daCcCess

freedom to do more

Access Mosaic

Additional Terms

Applicable Additional Terms

The Additional Terms applicable to this Access Product are available in Appendix 2.

Use of the product is subject to the Support Charter attached in Appendix 1.
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Product Access Mosaic Case Management
Effective date March 2026
Document owner Neil Smith, Head of Support

Version 21

About this document

This Support Charter tells you everything you need to know about how we support Mosaic —
how to contact us, what to expect from us, and what we need from you in return.

1. How to Contact Us
We operate a single support team for Mosaic. However you get in touch, you will reach the same

team.

Channel How to reach us Best used for

All new queries and service
requests, and following up
on existing queries

Via My Access at https://accessgroup.my.site.com —

Access Digital Assistant look for the chat icon

Priority 1 critical incidents

Phone 0207 354 8000
only
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The Access Digital Assistant is our primary channel

When you send a message via the Access Digital Assistant, our team is notified immediately.
For routine queries, you will also receive an instant response from our Al assistant, which can answer
common questions 24/7 without waiting for an agent.

2. What We Cover

This charter applies to all products that are part of the Mosaic Case Management suite,
including:

*  Mosaic Case Management (core application)

*  Mosaic Case Management Hosting

*  Mosaic Portal and Access Community Gateway (ACG)

* Integrations and APIs where Mosaic is the source system

We provide Application Support from your Mosaic go-live date onwards, for as long as your
agreement with The Access Group is active.

Not included in Application Support

+ End user training or train-the-trainer delivery

+ Configuration consultancy including custom forms or workflows you've created
+ Issues caused by software or hardware outside of Mosaic

+ Custom database schema changes made without our prior written agreement

3. Service Hours

Our standard service hours cover the vast majority of incidents. Critical (P1) incidents have
extended cover including weekends and public holidays.

Day Standard support hours P1 Critical only

Monday - Friday 08:30 - 18:00 07:00 - 22:00
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Not covered 07:00 - 22:00

Not covered 07:00 - 22:00

All response and resolution times are measured in working hours, within the standard service
window shown above. Time spent waiting for information from you, or outside service hours, is

paused from the clock.

4. How We Handle Your Incident

When you contact us, here is what happens:

Step Who

1 You

2 Access Digital Assistant

3 Access Support

4 Access Support Specialist
5 You

Priority Levels

What happens

Log your incident via the Access Digital Assistant or phone with a
clear description and impact.

For common queries, our Digital Assistant may resolve your
question immediately. If not, it routes to the team.

Afirst-line agent picks up the case, confirms the priority level with
you, and attempts resolution or workaround.

If first line cannot resolve, the case is escalated to a specialist (e.g.
technical, configuration, or development team).

We notify you when a fix or workaround is available. You confirm the
resolution and we close the case.

We agree the priority level with you when the incident is logged. If we cannot agree, our initial
designation stands but you can escalate it immediately (see Section 6).
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If a priority is upgraded, the resolution clock resets to the target for the new level. If it is
downgraded, the same applies.

5. SLA Targets

These targets apply to your Production environment only. Support for non-production
environments and service requests is on a best-efforts basis.

Priority Definition Response target | Resolution target

Complete application outage — all users
P1 - Critical unable to access Mosaic, halting business 30 minutes 4 working hours
operations

Significant degradation or key functionality
P2 - High unavailable, affecting many users but nota 1 working hour 5 working days
full outage

Non-critical function unavailable or
P3 - Medium degraded. A workaround exists but there 1 working hour 30 working days
is an operational impact

Minor issue with no impact on usability —

P4 - Low ; . : .
e.g. cosmetic defects, minor display issues

1 working hour No target

How resolution time is measured

The resolution clock starts when you log the incident during service hours. If logged out of hours, it starts
when service hours next begin.

Time is paused when we are waiting for information from you, or when we are waiting for remote access
you have agreed to provide.

An incident is resolved when a fix or an acceptable workaround is available. You confirm the resolution and
we close the case.
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6. Escalation

If you are not satisfied with how we have handled your incident or the priority we have assigned,
please escalate. We want to hear from you.

Level | Role Trigger Contact

75% of SLA duration passed

1 Escalation inbox F :
without resolution

HSC.LG.Escalations@theaccessgroup.com

2 Team Leader Icfol;:IeerI; KEESABEEE e the Provided by CSM when necessary

3 Support Manager Icfol;:ec\garan dpesnatresolvethe Provided by CSM when necessary

4 Head of Support Icfoll‘_i\;erlna s nokiceoie the Provided by CSM when necessary

7. Service Credits

If we miss our SLA targets, you accrue service points. Points are converted to a financial credit
against your annual charges.

Step 1 — Points accrue per missed KPI

Points per missed KPI
(resolution)

Priority Points per missed KPI (response)

P2 10 10

P3 7 7
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P4 0 0

Step 2 — Points are converted to a credit

Monthly points total S’:Z(::;()% of monthly support E;?:;te;% of monthly hosting
0-9 0% . 0%

10-29 2% 2%

30-39 5% 5%

40-49 9% 9%

50 - 60 15% 15%

How credits are applied

* Points are totalled each month
+ Credits are accrued annually and applied as a credit note if you continue the service
* The maximum credit is capped at 15% of your aggregate monthly charge

For hosting availability, a separate 30-point penalty applies in any month where availability falls
below 99.8%.

8. What We Need from You

Support works both ways. To allow us to meet our SLA targets, we need you to:

Infrastructure & access

*  Maintain your WAN/LAN infrastructure and client-side hardware in line with the
Warranted Environment Specification (WES) issued by The Access Group
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* Ensure devices used to access Mosaic meet the WES requirements

* Provide a secure, functioning method of remote access and notify us before making any
changes to it

* Maintain up-to-date anti-virus software on all client workstations

Keeping Mosaic healthy

* Test Mosaic updates within agreed timescales
* Implement statutory changes where we have advised a configuration solution

* Do not modify the Mosaic database schema without our prior written agreement — this
voids Application Support

* Keep records of any faults or corrective actions in your own environment and share
them with us on request

Your users

* Ensure all users are adequately trained before using Mosaic
* Deliver end-user training (where a train-the-trainer approach has been agreed)
*  Provide suitable training facilities when The Access Group is contracted to deliver training

Self-hosted customers only

*  Provision and maintain server infrastructure in full accordance with the WES

* Manage your own operating system maintenance and third-party software in accordance
with Mosaic dependencies

Please note

If an incident arises from a failure to meet the above responsibilities, we may not be able to resolve it under
the standard terms of this charter.

In that case, we will let you know and may offer assistance at our prevailing consultancy rate where you can
use your existing FlexPoints..

9. Hosting Services

Availability target
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We target 99.8% application availability, measured on a 24/7/365 basis, excluding planned
maintenance. If we fall below this threshold, the 30-point service credit applies (see Section 7).

Maintenance

We will give you reasonable notice of planned maintenance and aim to carry it out outside
working hours. In an emergency (e.g. a critical security fix), we may act without prior consent
where delay would put Mosaic at risk.

What's included in hosting service

* Installation and upgrade of Mosaic releases

* Database script execution for application bugs or user-error data fixes (user-caused fixes
may incur a charge)

*  Third-party software upgrades and patch management

* Certificate provision and installation

*  24-hour system monitoring and alerting

* Backup scheduling, execution, and monitoring

* Operating system and hardware maintenance for Production and Non-Production
environments

10. Supported Versions

We follow an 'n-2' support policy — meaning we support the current major release ('n') plus the
two previous major releases. Using a version older than n-2 means your Mosaic instance is
unsupported.

A new 'major release' is one where the version number before the decimal point changes — for
example, if n =22.1, then n-1 =21.1 and n-2 = 20.1.

Version Label Advice & guidance Bug fixes & patches | Data fixes

Latest (n) Fully supported Yes Yes Yes

Previous (n-1) $upported with Voo Known workarounds Vo
limitations only
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Two behind (n-2) Limited support Yes No Yes
Older than n-2 Unsupported No No No

Hosted customers

Your version is managed by us as part of the Mosaic Managed Service. We will always keep you
within the supported n-2 window.

Self-hosted customers

Upgrades are your responsibility, carried out by your local IT team. If you need help, professional
services are available from us on a chargeable basis.

Roadmap visibility

We publish the Mosaic release roadmap approximately 6 months in advance, with indicative
general availability dates, so you can plan upgrades accordingly.

11. Key Terms

Where capitalised terms appear in this document, they have the meanings below.

The contract between The Access Group and the customer that incorporates

Agreement this Support Charter.
Application Support The application and technical support service described in this charter.
Availability The proportion of time that Mosaic is accessible and operational (not

Unavailable).
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Hosting Services

Incident

Maintenance

Maintenance Window

Mosaic

Non-Production Environment

Production Environment

Release

Service Credits

Service Desk / Support Portal

Service Points

Service Request

Unavailable

WES (Warranted Environment
Specification)
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The optional cloud hosting service provided by The Access Group under
Section 9.

Any fault with the product reported by the customer, classified according to
the priority levels in Section 5.

Planned or emergency work on the hosted environment, including updates,
patches, and configuration changes.

A pre-notified period during which maintenance activity may take place.

The Access Group's Mosaic Case Management and finance system, including
all releases and related modules.

The environment hosting training, testing, or other non-live instances of
Mosaic.

The live environment hosting the active, customer-facing instance of Mosaic.
A new or updated version of Mosaic issued by The Access Group.

Financial credits applied to future charges when SLA targets are missed, as
set out in Section 7.

The Access Group's support function, accessible via Access Digital Support in
MyAccess.

Points accrued per missed KPI in a month, used to calculate service credits.

A request for something to be provided that does not arise from a fault —
e.g. a change or a new configuration.

Mosaic is completely non-operational for all users in the Production
Environment.

The technical specification issued by The Access Group setting out the
infrastructure required to run Mosaic. Available on the Support Portal.
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Working Days Monday to Friday, excluding English public holidays.

Monday to Friday, 08:30-18:00, excluding English public holidays (P1 hours

Wetking Wours are extended — see Section 3).

Document owner: Neil Smith, Head of Support

Last reviewed: March 2026 | Version 21
© 2026 Access UK Limited. All rights reserved. This document is confidential and may not be shared outside of the customer
relationship without written consent.
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Appendix 2 - Access Health, Support and Care Licensing Terms and Conditions

Reference: HSC2026-2
Date: 21/08/2026

Applicable Products: Access Abacus, Access APFM, Access Core+, Access LG Finance,
Access Mosaic, Access Oceano, Access Rio, Access Synergy

These Licensing Terms and Conditions form part of the Agreement between Access UK Ltd
(“Access”) and the licensee (“Customer”) for the provision of the Licenced Programs.

1. Definitions

"Agreement"” means the contract, framework call-off, purchase order, or other agreement
pursuant to which the Customer has procured the Licensed Programs.

"Documentation” means the user manuals, technical documentation, online help files, and
other materials provided by Access relating to the Licensed Programs, as updated from time
to time.

"Licensed Programs" means the Access proprietary software for the Applicable Products as
specified in the Agreement, including all updates, modifications, and new versions made
generally available by Access.

"Permitted Configuration" means configuration of the Licensed Programs using the tools
and methods specified in the Documentation.

"Schedule" means Schedule 1 to these Licencing Terms, which is appended to, forms part
of, and is incorporated by reference into, these Licencing Terms.

"Warranted Environment Specification" means the minimum infrastructure specification
requirements notified by Access from time to time for the operation of self-hosted Licensed
Programs.

2. Licence

2.1. In consideration of and conditional upon the payment of the full payment of the fees
due under the Agreement to Access (on the terms set out in the Agreement) Access grants
Customer a non-exclusive, revocable, non-transferable right, without the right to grant sub-
licences, to use the Licenced Products. Such right shall commence on the provision of the
Licenced Products and shall continue for the Agreement's term.

2.2. The Customer shall use the Licensed Programs only in accordance with the usage
parameters and restrictions specified in the Agreement and the Documentation.
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2.3. Access reserves the right to add, modify, and discontinue features of the Licensed

Programs. In relation to any material feature changes, Access will use commercially

reasonable efforts to provide reasonable notice, except where changes are required to

address security issues, legal compliance, or are economically or technically necessary.

2.4. Access reserves the right, at its discretion, to remotely access the Licenced Programs'
systems and conduct audits to assess whether the Customer's use of the Licensed Programs
exceeds any applicable usage thresholds provided for in the Agreement.

2.5. Access shall supply the Licensed Programs in accordance with the Service Level
Agreement as specified within the Agreement.

3. Restrictions on Use
3.1. The Customer shall not, and shall not permit any third party to:

(a) modify, adapt, or create derivative works of the Licensed Programs, except through
Permitted Configuration;

(b) reverse engineer, decompile, or disassemble the Licensed Programs, except to the extent
such restriction is prohibited by applicable law;

(c) remove or alter any proprietary notices on the Licensed Programs or Documentation;
(d) access the Licensed Programs to build a competing product or service;

(e) directly access, modify, or delete data in the underlying databases except through the
user interface or documented APIs;

(f) circumvent any security, access controls, or usage rules embedded in the Licensed
Programs.

4. Third Party Access

4.1. Unless the Agreement explicitly provides otherwise, the Customer shall not share or
make available the Licensed Programs to any third party without Access's prior written
consent, such consent not to be unreasonably withheld or delayed.

4.2. To the extent the Agreement or Access permits access pursuant to Clause 4.1, the
Customer may share access to the Licensed Programs with: (i) other local authorities or
public sector organisations for shared services or integrated service delivery; (ii) shared
service providers operating on behalf of local authority or public sector bodies; and (iii)
third parties to whom the Customer has lawfully outsourced services, provided such third
parties agree to comply with these restrictions. The Customer shall notify Access of such
sharing arrangements.

5. Intellectual Property
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5.1. Access and its licensors retain all right, title, and interest in and to the Licensed

Programs, including without limitation all intellectual property rights therein. This includes

all modifications, enhancements, upgrades, customisations, configurations, derivative

works, and any other changes to the Licensed Programs, whether made by Access, the

Customer, or any third party. The Customer acquires only the limited licence rights

expressly granted in the Agreement, and no other rights are granted by implication or

otherwise.

6. Configuration

6.1. The Customer may configure the Licensed Programs to the extent specified in the
Documentation and the Agreement as Permitted Configuration.

6.2. The Customer is responsible for the accuracy and appropriateness of any configuration
it performs. Access's support obligations do not extend to issues arising from Customer's
configuration choices which are inconsistent with the Documentation or Access'
recommendations.

7. Self-Hosted Customers

This Clause 7 applies only where the Customer hosts the Licensed Programs on its own or
third-party infrastructure (i.e. not Access-hosted SaaS).

7.1. The Customer is permitted to make such copies of the Licenced Programs as reasonably
required for the purposes of bona fide operational purposes, security and backup only and
shall ensure that such copies are marked as proprietary to, copyright of, and licensed by
Access.

7.2. The Customer shall not make any other copies of the Licenced Programs or
Documentation other than for usage parameters and restrictions specified in the Agreement
and the Documentation without Access' written permission.

7.3. The Customer shall ensure that its infrastructure meets or exceeds the Warranted
Environment Specification. Access's support obligations and any performance warranties
are conditional upon the Customer maintaining the Warranted Environment Specification.

7.4. The Customer is responsible for the provision, maintenance, and security of its own
infrastructure, including servers, networks, operating systems, and connectivity. Access
shall not be liable for any degradation in performance, functionality, or availability of the
Licensed Programs to the extent caused by the Customer's failure to maintain the
Warranted Environment Specification.

7.5. Access shall make upgrades, updates, and new releases of the Licensed Programs
available to the Customer in accordance with the Agreement.
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7.6. Installation of upgrades, updates, or new releases on Customer-hosted infrastructure

may be subject to additional charges as set out in the Agreement or as otherwise agreed

between the parties.

7.7. The Customer shall, in accordance with good industry practice:

(a) implement and maintain appropriate measures to prevent the introduction of viruses,
malware, or other harmful software into the Licensed Programs and associated systems;

(b) maintain current anti-virus and anti-malware protection on all systems used to access
or host the Licensed Programs; and

(c) promptly notify Access of any security incident affecting the Licensed Programs.

7.8. Access reserves the right, on reasonable notice and during normal business hours, to
audit the Customer's premises and systems to verify compliance with the licence terms,
including verification of the Warranted Environment Specification and the number of copies
of the Licensed Programs in use. The Customer shall provide reasonable cooperation with
any such audit.

8. Customer Obligations

8.1. The Customer shall:

(a) use the Licensed Programs in compliance with applicable laws and regulations;
(b) ensure all authorised users comply with these Product Licensing Provisions;

(c) implement reasonable security measures and notify Access promptly of any security
breach or unauthorised access;

(d) maintain accurate records demonstrating compliance with usage parameters and
cooperate with any compliance audits conducted in accordance with the Agreement;

(e) ensure the security and confidentiality of all log-on identifiers, including usernames,
passwords, or any other credentials assigned to, or created by, the Customer or any
authorised user. The Customer acknowledges and agrees that it will be solely responsible
for all activities that occur under such identifiers and shall promptly notify Access upon
becoming aware of any unauthorised access to or use of any Licensed Programs; and

(f) where multi-factor authentication (“MFA”) is available for the Licensed Programs,
ensure that MFA is enabled in accordance with Access's recommendations.

9. Critical Upgrades

9.1. The Customer acknowledges that Access may recommend updates to the Licensed
Programs to reflect continual improvements to functionality, security, safety, and regulatory
compliance. The Customer further acknowledges that some updates to the Licensed
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Programs may be critical to the security or functionality of the Licensed Programs and/or

the personal data processed therein (“Critical Upgrade”). Where Access, acting reasonably,
communicates to the Customer that a Critical Upgrade is required, the Customer agrees to

proactively engage and implement such upgrade within the timeframe specified by Access.

9.2. If the Customer fails to implement a Critical Upgrade within the specified timeframe,
the Customer acknowledges this may result in:

(a) limited technical support availability for the affected Licensed Programs; and
(b) increased vulnerability to security risks.
10. Al Features

10.1. Where any Licensed Program includes functionality that uses machine learning or
other artificial intelligence (“Al Features”), the Customer's use of those Al Features is
additionally subject to the Al Terms incorporated by reference into the Schedule.

10.2. The Customer's use of the Licensed Programs generally (including but not limited to
any Al Features) is subject to the Acceptable Use Policy incorporated by reference into the
Schedule.

10.3. Where the Customer is licensed to use agentic Al functionality referred to in clause 2
of Schedule 1, such use shall also be subject to the Al Fair Use Policy, which is incorporated
into this Schedule by reference.

10.4. The Schedule is incorporated into, and forms part of, these Licencing Terms. As
between the Schedule and the rest of these Licencing Terms, the Schedule shall prevail in
relation to Al Features to the extent of any conflict; in all other respects, Clause 11.1 governs
precedence as between these Licencing Terms and the Agreement.

10.5. Terms used in the Schedule and not defined in these Licencing Terms take the
meaning given to them in the Schedule. Unless the context in the Schedule requires
otherwise: "Products and Services" means the Licensed Programs; the “Agreement” mean

» o«

these Licencing Terms and the wider Agreement of which they form part; and “you”, “your”,

we”, “us” and “our” correspond respectively to the Customer and Access as those terms are
used in these Licencing Terms.

10.6. The Al Terms, Acceptable Use Policy and Al Fair Use Policy are incorporated by
reference to the versions Access publishes at the URLs in the Schedule.

11. General

11.1. These Licencing Terms and Conditions, together with the Schedule, are incorporated
into the Agreement. In the event of conflict between these Licencing Terms and the rest of
the Agreement, these Licencing Terms and Conditions prevail, subject to Clause 10.4 in
relation to Al Features.
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11.2. These Licencing Terms and Conditions supersede all prior product-specific licensing
terms applicable to the Licensed Programs.

SCHEDULE 1
Al Terms, Acceptable Use Policy and Al Fair Use Policy

This Schedule sets out how the Al Terms, the Acceptable Use Policy and the Al Fair Use
Policy referred to in Clause 10 of these Licencing Terms apply to the Licensed Programs.
Defined terms used in this Schedule and not otherwise defined below are to be interpreted
in accordance with Clause 10.5 above.

1. Incorporation by Reference

The following policies, in the form published by Access at the addresses below (as amended
by Access from time to time in accordance with their own terms), are incorporated by
reference into, and form part of, these Licencing Terms:

A. Al Terms (available in Appendix 3)

B. Acceptable Use Policy (available in Appendix 4)
C. Al Fair Use Policy (available in Appendix 5)

2. Conflict

Where the Al Terms, the Acceptable Use Policy or the Al Fair Use Policy conflict with the
rest of these Licensing Terms in relation to Al Features, the Al Terms, the Acceptable Use
Policy or the Al Fair Use Policy (as applicable) shall prevail.

3. Al Fair Use Policy — Agentic Al Tier

The Al Fair Use Policy forms part of the Al Terms and, through the Al Terms, the Agreement.
Where the Al Fair Use Policy and the Al Terms address the same subject matter for Agentic
Al Tier customers, the Al Fair Use Policy is intended to apply as the more specific provision.
For the avoidance of doubt, the Agentic Al Tier applies only where the Customer is
expressly licensed to use agentic Al functionality; it does not apply where a product
includes or incorporates Al functionality generally.
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Appendix 3 - Al Terms

Capitalised terms used but not defined in these Al Terms have the meaning given in the
Core Terms.

These Artificial Intelligence Terms (“Al Terms”) sets out terms and conditions for the use of
functionality within Our Products and Services that uses machine learning or other artificial
intelligence (collectively, “Al Features”). In these Al Terms, “we,” “us,” and “our” refer to The
Access Group, and “you” and “your” refer to the individual or entity using the Al Products
and Services.

» «

“Al Products and Services” means the Al Features and the Products and Services they form
part of or are made available through.

By using the Al Features, you acknowledge that you have read, understood, and agree to
comply with the Al Terms. You are also responsible for any breaches of the Al Terms by
third parties who access the Al Features through you or your account(s) with us.

The Al Terms is incorporated into the Core Terms or other agreement that you have
entered into with us (or an authorised third-party distributor) that governs your use of the
Al Products and Services (as applicable, the “Agreement”).

1. BACKGROUND; RELATIONSHIP WITH AGREEMENT

1.1 Nature of Al Features - Al Features are integrated into certain Products and Services.
Some Al Features are integrated by default, while others may be available for you to use at
your discretion. New Al Features may be added, and existing Al Features may be modified
or discontinued at any time, provided that we will give you reasonable prior notice before
any discontinuance and the overall functionality of the Al Products and Services will not be
materially decreased unless required by applicable law.

1.2 Conflicts - These Al Terms apply to all use of Al Features. In the event of any conflict
between the Al Terms and the rest of the Agreement, these Al Terms shall govern and
control with respect to the Al Features.

2.YOUR DATA

2.1 Ownership - The Al Features may allow you to submit, upload, transmit or otherwise
make available files, instructions, questions, or other data inputs (“Inputs”), from which the
Al Features may generate summaries, analyses, insights or other data outputs (“Outputs”,
and together with Inputs, “Customer Data”), or take autonomous actions (“Actions”). For
clarity, (a) Actions may result in Outputs, but Actions are not themselves Outputs (for
example, if you direct an Al Feature to create a research report, the research and other steps
taken to create the report are Actions and the report itself is Output); and (b) Customer
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Data does not include any of our content, data or other background intellectual property

(such as our platform and our branding) or any Configured Assets (as defined at clause 2.2).

You retain all right, title and interest, including all intellectual property rights, in and to the
Customer Data, and we hereby assign to you all right, title, and interest we have, if any, in
and to Customer Data. Our rights to use the Customer Data are limited to those expressly set
out in the Al Terms or elsewhere in the Agreement.

For the avoidance of doubt, where any Input also falls within the definition of Customer
Content in the Core Terms, the licence granted at clause 7.2 of the Core Terms does not
apply to it and it is instead licensed to us under clause 2.3; in all other respects the Core
Terms continue to apply to it.

2.2 Configured Assets - Certain Al Features (including, without limitation, Evo Builder, Evo
Assistants and Evo Workflow) allow you to design, configure, build or generate applications,
conversational or autonomous agents, automated workflows, and the associated
configurations, definitions, logic and source or object code (collectively, "Configured
Assets"). Configured Assets are not Outputs or Customer Data.

You acknowledge that Configured Assets, by their nature: (a) inherit, incorporate and
depend upon the attributes, components, design system, libraries and other functionality of
Products and Services; (b) are designed to interoperate with, and may incorporate, expose
or call upon, our other products, gateways, connectors and background intellectual
property; and (c) are built to operate on, and function only within, our platform and the
Products and Services.

Accordingly, as between you and us, we own all right, title and interest, including all
intellectual property rights, in and to the Configured Assets, and you hereby assign to us all
such right, title and interest you may have in them. This clause 2.2 does not affect your
ownership of (i) Inputs you supply to a Configured Asset, or (ii) any Output a Configured
Asset generates when run, each of which remains Customer Data and is dealt with under
clause 2.1.

We grant You (and Your Permitted Users) a non-exclusive, non-transferable, non-
sublicensable right and licence to access and use the Configured Assets you create, within
the Al Products and Services and for your internal business purposes, for the term of the
Agreement. This licence ends on expiry or termination of the Agreement or the relevant Al
Products and Services. Nothing in this clause restricts our right to develop, modify,
commercialise or build upon the Configured Assets or any part of them.

2.3 Licence - You grant us a non-exclusive right and licence to store, reproduce, transmit,
process, modify and otherwise use Customer Data solely to:

i - provide, operate, maintain and support the Al Features, for you;
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ii - monitor for, prevent and address technical, security, safety, compliance and fraud issues;

and

iii - where necessary, comply with applicable law and enforce the Agreement.

2.4 No Training - We will not use Customer Data to train or fine-tune any large language
models or other generative artificial intelligence models, or permit it to be used for such
purposes by third parties (including Model Providers, as defined below), except with your
express prior permission.

2.5 Your Warranty - You represent and warrant that (a) you have all necessary rights,
licences and permissions to provide any Input you provide to us and to grant us the right
and licence granted at clause 2.3; (b) your Inputs are accurate and complete; and (c) your
Inputs, and our use of them in accordance with these Al Terms, will not breach any
applicable law or infringe the intellectual property, privacy, or publicity rights of any third
party. You will indemnify us against any claim, loss, cost or liability arising from breach of
these warranties. You are solely responsible and liable for your Inputs.

2.6 Model Providers - The models underlying certain Al Features are provided by third
parties (“Model Providers”). You acknowledge and agree that when you use the Al Features,
we may submit Customer Data to Model Providers, subject to the security, privacy and
confidentiality commitments we make to you under the Agreement. More information about
our Model Providers is available in the relevant Product Fact Sheet(s).

3. Al LIMITATIONS AND REQUIREMENTS

3.1 Al Feature Availability - The Al Features depend on models, services and infrastructure
provided by Model Providers and other third parties, the availability and performance of
which are outside our control and are governed by those third parties' own service levels,
which differ between providers and service types and may change.

Accordingly, and notwithstanding anything to the contrary in the Agreement: (a) any
service level, availability, uptime or support commitment in the Agreement that applies to
the Products or Services generally does not apply to the Al Features; (b) we make no
representation, warranty or commitment as to the availability, uptime, response time or
performance of the Al Features, which are provided on an "as available" basis; and (c) the Al
Features may be unavailable, suspended, throttled, degraded or interrupted, in whole or in
part, including as a result of acts or omissions of Model Providers or other third parties,
without liability to You.

3.2 Limitations of Al
You acknowledge that:

i - artificial intelligence and machine learning technologies have inherent technical
limitations;
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ii - Outputs may contain inaccuracies, biases, omissions or errors, may be incomplete or
misleading, and may not reflect current legal, regulatory or industry standards;

iii - Qutputs are not reviewed by us and do not reflect our views or opinions;

iv - Outputs may not be unique, and the Al Features may generate similar outputs for other
users;

v - the legal status of artificial intelligence-generated content is uncertain, and Outputs may
not be subject to protection under intellectual property law;

vi - Outputs should not be relied upon as factual information, compliance guidance or advice
of any kind;

vii - Al Features may be susceptible to security threats, including but not limited to prompt
injection attacks, and should be actively monitored by you when in use; and

viii - for clarity, all of the disclaimers and limitations in the Agreement that apply to
Products and Services generally also apply to the Al Features and Outputs.

3.3 Your Responsibilities

i - We offer no warranties with respect to the Al Features, Outputs and Actions, and you are
solely responsible for:

ii - determining whether and how Al Features should be used for your intended purpose;

iii - reviewing all Outputs and ensuring they are suitable, relevant and accurate for your
requirements prior to use or reliance, and discarding inappropriate or unsuitable Outputs;

iv - ensuring that Outputs comply with applicable laws, regulations, professional and
contractual obligations and industry standards (as relevant to your use case);

v - any decisions, actions or omissions taken based upon Outputs;
vi - exercising appropriate oversight to avoid undesired Actions; and

vii - consequences of Actions taken by Al Features either as configured by you or otherwise
in response to your Input. For clarity, all Actions taken by Al Features are deemed to be
taken by you and not by us, and you accept full responsibility for such Actions.

4. ACCEPTABLE USE POLICY

Use of the Al Features, like all Products and Services, requires compliance with our
Acceptable Use Policy, available at https://www.theaccessgroup.com/en-gb/legal-
hub/acceptable-use-policy-1/ (“AUP”), which is designed to ensure safe, lawful and
responsible use of our Products and Services, prohibit activities such as cybercrime and
hate speech, and require compliance with applicable laws.
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You agree to always comply with the AUP when using the Al Features, and you agree that
any violation of the AUP that causes damage or loss to us will not be subject to any liability
limitations or exclusions under the Agreement.

Further, to the extent our AUP requires you to comply with the usage policies of our
partners or other third parties, and your breach of those policies causes claims or other
actions against us, you agree to indemnify, defend us, and hold us harmless, against such
claims and other actions.

5. FEES

Use of the Al Features is subject to the fees set out at https://www.theaccessgroup.com/en-
gb/legal-hub/ai-pricing/ (as may be updated from time to time) (“Al Fees”), which you
hereby agree to pay when due. Without limitation of such payment obligations, you hereby
authorise us to automatically charge Al Fees using any payment card information, bank
account, or other payment information provided to us by you.

For clarity, Al Fees are usage-based and are separate from, and additional to, fees for other
aspects of the Products and Services, including any recurring subscription fees, and are non-
refundable. You are responsible for paying any and all withholding, sales, value added or
other taxes, duties or charges applicable to the Al Fees, other than taxes based on our
income.

6. USAGE DATA

“Usage Data” means data and information collected, generated, or derived from your use of
the Al Features, including but not limited to metadata, analytics, performance metrics, and
other data that does not include Customer Data or personal information or is anonymised
and/or aggregated so that it does not identify you or any individual user. For clarity, Usage
Data is not Customer Data.

Without limitation of our privacy, security, and confidentiality commitments under the
Agreement, we may collect, analyse, and utilise Usage Data for any lawful purpose (e.g., to
assess the relative popularity of features within the Al Features or identify other usage
trends).

7. OUR RIGHTS AND REMEDIES

Failure to use the Al Features in accordance with these Al Terms is a violation of the
Agreement and may result in immediate suspension of the applicable Al Features or other
consequences as set out in the Agreement, including termination thereof. Additionally, we
(or the Model Providers) may limit the use of the Al Features through token limits,
throttling, or other usage controls in our (or their) sole discretion, without liability to you,
due to capacity limitations or if necessary to protect the security or functionality of the
Products and Services or our (or their) systems, networks and other infrastructure.

8. MODIFICATIONS
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We reserve the right to modify the Al Terms from time to time at our sole discretion,

notwithstanding the clause 10.2 of the Core Terms; provided that we will not make any

updates that reduce our privacy, security or confidentiality obligations to you.

We will notify you of any such modifications either via email or by posting a revised copy of
these Al Terms on our website. Your continued use of the Al Features following the posting
or notice of any changes will mean you accept those changes.
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Appendix 4 - Acceptable Use Policy

Capitalised terms used but not defined in this Acceptable Use Policy have the meaning given
in the Core Terms.

This Acceptable Use Policy (the “Policy”) sets out rules and requirements for lawful, safe
and responsible use of Our Products and Services, including Al Features. By using our
Products and Services, you acknowledge that you have read, understood, and agree to
comply with this Policy. You are also responsible for any breaches of this Policy by third
parties who access the Products and Services through you or your account(s) with us.

Please note that this Policy is incorporated into the terms and conditions or other
agreement that you have entered into with us (or an authorised third-party distributor)
that governs your use of our Products and Services (as applicable, the “Agreement”).

1. GENERAL

This Policy is designed to protect the Products and Services, our networks, infrastructure
and other customers from improper, abusive, or illegal activity.

When using Our Products and Services, all users are expected to act in a reasonable and
lawful manner, to adhere to commonly accepted industry practices and standards, and not
to engage in any activity that causes or is likely to cause harm to individuals, groups, or the
general public. The specific prohibited conduct listed below is for illustrative purposes and
is not exhaustive.

2. ILLEGAL AND UNETHICAL ACTIVITY

You may not use the Products and Services, or permit Our Products and Services to be used,
in any manner that breaches applicable law or regulation or that infringes or
misappropriates our rights or the rights of any third party. Without limiting the foregoing,
you may not use Our Products and Services to engage in, promote or facilitate activity that
involves, or to create, retrieve, store, transmit or distribute content, information, data or
other material that contains, as applicable:

2.1 Illegal Activity - breach of any applicable law or regulation (including, where applicable,
any tariff, treaty, export control laws or other applicable legal requirements);

2.2 Hateful, Harassing, or Violent Material - hate speech or incitement to hatred against
individuals or groups based on race, ethnicity, nationality, religion, gender, sexual
orientation, disability, or any other protected characteristic; harassment, bullying,
intimidation, or threats of violence against any person; or promotion or glorification of
terrorism, violent extremism, or acts of mass violence;
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2.3 Harmful or Abusive Material - child sexual abuse material (CSAM) or any material that

exploits or endangers minors; material that is obscene, offensive, abusive, menacing,

fraudulent, deceptive, or misleading, including phishing schemes or impersonation; or any

material designed to facilitate human trafficking, exploitation, or other abuses;

2.4 Intellectual Property Infringement - infringement or misappropriation of the intellectual
property rights of others, including copyrights, patents, trademarks, trade secrets, or other
proprietary rights;

2.5 Cybercrime and Malicious Activity - viruses, worms, Trojans, ransomware, spyware, or
any other malicious software or harmful components; or phishing, social engineering, or
other fraudulent schemes;

2.6 Unauthorised Access and Interference - unauthorised access to, interference with, or
compromising the normal functioning, operation, or security of, any network, system,
account, computing facility, equipment, data, or information, whether ours or belonging to
any third party (e.g., denial-of-service attacks); unauthorised probing, scanning, or testing
the vulnerability of any network or system, or breaching any security or authentication
measures; or interference with the ability of others to access or use the Services or the
internet; or

2.7 Spoofing, Spam and Unsolicited Communications - forging of any TCP/IP packet header
or any part of an email header or newsgroup posting; or sending of “spam” (i.e., a
commercial email sent to a large number of recipients who have not requested or opted to
receive it and have no reasonable expectation of receiving email from the sender). All
electronic messages sent using the Services must include a valid reply-to address under
your control; must not contain missing, malformed, or forged headers; must comply with all
applicable laws governing electronic communications; and must allow recipients to opt out
of receiving further communications, with any such opt-out request honoured promptly.

3. RESPECTING ACCESS, OUR PARTNERS AND OUR CUSTOMERS

When you use our Products and Services, you must not do so in a manner that harms us, our
partners or our other customers. This means you may not:

3.1 Reverse Engineering and Competition - reverse engineer, decompile, disassemble, distill,
jailbreak or subject to prompt injection, or otherwise attempt to derive the source code,
algorithms, model weights, system prompts, training data, or underlying technology of the
Services (or, in the case of Al Features (as defined below), cause them to take unauthorized
actions or produce inappropriate output); use the Services, including material outputted by
the Services, to develop or improve any technology, product or service that competes with
us or with our partners (including, if you use the Al Features, any technology, product or
service that competes with the underlying artificial intelligence models); or systematically
extract, collect, or harvest material outputted from the Services for the purpose of creating
datasets, benchmarks, or derivative works;
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3.2 Bots - Except as authorised by Us, you may not use software, devices, scripts, robots, Al

agents, or any other means or processes (including browser plugins, add-ons, or other

technology) that scrape, crawl, or otherwise extract data from our Products and Services;

that access or use Our Products and Services automatically (including to send or redirect

messages); or that circumvent any technical limitations or rate limits imposed on Our

Products and Services;

3.3 Billing - attempt to circumvent or alter any method of measuring or billing for our
Products and Services; or

3.4 Partner Usage Policies and Standards - breaches the usage policies of any of our
partners involved in provision of Our Products and Services to you, or of any third-party
networks that Our Products and Services enable you to access, in each case, where such
policies have been communicated to you (including the acceptable usage policies of our
partners identified in the relevant Product Fact Sheet(s).

3.5 Fair Usage and Security - where you use our Products and Services that make use of
shared networks, environments or other infrastructure (such as our cloud hosting
Services), make excessive use of that infrastructure or engage in other use thereof that may
degrade the performance, availability, or security of the shared environment for other
customers; or fail to implement and maintain reasonable security measures on any systems
or applications hosted on shared infrastructure, including timely application of security
patches and updates.

4. MATERIAL ON THE INTERNET

We do not operate or control the information, services, opinions, or other material available
on the internet. You agree that you shall make no claim against us relating to the material
from the internet or respecting any information, product, service, or software ordered
through or provided by virtue of the internet. We do not monitor or exercise editorial
control over information passing over our networks and exclude all liability in respect of
any transmission or reception of information of whatever kind, including the accuracy of its
contents.

5. A1 USE

The following additional terms apply where the Services include functionality that uses
machine learning or other artificial intelligence (collectively, “Al Features”).

5.1 Prohibited Al Uses - You may not use the Al Features to engage in any activity or
practice that is prohibited under any applicable law or regulation governing deployment
and/or use of artificial intelligence systems or services (an “Al Law”), such as (if applicable
to you) the European Union’s Al Act (the “EU Al Act”).

5.2 High-Risk Use - You may not use the Al Features for any use cases deemed “high-risk”
(or given a similar designation) by any applicable Al Law (including, if the EU Al Act is
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applicable to you, those use cases listed in Annex III thereof), including but not limited to

those use cases that may affect the health, safety, rights, or freedoms of individuals, without

our prior written approval; provided that any feature, product or service among the Al

Features pre-designated by us as approved for high-risk use cases is pre-approved. For

clarity, approval may be conditioned on additional guardrails and restrictions, and may be
conditioned or withdrawn if legal or safety requirements change or are anticipated to

change.

When engaging in an approved high-risk use case: (a) a qualified professional in the
relevant field must supervise the use case, including by reviewing all material (including
advice, decisions or recommendations) produced, or automated action proposed to be
taken, by the Al Feature prior to dissemination, use or implementation; (b) you must
disclose to individuals affected by the use case that you are using artificial intelligence to
help produce your advice, decisions, or recommendations (as applicable); (c) you must
maintain appropriate records of the use case, including inputs, outputs, automated actions
and the nature of human review performed; and (d) you must promptly notify us of any
incident arising from the use case that has or could reasonably be expected to have an
material adverse effect on individuals or to give rise to a claim or other action against us.

For avoidance of doubt, you may not use the Al Features as a sole basis for decisions in
high-stakes domains, including but not limited to medical, legal, financial, or safety-critical
applications.

You acknowledge and agree that specific Al Features may have additional guardrails and
restrictions related to high-risk use cases, and you agree that these guardrails and
restrictions are deemed part of this Policy and that you are therefore required to comply
with them upon notification to you.

5.3 Transparency and Disclosure - Where you use the Al Features to interact with persons
outside of your organisation or to generate material that is presented to persons outside of
your organisation, you are responsible for making appropriate disclosures regarding the Al-
generated nature of such material where required by applicable law or where a reasonable
person would expect such disclosure. You may not represent that outputs of the Al Features
are human-made where doing so would be deceptive or misleading.

6. OUR RIGHTS AND REMEDIES

Failure to use Our Products and Services in accordance with this Policy is a breach of the
Agreement and may result in immediate suspension of the applicable Services or other
consequences as set out in the Agreement, including termination thereof.

We reserve the right to inspect your use of the Services and your compliance with this
Policy, including by installing and using, or to requiring you to install and use, any
appropriate devices or measures to detect or prevent breaches of this Policy, as well as
devices designed to filter or terminate access to the Services.
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7. REPORTING AND COOPERATION

If you become aware of any breach of this Policy by any person, including third parties who
have accessed Our Products and Services through you, you shall inform us without undue
delay. You shall cooperate with us and with appropriate law enforcement agencies and
other parties involved in investigating claims of illegal or inappropriate activity.

8. MODIFICATIONS

We reserve the right to modify this Policy from time to time at our sole discretion; provided
that we will not make any updates that reduce our privacy, security or confidentiality
obligations to you. We will notify you of any such modifications either via email or by
posting a revised copy of this Policy on our website. Your continued use of Our Products and
Services following the posting or notice of any changes will mean you accept those changes.
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Appendix 5 - Fair Use Policy

Agentic Al Tier (Tier 2): Schedule to the Artificial Intelligence Terms

This Al Fair Use Policy (Policy) forms part of the Artificial Intelligence Terms and, through
the Al Terms, the Agreement.

Where this Policy and the Al Terms address the same subject matter for Agentic Al tier
customers, this Policy is intended to apply as the more specific provision.

1. PURPOSE

This Policy applies to customers on the Agentic Al tier at the fixed per-user-per-month
(PUPM) rate referred to in the Fees section of the Al Terms and on the pricing page. It
defines the usage parameters within which the PUPM rate applies and the consequences of
exceeding them.

2. NORMAL BUSINESS USE

The PUPM fee covers agentic Al use by named individual users as part of their normal, day-
to-day business activity. In practice, this means the kind of use expected from someone
doing their job - not usage that, by reason of its volume or frequency, goes materially
beyond what would be expected from an individual carrying out their normal working
responsibilities or with how other users on the Agentic Al tier typically use the service. We
monitor use at account level, and clause 5 explains how We may introduce or update
specific usage thresholds over time.

3. WHAT THIS POLICY PROTECTS AGAINST

The guardrails in this Policy exist to:

(a) prevent a small number of high-volume users degrading service for others;

(b) protect the economic sustainability of the flat-rate model; and

(c) prevent automated or bulk use that was not contemplated by the PUPM pricing.
They are not intended to restrict normal, good-faith business use.

4. EXCESS USE AND THROTTLING

Where Your aggregate consumption materially exceeds the parameters described in clause
2 in any calendar month:

(a) We will notify You;
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(b) We may apply rate limiting or throttling to Your account pending agreement on
additional capacity;

(c) We will offer an upgraded capacity tier or consumption supplement at Our then-current
rates; and

(d) We will not charge retrospectively for excess use without Your prior written agreement.

Throttling will be applied at account level, smoothing individual user spikes across the
account before any restriction is applied.

5. REVIEW OF PARAMETERS

We reserve the right to introduce, and subsequently update, specific usage parameters for
the purposes of clause 2 on 30 days' notice.



