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EXHIBIT 2 — RB ASSET SOLUTIONS SUPPORT AND SERVICE LEVEL TERMS

SCOPE OF TERMS

Scope. These terms describe the policies and procedures under
which We provide commercially reasonable technical support and
maintenance for Software Services where ordered by You. The
terms form part of the Agreement between You and Us for
Software Services and are incorporated by reference into Your
Order Form. Capitalized terms used but not defined in this
supplement have the meanings given to them in the General
Terms.

SUPPORT AND MAINTENANCE

Support Services. So long as You pay all fees and comply with all
other terms and conditions of the Agreement, We will use
commercially reasonable efforts to provide support and
maintenance services (the “Support Services”) during the Service
Term for Your designated contacts consisting of the following: (a)
clarification of Software Services functions and features; (b)
clarification of the Documentation; (c) guidance and
troubleshooting regarding usage and connection issues related to
Software Services; and (d) verification, analysis and correction of
errors and abnormal behaviour in Software Services (“Incidents”).
While We will use commercially reasonable efforts to correct errors
in Software Services and respond in accordance with these terms,
You acknowledge that it may not be possible for Us to correct every
Incident reported by You or of which We are made aware on any
particular timeline or even at all.

Exclusions. Support Services do not include issues arising from: (a)
Your or Registered Users’ equipment, network connection or other
infrastructure; (b) use of Software Services in a manner not
consistent with Documentation or the Agreement; (c) failures or
downtime due to Force Majeure Events; or (d) use of Beta Versions,
free trials or demo access. Support Services also do not include the
provision of training, unique enhancement requests, onsite
services or support for third-party end users who are not
Registered Users.

Submission of Incidents. During Your onboarding, We will provide
a designated support mechanism and escalation path (contact,
hours, email and phone number) for Your Registered Users to
report any Incidents. You will cooperate with Us by providing
information and access to resources as reasonably required for Us
to provide Support Services. We will be excused for non-
performance attributable to Your lack of cooperation.

Classification. Our support personnel will assign a priority level to
each reported Incident based on the following criteria:

Priority # and Level

Description

P1 — Critical A problem impacting multiple customers
and their users or that is causing a complete
outage of Software Services

P2 — High A problem impacting only a single customer

or that is causing a loss of substantial and
significant parts of Software Services
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P3 - Low

All other issues, including problems causing
some minor inconvenience but the Software
Services remain operational, a problem with
a function or process causing minor
problems but there is a workaround in place,
or a problem that is minor or cosmetic in
nature

2.5 Priority and targeted response. After assigning priority, We will use

commercially reasonable efforts to investigate and provide initial
responses and updates based on the targets below:

Priority Initial Response Updates Continuous
Investigation
P1- Within 1 working Hourly Yes
Critical hour
P2 — High Within 1 working On request Yes
business day
P3 - Low Within 1 working On request No
business day

Depending on the nature of the issue, resolution may take the form
of an explanation, recommendation, workaround, modification or
fix to Software Services. We try to schedule maintenance releases
every three weeks but can provide “hotfixes” where needed based
on criticality of the Incident.
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