MAINTENANCE AND SUPPORT SERVICES ADDENDUM

1 Relationship to Terms of Sale.

This Addendum contains the terms governing the supply of Maintenance Services by the Itron entity determined in
accordance with the Terms of Sale (“Itron”), to the Customer named in the Proposal that applies to this Addendum
(“"Customer”).

This Addendum forms part of the Agreement, also containing the Terms of Sale (found at http://na.itron.com/terms-
of-sale) and the applicable Proposal.

If there is any inconsistency between the Terms of Sale, and this Addendum, this Addendum shall control, but only to
the extent of such inconsistency.

2 Additional Definitions.
The following defined terms are in addition to those defined in the Terms of Sale:

Annual Adjustment means Itron’s annual price increase.

Annual Fees means the annual Fees identified in a Proposal for each category of Covered Product, plus the Annual
Adjustment, if any.

Client Services Guidelines Documents means the following documents as they may be updated by Itron from
time to time: “Itron Equipment Repair Center Locations”, and “Working Effectively with Itron Global Customer
Support Services”. Copies of the Client Services Guidelines Documents may be obtained by calling Itron Global
Customer Support Service at (877) 487-6602 or such other number or process provided by Itron to Customer.

Covered Equipment means Itron equipment identified in a Proposal for which Customer has purchased
Maintenance Services.

Covered Firmware means Itron’s network and application firmware embedded within a communicating device
identified in a Proposal (e.g., network interface cards, meters, endpoints, network equipment, etc.) for which
Customer has purchased firmware Maintenance Services.

Covered Products mean Covered Firmware, Covered Software, Covered Equipment and Third Party Covered
Products.

Covered Software means Itron software identified in a Proposal for which Customer has purchased Maintenance
Services.

Error means a material failure of Covered Firmware or Covered Software to comply with applicable published Itron
specifications.

Fix means a correction or workaround for an Error.
Global Support Services means those support services provided by Itron technical representatives via telephone,
email, website or other means to assist Customer’s Primary Service Contacts with questions or issues related to

the operation of Covered Products.

Improvement means an update, modification, enhancement and/or extension to Covered Software functionality
that is included in a Release.
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M&S Commencement Date means the date upon and after which a Covered Product will be entitled to receive
Maintenance Services, which unless otherwise provided in the applicable Proposal or Order Document, will be as
follows:

Covered Product M&S Commencement Date
On premise Covered Software Itron DI Applications: Date Itron DI Application is
initially allocated in the DI Platform for Customer
endpoint download following receipt of an
accepted Purchase Order.
Other Itron Software: First day of month following
date Covered Software is made available to

Customer
Covered Firmware Date of shipment of the applicable communicating
device
Covered Software provided as Software- The earlier of (a) validation of such Service
as-a-Service or Hybrid SaaS subscription Offering implementation by Itron pursuant to the

applicable Statement of Work, or (b) seven (7)
days after completing application system setup
and the Customer has been provided valid access
credentials for such Service Offering

Covered Equipment End of warranty period

Third Party Covered Products Per applicable third-party service provider terms
and conditions

Maintenance Billing Cycle means a period of one (1) year beginning on January 1t of each calendar year.
Maintenance Services means services provided under this Addendum.
Operating Condition means performance in accordance with applicable published Itron specifications.

Primary Services Contacts means Customer’s primary support staff who provides internal support to Customer’s
operations personnel and who are key interface to Itron for all Maintenance Services.

Release means a collection of Fixes and / or Improvements made available by Itron to Customer.

Service Levels means the defined level of impact and associated response time, effort level, and escalation path
procedures and guidelines described in Attachment 1 to this Addendum.

Service Offering has the meaning set forth in the Software-as-a-Service Addendum.
Service Request means an Itron tracked Customer request for Global Support Services.

Third Party Covered Products means third-party equipment and third-party software identified in a Proposal for
which Customer has purchased Maintenance Services.

3 Principal Services Contacts.

3.1 Designation by Customer.

Customer shall designate a minimum of one (1) and not more than two (2) Primary Services Contacts for each Covered
Product line, to serve as administrative liaisons for all matters pertaining to Maintenance Services for such Covered
Product line and shall provide their contact information to Itron’s customer account representative. Primary Services
Contacts shall promptly report problems with Covered Products by submitting a Service Request for entry into Itron’s
support tracking system. Although it is Customer’s sole right to choose its Primary Services Contacts, Customer and
Itron acknowledge that each Primary Services Contact must have the appropriate technical skills and training for the
position. If Customer replaces a Primary Services Contact, Customer will provide updated contact information to Itron’s
customer account representative, and the new Primary Services Contact will be properly trained prior to interfacing with
Itron support personnel.



3.2 Training of Principal Services Contacts.

Before a Primary Services Contact interfaces with Itron support personnel, he/she will attend training sessions offered
by Itron, an Itron-approved trainer, or Customer’s training program approved by Itron to ensure that the Primary
Services Contact is (i) knowledgeable about operation of the applicable Covered Products, and (ii) qualified to perform
problem determination and remedial functions with respect to such Covered Products. Customer may perform Itron-
approved training or may engage Itron to perform training of Primary Services Contacts at Itron’s then current rates.
Itron will make training sessions available by remote video conference or training will be made available at a location
or in a manner mutually agreed by the Parties. Customer shall be responsible for all Customer’s associated travel-
related expenses and, if the Parties agree that training will be provided at a location other than an Itron-designated
facility (e.g., at a Customer-proposed facility), Customer will also reimburse Itron’s travel-related expenses. The Primary
Services Contacts must have the skills and capabilities to train other Customer personnel on Covered Products. Itron
may update Covered Product training from time to time and, upon receiving notice of such updates from Itron, Customer
shall promptly provide such training to its Primary Services Contacts in accordance with this Section.

4 Global Support Services & Service Requests.

4.1 Global Support Services.

Itron will make support representatives available to provide technical support during its then current normal business
hours as set forth in the Client Services Guidelines Document. Global Support Services include troubleshooting & problem
diagnosis relating to Covered Products; release or system management consulting; and recommendations for fully
utilizing Covered Products. Customer acknowledges and agrees that Global Support Services are not intended as a
substitute for training of Customer personnel, field support, or Itron professional services. Nor will Customer use Global
Support Services in lieu of having qualified and trained support personnel of its own.

4.2 Service Request Process.

Customer shall submit Service Requests in the manner required by the Client Services Guidelines Documents and Service
Levels. When Customer submits a Service Request, Customer will reasonably assess its business urgency according to
the appropriate Severity Level in Attachment 1 to this Addendum. Itron will designate the initial Severity Level and the
Parties will resolve any perceived gap regarding the Severity Level designation as soon as is reasonably practical.
Customer may submit Service Requests on a 24/7/365 basis and Itron will respond to such Service Requests in
accordance with the Service Levels.

4.3 Field Support.

At Customer’s request, and Itron’s approval, Itron will dispatch support personnel to Customer’s location to provide
onsite Global Support Services ("Requested Field Support”) related to a reported problem which cannot be addressed
remotely. Requested Field Support will be billed at Itron’s then-current rates, and Customer will reimburse Itron’s travel-
related expenses, unless the cause of the reported problem is found to be due to an error in the Itron product or service.

5 Itron Firmware and Software Maintenance.

5.1 Scope.

Firmware Maintenance Services covers its associated Covered Firmware embedded within the applicable communicating
device. Software Maintenance Services covers its associated Covered Software sold as: (i) on premise software license,
and (ii) Software-as-a-Service or SaaS Hybrid subscription.

5.2 Modifications.
Itron may modify or replace Covered Firmware and Covered Software so long as such modifications or replacements do
not eliminate key, documented functionality provided by the most current System Release.

5.3 Fixes.

Itron shall provide Fixes in accordance with the Service Levels. Itron’s obligations with respect to Service Levels are
contingent upon Customer (i) devoting the necessary resource effort required to support of Itron restoring the system
and remediating the Error, (ii) responding to requests made by Itron within the applicable Response Time, (iii) assigning
only qualified personnel to help Itron address the Error, and (iv) providing all information, access, and assistance
reasonably requested by Itron to address the Error.



5.4 Improvements.

Itron shall provide Improvements, if any, at no charge to Customer if such Improvements are made within the current
product specifications and are made available to Itron customers generally at no charge. Improvements released as
new add-on modules/features and not part of the product’s original specifications, may require additional licensing and
support fees and will be made available at Itron’s then current rates.

5.5 Software Releases.

5.5.1 Release Numbering Convention. Upgrades, Fixes and/or Improvements are made available to customers
through periodic Software Releases. For informational purposes, Itron’s current practice (which may vary and
be changed by product, at any time in Itron’s discretion) is to provide Software Releases using the numbering
guideline, "X.X.X.X"

5.5.2 The first place, "X.X.X.X", in Itron’s numbering convention refers to a "Major Release”, or "System Release",
which consists of a new version of Covered Software. A Major Release may include architectural changes,
Improvements, Fixes and / or interfaces to new functional modules or platforms. A Major release may require
infrastructure or component updates which affect compatibility with previous release versions.

5.5.3 The second place, "X.X.X.X", in Itron’s numbering convention refers to a "Minor Release, which is an update
to a current Major Release. A Minor Release may include consolidation of previous Service Packs,
Improvements, Fixes, platform / 3™ party updates. Minor Release are provided to Itron customers on a
regularly scheduled basis.

5.5.4 The third place, "X.X.X.X", in Itron’s numbering convention refers to a "Service Pack, which is an update to
specific modules found in a current Major Release. A Service Pack may include Fixes to Severity 1 - Severity
4 issues for a specified Minor or Major Release.

5.5.5 The fourth place, "X.X.X.X", in Itron’s numbering convention refers to a "Hot Fix," which is an un-scheduled
release provided to one or more customers as a short-term, temporary fix to a critical Severity Level 1 Error.
While not utilized by all Itron software product lines, Hot Fix releases are not made available to Itron customers
generally but may be included in the next scheduled Minor Release or Service Pack for general release.

5.6 Support for Covered Firmware.

Itron will only provide Maintenance Services for Covered Firmware if Customer: (i) is current on all applicable Fees for
such Maintenance Services, (ii) tests and installs the latest Covered Firmware Fix within twelve (12) months of it being
made available to Customer, and (ii) tests and installs the latest Covered Firmware Improvement within twenty-four
(24) months of being made available by Itron.

5.7 Support for On Premise Itron Enterprise Edition, OpenWay and GenX Software.

Itron will only provide Maintenance Services for on premise Itron Enterprise Edition and OpenWay software if Customer:
(i) pays the applicable fees for such Maintenance Services, (ii) tests and installs Service Pack Releases associated with
the Major or Minor Release in use by Customer within twelve (12) months of such Service Pack Releases being made
available to Customer, and (iii) tests and installs the latest Major or Minor Releases within twenty-four (24) months to
thirty-six (36) months of such Software Release being made available by Itron.

5.8 Support for Other On Premise Covered Software.

Itron will only provide Maintenance Services for other on premise Covered Software if Customer: (i) pays the applicable
fees for such Maintenance Services, and (ii) tests and installs Major, Minor and Service Pack Releases within twelve (12)
months of such Software Releases being made available by Itron.

5.9 Support for SaaS or IaaS.

Itron will only provide Maintenance Services for Covered Software sold as a Software-as-a-Service or Hybrid SaaS
subscription if Customer: (i) is current on all applicable fees for such Software-as-a-Service or SaaS Hybrid subscription
and related Maintenance Services, and (ii) tests a Release as installed by Itron either in Customer’s production Software-
as-a-Service or Hybrid SaaS environment, or in Customer’s funded non-production Software-as-a-Service or Hybrid
SaaS environment, prior to Customer’s full production use of the Release.



5.10 Support for Unsupported Itron Software and Firmware.
At Customer’s request, Itron may elect to provide Maintenance Services for an unsupported Release at Itron’s then-
current rates.

5.11 Mandatory Revisions.

Customer must install all software and firmware updates, patches, and service packages provided by, or as directed by,
Itron from time to time and which may be required to correct errors, vulnerabilities, third-party concerns, or as otherwise
necessary to ensure proper functioning of the Covered Software or to protect the interests of the Parties (*Mandatory
Revisions”). ITRON IS NOT LIABILE FOR ANY CUSTOMER OR THIRD-PARTY DAMAGES RESULTING FROM CUSTOMER'’S
FAILURE TO INSTALL ANY MANDATORY REVISION IN A TIMELY MANNER.

5.12 Installation Services for On Premise Releases.

Maintenance Services for on premise Covered Software and Covered Firmware includes the following Release installation
services: limited, remote consulting support, during standard business hours, for Covered Software and Covered
Firmware on Itron-approved server configurations for one production server and one non-production server (test,
training, or back-up - for example) owned / operated by Customer. At Customer’s request, Itron may provide on premise
Software Release installation services for System Releases or Service Packs on current certified production servers,
additional production servers or nonproduction servers, at its then-current rates. Itron will install Releases to Covered
Software sold as a Software-as-a-Service or Infrastructure-as-Service subscription in accordance with the applicable
terms and conditions for such services.

5.13 Restoring Firmware or Software to Maintenance Services.

If Customer declines or discontinues Maintenance Services for Covered Firmware or Covered Software and thereafter
wishes to resume such Maintenance Services for the most recent Release of that Covered Firmware or Covered Software,
Customer shall, prior to receiving Maintenance Services, notify Itron in writing of its request for Maintenance Services
and pay Itron’s then-current re-initiation fee, which shall not exceed an amount equal to all Annual Fees that would
have been invoiced for the applicable Covered Firmware or Covered Software if Customer had not elected to decline or
discontinue Maintenance Services for that Covered Firmware or Covered Software, plus a five percent (5%) markup, in
addition to prorated Annual Fees for the then-current Maintenance Billing Cycle.

5.14 Exclusions.

Itron shall have no obligation to provide Maintenance Services for, or liability to Customer for Covered Software
adversely affected by (i) use of Covered Firmware or Covered Software by anyone other than Itron in combination with
software, equipment, or communications networks not referenced in the Documentation as being compatible with the
Covered Firmware or Covered Software; (ii) modification or recompiling of Covered Firmware or Covered Software or
Covered Software installation instructions / installation scripts or database schema scripts, or improper installation of a
Release, by anyone other than Itron, (iii) failure to perform customer responsibilities describe in this Addendum, (iv)
use of an unsupported version of Covered Firmware or Covered Software by anyone other than Itron; (v) Customer’s
failure to implement a Mandatory Revision; (vi) maintenance and/or support of Covered Firmware or Covered Products
other than by Itron; (vii) viruses introduced through no fault of Itron; or (viii) network or communication link failures.

5.15 Documentation and Backup.

Itron will make an electronic copy of the Documentation available to Customer at no additional charge via physical
media or download access. Itron will also maintain a copy of its most recent supported version of executable Covered
Firmware and on premise Covered Software to be made available to Customer or installed by Itron as necessary in the
event of corrupted or inoperative Covered Firmware or on premise Covered Software. Said copy of executable Covered
Firmware or on premise Covered Software or Third-Party software does not relieve Customer of its responsibility to
backup and manage its Covered Firmware or on-premise software installation as part of ongoing system operation.

5.16 Customer Responsibilities.
The provision of Maintenance Services for Covered Firmware or Covered Software by Itron assumes that Customer will
facilitate such services as follows:

5.16.1 Service Requests.
Customer will support Itron investigation and restoration efforts as defined in the Service Level table and will act upon
/ implement support solutions and workarounds recommended by Itron in a timely fashion. When escalating a Service



Request with Itron, Customer’s Primary Service Contact shall collect and provide all data logs, findings, analysis, and
any relevant forensic information pertaining to the issue as outlined in Client Services Guideline Documents.

5.16.2 Data Review.

If Itron determines that it is necessary to evaluate Customer data to reproduce error conditions not reproducible with
Itron’s standard test data sets, Customer will provide Itron with reasonable access to such data. Itron shall not be liable
for any delay or failure to resolve the problem if access to such Customer data is denied to Itron.

5.16.3 Installation and Upgrades.
Customer will engage Itron Global Support Services or their Itron account team for any Covered Firmware or on premise
Covered Software installations and upgrades which require support beyond that provided herein.

5.16.4 Remote Access.

Customer is responsible for supporting necessary remote access to Covered Firmware or on premise Covered Software
by Itron support personnel assigned to provide Maintenance Services for purposes of remote diagnosis and
troubleshooting of Covered Firmware or on premise Covered Software. Itron shall not be liable for any delay or failure
to resolve a problem if remote access to Covered Firmware or on premise Covered Software is denied to Itron.

5.16.5 System Configuration, Operation and Maintenance.

Customer is responsible for the configuration, operation, and maintenance of equipment, system peripherals, operating
system, and data communications environment associated with on premise Covered Software. These activities include
but are not limited to checking audit logs, clearing discovered exceptions, and performing daily, weekly, and monthly
operational tasks and systems responsibilities. Customer is responsible for any change made to Customer’s software
system, operating system, database or network configuration or any change to installation procedures, scripts, or any
other provisions that materially affect the usability or operation of on premise Covered Software. Customer will obtain
Itron’s written consent prior to making any material changes that may affect the installation or operation of on premise
Covered Software.

5.16.6 Network Administration.

Customer is responsible to monitor and maintain, repair, replace and upgrade its local, and wide area network
components (if any)—including network servers, network clients, network hubs, routers, modems, and other software
components necessary for efficient and reliable network operations associated with Covered Firmware or on premise
Covered Software—to ensure continued conformance with the applicable published Itron specifications. In addition,
Customer is responsible to administer related host names, Internet Protocol addresses, network interfaces, access,
security, communications, and equipment and software version control.

5.16.7 Database Administration.

Customer is responsible to administer the agreed upon database(s) associated with on premise Covered Software,
including hardware and software components, in accordance with the Documentation, which administration shall include,
monitoring the database server, backing up electrical power sources, and configuring and administering of database
schema, application interfaces, networking operating system, communications, and file transfer software. Customer is
responsible to maintain database files (e.g., truncate, cleanup, and delete files consistent with industry standard
practices) and perform regular data backup and data archiving.

6 Itron Equipment Maintenance.

6.1 Maintenance Procedures.

Customer shall initiate a request for Maintenance Services for Covered Equipment by delivering the Covered Equipment
to the applicable Itron Certified Repair Center identified in the Itron Equipment Repair Locations document or as notified
by Itron. Customer will return Covered Equipment at Customer’s expense and in accordance with Itron’s then-current
Return Material Authorization ("RMA”) procedures. Upon receipt of Covered Equipment (with the required information)
under Itron’s RMA procedures, Itron shall assess the item to determine (a) whether it is in fact Covered Equipment and
(b) whether the maintenance requested is included within the Maintenance Services ordered by Customer and not
otherwise excluded from coverage. If the returned equipment is determined to be Covered Equipment and the
maintenance requested is included in the Maintenance Services ordered by Customer, Itron shall (i) perform
preventative Maintenance Services necessary to maintain the Covered Equipment in Operating Condition, and (ii)
diagnose and correct any failure in the Covered Equipment as necessary to meet Operating Condition, excluding minor



cosmetic deficiencies such as blemishes, dents or scratches, and (iii) return the item of Covered Itron Equipment to
Customer at Itron’s expense within the applicable turnaround time identified on the Itron Equipment Repair Table. If
Itron determines that returned equipment is not Covered Equipment or is excluded from the Maintenance Services
ordered by Customer, then Itron will proceed in accordance with the estimation fees section below.

6.2 Exclusions.

Itron is under no obligation to perform Covered Equipment Maintenance Services in circumstances where the failure or
damage is due to: (i) accident, abuse, misuse, inadequate maintenance, problems caused by electrical power surges or
acts of God outside of the tolerances set forth in the applicable published Itron specifications; (ii) service or repair
processes (including installation or de-installation of equipment, parts, or firmware/software) not performed or
authorized by Itron; (iii) use of parts, configurations or repair depots not certified or authorized by Itron; or (iv)
Customer’s failure to perform material Customer responsibilities in accordance with this Addendum, including caring for
Covered Equipment in accordance with applicable Documentation.

6.3 Estimated Fees.

Itron will provide Customer with a price quote for the estimated cost (including current inspection fees), including labor,
materials and shipping, for any repairs to equipment that are requested, which Itron determines are excluded from or
not included within the Maintenance Services ordered by Customer. If Customer elects not to proceed with the requested
repair, Itron will return the item of equipment at Customer’s expense and Itron may charge Customer its then-current
inspection fee.

6.4 Adding/Restoring Equipment to Maintenance Services.

Following the Acceptance Date, additional Covered Equipment purchased by Customer, of a similar type and model
already covered under this Addendum, shall automatically be deemed to be Covered Equipment following the M&S
Commencement Date. If Customer declines or discontinues Maintenance Services for any Covered Equipment and
thereafter wishes to add or restore such equipment as Covered Equipment, Itron may, prior to such equipment being
included as Covered Equipment, inspect such equipment at Itron’s then current rates to determine whether it is in
Operating Condition and/or charge Itron’s then current re-certification fee, in addition to prorated Annual Fees for the
then-current Maintenance Billing Cycle (the “Re-initiation Costs”). At Customer’s request, Itron will provide Customer
with a quote for estimated Re-initiation Costs for equipment that Customer wishes to add or restore as Covered
Equipment under this Section.

6.5 Equipment Responsibilities.

Itron shall make available, and Customer shall obtain, a copy of the Documentation for Covered Equipment and
Customer will be responsible to perform preventive maintenance for each such item in accordance with such
Documentation. Customer shall also keep accurate records of Covered Equipment serial numbers and locations to assist
Itron with performing Maintenance Services.

7 Fees and Invoicing.

7.1 Annual Fees.

Customer shall pay Annual Fees in advance of each Maintenance Billing Cycle in which it will receive Maintenance
Services. Itron may also pass through price increases for Maintenance Services on Third Party Covered Products that
Itron receives from the third-party service provider on behalf of the Customer.

7.2 Invoicing.

Itron will invoice Customer for the first Maintenance Billing Cycle on or after the Acceptance Date. Itron may invoice
Customer for Maintenance Services for a Covered Product that is added during any Maintenance Billing Cycle at a
prorated amount. Otherwise, Itron will invoice Customer for each subsequent Maintenance Billing Cycle approximately
twenty (20) days prior to the commencement of the following Maintenance Billing Cycle.

7.3 Renewal Notice.

Itron will provide Customer a renewal notice for Itron Covered Products at least one hundred twenty (120) days prior
to the commencement of each Maintenance Billing Cycle. Customer may discontinue Maintenance Services for any
Covered Product(s) by providing Itron with written notice of non-renewal no less than ninety (90) days prior to the
commencement of a Maintenance Billing Cycle. Itron will provide Customer a renewal notice for Third Party Covered
Products as soon as reasonably practical following Itron’s receipt of such notice from the third party service provider.



7.4 Purchase Order.

Customer shall submit a Purchase Order to Itron for the quoted amount of Itron Covered Products prior to the
commencement of each Maintenance Billing Cycle. Customer shall submit a Purchase Order to Itron for the quoted
amount of Third Party Covered Products thirty (30) days prior to the commencement of each Maintenance Billing Cycle.
Itron will not renew Third Party Covered Product maintenance for which a Purchase Order has not been provided by
Customer.

8 Support for Third Party Products.

Itron shall provide first tier Global Support Services for Third Party Covered Products by handling all Customer inquiries,
attempting to identify the component involved in the problem and obtaining appropriate documentation of such inquiry
or problem. In addition, Itron shall make commercially reasonable efforts to facilitate Customer’s receipt of maintenance
and support for such Third-Party Covered Products consistent with the third-party maintenance terms identified on the
applicable Order Document. Notwithstanding anything else to the contrary, Itron’s sole obligation under this Addendum
with respect to Third Party Covered Products shall be as set forth in this section.

9 End of Support.

Itron may discontinue Maintenance Services for any Covered Equipment, Covered Firmware or Covered Software,
effective as of the end of the applicable Maintenance Billing Cycle, by giving Customer written notice of such
discontinuance no less than one hundred eighty (180) days prior to the end of such Maintenance Billing Cycle. The end
of support date for a Third Party Covered Product shall be the date specified by the applicable third-party service
provider, which date will be promptly communicated by Itron to Customer following the date of receipt.

If the end of support date is scheduled within a subsequent Maintenance Billing Cycle, Annual Fees for that subsequent
Maintenance Billing Cycle will be pro-rated through the end of support date. At Customer’s request, or as defined in a
related SaaS addendum / Order Document, Itron may elect to provide custom support for products for which
Maintenance Services have been discontinued at Itron’s then-current rates.

Periodically, Itron will make available product plan publications, including product information letters (PIL), product
newsletters or written technology roadmaps which outline Itron’s general plans for continued support and end of support
of applicable Covered Products. Product publications are used as general guidelines for Customer communications and
planning, which may be updated from time to time.

10 Modifications.

Itron may modify this Addendum from time to time by posting updated versions at https://na.itron.com/terms-of-sale;
provided, however, that the version of this Addendum that is posted on the Acceptance Date will continue to apply to
the Agreement notwithstanding any such wupdate. Prior versions of this Addendum are available at
http://na.itron.com/terms-of-sale.

11 Survival.

The following Sections of this Addendum shall survive termination or expiration of the Agreement : 1 (Relationship to
Main Body of Terms of Sale), 2 (Additional Definitions), 5.14 (Exclusions), 6.2 (Exclusions), 7 (Fees and Invoicing), 9
(End of Support), and 11 (Survival).
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Attachment 1 to Maintenance & Support Services Addendum

- Software Maintenance & Support Service Levels -

Severity Level

Response Times

Restoration Targets

Resolution
Targets* * *

Escalation

Severity Level 1*

Business

Impact: Critical
Impact / System
Down. A
Production System
Error for which
there is no work-
around, which
causes Covered
Firmware or
Covered Software
Product or a
critical business
function / process
of said product to

be unavailable
such that system
operation cannot
continue.

Example: a)
Billing cannot be
completed, b)

Major documented
function not
working, C)
System hung or
completely down

During regular
business-hours
Itron will begin the

Service Request
process during
Customer’s initial
call.

During after-hour
periods, Itron will
respond to a critical
support voice

messages within 15
minutes by a return
call to Customer, to
validate receipt of
the critical support
call and begin the
Service Request
process.

Following the start

of the Service
Request process
Itron will respond
to Customer’s
Service Request
within  two (2)
business hours with
an investigation
response.

Itron will update

Customer at three
(3) hour intervals
during each day the

Service Request
remains

unresolved, or as
otherwise agreed

by the Parties.

Customer will
respond to an Itron
inquiry or request
within  three (3)
hours.

Itron will make diligent
efforts on a 24x7 basis,
or as otherwise agreed
by the Parties, to:

i) restore Covered
Firmware or Covered
Software with a change
to eliminate root cause,
ii) provide a workaround

that restores Covered
Firmware or Covered
Software and
downgrades the

Severity Level to S2, S3,
or S4.

Customer’s Support
Staff must be available
24x7 to work

cooperatively with Itron
continuously until
restoration is achieved.

Restoration Target:

4 hours if Itron SaaS.

5 business days (for
non-bug fixes)

Root Cause Analysis
(RCA): 30 business
days

An unresolved Service

Request shall be
escalated to Itron
management as
follows:

After 30 minutes:
Technical Customer
Support Team Lead

After 8 hours:
Manager, Technical
Client Services
After 16 hours:
Director, Global
Support Services

After 48 hours:
Service Request. Vice

President, Services
and Delivery
After 72 hours:

President, Itron




Severity Level

Response Times

Restoration Targets

Resolution
Targets***

Escalation

Severity Level 2*

Business
Impact: Major
impact,
degraded
Operation. An
Error other than a
Severity Level 1
Error, for which
there is no work-
around, which

degrades or limits
operation of major

system functions
causing Covered
Firmware or

Covered Software
to miss required

business interface
or deadlines.
Covered Firmware
or Covered
Software remains
available for
operation but in a
highly  restricted
fashion.
Example: a)
Billing cannot be
completed on
time, b) Major
function is
operating outside
documented

timing / term, ¢)
Covered Firmware
or Covered
Software

operating slow,
missing data, data
delivery, daily
mission.

During regular
business-hours
Itron will respond
to Customer
regarding Service
Request within one
(1) business day.

While
Request
unresolved, Itron
will update the
Customer and the
Service Request at
least every other
business day, or as
otherwise  agreed
by the parties.

Service
remains

Customer will
respond to an Itron
inquiry or request
within  one (1)
business day.

Itron will make diligent
efforts during normal
business hours to:

i) restore Covered
Firmware or Covered
Software with a change
to eliminate root cause,
ii) provide a workaround

that restores Covered
Firmware or Covered
Software and
downgrades the

Severity Level to S3 or
S4.

Restoration Target:

5 business days if Itron
SaaSs.

15 business days (for

non-bug fixes)

Root Cause Analysis

(RCA): Not Available

An unresolved Service

Request shall be
escalated to Itron
management as
follows:

After 1 hours:
Technical Customer

Support Team Lead

After 8 hours:
Manager, Technical
Client Services

After 24 hours:
Director, Global
Support Services

After 30 Days:
Vice President,
Services and Delivery




Severity Level

Response Times

Restoration Targets

Resolution
Targets***

Escalation

Severity Level 3**

Business
Impact:
Business
Impact,
compromised
operations. An
Error other than a
Severity Level 1 or
Severity Level 2
Error that has
moderate impact
on use of or
access, with low
business impact,
but not preventing
Customer from
performing daily
activities.

Minor

Example: The
Service  Request
affects use by
Covered Firmware

or Covered
Software users,
allowing
Customer’s
functions to
continue to meet
daily business

needs.

During regular
business-hours
Itron will respond
to Customer
regarding Service
Request within two
(2) business days.
While Service
Request remains
unresolved, Itron
will update the
Service Request
weekly, or as
otherwise agreed
by the parties.

Customer will
respond to an Itron
inquiry or request
within  two  (2)
business days.

Itron will work during
normal business hours
to:

i) restore Covered
Firmware or Covered
Software with a change
to eliminate root cause,
ii) provide a workaround

that restores Covered
Firmware or Covered
Software and
downgrades the

Severity Level to S4.
Restoration Target:

45 business days if
Itron SaaS.

90 business days (for
non-bug fixes)

Root Cause Analysis
(RCA): Not Available




Severity Level Response Times Restoration Targets Resolution Escalation

Targets***
Severity Level 4 During regular | Itron GSS Management | There is no resolution
business-hours Team will make | target for Severity
Business Itron will respond | commercially Level 4 Issues.
Impact: to Customer | reasonable efforts
Standard regarding Service | during normal business Root Cause Analysis
Operations Request within | hours to understand the (RCA): Not Available
intact. A low or | three (3) business | Service Request and )
no-impact  Error | days. provide applicable
other  than a recommendations as to
Severity Level 1, when a Fix may be
Severity Level 2 or schedule in a future
Severity Level 3 release, or how to
Error, or a request proceed with a formal
for enhancement / enhancement request to
new functionality Itron’s  product and
delivery teams.
Example:
Restoration Target:
Generally, a
cosmetic Error or There is no restoration
an Error which target for Severity Level
does not degrade 4 Issues.

Customer’s use of
the product or
system.

* Severity Level 1 and Severity Level 2 must be reported by phone to ensure they are addressed under the
appropriate severity level response process. Service Requests entered by email or Web access are generally
addressed as a Severity Level 3.

** Service Request opened on non-production servers / environments are entered as a Severity Level 3.

**x* Issue must be repeatable before Resolution Target Time begins barring no software application bugs.

[End]



