MirrorWeb Service Level Agreement

SERVICE LEVEL
AGREEMENT

MirrorWeb Inc. — Subscription Services

Issued: October 2025

Governed by: MirrorWeb Subscription and Services Agreement

SECTION 1

PURPOSE & SCOPE

This Service Level Agreement ("SLA") defines the service standards, availability
commitments, support obligations, and remedies that Mirrorweb Inc. ("Mirrorweb")
provides to its customers ("Customer”) under the MirrorWeb Subscription and Services
Agreement ("Agreement”). This SLA forms part of the Agreement and is subject to its
terms, including Section 2.4 (Service Availability and Maintenance) and Section 2.6
(Support Services).

This SLA does not guarantee regulatory compliance. Per Section 2.3 and Section 8.3 of the
Agreement, MirrorWeb expressly disclaims any warranty that the Services will satisfy
Customer's statutory or regulatory obligations. Customer assumes all responsibility for
determining whether the Services meet its compliance requirements.
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KEY DEFINITIONS

Term

Uptime

Scheduled
Maintenance

Excused Downtime

Incident

Response Time

Resolution Time

Business Hours

Priority Level

Definition

The percentage of time in a calendar month during which the
Subscription Services are available and operational, excluding
Scheduled Maintenance and Excused Downtime.

Planned maintenance periods notified to Customer in advance,
during which service may be unavailable. Scheduled
Maintenance does not count against Uptime calculations.

Unavailability caused by Force Majeure Events (Section 12.6),
third-party platform failures beyond MirrorWeb's control,
actions or omissions of Customer, or internet connectivity
issues outside MirrorWeb's infrastructure.

A confirmed service disruption or degradation materially
affecting Customer's access to or use of the Subscription
Services.

The period from MirrorWeb's receipt of a support request to
MirrorWeb's initial substantive response acknowledging the
issue and assigning a priority level.

The period from MirrorWeb's initial response to the delivery of a
fix, workaround, or root-cause explanation. Resolution times are
targets, not guarantees, and may vary by incident complexity.

Monday-Friday, 08:00-17:00 ET, excluding US public holidays.

A severity classification assigned to each Incident based on its
impact on Customer's operations (see Section 4).

SERVICE AVAILABILITY
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MirrorWeb will use commercially reasonable efforts to maintain availability of the
Subscription Services consistent with industry standards for SaaS archiving and
supervision platforms. As set out in Section 2.4 of the Agreement:

« MirrorWeb targets high service availability and will coommunicate planned
maintenance windows in advance where operationally feasible.

«  Emergency maintenance may be performed without advance notice where
required to prevent service disruption or address security concerns.

« Archival integrity is maintained during maintenance: MirrorWeb will preserve
complete archival copies of all Content captured prior to any maintenance
window.

Availability Target

Metric Target Measurement Period
Platform Uptime 99.5% Per calendar month
Scheduled Maintenance

. Up to 4 hours/month Off-peak hours preferred
Window
Emergency Maintenance Best efforts; post-incident ..

: . o Per incident

Notice notice within 24 hours

Uptime is calculated as: (Total minutes in month — Downtime minutes) / Total minutes in
month x 100. Excused Downtime and Scheduled Maintenance are excluded from
Downtime calculations.

SECTION 4

SUPPORT SERVICES & PRIORITY LEVELS

During the Subscription Term, MirrorWeb provides standard support services during
Business Hours as set out in Section 2.6 of the Agreement. All support requests should
be submitted via the MirrorWeb support portal or designated support email address.
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Priority Classification

o . _— Initial Target
Priority Severity Description .
Response Resolution
Complete loss of
Subscription Services or
. archival pipeline failure 2 Business 1 Business
P1 Critical . .
affecting all or substantially  Hours Day
all Users. Regulatory
deadline at imminent risk.
Significant degradation of
the Subscription Services
P9 High affecting a material portion 4 Business 3 Business
9 of Users. Core archiving or Hours Days
search functionality
impaired.
Partial functionality loss or
performance degradation . .
. . 1 Business 10 Business
P3 Medium affecting some Users. A
. Day Days
workaround exists or
impact is limited.
Minor issue, cosmetic
defect, general question, or . Next
3 Business
P4 Low enhancement request. No Davs release or
material impact on service y roadmap

use.

Response and Resolution Times apply during Business Hours only. MirrorWeb may, at
its discretion, provide out-of-hours support for Pl incidents. Resolution Times are
targets and may extend for issues requiring third-party involvement, complex
investigation, or regulatory platform dependencies beyond MirrorWeb's control.

SECTION 5

INCIDENT MANAGEMENT & COMMUNICATION

Reporting an Incident
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Customer must report Incidents through the designated support channel with the
following information to enable accurate priority classification:

« Description of the issue and observed behaviour

«  Number of Users and content types affected

« Business impact and any applicable regulatory deadlines
- Steps to reproduce (where applicable)

MirrorWeb Communication Obligations
For P1 and P2 Incidents, MirrorWeb will:

« Provide status updates at a minimum every 4 Business Hours until resolution
for P1, and every Business Day for P2.

« Deliver a post-incident summary within 5 Business Days of resolution,
including root cause analysis and remediation steps taken.

Security Breach Notification

In the event of a Security Breach as defined in Section 7.1 of the Agreement, MirrorWeb
will notify Customer within seventy-two (72) hours of becoming aware of the breach,
and will include the information required under Section 7.1(a)—-(d). For customers
subject to HIPAA or other specific regulatory notification requirements, MirrorWeb will
comply with shorter notification timeframes as specified in the applicable Data
Protection Addendum.

SECTION 6

SCHEDULED MAINTENANCE

MirrorWeb will provide advance notice of Scheduled Maintenance where
operationally practicable. The following notice periods apply:

Maintenance Type Advance Notice Timing Preference

Off-peak (weekends or

Routine / Planned 5 Business Days .
evenings ET)
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Maintenance Type Advance Notice Timing Preference

Coordinated with Customer

Significant Platform Update 10 Business Days .
where feasible

Best efforts; retrospective As required to maintain

Emergency Maintenance . o . .
gency notice within 24 hours security or stability

Scheduled Maintenance is excluded from Uptime calculations. MirrorWeb will not perform
Scheduled Maintenance that materially reduces contracted functionality during the
Subscription Term, consistent with Section 2.5 of the Agreement.

EXCLUSIONS & CUSTOMER OBLIGATIONS

SLA commitments do not apply to, and Downtime will not be credited for,
unavailability or degradation caused by any of the following:

« Customer misuse, misconfiguration, or failure to comply with Documentation
or MirrorWeb's specifications (Section 3.2 of the Agreement)

« Failures of third-party platforms, social media networks, email providers, or
internet infrastructure outside Mirrorweb's control (Section 8.5)

« Force Majeure Events as defined in Section 12.6 of the Agreement

« Beta Services, evaluation services, or services provided free of charge (Section
2.7)

« Scheduled Maintenance or Emergency Maintenance as defined in this SLA

« Customerss failure to timely notify MirrorWeb of data flow failures, server
maintenance, or content delivery disruptions (Section 3.2(e))

Customer Responsibilities

To enable MirrorWeb to meet its SLA obligations, Customer must:

« Maintain accurate and up-to-date configuration of all archived content
sources per Section 3.2

«  Promptly report Incidents through the designated support channel
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« Ensure timely payment of Fees — MirrorWeb may suspend support Services
(though not archival of regulatory content) upon non-payment per Sections
41and 1.5

« Cooperate in good faith with Mirrorweb's investigation of any Incident or
Security Breach

REMEDIES & SERVICE CREDITS

Where MirrorWeb fails to meet the Uptime target set out in Section 3 in any calendar
month, Customer may request a service credit in accordance with the following
schedule. Service credits are the sole and exclusive remedy for Uptime failures and
are subject to the limitation of liability provisions of Section 10 of the Agreement.

Monthly Uptime Achieved Service Credit Basis
99.5% or above None SLA met

5% of monthly Subscription
Fee

99.0% — 99.49% Applied to next invoice
7.5% of monthly

98.0% — 98.99% I
Subscription Fee

Applied to next invoice

10% of monthly Subscription
Fee

Below 98.0% Applied to next invoice

Credit Request Process
« Customer must submit a credit request to MirrorWeb within thirty (30) days of
the end of the affected calendar month.

« Requests must include the dates, times, and nature of the Incidents giving rise
to the claim.

«  MirrorWeb will review the request within ten (10) Business Days and apply
validated credits to the next invoice.

« Credits are non-transferable, have no cash value, and may not exceed the
monthly Subscription Fee for the affected period.
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Service credits do not apply to: (a) Beta Services; (b) Professional Services; (c) services
impacted by Excused Downtime or Scheduled Maintenance; or (d) Incidents caused by
Customer actions or third-party platform failures. Credits are subject to the aggregate

liability cap in Section 10.2 of the Agreement.

SECTION 9

FAIR USAGE & PERFORMANCE

Customer's use of the Subscription Services is subject to MirrorWeb's Fair Usage
Policy as set out in Section 2.8 of the Agreement. Where Customer's usage materially
and consistently exceeds standard parameters, MirrorWeb may:

« Provide written notice and collaborate with Customer to optimise usage
patterns; or

« Recommend service plan modifications with associated pricing adjustments
(Section 4.4).

MirrorwWeb will provide at least thirty (30) days’ written notice of material changes to
the Fair Usage Policy that adversely affect Customer's usage rights. Customer may
appeal usage determinations by contacting MirrorWeb's support team; MirrorwWeb
will respond within five (5) Business Days.

Notwithstanding any Fair Usage Policy limits, MirrorWeb will maintain complete
archival copies of all Content already captured as required for legal compliance and
regulatory purposes.

SECTION 10

UPDATES & CHANGES TO THIS SLA

MirrorWeb may update this SLA from time to time in accordance with Section 12.4 of
the Agreement. Updates will be communicated to Customer with reasonable notice.
MirrorWeb will not make changes during a Subscription Term that materially reduce
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the overall Support Services provided, consistent with the definition of Support
Services in Section 1 of the Agreement.

The current version of this SLA is available at www.mirrorweb.com/help—centre/legol/
and through the Customer portal. Questions about this SLA should be directed to
your MirrorWeb Customer Success Manager or submitted to
support@mirrorweb.com.

SECTION 11

RELATIONSHIP TO THE AGREEMENT

This SLA is incorporated into and forms part of the MirrorWeb Subscription and Services
Agreement. In the event of any conflict between this SLA and the Agreement, the
Agreement shall prevail except where this SLA expressly supplements Agreement
obligations. Capitalised terms not defined in this SLA have the meanings given to them
in the Agreement.

The following Agreement provisions are particularly relevant to this SLA and are
incorporated by reference:

« Section 2.4 — Service Availability and Maintenance
« Section 2.6 — Support Services

« Section 2.8 — Fair Usage Policy

« Section 7.1 — Security Breach Notification

« Section 8.3 — Compliance Disclaimer

« Section 10.1-10.2 — Limitation of Liability

« Section 1.5 — Regulatory Compliance Provisions

« Section 12.6 — Force Majeure

Contact & Support
Support Portal: support.mirrorweb.com | Email: support@mirrorweb.com |
MirrorWeb Inc., 701 Brazos St, Suite 970, Austin, Texas 78701
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