key lock Up to 5kw 230V-32A-Single Phase
ARK1 600mm x 1050mm x 42U Key lock Up to 8kW 208V-30A-Three Phase
CHI2 600mm x 1200mm x 42U Key lock Up to 5kW 208V-30A-Single Phase
CHI3 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
CON1 600mm x 1070mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
Cuwil 600mm x 1200mm x 42U Key lock Up to 8.64kW 400V-32A-Three Phase
DDCA1 600mm x 1200mm x 47U Key lock Up to 5kW 230V-32A-Single Phase
DEN1 600mm x 1200mm x 48U Key lock Up to 8kW 208V-30A-Three Phase
DEN2 711mm x 1066mm x 47U Key lock Up to 8kW 208V-30A-Three Phase
DET1 600mm x 1200mm x 48U Key lock Up to 5kw 208V-30A-Single Phase
DET2 600mm x 1200mm x 42U Key lock Up to 8kW 208V-30A-Three Phase
DET3 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
GDCB 600mm x 1000mm x 42U or Up to 3.68kW, 4.25kW or 5.88kW | 230V-32A-Single Phase
600mm x 1200mm x 42U Key lock
GGY1 600mm x 1009mm x 42U Key lock Up to 5kw 240V-32A-Single Phase
Must not exceed floor load of 8kN
or 3kN Load Point
IDCA 600mm x 1000mm x 42U or Up to 5kW or 8kW 240V-32A-Single Phase
600mm x 1200mm x 47U Key lock
IND1 600mm x 1066mm x 42U or Up to 8kW 208V-30A-Three Phase
600mm x 1200mm x 42U Key lock
IND2 600mm x 1200mm x 48U Key lock Up to 8kW 208V-30A-Three Phase
IND3 600mm x 1200mm x 42U Key lock Up to 5kW 208V-30A-Single Phase
Io0w1 600mm x 1200mm x 42U Key lock Up to 8kW 208V-30A-Three Phase
I0W2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
KAN1 600mm x 1200mm x 42U Key lock Up to 8kW 208V-30A-Three Phase
KAN2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
KDCA 600mm x 1000mm x 42U Key lock Up to 5kW or 8kW 208V-30A-single Phase or
208V-50A-single Phase
KEN1 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
LIS1 600mm x 1070mm x 42U Key lock Up to 3kW 220V-32A-Single Phase
LON3 600mm x 1200mm x 47U Key lock Up to 5kW 230V-32A-Single Phase
LOU1 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
LOU2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
MAI1 600mm x 1200mm x 45U Key lock Up to 5kw 208V-30A-Single Phase
MAS2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
MIS1 600mm x 1070mm x 42U Key lock Up to 5kw 208V-30A-Single Phase
MLD1 600mm x 1200mm x 42U Key lock Up to 8kW 208V-30A-Three Phase
MLD2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
MLT2 600mm x 1200mm x 42U Key lock Up to 5kW 230V-32A-Single Phase
NAS1 600mm x 1200mm x 42U Key lock Up to 8kW 208V-30A-Three Phase
NAS2 600mm x 1200mm x 42U Key lock Up to 8kW 208V-30A-Three Phase
NCA1 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
NCA2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
NEV1 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
OHI1 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
OHI3 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
PDCA 600mm x 1200mm x 46U Key lock Up to 5kW or 8kW 230V-32A-Single Phase
PHL1 600mm x 1200mm x 42U Key lock Up to 5kW 208V-30A-Single Phase
PHL2 600mm x 1200mm x 42U Key lock Up to 5kW 208V-30A-Single Phase
PHL3 600mm x 1070mm x 48U Key lock Up to 5kW 208V-30A-Single Phase
PHX1 600mm x 1200mm x 42U Key lock Up to 8kW 208V-30A-Three Phase
PHX2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
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PRI1 600mm x 1200mm x 42U Key lock Up to 5kW 208V-30A-Single Phase
PRI2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Single Phase
RDCA 600mm x 1000mm x 42U or Up to 5.9kW 240V-32A-Single Phase
600mm x 1200mm x 42U Key lock
TOR2 600mm x 1200mm x 42U Key lock Up to 8.64kW 208V-30A-Three Phase
TWN2 600mm x 1200mm x 42U Key lock Up to 5kwW 220V-30A-Single Phase
VER1 600mm x 1200mm x 42U Key lock Up to 8.64kW 240V-20A-Three Phase
VIR1 600mm x 1200mm x 42U Key lock Up to 5kW 208V-30A-Three Phase
WDC1 675mm x 1070mm x 42U Key lock Up to 5kwW 208V-30A-Three Phase
WVA1 600mm x 1200mm x 42U Key lock Up to 5kwW 208V-30A-Three Phase
WYO1 600mm x 1200mm x 42U Key lock Up to 5kwW 208V-30A-Three Phase

Cooling and Humidity:
Temperature Target Range: 18°Cto 27°C

Temperature SLA Range: 15°Cto 32°C

Humidity Target Range (% relative humidity): 20%-80%

Humidity SLA Range (% relative humidity): 20%-80%

CSOF#322101
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