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SERVICE DESCRIPTION

H—EXEGBHE

HARDWARE MAINTENANCE
SERVICES AND PARKVIEW
HARDWARE MONITORING™

N—FOIF7HRFH—EXELUV
ParkView Hardware Monitoring™

General

#eAl

Park Place Technologies (“PPT”) will provide
support services and service coordination for the
hardware maintenance and/or repair of the
customer equipment to an operational state as
described in this Service Description ("Hardware
Maintenance Services"). Hardware Maintenance
Services will be available for customer equipment
identified for such services on the Order Schedule
(the “Covered Equipment”).

Park Place Technologies (ATFIPPTJ&ELMNETY)
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[CDOVWTHIATEET,

Hardware Maintenance Service delivery is
accessed by way of PPT’s Central Park customer
portal. Prior to commencement of the Term,
customer will be provided with on-boarding
instructions to set up an account in Central Park.

N—RHITF7RESFH—EXIZIE. PPTOCentral Park
HWREBI—R—FIL T IR TEET, PPTIE, K
HARSI D BRBARITIZ. BFEHIZCentral ParkIZ7 Aok
ERETDI-ODAUR—T14 T FIBERELET,

ParkView Hardware Monitoring™

ParkView Hardware Monitoring™

Hardware Maintenance customers may also enroll
in ParkView Hardware Monitoring. ParkView
Hardware Monitoring is PPT's proactive hardware
incident reporting and management tool. ParkView
Hardware Monitoring identifies hardware events,
automatically opens incident tickets, enables issue
triage, and allows for prompt dispatch of PPT field
support personnel.

N—FIIT7RFDEERIL. ParkView Hardware
Monitoring[Z3 & & TEE T, ParkView Hardware
Monitoringl&. PPTOFAT7 T AT HEN—KIITT7A
DIOTUROBESLUVEEY—ILTY, ParkView
Hardware Monitoringl&. /\—F O I7 DEBERERTE
L. BEIMICAY L TUORDFryhE T, BEDr
7 —%FAREICL. PPTO 74— LR Y R—NEE%
TRITIRES D EMTEET,

What You Can Expect; Support Levels

H—EXOHEE LUV YR—FLRIL

Hardware Maintenance Services are support

N—RHIF7RFH—EREF, KY—ERGBPE(C
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services and service coordination for the hardware
maintenance and/or repair of Covered Equipment
to an operational state as described in this Service
Description and include the parts, labor and
expertise required to maintain such equipment for
the Term, as more fully set forth in this Service
Description. In the event a Hardware Maintenance
Service incident requires firmware support services,
PPT will provide the part or parts at the necessary
firmware level when allowed by customer’s
entitlement to bring an asset back to its pre-failure
state. Maintenance parts may be new or
refurbished to perform as new.

RRHETLHERY . AREFLTBETREIRRBIZ/N—F
DITRIFEIV F=IRMEEET DH=-HDHR—F
Y—ERXRBLIUVY—ERDFAET, KA —ERGAE
[CEHICEHMIZERE T HEHBY . AR E ARG
BT A-OICRELGEA. TR HABIUEMMBZE
BHFETN—FIDITRFH—ERDAIOITUMY
T7—LI9IT7 DY R—H—ERELELT BHE.
PPTIE. B BRI BB IERIDIKEEICR T AT
BELRBAF. BREBELRI7—LIDITLARNILO—F=(F
BHOBBZERELET, RTFORRIE. FmFELE
FAERRICHEET I BERTHIGELHYET,

Customer’s contracted level of support for Hardware
Maintenance Services is set forth on the Order
Schedule. Support levels include:

N—FYHIT7HRFH—ERIZEALTEEHMNEZH L=
YR—FLARIVIE, FX—ERICEHET, HR—kL
RN)VIZIE. LATEEH»ET,

1) Coverage Window - Days (first numeral).
This is the days of service coverage per
week. “5” means Hardware Maintenance
Services are provided based on a 5-day
week consisting of Monday to Friday (for
example, 5x25x4). “7” means Hardware
Maintenance Services are delivered seven
days per week (for example, 7x24x4).

1) ®MERI4FD - BR(EPOHEHF) hld. 1
BE&H-YDOH—ERARZBEHTT, 510,
AERALEIERDASBREI/N—K YOI TR
Y—ERFRHETEHEEZERLET (I:5 x
25x4), [71lE. N—FHOIF7RFH—ER%E
B7HMRETHEXFEKRLET (:7 x 24 X
4),

2) Coverage Window — Hours (second
numeral). This is the hours-of-service
coverage per covered day. “24” means
Hardware Maintenance Services are
delivered 24-hours per day (for example,
7x24x4). “12” or “9” means Hardware
Maintenance Services are delivered for that
number of hours per day on a standard work-
day schedule.

2) REI4RY - BEHEQEEOHT) hlx.
HRELBBICHITHHY—E RIREBRBTT,
[2411&. N—KROIT7RFH—EXHN LA 2405
R ESNDTEFERLET (:7 x 24 x
4), T121F =&ML, ZEMGTEXBDRY
Da— /)L TLEBHYHZER. —FkDOI 7R
FH—ERFRETEHILEELRLET,

3) Response Time (third numeral). This is the
number of hours within which PPT will
respond to the incident ticket. For example,
“4” means a 4-hour response time (for
example, 7x24x4).  Response time begins

3) EREGEBEOHF) L. PPTASL
ST UNFTIMNIRIE T HREBOEHE TS,
BIZIEL, T411E, ICERENIRETHEI L
BEBRLET (B1:7x 24 x 4) , NEBERIZ. ()
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when (a) the initial call for service or incident
report has been received and acknowledged
by the PPT Solutions Center and (b) PPT
has completed triage and confirmed that the
incident is for Covered Equipment and
Services included on the Order Schedule
(versus an external issue such as software).
Customer may choose a response time
outside of (slower than) the contracted
response time based on its business needs.

H—ERFIEAU O TUMRE DRI DIKE
ZPPTYY)1—3 Xt 4—AZEBE LU
FBL. ™ D2(b) PPTHRT—UZFTETL. AV
TURN (VIO I T EDHNEDRRETIEAL)
AX—ERICEFNIREHBSLIUY—E
ADLDTHAZLEMERLI-EEITHIBLE
T, hEHRIE. BODEHRLO—_—XIZED
=, ZBHLEICERREN D (KYEW) IHERE
FRIRTDHIENTEET,

4) Predictive Failures; ParkView Hardware
Monitoring. ParkView Hardware Monitoring
may open an incident ticket for Customer for
a “predictive failure”, meaning that the
equipment failure has not yet occurred but is
anticipated. In the event of a predictive
failure incident ticket, the stated response
time does not apply and instead PPT will
contact Customer to schedule a mutually
agreeable time to resolve the predictive
incident. In the event of an actual failure,
PPT will respond within the contracted
response time set forth in the Order
Schedule.

4) #PEF B, ParkView Hardware Monitoring
ParkView Hardware Monitoring (. #2580 #K
EARELTLVENLEDD., FRINEILEE
BRI BTEBEFRID=OIZ. BEHRD=HIZA
DUTUNFIIINERITTAIENHYET I
FEFADAIITUOMNrYEDIGE . BBELT:
CEFEIERINT . PPTIL. BEKRITER
L. FPRIAOSTURNERERT H-OIZHEIZE
EAReGBEERARLET, ERICHELAKE
LI=BE. PPTIH EX—ERICEHLHEHN L
DICEBERNIZRELET,

How to Report an Incident

A TUONDBERE

Service delivery support can be accessed via the
PPT Central Park portal as follows:

H—ERRHEHR—K(E. LITOPPT Central Park
R—BIL ST HIERATEET,

https://centralpark.parkplacetechnologies.com/login

https://centralpark.parkplacetechnologies.com/login

Customer also may contact the Park Place Global
Solutions Centers 24 hours a day, 7 days a week,
365 days a year for the purposes of:

BEHRIE. LTOEBMD=OIZ, 24 E R EXD
Park PlaceZ A—/\JLYY) a—a w2 2—2H R0
EhtEBIENTEET,

e Opening of a support incident

o YR—bUITUIDRME

¢ Requesting an update on an existing

o BEDAVIUTUMNIBETIRIIERDE
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incident

]

¢ Providing an update on an existing
incident

o BHEDAVITUMIETIRIFIERDIE
f#

e Call status reports

o IKFEINRDHE

The PPT Global Solutions Centers can be reached

as follows:

PPT 4 A—/\)LY)1a—S30 Xt 5—0&E#K 1T

UTDELBYTY,

Global Solutions Centers:

ga—nN\IL)a1a—3o Xt 48—

https://www.parkplacetechnologies.com/con
tact-us/

https://www.parkplacetechnologies.com/con
tact-us/

On-Boarding

Customer is required to provide PPT with the serial
numbers for all Covered Equipment if not already
made available to PPT. Lack of serial numbers may
impact PPT’s ability to timely respond to a request
for Services.

BERKRIL. PPTICERLIRELTULVGWMEE . TTO
KRNI T ILEBEZPPTIZIZE T 2RENHY
F9, PPTICVUTZ LB ENRBESATULENGE.
PPTAH—E RIKFEITE RIS IS TELG LG E A HY
E3 I

An Onsite and/or Virtual Audit may be held as part
of the on-boarding process to discuss service
delivery, discover any possible problems/risks,
identify any pre-existing conditions, and formulate
an appropriate plan. This audit, if required, will be
scheduled at a date and time mutually agreed
between PPT and customer.

Y—ERBHRICOWTELEL., B8IYSHMHE VR
VEHRL. BFEORREFEL. BUGEBEERE
T5EOIZ. FAoR—T40570AD—BELTHE
B LY EFFIN—FYILDEEEZEHRTHEEN
HYET, COEEIL. BEGIZE. PPTEEEHRED
MCHEICEEL-BEIZRELES,

Hardware Maintenance Services may require a
ramp-up period at the initial stage of coverage for
PPT to stock required spare parts at the local
facility. The ramp-up period is: up to 30 days for
Covered Equipment located in the US, Canada or
United Kingdom and 45 days for Covered

N—RHI7RFH—ER T, PPTHRELESE
WU R (T T H1=6 . I REAR DR HARRE TiL
LIFHRABEIZGESZEENHYET , I LIFHAR

[F.KE. A5 FEEEICREDHRHEIRICD
WTIEHRKR30BM. TOMT R TOHHIBIZFHRE DX
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Equipment located in all other locations (subject to
this period being extended in certain jurisdictions
due to local governmental regulations concerning
parts shipment beyond PPT’s control). Incident
response during the ramp up period will be on an
“all reasonable efforts” basis. The ramp up period
presumes final equipment configurations are
provided by customer together with the Order
Schedule. If not, the commencement of the ramp
up period will be when the final configurations are
received.

SR OVWTIIRRASHEITT (PPTOXEO R
(40, BB D T ICRE I 2R D BAFRFIIZ LY.
—EDZETIICOHBAERSINDIGEELAHYE
), L EIFEIRP DAL TR, [HEML
BAHUZEYITWET, ST E(FHIRB L, S ExX—EREE
32T, BEBNRBMLGHER O J1FaL—3y
FIRI T HIEERNRELTLET , MDD IREEA L
5E . o077y THBEIE, &ENEaY 74X aL—
AVEZHELRFRIZEIRLET,

Escalation Procedure

WEFH

PPT’s escalation procedure is available for review
on the PPT Central Park portal noted below.
Questions may be directed to the PPT Global
Support Centers.

PPTOIEDF#ilL, FEEMDPPT Central ParkiR—
SV THERTEET, EMITOVTIE, PPT/O—N
W R—btEUA—CBRLEHELSESLY,

https://centralpark.parkplacetechnologies.com/login

https://centralpark.parkplacetechnologies.com/login

Requirements for Services; Service Limitations

H—EZADEH, —EZDHFIR

General. Covered Equipment must be in good
working condition and meet the manufacturers’
minimum equipment configuration requirements
and specifications at the commencement date of
Hardware Maintenance Services. Maintenance
service requirements that exist prior to the
commencement of services are excluded from the
Hardware Maintenance Services unless otherwise
specifically provided in the Order Schedule. Costs
associated with correcting deficiencies to the
aforementioned requirements are the responsibility
of Customer.

i, MEMRIL. N—FOIT7RFY—EXDHA
BIZEWT, RFGIERERETHY., hD, A—H—D
RIEREDCHBOI I4FaL—LavDEHE LU
EHREBL TSR ENHYET . Y —E XBIRHT
[CHEETHDRTFH—ERDEHE, EX—ERICH
EBDEDILEVRY, N—FHOI7RTFH—EXDS
BROASNET . AR DB D RIEDIEIEIZRES
EIHERIE. EHRORABERYFET,
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All Hardware Maintenance Services are dependent
upon hardware availability on commercially
reasonable terms.

N—FIIT7RFH—ERFTAT, BEMICEEN
BEBTN—FIITHAAFARETHAHLERTIREL
E3

Without limiting the foregoing, the following are not
included in Hardware Maintenance Services:
installation, de-installation, reinstallation or moving
equipment; adding, changing, removing features or
options, or making functional changes to
equipment; providing consumable or operating
supplies or materials, including but not limited to
print heads, shuttle assemblies, cables, batteries
(other than mother board, system board, and cache
batteries, which are included), media, toner or ink
cartridges; repair of equipment damage including,
without limitation, damage resulting from accident,
transportation, neglect or misuse, lightning, failure
or fluctuation of electrical power, air conditioning or
humidity control, water, other environmental factors,
telephone equipment or communication lines
failure, failure of foreign interconnect equipment, or
caused by maintenance services or modifications,
alterations or additions of items not provided by
PPT to equipment; maintenance or repair needs
caused by misuse, abuse or neglect, or other loss
or damage from causes external to the equipment;
reconditioning or factory refurbishment of
equipment when normal repair and parts
replacement cannot keep the equipment in
satisfactory operating condition as determined by
PPT; software or firmware service (including
upgrades and patches) or any repair of any
equipment failure caused by inappropriate software
or firmware programming, system software or
application software support; system engineering
services, programming, and operating procedures;
and maintenance or other services on equipment
other than Covered Equipment. Excluded services
noted above may be performed by PPT under a
separate Order Schedule or on a per call basis for
out-of-scope services as noted above.

AR DRMEZEFIR TS LML UUTIE, N—FHT7
R —ERICEFENFRB A AIVAM—IL HIR. B
AVAR—)L HERDIEE), IR DEM. TE, #HEH
SDMREDA T ar DRE, Fr- (X DOHEREE
B, HEAYR, O¥bLT7EVTY) =T IL, 13T
—(MARAENTNEI Y —R—F | S RXTLR—FE
KUOFvY L an\yT) =% AT47 . bF—FT=
(XA IP—RITHEED M., CNLIZREINALY.
HER. FHRAR. MHEORME, B, @E. TIE
HLLIFRA, ZE. BELLLIFTRELE HHEA.
THRLLTEESE. K. ZOMDIREER, EEFE
HEL LT BERBOESE . NEOHEEEGERD
EEDHREECEEG. T=(X PPT AR ITRLT
BELTOVEWMESFY—EX, REDEBE. HZELLL
(FEMISERTIEEEZSOMN. CNGIZRESNG
LMESRDIBEOBIE, BA. BRLLIEFEE. 1=
(FHBNADRERICKZZDMDELELLITIEGICHE
RTBREFHLLITEROD=——X, PPT OHIBFIZLY,
BEOEBEBIUBARBETIIHIRET T 0EREIK
BEBICR TRV EEDHZREEDHREEIEIIIHZT
DEE,VIFIITT7HLET7—LIITH—ER
(YT TL—RBLUNYFEED) ., FEFEDE
YIIITHLET7—LOIT7OTOSSIVS I
ERTLIEBZOTESDBE, DATLYI NI
FEIT7TVr—2a IR T T DY R—k, SR T
LIV FYLTH—ER, TATIZVTELVIE
EFIE, M EBEIIFUN DRI T HRTZDMD
H—E R, LREOREN Y —ERIE, PPTIZKY. Al
BEDEFX—ERICEDTRHEINS S, FIE LIS
SEHOBEY. SENDT—ERELTKREEICIRIS
nN3GEENHYET,

SSD. As a condition to quoting Hardware
Maintenance Services, Customer is required to
inform PPT of all solid state (SSD) and/or self-

SSD, N—FOIF7RFH—ERDRBYDEHEL
T.BEHRIL. 74X 2L —avTHEHIATLNS
FTRTOY)YRRATF—K(SSD)RSATELV F1=
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encrypting (SED) drives utilized in the configuration.
PPT reserves the right to exclude SSD/SED drives
from maintenance coverage unless they are
identified prior to quoting. For any SSD and/or
SED drives that fail because of end of use life, PPT
reserves the right to separately charge customer for
the materials expense related to the replacement.

(B RSt (SED)RSAT#PPTIZEA T AHEMN
HYET, PPTIX. RIEYDRIIZSSD/ISEDRESATH
HESNTULRLEY, SSD/ISEDRSATERERR
MoRN T HIEFEZRLET, MAEHHEBL.
HMEL-SSDRSATE KUV F1=IESEDFSA4T(ZD
LT, PPTIE, RIRICEHET D HEZHERRIZHIE
ERTHIEFEBRLET,

GPU. As a condition to quoting Hardware
Maintenance Services, Customer is required to
inform PPT of all graphics processing units (GPUS)
utilized in the configuration. PPT reserves the right
to exclude the GPUs from maintenance coverage
unless they are identified prior to quote. For any
GPU'’s that have failed that were not previously
disclosed when put on contract, PPT reserves the
right to separately charge customer for the
materials expense related to the replacement.

GPU, \—ROIT7RFH—ERDRBYDEHEEL
T.BEHIE. a0 74F2L—a>THEASK TS
TRTDTS57490RTOwyS 1=y (GPU) %
PPTIZEBA T H2LENAHYET, PPTIE. RIRYDHE]
[CGPUMLEESNAZLRY . GPUZ RS R BERST
T HOEFNEBRLET  ZYBFICEFNIEARING D
of=. BEEL=GPUIZDL\T, PPTIZ, #38MD3TH#aIZ
BET AMHBERERRICHRIBERT HIEFZER
LET,

Other. Certain product specific service limitations
may also apply. See Product Limitations available
at
https://www.parkplacetechnologies.com/contracts/
for a complete listing of these limitations.

FDM, FEDHEMICEEF DY —EXFRLHLEHRAIN
SEENHBYET . HEOFIRDVRANE, FTieDHH
mDHIRESELTIZELY,
https://www.parkplacetechnologies.com/contracts/

Customer Responsibilities

BERORE

Customer will maintain accurate and current logs
and records concerning the operation of Covered
Equipment.

BERIL. AREF[ORBICET DEENDORFTD
A7 B8LVEHRERIFLET.

Services requested by Customer and provided
outside the scope of the Order Schedule will be
billed at PPT’s rates and terms then in effect.
Without limitation, return to service support
Services required as a result of unplanned or
unscheduled power or connectivity outages are
outside the scope of the Services and will be billed
at the rates and terms as described above.

PERIMKEEL., FX—EROHFEI TiRESN T
Y—EXILX. ZOERTHDE PPTOREELUE
HTHERLET, CNICELT . SHEN EIEFES
DEEFLIIEHREEOHRREVNEL > -BEDY
—E XY R—bDH—E XL, KH—E XD EHFE 4}
T, LEEOHEFIVEHTHERLET,
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Customer is responsible for the security, backup,
and reinstallation of its data at all times. PPT
accepts no liability for loss of software or data due
to hardware failure.

BERKIX. BIZ. BoDT—20ExX2)T4. 1\997F
YITBLUVBEAVAR—IILIZDEERZEALET, PPT
(X N—FOI7DHEICKDYINITTEIET—
ANT/RIZDEF—VDEFZAVEEA,

Customer must provide PPT on-site personnel with
the necessary workspace and unobstructed access
to the equipment to be serviced. Customer also is
required to identify and maintain a technical contact
to whom PPT may direct general technical
information and inquiries.

BERT. PPTORMERESRIC, BEGERIGHT
BEIUVHF—ERXDHRDEBENDYITOLRNTI+ER
DRBZELLGITNIERYER A =, BFHRIL. PPT
ARSI ERO IR DIEKEL LU EHLEZ
FHCENTESRMIBLEDEREERHEL. #FF
TORENHYET,

Customer is responsible for identifying all replaced
parts containing proprietary or personal data.
Replaced parts containing proprietary or personal
data will remain customer’s property; all other failed
parts will become Park Place property upon
exchange.

BERIL. EHETAFEEIBEAT—2EELITART
DR AREHEETIERZAVET . EHET—3F
FIFBEAT—2Z2ETCKBERIEIEEHOFEYNE
EY) ., Z DT X TOMPEED ML KR HEFIZPark Place
DIREMELYET,
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