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Addendum A
SUPPORT SERVICES ADDENDUM

This Support Services Addendum (this “Addendum A”) is an addendum to the Master
Software License and Service Agreement (the “Agreement”) between Omnigo and Customer (as
defined in the Agreement). Capitalized terms used in this Addendum A and not otherwise defined
below shall have the meanings given to such terms in the Agreement.

Customer and Omnigo hereby agree to the following:

1. Support Services. Omnigo shall provide Customer with support as set forth in this Support
Services Addendum at the fees, if any, as listed in the applicable Order Form. Customer’s failure
to install a Maintenance Release promptly after receipt from Omnigo may result in termination
of the Support Services Addendum and all Support by Omnigo, without any obligation or liability
to Customer or any other person by reason of such termination.

2. Definitions.

(a) “Maintenance” means scheduled unavailability of the Services, as announced by
Omnigo prior to the Services becoming unavailable.

(b) “Production” environment refers to the live environment where Users interact
and log live data.

(c) “QA/Testing” environment refers to a pre-production environment used to test
new releases, configuration changes, or customizations either through human or automated
testing, prior to implementation in the Production environment.

(d) “Services” means Support Services and the professional services provided by
Omnigo on a Statement of Work.

(e) “Training” environment refers to an environment the mirrors or closely mirrors
the Production environment that is typically used to training new users on software usage,
configuration changes, and other topics.

3. Technical Support. Omnigo will provide Customer with Support Monday through Friday
from 8:00 a.m. to 5:00 p.m. Central Time, excluding Omnigo’s observed holidays. Emergency
support is available to Customer outside the designated Support times by telephone only. If
Omnigo, in its sole discretion, determines that emergency Support is related to an issue not
caused by Omnigo, Customer shall pay for any such emergency Support at then-current rate.
Emergency Support is billed in fifteen (15) minute increments, with a minimum charge of one
hundred dollars ($100.00) in the calendar month in which emergency Support is provided.

Omnigo Master Software License and Service Agreement
rev. 02/12/2025



Docusign Envelope ID: 96FE213C-E25E-423F-97C9-A4215D74BCEC

Omnigo / Customer
Master Software License and Service Agreement — Addendum A

Support Services Addendum
Page 2 of 5
4, Submission of Support Cases. Support cases can be submitted to Omnigo Technical
Support by the following channels:
Telephone (Best for critical or time sensitive issues)
Phone: 866-421-2374
Community Portal (recommended for all non-critical issues)
Link: https://omnigo.force.com
Email (best for low priority issues and requests for information)
Email address: support@omnigo.com
5. Service Commitment: Response Times.
Priority Definition Response Time Follpw up Submission
Level e B ' ' Channel
1 - High Complete loss of 30 minutes Every 2 hours Telephone
productivity or no access
to the Software in
Production environment
2 - Medium | Significant impact that 4 hours Every 8 hours Telephone
affects productivity in
Production environment
3 -Normal | No immediate work 1 business day | Every 3 business | Telephone,
stoppage; productivity is days Web, Email
significantly reduced; time
sensitive issue that may
affect future productivity
in Production environment
4 - Low Service requests, requests | 3 business days | Every 3 business | Telephone,
for information, training, days Web, Email
or issues pertaining to
non-production
environments

Omnigo will classify all tickets as Severity 3 (normal) by default and adjust accordingly based on
the details provided by Customer about the issue. Ticket classifications are determined by
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Omnigo based upon the availability and usability of Omnigo services to ensure optimal resolution
time for all customers. Issues with QA/Testing or Training environments rarely have an impact on
Production environments. As such, issues with non-Production environments generally will not
be classified as High or Medium Priority Levels.

6. Exclusions and Limitations. The Service Commitments outlined in Section 5 (Service
Commitments: Response Times) in this Addendum A do not apply to any unavailability,
suspension, or termination of service, or any other performance issue resulting from:

(a) Factors outside of Omnigo’s reasonable control, including force majeure events,
Internet access issues or failures, or problems beyond the demarcation point of the Omnigo
network;

(b) Any actions or inactions of Customer, its Users, or any third party;

(c) Failure of hardware, software, or other technology belonging to Customer, its
Users, or any third party (other than third-party hardware within Omnigo’s direct control);

(d) Scheduled Maintenance;

(e) Changes or alterations to the Software not specifically authorized or performed
by Omnigo; or

(f) Any version of the Software other than the current version of the Software or the
immediately prior release of the Software.

Support does not extend to customized software, configuration of hardware, non-Omnigo
software, networking services, consulting services, and general computer system maintenance.

7. Warranty. Omnigo warrants to Customer that: the Services shall be performed in a good,
workmanlike, professional, and conscientious manner by experienced and qualified employees
of Omnigo according to the generally accepted standards of the industry to which the Services
pertain. Services will be deemed accepted by Customer if not rejected for non-conformance in
a reasonably detailed writing submitted to Omnigo within five (5) days of performance of
Services. Upon confirmation of the non-conformance, Omnigo will use commercially reasonable
efforts to take the steps necessary to correct the non-conformance at no charge to Customer.
This is Customer’s sole and exclusive remedy for breach of this warranty.

8. Escalation. Omnigo aims to provide the best customer experience possible. If Customer
feels Omnigo Technical Support is not meeting these standards, Customer may escalate concerns
to management by emailing supportmanagement@omnigo.com or by calling 866-421-2374 and
requesting to speak with the supervisor on duty.

9. Changes to Support. Omnigo may make changes to its Support from time to time. As
Customer’s sole remedy in the event of a material change, Customer shall have the right to
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Addendum B
SOFTWARE AS A SERVICE ADDENDUM

This Managed Services Addendum (this “Addendum B") is an addendum to the Master
Software License and Service Agreement (the “Agreement”) between Omnigo and Customer (as
defined in the Agreement). Capitalized terms used in this Addendum B and not otherwise defined
below shall have the meanings given to such terms in the Agreement.

Customer and Omnigo hereby agree to the following:

1. Definitions.

(a) “Saas Services” means the online platform or application(s) running the Software
licensed to Customer under the Agreement and made accessible to Customer by Omnigo via the
internet.

(b) “Maintenance” means scheduled unavailability of the Services, as announced by
Omnigo prior to the Services becoming unavailable and excludes Software updates.

2. Omnigo Onboarding Services. Omnigo will provide Customer with onboarding services as
specified in the Order Form. These onboarding services are to assist Customer with configuration
and training of the Software. Additional support may be purchased at Omnigo’s then-current
professional services rate.

3. Service Commitment: Availability. Omnigo will use commercially reasonable efforts to
provide Users with the ability to access the SaaS Services and run the Software (“Availability”)
during 99.95% of each calendar month (“Availability Percentage”) in accordance with the
following: ‘

(a) Calculation. The Availability Percentage shall be calculated as the product of 100
times a fraction, the numerator of which is the number of hours that SaaS Services are provided
by Omnigo in a particular month, and the denominator of which is the total number of hours
during the month, less the hours during which SaaS Service is interrupted for any of the following
reasons: (i) scheduled Maintenance and service interruptions; (ii) reasons of force majeure,
including any unforeseen event beyond the control of Omnigo that prevents Omnigo from
performing its obligations under the Agreement; (iii) the inability of Customer to use its personal
computers or the slowdown or unavailability of Customer’s local area networks or internet
connections; (iv) Customer’s use of unapproved or modified hardware or software; (v) misuse of
the Software by Customer or any User; or (vi) Customer’s failure to protect its environment,
systems, or personal computers against any intrusions, viruses, or malware.

(b) Maintenance and Service Interruptions. Omnigo reserves the right to discontinue
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Saa$ Service with prior advance notice. Maintenance is classified as “Major” (greater than one
hour), “Minor” (less than one hour of disruption), or “Emergency” (to prevent complete loss of
Service). Notifications for: Minor Maintenance events are sent a minimum of 24 hours in
advance; Major Maintenance events are sent a minimum of 72 hours in advance; and Critical
Maintenance events are sent 30 minutes in advance. Omnigo will not be responsible for any
damages or costs incurred by Customer or any of its Users for Maintenance or when Customer
has been notified by Omnigo of SaaS Service interruptions.

4. Customer Invoice Reduction. During each calendar month in which Omnigo fails to
achieve the Availability Percentage, the fees due to Omnigo by Customer will be reduced by 1%
for each 1% loss in Availability, up to a maximum of a 5% reduction in fees applied to Customer’s
next invoice and not redeemable in cash. This is Customer’s sole and exclusive remedy for SaaS
Service interruption.

5. Cloud Hosting Environment. The SaaS Services will be provided from one or more
colocations within the United States. The hosting services provided at these colocations include
the use and access to a highly maintained environment that is available and accessible twenty-
four (24) hours per day, seven (7) days per week except during Maintenance and at other times
upon notice to Customer. Omnigo will make available and maintain the servers, routers, and
other hardware required to operate the SaaS Services and the Software for Customer’s
non-exclusive use, in accordance with the terms of the Agreement, while providing the SaaS
Services under the terms of this Addendum B. Omnigo retains the right to select service providers
of any hardware made available for Customer’s use and reserves the right to change the
hardware or service providers at any time. Omnigo will provide facilities management services,
including communications network support, power, HVAC, asset control, compliance with
applicable local, state, provincial, and federal laws, physical security, and emergency power
either directly or through the use of service providers. Omnigo shall have the right toimmediately
deny access, without prior notice, to any workstation found to be inadequately protected or
currently infected with any software virus, worm, spyware, or similar malware.

6. Backup and Data Recovery. If for any reason Customer Data becomes corrupt, Omnigo
will attempt to restore the data from the most recent backup. To the extent the corruption was
not caused by Omnigo applications, systems, or personnel, Customer agrees to pay Omnigo
based on Omnigo’s then-current time and materials rates for restoration services, in addition to
any other fees provided for in this Addendum B. Omnigo will endeavor to meet a recovery time
objective (“RTO”) of twenty-four (24) hours and a recovery point objective (“RPO") of fifteen (15)
minutes. Customer agrees to verify the accuracy of the restoration within seventy-two (72) hours
of notification, and in any case before using the data. Customer also agrees to repeat the entry
of any changes lost between the backup and restoration times. Omnigo has implemented
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reasonable procedures for the orderly transfer and support of the SaaS Services and Software to
an alternate operations center located in the United States in the event of disaster that in
Omnigo’s reasonable belief would cause a substantial disruption in the SaaS Services or the
Software’s continued availability for more than seventy-two (72) hours.

7. Temporary Suspension of SaaS Services. Omnigo may suspend Customer’s right to
access or use the SaaS Services upon notice to Customer if Omnigo determines: (a) Customer’s
use of the Saa$ Services (i) poses a security risk to the Services or any third party, (ii) may
adversely impact the Services or the compute resources upon which the Services are hosted or
content of any other customer, (iii) may subject Omnigo, or any third party to liability, or (iv) may
be fraudulent; or (b) Customer is in breach of the Agreement or this Addendum. If Omnigo
suspends Customer’s right to access or use the Saa$ Services or any portion thereof, Customer
shall remain responsible for all fees and charges incurred through the date of suspension.
Omnigo’s right to suspend Customer’s right to access or use the Saa$ Services is in addition to its
termination rights set forth in the Agreement. Notwithstanding the foregoing, Omnigo shall use
commercially reasonable efforts to: (a) work with Customer to resolve or mitigate the issue
without resorting to suspension or limitation; (b) prior to any such suspension or limitation,
provide notice to Customer describing the nature of the damage or degradation; and (c) reinstate
Customer’s use of or access to the SaaS Service, as applicable, if Customer remediates the issue
within thirty (30) days of receipt of such notice.

8. Changes to the SaaS Services. Omnigo may make changes to the functionality, user
interface, usability of the SaaS Services and related documentation from time to time. In the
event of any material change to the functionality, user interface, or usability of the Saa$ Services,
Customer’s sole remedy shall be limited to termination of this Addendum B and receipt of a
pro-rata refund of fees paid by Customer for the SaaS Services for the terminated portion of the
Term.

9. Changes to this Addendum B. Omnigo may make changes to this Addendum B from time
to time but will not reduce the level of Saa$S Service for which Customer has paid. In the event of
any material change to this Addendum B, Omnigo will notify Customer by either sending an email
to the email address(es) provided by Customer pursuant to this Addendum B or posting a notice
in Customer’s administrator’s account.

10.  Survival. Those provisions of this Addendum that by their nature should survive
termination of the Agreement, will survive termination. Without limiting the generality of the
foregoing statement, Section 7 (Temporary Suspension of SaaS Services) of this Addendum B
shall survive any expiration or termination of the Agreement.
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Addendum C
HARDWARE ADDENDUM

This Hardware Addendum (this “Addendum C”) is an addendum to the Master Software
License and Service Agreement (the “Agreement”) between Omnigo and Customer (as defined
in the Agreement). Capitalized terms used in this Addendum C and not otherwise defined below
shall have the meanings given to such terms in the Agreement. In the event of a conflict between
the terms of this Addendum C and the Agreement, the terms of this Addendum C shall control.

Customer and Omnigo hereby agree to the following:

1. Omnigo-Supplied Hardware.

(a) As used herein, “Hardware” refers to all physical hardware, including, but not
limited to, kiosks, cameras, printers, pens, and barcode readers that are supplied by Omnigo to
Customer for use as part of the Agreement and shall at all times remain the property of Omnigo.

(b) Customer agrees to maintain Hardware in good working condition, allowing for
reasonable wear. Customer is solely responsible in the case of theft, damage, or accident while
Hardware is in use on any Customer property or in Customer possession. Hardware is intended
for indoor use only. Omnigo reserves the right to replace Hardware with equal or greater
capabilities at its discretion throughout the Term.

(c) Customer agrees to position and utilize Hardware in a manner that protects the
health and safety of patrons, employees, and others coming into contact with it. Customer
assumes all liability in the case of injury or death resulting in direct or indirect contact with
Hardware.

(d) Customer shall obtain appropriate property insurance coverage for Hardware
while it remains in Customer’s possession.

(e) Hardware contains no user serviceable components. Tampering or disassembly by
Customer is prohibited. In particular, without limiting the foregoing, Customer agrees to refrain
from reverse engineering any Hardware or decompiling the integrated software. All Hardware
problems shall be reported promptly to Omnigo to facilitate repair or replacement at Omnigo’s
expense during the Term.

(f) Hardware shall be subject to the applicable warranty offered by the manufacturer.
During the manufacturer’s warranty period, Omnigo shall be responsible for labor, materials, and
other costs associated with required warranty repair of such Hardware. In case of malfunction or
operation interruption by a warrantied Hardware component occurring during the applicable
warranty period, Customer will return the defective Hardware to Omnigo for repair or
replacement, and Omnigo will be responsible for the shipping cost.
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2. Customer-Purchased Hardware. All hardware purchased by Customer from Omnigo for
use as part of the Agreement (“Customer-purchased Hardware”) shall be the property of
Customer. Customer-purchased Hardware is covered by the applicable manufacturer’s warranty
and is not warranted by Omnigo. Customer is solely responsible for the operation, use,
maintenance, and management of, and any obligations and liabilities associated with, Customer-
purchased hardware.

3. Resold Software.

a. Third Party Software. An Order may include software resold by Omnigo (where a
third party developed and provides the software to Customer) “Resold Software.”
As used in this Addendum C, “Products” refers to Hardware, Resold Software, and
Customer-purchased Hardware.

b. Customer acknowledges that Omnigo is reselling all Resold Software purchased
by Customer and that Resold Software is manufactured and/or delivered by a
third party.

c. To the extent available, Omnigo shall pass through to Customer the
manufacturer’s warranties for all Resold Software and agrees to facilitate the
manufacturer’s return policies. In no event will Omnigo provide return or
warranty coverage beyond that provided by the manufacturer.

d. Customer acknowledges that the terms and conditions governing the use of
Resold Software shall be solely between Customer and the manufacturer of such
Resold Software.

4, Shipment and Risk of Loss. All shipments of Products will be FOB point of shipment.
Except as related to Hardware, insurance coverage, freight charges, transportation costs, and all
other expenses applicable to shipment to Customer’s identified point of delivery will be the
responsibility of Customer. Risk of loss will pass to Customer upon delivery of the Hardware or
Customer-purchased Hardware to the common carrier (regardless of who pays such common
carrier) or Customer’s representative and the point of shipment.

5. Warranty Disclaimer. Customer will not use the Products for use in life support, life
sustaining, nuclear or other applications in which failure of such Products could reasonably be
expected to result in personal injury, loss of life, or catastrophic property damage. Customer
agrees that Omnigo is not liable for any claim or damage arising from such use. EXCEPT AS
OTHERWISE PROVIDED IN THIS ADDENDUM C, OMNIGO MAKES NO WARRANTIES OF ANY KIND
WITH REGARD TO THE PRODUCTS. OMNIGO DISCLAIMS ALL OTHER REPRESENTATIONS AND
WARRANTIES, EXPRESS OR IMPLIED, AS TO THE PRODUCTS, INCLUDING, WITHOUT LIMITATION,
ANY WARRANTY OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, OR
NON-INFRINGEMENT.
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6. Limitation of Liability. OMNIGO WILL NOT, IN ANY EVENT, BE LIABLE TO CUSTOMER OR
ANYONE ELSE FOR ANY DIRECT, INDIRECT, SPECIAL, INCIDENTAL, OR CONSEQUENTIAL DAMAGES
ARISING HEREUNDER (INCLUDING LOST PROFITS, LOST REVENUES, LOST OR DAMAGED DATA,
AND LOSS OF BUSINESS OPPORTUNITY), HOWEVER CAUSED, ARISING OUT OF THE USE OR
INABILITY TO USE THE PRODUCTS, OR IN ANY CONNECTED TO THIS ADDENDUM OR THE
AGREEMENT, EVEN IF OMNIGO HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES. THE
FOREGOING LIMITATION OF LIABIILTY WILL APPLY WHETHER ANY CLAIM IS BASED UPON
PRINCIPLES OF CONTRACT, WARRANTY, NEGLIGENCE, INFRINGEMENT OR OTHER TORT, BREACH
OF ANY STATUTORY DUTY, PRINCIPLES OF INDEMNITY, CONTRIBUTION, OR OTHERWISE.

7. Survival. Those provisions of this Addendum that by their nature should survive
termination of the Agreement, will survive termination. Without limiting the generality of the
foregoing statement, Section 3 (Resold Software), Section 4 (Shipment and Risk of Loss), Section
5 (Warranty Disclaimer), and Section 6 (Limitation of Liability) of this Addendum C shall survive
any expiration or termination of the Agreement.
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Addendum D
CUSTOM DEVELOPED SERVICES ADDENDUM

This Custom Developed Services Addendum (this “Addendum D”) is an addendum to the
Master Software License and Service Agreement (the “Agreement”) between Omnigo and
Customer (as defined in the Agreement). Capitalized terms used in this Addendum D and not
otherwise defined below shall have the meanings given to such terms in the Agreement.

Customer and Omnigo may agree to Custom Developed Services using a Statement of
Work, Addenda, or other document describing additional Solutions. Any such document is
deemed part of this Agreement and subject to the terms contained herein.
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Addendum E
Sworn Agencies Addendum

1. This Sworn Agencies Addendum (“Addendum E”) is an addendum to the Master
Software License and Service Agreement (the “Agreement”) between Omnigo and
Customers (as defined in the Agreement) that are Sworn Agencies. Capitalized terms
used in this Addendum E and not otherwise defined below shall have the meanings
given to such terms in the Agreement. In entering into the Agreement, the Customer is
contracting Omnigo to host and manage its RMS, Dispatch system, and/or Evidence
Management system as may be specified in the Order Form.

2. Omnigo maintains a hosting environment within Microsoft's Azure Government Cloud
(this environment has been licensed through an Enterprise Level Enroliment Agreement
(ELEA) with enrollment number: 70756386) and AWS GovCloud.

3. Customer’s system will be hosted in either environment described in Paragraph 2 and
may be further specified in the Order Form.

4. All employees of Omnigo with the potential to interact with the Customer’s
environment or data have received CJIS Level 4 Security and Awareness training.

5. All data within the Omnigo’s hosting environment physically resides within Virginia and
Texas if hosted in Microsoft Azure Government and/or Virginia or California if hosted in
AWS GovCloud.

6. Omnigo Software is CJIS Security Policy and FIPS140-2 compliant. A list of relevant
certificates will be provided to Customer upon request and a full overview of security
information pertaining to Omnigo Software Support can be found in the Omnigo
Software CJIS Security Plan.
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