rictricell

Better Connected

Metricell Service Definition

Document

SmartTools Digital Asset

Marketplace

Document Classification:  Company Confidential

Document Ref:

Metricell Limited_SmartTools Digital Asset
Marketplace_Service Definition Document

Version: 5.0

Date: 16/03/2024

Document Author: Luke Alexander

Document Owner: Sales/Metricell
s [ g b [

| | Bureau

UKAS
MANAGEMENT
SYSTEMS
)

QUALITY MANAGEMENT

‘ -_’u KAS |
1SO 9001 150 27001

INFORMATION SECURITY
MANAGEMENT

ENVIRONMENTAL MANAGEMENT

This document and its content is copyright of Metricell Limited @ 2024 all rights reserved. All information contained herein is the intellectual
property of Metricell Limited and should be treated as confidential. Any external redistribution of reproduction of part or all of the contents in any
form is prohibited unless expressly agreed with Metricell Limited in writing. Any reproduced content must include the following statement; “Part or

CYBER
ESSENTIALS

v

CERTIFIED
PLUS

all of the content contained herein is copyright of Metricell Limited @ 2024 all rights reserved”.



Contents

1670 01 (=T 01 (O P OO PP 2
I IV oV Vo o7 | SRR 3
2 SEIVICE DVEIVIEW ..eeiiiiiiiiiii ittt ettt ebe e s et e s s et e s s eab e e e s s eab et e s s aba e e s sabaeessaraes 3
3 SEIVICE FRATUIES ..ttt e e s 3
4 SEIVICE BENETIES cneiieiiie ettt ettt et s e s e e s b e s be e e hte e s be e e s bt e s bee e beeesbeeesareenas 4
5 Service CUSTOMISAION ....eiiiiiiiii ittt e e s s e e e s enre e e s e nr e e e s e nreee s enrees 4
(ST Y Y/ (ol @1 g B = o T= o L1 o = SRS 4
Y=Y Y/ (ol 0 i = o Y= 1o L o= PSS 5
I o 4 o112 V- PP U PUPPP RS PTPPPT 5
9 Service Levels and ServiCe Cradifs. . ...ttt ettt s s ne e 5
10 Supporting Documentation @aNd RESOUICES........uviiiicuiiiieeiiee e ccieee e esitee e rre e e s srae e e s seraee e esabaeeesnbaeeesnnsaeeeas 7
L TN N i 7
I O o 1T o T= o o Yo Y U 7

Metricell Limited © 2024 — Refer to Title Page
Commercial in Confidence




1 Why Metricell?

Metricell is on a mission to deliver connectivity. We work with our customers to design, deliver and manage
wireless communication networks - with a shared ambition of achieving flawless network experience. We
have been responsible for a number of first-to-market products, and our technology is characterised by the
relentless pursuit of automation and digitalisation.

Our geospatial intelligence tools traverse a wide range of business processes - from Test & Measurement to
Customer Experience Management — and we are pioneers in the areas of Crowdsourcing and Digital Self
Care. Our technology is today in use by a broad range of customers; thousands of their personnel; and
millions of devices worldwide.

Through our world-class products, hosting infrastructure and technical knowledge, Metricell can provide an
intelligent and scalable solution to meet the requirements of any customer. We are a Horsham based
company with almost 15 years of experience providing software and services to governments,
telecommunications companies and enterprises. We have a close relationship with both telco organisations
and industry consultants, as well as a solid track record of delivering successful software platforms, capable
of handling complex datasets and displaying them on our web-based geographic information system.

We have a number of certifications, such as ISO Information Security, Quality Management, and Business
Continuity, and awards including a Queen’s Award for Innovation and International Trade, demonstrating
our capability on delivering first class projects — on time, on budget and at scale.

Our significant software and data analytics work supports our strategic analysis of complex technical and
commercial projects, particularly involving complex infrastructure, large scale data loading and analytics,
and powerful visualisation and collaboration tools, all developed and maintained inhouse.

2 Service Overview

This software service has been designed to connect available assets and prospective buyers in a centralised
platform to facilitate asset purchases/leases. Available assets are uploaded and potential buyers can
register their interest in acquiring the asset for use cases such as mobile network deployments or EV
Charging point installations.

3 Service Features

= Centralised and simple data uploading process with data cleansing.

= Ability for user to schedule site visits within the service.

= Upload relevant documentation directly to individual assets.

= Polygon based search functionality to focus on specific locations.

= Ability for user to register interest in acquiring an asset.

=  Ensure accurate information through Report Incorrect Information feature.
= Streamlined request review and response processes for asset requests.

= Customisable notification system for asset activities.

= Full audit/activity history on a per asset basis.

= Centralised document repository for standardised documentation.
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4 Service Benefits

= Digitalisation of a time-consuming manual process.

= Increased exposure of asset to potential buyers/leasers.

= |ncreased asset utilisation rate.

= Realise new source of revenue.

= Local environment analysis for suitability before asset acquisition.

=  Approved submitted documentation online within the solution.

= Greater choice available for the buyer/leaser when searching for assets.

= The solutions follows industry designed and recognised processes.

= Efficient communication across all contributors in asset value chain.

= |ntegrate supporting information datasets for increased analytical capabilities.

5 Service Customisation

What can be customised (on a per user, or all user basis):
= The size of the polygon used to identify Assets on the GUI. There are options to implement a
minimum and maximum polygon radius to prevent platform abuse.
= Asset categories can be defined on a per Buyer use case to capture the available assets and provide
a concise journey for the Asset purchasers/leasers.
= The ability to upload documentation to the platform both in a central repository and in on an asset
basis.

How users can customise:
= The user has the ability to perform a search using the inbuilt search processes. Each search will be
represented with a polygon loaded onto the map which define their process and project contacts.
= There is the ability to overlay different datasets onto the map to understand the local environment
when evaluating asset suitability.
= Using a series of built in filters to determine the suitability of an asset.

Who can customise:
= The appearance of data within the map interface as described above. They can also visualise one-
off loads of data.
=  Metricell can customise software functions based on user needs and automate any new data feed
inputs.

6 Service On-Boarding

Prior to the software becoming fully operational Metricell will undertake a number of actions so there is a
smooth deployment process to the Buyer. These are listed below:

=  Documentation: User Guides; Release Notes for any updates/upgrades

=  Training: Metricell will run ‘Train-the-trainer’ sessions with the Buyer, either online, onsite or at
Metricell's HQ. More information about the training provided is explained later on in this
document.

=  Shared multi-customer annual roundtable sessions, where our customers share ideas and
experiences directly with each other.
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7 Service Off-Boarding

Metricell have a defined End of Service Process, which aims to minimalise disruption to the Buyer and the
end users of the software. Closing down the service must accomplish the following:
= A planned and well communicated shut down of the service, with Buyer consultation and
notification.
= Migration or exportation of key customer datasets and analysis, depending on the use cases
deployed.
=  Return or deletion of customer IPR and collateral.
= Correct handover to IT and Operational Teams for the data sanitisation process. Typically, this may
follow a standstill period, to ensure that the software can be restored should a change in decision
be made.

Normally, the process should be performed over a 60-90 day period, to allow for the appropriate
commercial and technical actions to be planned and executed.

8 Pricing

Please refer to the supporting Pricing Document for this software service.

9 Service Levels and Service Credits

The Buyer will have access to the Metricell Service Desk (email, portal and phone) to submit tickets when
they experience issues with the software. Our well-defined and proven Incident Management process
ensures all tickets go through a Level 1-3 triaging process, which are pre-defined for common events, to
determine the best person within Metricell to address the issue. Our Service Desk processes are designed
around ISO Quality Management and Information Security Management frameworks (we are certified in
both), and the management team is trained by the Service Desk Institute. Incident reports are also shared
with the Buyer for Emergency incidents.

Service Performance KPIs

The table below provides a high-level summary of the service performance provided by Metricell,
depending on the level of support selected by the Buyer.

SLA Bronze Silver Gold Platinum

Uptime A minimum of A minimum of A minimum of A minimum of
97.00% per month. 98.00% per month. 99.00% per month. 99.50% per month.

Service A minimum of A minimum of A minimum of A minimum of

Availability 95.00% per month. 96.00% per month. 97.00% per month. 98.00% per month.

Recovery Recovery Point Recovery Point Recovery Point Recovery Point

Objective is 7
calendar days.

Recovery Time
Objective is 30
calendar days.

Objective is 7
calendar days.

Recovery Time
Objective is 30
calendar days.

Objective is 7
calendar days.

Recovery Time
Objective is 30
calendar days.

Objective is 7
calendar days.

Recovery Time
Objective is 30
calendar days.
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Maintenance
Windows

Operational Hours

Operational Hours

Operational Hours,
or in/outside
Operational Hours
by arrangement

Outside Operational
Hours by
arrangement

Service Desk KPIs

The table below provides a high-level summary of the Service Desk response and resolution times provided
by Metricell, depending on the level of support selected by the Buyer.

Bronze Platinum
Operational | Monday to Friday 08:00 | Monday to Friday 08:00 | Standard Client 24/7/365.
Hours to 18.00 GMT/BST to 18.00 GMT/BST Working Week (Up to
(excluding UK public (excluding UK public 50 Hours, excluding UK
holidays). holidays). public holidays).
P1, Initial target response: Initial target response: Initial target response: 8 | Initial target response: 4
Critical 24 Operational Hours 16 Operational Hours Operational Hours after | Operational Hours after
Priority after ticket submission after ticket submission ticket submission with ticket submission with
with four-hourly with three-hourly two-hourly updates. hourly updates.
updates. updates.
Target resolution or Target resolution or
Target resolution or Target resolution or workaround: Priority workaround: Priority
workaround: Priority workaround: Priority reduced to P2 within 18 | reduced to P2 within 12
reduced to P2 within 30 | reduced to P2 within 24 | Operational Hours, and | Operational Hours, and
Operational Hours, and | Operational Hours, and | fully resolved within 60 | fully resolved within 48
fully resolved within 96 | fully resolved within 72 | Operational Hours. Operational Hours.
Operational Hours. Operational Hours.
P2, Initial target response: Initial target response: Initial target response: Initial target response: 8
High 48 Operational Hours 32 Operational Hours 16 Operational Hours Operational Hours from
Priority from ticket submission from ticket submission from ticket submission ticket submission with
with updates every 8 with updates every 6 with updates every 4 updates every 2
Operational Hours. Operational Hours. Operational Hours. Operational Hours.
Target resolution or Target resolution or Target resolution or Target resolution or
workaround: Within 96 | workaround: Within 72 | workaround: Within 48 | workaround: Within 36
Operational Hours. Operational Hours. Operational Hours. Operational Hours.
P3, Initial target response: Initial target response: Initial target response: Initial target response:
Medium 60 Operational Hours 36 Operational Hours 24 Operational Hours 12 Operational Hours
Priority from ticket submission. | from ticket submission. | from ticket submission. | from ticket submission.
Updates provided as Updates provided as Updates once per Updates once per
necessary. necessary. business day. business day.
Target resolution or Target resolution or Target resolution or Target resolution or
workaround: Within 30 | workaround: Within 20 | workaround: Within 10 | workaround: Within 5
business days. business days. business days. business days.
P4, Initial target response: Initial target response: Initial target response: Initial target response:
Low 80 Operational Hours 72 Operational Hours 60 Operational Hours 48 Operational Hours via
Priority from ticket submission. | from ticket submission. | via email. Updates email. Updates provided
Updates once per Updates once per provided as necessary. as necessary.
business day. business day.
Target resolution or Target resolution or
Target resolution or Target resolution or workaround: Within 40 | workaround: Within 20
workaround: Within workaround: Within 60 | business days. business days.
180 business days. business days.
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Service Penalties

To provide for a workable service, during any single contracted month the following number of items will
be accepted by the Buyer as not being subject to penalty:

= (Critical Level: 1

= High Level: 2

=  Medium Level: 15

= Low Level: Unlimited

After this allowance, The Client has the right to request compensation for Metricell’s failure to deliver a
solution within the specified timeframes, with the penalties stipulated as follows:
= 3% of monthly cost of Technical Support for every 24 hours of not delivering temporary solution for
problems of Critical Level.
= 1% of monthly cost of Technical Support for every 3 working days of not delivering temporary
solution for problems of High Level 2.
= 1% of monthly cost of Technical Support for every 1 calendar month of not delivering temporary
solution for problems of Medium Level.

10 Supporting Documentation and Resources

Metricell has a dedicated knowledge repository which will be made available to buyers once the service
period has begun which can be accessed through a platform called HappyFox. The HappyFox platforms
stores a rich library of resources, in multiple formats such as video guides, user guides and FAQs, which
have been designed to enable the buyer to self-educate themselves on the features contained within the
solution.

11 Training

Training is offered by Metricell at the point of delivery, either in person or remotely in an online training
environment. As well as this initial training period, Metricell are fully committed to the model of continuous
training and improvement and this is reflected in the way we will support our customers. Starting with User
Guides, after each new publish to our products, Metricell will provide updated User Guides to alert users to
the new functionality. In addition, on service launch Metricell will provide Train-the-Trainer training
sessions. The purpose of these sessions is to allow the Buyers internal training team to learn how to use the
solution on an in-depth level so they are fully competent from one of our subject matter experts. The
training team can then distribute this knowledge throughout the user base where required, for which
Metricell will often provide continued support. Finally, when a user experiences an issue with our products,
as part of the resolution our Service Desk will offer further training as part of the issue resolution.

12 Ordering Process

To procure the software service, please contact us by e-mail in the first instance on sales@metricell.com.
Upon receipt of your email, a member of our sales team will make contact to schedule a session to discuss
your requirements in more detail to confirm the complexity of the requirements. All pricing will be as per
the associated pricing sheets.
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About Metricell

Metricell is on a mission to deliver connectivity. We work with our customers to design, deliver and manage
wireless communication networks — with a shared ambition of achieving flawless network experience.
We've been responsible for many first-to-market products, and our technology is characterised by the

relentless pursuit of automation and digitalisation.

Our geospatial intelligence tools traverse a wide variety of business processes — from Test & Measurement
to Customer Experience Management — and we’re pioneers in Crowdsourcing and Digital Self Care. Our
technology is today in use by a range of customers; thousands of their personnel; and millions of

subscribers worldwide.

Find out more at www.metricell.com
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