General Terms of Service for Lime CRM Subscription

Previous versions are avai

at: https.// www.lime-technologies.com/en/legal/terms-conditions/

These General Terms of Service (“Service Terms”) together with any applicable, Order Form,
addenda, appendices or terms incorporated by reference herein shall form an integral part of
the "Agreement” between Lime and Customer and govern the Customer’s purchase and use
of the Services, as defined below. Capitalized terms have the definitions set forth herein. By
executing an Order Form referencing these Service Terms, clicking a box indicating ac-
ceptance, or using any of the Services, the Customer agrees to be bound by the terms of the
Agreement, which becomes effective at that time (regardless of whether the Services are pro-
vided free of charge or for a fee). Customer and Lime may be referred to individually as “party”
and collectively as “parties”. If the individual accepting the Agreement is doing so on behalf
of a company or other legal entity, such individual represents that they have the authority to
bind that entity to the Agreement.

1 Definitions

11 “Account” means an account created for Customer and its Users for the purpose of
providing access to the Services.

1.2 “Additional Services” as defined in section 2.2.

1.3  “Administrator” means a User designated and authorized by the Customer to manage
and oversee the day-to-day administration of the Services.

14  “Affiliate” means any entity that directly or indirectly controls, is controlled by, or is un-
der common control with a party. As used herein “control” means the legal or equitable
ownership of at least a majority of the voting equity interests in such entity.

15 “Beta Services” means Lime services or functionality that may be made available to
Customer to try which is clearly designated as betaq, pilot, limited release, developer pre-
view, non-production, evaluation, or by a similar description.

1.6 “Customer” means the entity specified in an Order Form as being the contracting party

to this Agreement.

17 "Customer Data” means all Customer’s data transmitted to, stored in or made available
by or for the Customer and its Users in connection with use of the Services.

1.8 “Customizations” means any modifications, configurations, enhancements, Integra-
tions, or additions to the Services that are developed or implemented specifically for
Customer, at Customer’s request, and that deviate from or extend the standard, gener-
ally available version of the Services, whether performed by Lime, Customer, or a third
party.
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“Documentation” means the materials describing the features and functions of the Ser-
vices as may be updated from time to time by Lime and made available on Lime Cus-
tomer Portal at https://customer.lime-technologies.com/en/.

“Initial Term” means twenty-four (24) months from Start Date, unless otherwise agreed
in the Order Form.

“Integration” means any connection or interoperability between the Service and Third
Party Software, including through APls, connectors, plug-ins, or other technical means,
that enables data exchange, automation, or extended functionality.

“Intellectual Property” means all intellectual property rights worldwide whether regis-
tered or unregistered including copyrights, patents, patent applications, trademarks,
service marks, designs and product designs, source code, databases, business plans,
know-how, trade secrets and all other proprietary rights.

“Lime” means the Lime Technologies entity specified in the Order Form as the contract-
ing party that will provide the Services to Customer.

“Maintenance Services” means the support, updates, patches, and new versions of the
Software (excluding new modules or add-ons priced separately) provided by Lime dur-
ing the applicable Subscription Term.

“Malware” means any software program or code intended to harm, destroy, interfere
with, corrupt, or cause undesired effects on program files, data, or other information,
executable code or application software macros.

“Order Form” means a mutually agreed ordering confirmation, document or email spec-
ifying the Services to be provided hereunder that is entered into between Lime and the
Customer or any of their Affiliates, including any addendums thereto.

“Professional Services” means the implementation services and other work performed,
including provision of Deliverables, by Lime or its Affiliates under a Statement of Work
or an Order Form, governed by the Professional Services Addendum, as further de-
scribed in section 2.8.

“Renewal Term” as defined in 11.2.
“SaaS” means Software as a Service.

“Services” means the subscription of Lime CRM solution that is ordered by Customer
and made available by Lime, either as a SaaS with access to the Lime hosted software
platform or locally hosted Software, including the features, functionalities, and related
services (Professional Services excluded) specified in the applicable Order Form.

"Software” means the Lime CRM software application and Additional Services licensed
by Customer for installation, hosting and use on Customer's own infrastructure on-
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premises, as specified in the applicable Order Form, including related Documentation
and any updates and patches provided as part of Maintenance Services.

“Start Date” refers to start of subscription, as set forth in an Order Form or otherwise
agreed.

“Subscription Fee” means the fees charged by Lime as identified in an Order Form,
pricelist or an invoice issued by Lime for the Services.

“Subscription Term” means the duration of Initial Term and/or Renewal Terms.

“Third Party Software” means third party technology such as applications, software,
websites, services or other solutions not provided by Lime or embedded in the Services.

“User” means any employee or contractor of the Customer or Affiliate authorized by the
Customer to access and use the Services, as described herein.

Service Subscription

Subscriptions and License Grant. Subject to Customer’s compliance with the terms of
this Agreement, Lime grants Customer and its Affiliates identified in an applicable Order
Form a limited, revocable, worldwide, non-exclusive and non-transferable right to ac-
cess and use the Services and Documentation for solely Customer’s (and Affiliates’ if
applicable) internal business purposes during the Subscription Term. The scope of use
(including, for example, number of Users or volume) shall be as set out in the applicable
Order Form. For on-premises Software, the license includes the right to install the Soft-
ware on Customer’s designated infrastructure and to make a reasonable number of
copies solely for backup, testing, training, disaster recovery, and archival purposes.
Lime will provide Customer’s selected Lime Administrator with a primary administrator
Account for managing, activating, inactivating and granting access to other Users. Cus-
tomer acknowledges and agrees that Lime utilizes third-party service providers to host
and provide any SaaS-based Services and store Customer Data. Lime shall deliver the
Software for Customer as agreed in an Order Form or SOW.

Additional Services. The Customer may expand the scope of the Services at any time
during the Subscription Term by ordering additional services, such as increased vol-
umes, added functionality, new features or applications, or additional User accounts
(collectively referred to as “Additional Services”). Additional Services may be ordered by
an Administrator or any other individual authorized by the Customer. Such orders shall
be specified in an Order Form, which will become part of this Agreement and be co-
termed proportionally with the underlying Subscription Term, unless otherwise agreed
in the Order Form. The Customer accepts Additional Services either by (i) signing the
relevant Order Form, or (ii) accepting an order confirmation from Lime. Unless otherwise
agreed, any Additional Services purchased will terminate concurrently with the under-
lying subscriptions.
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Support and Availability. During the Subscription Term, Customer is entitled to stand-
ard support for the use of the Services, excluding any Customizations. Support for Cus-
tomizations, if any, shall be provided as Professional Services. Details regarding support
services, maintenance procedures, and Service availability are outlined in Lime’s “Sup-

port Plan & Service Level” document, available at: https://www.lime-technolo-
gies.com/en/legal/terms-conditions/lime-crm/supportplan-sla/. Lime may update the

Support Plan & Service Level document from time to time. Lime shall provide reasonable
prior notice of any material changes. Such updates shall not materially reduce the over-
all level of support or service availability during an ongoing Subscription Term. Subject
to the foregoing, updated terms shall apply from the effective date specified in the no-
tice, unless otherwise agreed. Customer acknowledges and agrees that availability, up-
time, and performance of the Software are solely the responsibility of Customer as the
operator of the on-premises installation. The service levels and availability commit-
ments set forth in Lime's Support Plan & Service Level document do not apply to the on-
premises Software. Customer is responsible for ensuring appropriate backup, monitor-
ing, and disaster recovery procedures for its installation.

Installation and Maintenance Services for the Software. During the Subscription Term,
Customer is entitled to access updates, patches, bug fixes, and new versions of the Soft-
ware released by Lime. Lime shall provide reasonable documentation for material up-
dates. Installation and deployment of such updates shall be carried out in accordance
with the responsibilities set out in the applicable Order Form and the Professional Ser-
vices Addendum (“PSA”). To the extent Lime is responsible for installation under the Or-
der Form or PSA, Lime shall perform such installation within Customer’s environment.
Any installation services not covered by the Order Form or PSA may be provided as Pro-
fessional Services subject to a change order.

Subcontractors. Lime may engage subcontractors to perform its obligations under this
Agreement; provided that Lime shall remain fully responsible for the performance of the
Services and for compliance with the terms of this Agreement. Lime shall ensure that
any subcontractor engaged is bound by written obligations of confidentiality and data
protection no less protective than those set forth herein. For the avoidance of doubt,
subcontractors engaged by Lime to provide or support the Services shall not be consid-
ered “Third Party Software” under this Agreement.

Modifications and Updates. Lime may from time to time undertake improvements, ad-
ditions, or changes to, remove functionality from, or correct issues or defects in the Ser-
vices, the Software, related Documentation, and the Support Plan & Service Level docu-
ment.

261 Modifications to Services (for SaaS). Lime reserves the right to, at its own dis-
cretion, undertake improvements, additions and changes, remove functionality,
or fix issues or defects in the Services or particular components of it (including
the Documentation) and the Support Plan & Service Level document (described
in 2.3 above) from time to time provided that such modifications do not materi-
ally degrade any functionality or features of the Services (SaaS) or the level of
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3.1

security. If modifications disable or remove features that constitute a significant
part of the Services, assessed by reference to the functionality expressly ordered
by Customer or which Customer has demonstrably used as a core function, Cus-
tomer's sole and exclusive remedy shall be to terminate the Agreement with im-
mediate effect and receive a proportionate reimbursement.

2.6.2 Software Updates. Lime may release updates, patches, or new versions of the
Software from time to time. Such releases will be made available to Customer
during any active Subscription Term. Customer is responsible for evaluating and
installing updates in its own environment. Lime shall provide reasonable prior
notice and release notes for material updates that may affect functionality or
require changes to Customer's environment. Lime shall use commercially rea-
sonable efforts to maintain backward compatibility, but does not guarantee that
all Customizations or Integrations will function with new versions without modi-
fication. Lime will provide support only for the latest released version of the Soft-
ware. If an update removes or disables features that constitute a significant part
of the Software, Customer may elect not to install such update and continue us-
ing the prior version, subject to Lime's standard support limitations for prior ver-
sions as set forth in the Support Plan.

Beta Services. Lime may offer optional Beta Services and Customer may choose to try
such Beta Services or not in its sole discretion. Lime may terminate, or the Customer
may discontinue, use of a Beta Services at any time. Beta Services may be inoperable,
incomplete, or include features that may never be released. Notwithstanding any other
provision, Lime offers no warranty, indemnity, or support for Beta Services. Information
shared with the Customer regarding a private Beta Services constitutes Lime’s Confi-
dential Information. Certain Beta Services may include supplemental terms that apply
in addition to these Service Terms. If there is a conflict, the supplemental terms govern
for that Beta Services.

Professional Services. Any professional services that Lime performs for Customer, in-
cluding installation, configuration and implementation services, shall be provided solely
in accordance with the terms and conditions set forth in the Professional Services Ad-

dendum (“PSA"), available at https://www.lime-technologies.com/en/legal/terms-condi-

tions/professional-services/, which is automatically incorporated into this Agreement

by reference. The scope, fees, and other details of such professional services shall be
described in one or more statements of work (“SOW”") executed by the parties.

Access and use of the Service

Users. Customer may permit Users to use the Services on behalf of and for the internal
business purpose of Customer or Affiliate, according to the scope set out in an Order
Form, and in accordance with the terms and conditions of this Agreement. Each account
is assigned to a single, named User and may not be shared with others. Customer may
reassign and transfer an account from one User to another individual. The Customer is
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3.4

responsible for creating, managing, and maintaining User accounts. Additional User ac-
counts may be obtained and ordered from Lime at any time, either on predetermined,
written pricing terms set forth in the Agreement or otherwise according to the current
price list. Lime reserves the right to audit and verify the number of active User accounts
as set forth in 3.3. For a reduction in the number of Users, see section 11.3 (Degradation
of Service) below.

Account Use. Customer is responsible for maintaining and keeping confidential its Ac-
count information, including passwords, usernames and email addresses. Customer is
also fully responsible for its Users usage of the Service and compliance with the Agree-
ment. For on-premises Service, Customer is solely responsible for maintaining the secu-
rity of its installation, including without limitation access controls, authentication mech-
anisms, network security, User credentials, and physical security of the servers on which
the Software is installed. If Customer becomes aware of: (i) any violation of the terms of
this Agreement by a User or unauthorized access to an Account; (ii) any compromise to
the Software installation; or (ii) any compromise to an Account including unauthorized
access to or disclosure of any Account information, passwords, usernames or login cre-
dentials, Customer must promptly suspend such access and immediately notify Lime. If
Customer becomes aware that any Customer Data violates the terms of this Agreement,
Customer must promptly remove such Customer Data.

Usage Limitations and Audit. Customer shall monitor its usage against the limits set out
in the applicable Order Form or otherwise agreed in writing. Any usage exceeding the
agreed limits shall be charged at Lime’s then-current rates, or as otherwise set out in
the Agreement, calculated retroactively from the first date the limits were exceeded.
Lime reserves the right to continuously monitor the number of Users and volume for the
purpose of verifying compliance with the agreed limits. If Lime reasonably believes that
Customer materially exceeds the agreed limits, Lime may, upon prior written notice, re-
view relevant environments or conduct an audit of Customer's licensed installations to
verify compliance solely for that purpose. Any verified excess usage shall be invoiced
accordingly. If excess usage occurs, Customer shall within a reasonable time either re-
duce its usage to the agreed limits or elect to maintain the increased volume, in which
case the parties shall execute a mutually agreed change order reflecting the revised
usage and applicable fees. Use of Al functionalities included in the Services is subject to
fair usage. Customer is expected to use such functionalities in a reasonable and pro-
portionate manner consistent with their intended purpose. If usage significantly ex-
ceeds normal use and materially impacts the performance, availability, or cost of the
Services, Lime may, upon prior notice where practicable, implement reasonable usage
limitations or adjust pricing.

Usage Restrictions. Customer shall not, and shall ensure its Users do not (i) resell, subli-
cense, or make the Services available to anyone other than authorized Users, except as
expressly permitted in an Order Form; (ii) modify, disassemble, reverse engineer, or
translate any part of the Service; (iii) use the Service in violation of law or third-party
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rights, or in any way that could harm any person, property, or Lime’s systems; (iv) per-
form vulnerability or penetration testing without Lime’s prior written consent; (v) intro-
duce Malware or otherwise harm the Service; (vi) circumvent technical limitations; (vii)
use the Service to develop or offer a competing product; (viii) send unsolicited or unau-
thorized communications that could cause Lime’s IP addresses to be blacklisted.

Breach and Remedies. Any violation of section 3.4 by Customer or its Users is a material
breach of this Agreement.

3.51 For Service provided as Saas$, such violation may result in suspension or termi-
nation of the Services. If Lime reasonably determines that a breach or other risk
threatens the security, integrity, or availability of the Services or other custom-
ers, or is required by law or order, Lime may suspend access immediately. Lime
will use reasonable efforts to notify Customer and allow it to remedy the issue
where practicable and will provide notice of any suspension as soon as reason-
ably possible. Customer will remain liable for all Fees during such suspension.

3.52 For Service provided on-premises, where violation to 3.4 Lime may (i) terminate
Maintenance Services immediately upon written notice; (ii) revoke licenses and
require Customer to cease use of the Software; and/or (iii) terminate this Agree-
ment in accordance with Section 11.4.

Pricing and terms of payment

Fees. Except as otherwise stated in the applicable Order Form, Lime shall invoice Cus-
tomer applicable Subscription Fee annually in advance. If no price for a Service is spec-
ified in the Order Form the applicable fees shall be those set forth in Lime’s then-current
price list. Payment shall be made to Lime within thirty (30) days as from the date of in-
voice, unless otherwise agreed in the Order Form. If Customer requires purchase order
details on invoices, it must provide them to Lime at finance®@lime.tech by (i) the Start

Date for the first payment and (ii) at least 10 days prior to the agreed payment term for
the subsequent invoices. Delays do not affect payment deadlines, and purchase order
terms shall not apply. Customer is aware that payment obligations are non-cancellable
and Subscription Fees paid are non-refundable (except where otherwise expressly
agreed in writing or in the event of Lime’s material breach of the Agreement). Quantities
purchased and specified in an Order Form cannot be decreased during the relevant
Subscription Term, unless agreed in writing. For Services that are subject to fees based
on consumption/usage and/or that includes consumption/usage limitations, any over-
age will be invoiced separately in arrears, based on the then current pricelist or price
agreed in an Order Form. Customer is responsible for providing complete and accurate
billing and contact information to Lime and notifying Lime of any changes to such in-
formation.

Overdue and Disputed Fees. Lime reserves the right to charge late interest on any over-
due amount at the lesser of (i) 1.5% per month of the outstanding balance, or (ii) the
maximum rate permitted by applicable law. If any undisputed amount remains unpaid
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more than 30 days after its due date and Lime has provided at least one reminder, Lime
may charge Customer for reasonable administration and collection costs, including
reasonable attorneys’ fees, and suspend the Services (SaaS) until all overdue amounts
are paid in full, without prejudice to its other rights and remedies. For on-premises Ser-
vice, Lime may instead suspend Maintenance Services (including support and delivery
of updates). Lime shall not be liable for any losses or damages arising from such sus-
pension. In the event Customer has a bona fide dispute of an invoice, Customer must
notify Lime within thirty (30) days of receipt of the applicable invoice by emailing fi-
nance@lime.tech. Any amounts due by Lime to Customer may not be set off against any

current or future Subscription Fees due to Lime, unless expressly agreed.

Indexation. Lime reserves the right to increase the Subscription Fee by four (4) percent
annually. Such increase shall be applied once per twelve (12) month period from the Start
Date, excluding the first twelve (12) months. Lime continuously develops the Services to
enhance functionality and may, as a result, adjust its prices beyond the annual increase.
In the event of such additional price adjustment, Lime shall provide the Customer with
at least ninety (20) days’ prior written notice, and the revised fees shall apply from the
subsequent Renewal Term, unless otherwise agreed or if the Customer terminates the

Agreement in accordance with section 11.2.

Taxes. The Subscription Fee excludes all levies, duties, excise, sales, use, value-added,
and other taxes, tariffs, or governmental charges that may apply to the Service (collec-
tively, “Taxes”). The Customer is responsible for all Taxes arising from or relating to its
purchases under this Agreement. If Lime is required by law to pay or collect any Taxes
for which the Customer is responsible, the Customer shall promptly reimburse Lime for
such amounts, unless the Customer provides Lime with a valid tax exemption certificate
issued by the relevant taxing authority. For the avoidance of doubt, Lime is solely re-
sponsible for taxes imposed on it based on its income, property, or employees.

Intellectual Property Rights and License

Ownership of Services. Lime, its Affiliates and licensors retain all right, title and interest
in all Intellectual Property Rights and technology related to Lime’s proprietary products
including without limitation the Service and Documentation. Customer and its Users
shall preserve and keep intact all Lime copyright, patent and/or trademark notices pre-
sented in connection with the Service. Customer shall not assert any implied rights in or
to any of Lime’s and/or its licensors’ Intellectual Property Rights. Nothing in the Agree-
ment or otherwise between the Parties shall be construed as transferring or assigning
the title or ownership of any Intellectual Property Rights in the Service from Lime to the
Customer.

Customer Data. As between Lime and the Customer, the Customer is the sole owner of
and control all right, title, and interest in and to any Customer Data that the Customer
or any of the Customer’s Users upload, post, transmit, or otherwise make available to
Lime in connection with the Service. For Service provided on-premises, Customer Data
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resides on Customer's own systems and infrastructure. Customer is solely responsible
for backup, export, retention, and portability of all Customer Data. For Service provided
as a SaaS, Customer may, at all time during the Subscription Term, import, export,
download and delete all or part of Customer Data from the Service. Lime shall ensure
that Customer has the right to access, retrieve, and use Customer Data generated
through the Services, in a structured, commonly used, and machine-readable format, in
compliance with the EU Data Act (Regulation (EU) 2023/2854). Details regarding Cus-
tomer Data access, portability, and sharing rights are made available and regularly up-
dated on Lime’s website at https://www.lime-technologies.com/en/legal/data-portabil-

ity/. Lime shall, upon Customer’s request, enable the transmission of Customer Data to
the Customer or to a third party designated by the Customer without undue delay, dis-
crimination, or additional cost, except where necessary to cover reasonable costs of
transfer, as further described below in section 11.6 (Exit and Effect of Termination). Dur-
ing Subscription Term of any Services provided as a SaaS, Customer grants Lime and
its subcontractors a limited, worldwide, non-exclusive, sublicensable, no-charge, roy-
alty-free, revocable copyright license to use, process, access, modify, reproduce, dis-
play, copy and store Customer Data for the purpose of providing the Service, support
and meet Lime’s obligations under this Agreement. By uploading Customer Data to the
Service provided as a SaaS, the Customer warrants that the Customer is the owner of
the Customer Data or have permission from the rightful owner to upload and distribute
Customer Data. Lime will not supervise whether Customer Data is lawfully provided
and/or distributed.

Usage Data. Notwithstanding anything to the contrary contained herein, Lime and/or its
licensors reserves the right to compile, collect, copy, modify, publish and use anonymous
and aggregate data generated from Customer’s use of the Service for analytical and
other business purposes and shall own all right, title and interest therein. For Service
provided on-premises, Customer may opt-out from Lime’s collection of usage data
through self-service in the Service.

Feedback. Customer and Authorized Users may provide suggestions, ideas, enhance-
ment requests or other information on their use of the Service (“Feedback”). Customer
hereby grants Lime a perpetual, irrevocable fully-paid-up, royalty-free, worldwide right
and license to use the Feedback.

Publicity. Neither Party may issue press releases, announcements, or publications, or
otherwise use the other Party’s trademarks, without prior written approval. Notwith-
standing the foregoing, during the term of this Agreement, Customer grants Lime the
right to use Customer’s name and logo to identify Customer as a customer on Lime’s
website and in Lime’s marketing materials.

Third Party Software and Integrations. Customer may use the Service with Third Party
Software at its own risk. Lime does not control, and is not responsible for, any Third Party
Software, and Customer is solely responsible for obtaining and maintaining any re-
quired licenses. If an Integration or other Customization is included in an Order Form or
otherwise provided, Lime grants Customer a limited, non-exclusive, revocable, non-
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transferable license to use it during the Subscription Term, and Customer remains re-
sponsible for any required third-party subscriptions and related costs. Lime shall not be
liable for (i) changes to or discontinuation of third-party APIs or services in respect of
Customizations, (ii) issues caused by Customer’s changes to Integration code, or (iii)
Customer Data shared with third parties through an Integration. Customer represents
and warrants that it has all necessary rights to use any Third Party Software and shall
hold Lime harmless as set out in Section 9.3.

Technical Prerequisites. The Customer shall ensure access to all software, equipment,
and communication services necessary for the use of the Services, including but not
limited to web browsers, PDF readers, toolbars, antivirus software, and firewalls. The ap-
plicable technical requirements are specified in the Documentation or provided by Lime
upon request. The Customer is solely responsible for the correct installation and config-
uration of any required third-party software, as well as for permitting network traffic
from the web addresses designated by Lime.

Privacy and Security

Privacy and Data Protection. Services (including support) and Professional Services are
provided subject to Lime’s Privacy Policy at https://www.lime-technologies.com/en/le-

gal/privacy-policy/ updated from time to time, and is hereby incorporated into and

made a part of this Agreement by this reference. Access to Lime’s Services is contingent
upon the User’'s acknowledgment and acceptance of Lime’s Privacy Policy. Lime may
also contact the Users for provision of information relevant to the Services, including
targeted product news and information about relevant functions. To the extent that
Lime processes any Personal data on behalf of Customer under applicable data protec-
tion legislation, including the EU General Data Protection Regulation 2016/6792 (“GDPR")
the terms of the Data Processing Addendum at lime-technologies.com/en/legal/terms-

conditions/dpa/ ("DPA") applies and are incorporated to the Agreement by reference.

Security. Lime shall provide the Service as a SaaS with high appropriate administrative,
technical, and physical safeguards with an appropriate level of measures, as further de-
scribed on Lime's Trust Center at https://trust.lime-technologies.com/, as updated from

time to time. Such safeguards shall be consistent with industry standards and applica-
ble requirements under the implementation of NIS2 Directive (EU 2022/2555) in local law
set forth under 12.9. Lime shall maintain a systematic information security program,
promptly notify the Customer of any security incident that may affect the Service, and
provide information reasonably required for regulatory compliance, including under the
GDPR where applicable. For Service provided on-premises, Customer is solely responsi-
ble for implementing and maintaining appropriate administrative, technical, and phys-
ical safeguards for its installation of the Software, including without limitation network
security, access controls, encryption, vulnerability management, and compliance with
applicable laws and regulations, including national implementations of the NIS2 Di-
rective (EU 2022/2555) to the extent applicable to Customer's operations. Lime shall pro-
vide the Software developed in accordance with industry-standard secure development
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practices. Lime shall promptly notify Customer of known security vulnerabilities in the
Software and provide patches or workarounds as part of Maintenance Services.

Confidentiality

Definition of Confidential Information. “Confidential Information” means any non-pub-
lic information disclosed by one Party (“Discloser”) to the other (“Recipient”) that is iden-
tified as, or would reasonably be understood to be, confidential or proprietary. This in-
cludes, without limitation: (a) the Services, including related software and non-public
Documentation; (b) the terms and conditions of this Agreement, including pricing; (c)
Customer Datag; (d) product roadmaps, technical and architectural information, busi-
ness plans, processes, and security reviews; (e) the Disclosing Party's customers and po-
tential customers; and (f) confidential information of third parties (e.g., licensors or cus-
tomers). Confidential Information does not include information that: (i) is or becomes
public through no fault of the Recipient; (ii) was lawfully known to the Recipient without
confidentiality obligations at the time of disclosure; (iii) is disclosed by a third party with
the right to do so; or (iv) is independently developed by the Recipient without use of the
Discloser’s Confidential Information.

Obligations. Each Party will hold the other Party’s Confidential Information in confi-
dence with at least as much care as it holds its own Confidential Information, and neither
Party will disclose any of the other Party’s Confidential Information to any third party.
Each Party may use the Confidential Information solely for purposes of its performance
under this Agreement, including provision of support, and may disclose such infor-
mation to its employees, subcontractors and professional advisors only on a need-to-
know basis, provided that such employees, subcontractors and professional advisors
are bound by obligations of confidentiality at least as restrictive as those set forth in
this Agreement.

Required Disclosure. If the Recipient is required by law, subpoena, or similar legal pro-
cess (“Legal Requirement”) to disclose any Confidential Information, it must—if legally
allowed—promptly notify the Discloser to allow them to seek a protective order or waive
this Agreement’s requirements. If such protection is not obtained and disclosure is le-
gally required, or if waived in writing by the Discloser, the Recipient may disclose only
the portion of Confidential Information necessary to comply with the Legal Requirement
without liability.

Return or Destruction of Confidential Information. Return of Confidential Information
Upon written request of the Disclosing Party, the Receiving Party shall return to the Dis-
closing Party all Confidential Information provided to it and any copies thereof or de-
stroy them and provide proof of destruction upon written request. This shall not apply
to; (i) copies of Confidential Information stored automatically on backup systems as
part of routine data backups; (ii) insofar as the Parties are obliged to retain Confidential
Information by applicable law; or (iii) copies of Confidential Information reasonably nec-
essary to defend or substantiate possible claims of third parties and/or the Parties
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against each other, or to comply with internal governance, audit, or legal requirements.
Obligations regarding Confidential Information remain in effect for five (5) years after
termination, or for as long as the information qualifies as a trade secret under applica-
ble law.

Customer Environment Access. Customer may grant Lime and its Affiliates access to
Customer’s systems, environments, networks, applications, data, credentials, or other
resources as necessary to provide the Services, including support and Professional Ser-
vices, and any information accessed through such access is Customer Confidential In-
formation subject solely to this Agreement. This Agreement is the exclusive agreement
governing confidentiality, data protection, security, and Customer environment access,
and Customer may not require Lime, its Affiliates or individual employees to enter into
any additional non-disclosure agreements or to comply with any customer-specific pol-
icies, terms, or conditions (including security, procurement portal, vendor, or click-
through policies), whether by hyperlink or otherwise, unless expressly agreed in writing
by Lime and incorporated into this Agreement.

Warranties

Mutual Warranties. Each party represents that it (i) has validly entered into this Agree-
ment and has the legal power to do so; (ii) will comply with all applicable laws with re-
spect to its performance under this Agreement; and (iii) will implement, maintain, and
regularly review and update reasonably necessary procedures for safeguarding its sys-
tems against viruses, malware, and other harmful or malicious code.

Lime Warranties. Lime warrants throughout the Subscription Term that: (i) this Agree-
ment, the Order Form(s) and the Documentation will accurately describe the applicable
administrative, physical, and technical safeguards for protection of the security, confi-
dentiality and integrity of Customer Datq, (ii) Lime will not materially decrease the over-
all security of the Services, and (iii) the Services will perform materially in accordance
with the applicable Documentation. In the event of any breach of the above warranties,
Lime shall use commercially reasonable efforts to promptly remedy such breach, which
may include modifying the Services or providing a workaround solution. If neither option
is achievable within the above time Customer’s exclusive remedies are those described
in section 11.4 (Termination) and section 11.5 (Refund or Payment upon Termination) be-
low.

General Disclaimer. Other than the specific warranties stated in this Agreement (includ-
ing Order Forms), Lime provides no other warranties or guarantees, whether express,
implied, statutory or otherwise, in relation to the Services. Any implied warranties, in-
cluding those of merchantability or fitness for a particular purpose, are excluded to the
fullest extent permitted by applicable law. The Services and support are provided “as is”
and “as available”, and Lime does not warrant that the Services (including support) will
be uninterrupted, error-free, or always accurate, or that they will meet the Customer’s
specific needs, nor that any specific functionality will remain available. Customer shall
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not make any representations or warranties regarding the Services on behalf of Lime.
Lime shall not be liable for delays, failures, or losses resulting from data transmissions
over networks outside its control, including the internet, or from dependencies on third-
party systems or services not provided by Lime. Lime is not responsible for the content
or availability of any third-party websites or materials referenced in or accessed
through the Services. Lime does not warrant or guarantee the accuracy, completeness,
or reliability of any data obtained from public sources or third-party registers and shall
not be liable for any errors or omissions in such data.

Disclaimer for Service provided on-premises. Lime’s warranties do not cover issues
arising from: (i) Customer's infrastructure, hardware, operating systems, or network en-
vironment; (ii) modifications to the Software made by anyone other than Lime; (iii) use
of the Software other than in accordance with the Documentation; (iv) Third Party Soft-
ware or Integrations; or (v) Customer's failure to install updates or patches provided by
Lime.

Disclaimer for Customizations. Any Customization is not part of the standard, generally
available Service and is, as described in section 2.3, excluded from the Support Plan &
Service Levels. Terms regarding scope, delivery, acceptance, support or maintenance,
fees and intellectual property in relation to any Customization are governed exclusively
by the Professional Services Addendum and the applicable SOW.

Disclaimer of Al Functions. The Service may include access to artificial intelligence (“Al")
functionalities provided by Lime. Such Al functionalities are intended solely as a supple-
mentary tool. The Customer acknowledges and agrees that outputs generated by Al are
automatically produced, may be incomplete or inaccurate, and are not a substitute for
professional judgment, advice, or independent verification. The Customer remains fully
responsible for its use of any Al-generated content, including any modifications thereto
and any use in connection with Third Party Software. Lime makes no warranties, express
or implied, with respect to Al-generated outputs and disclaims any liability for errors,
omissions, modifications, integrations with Third Party Software or consequences aris-
ing from their use.

Indemnification

Lime’s Indemnification. Lime shall, at its expense, defend and indemnify Customer
against any third-party claim alleging that the Service infringes such party’s intellectual
property rights, and pay all damages, costs, and reasonable attorneys’ fees awarded by
a court or agreed in a settlement approved by Lime. This applies only if Customer: (i)
notifies Lime in writing within 30 calendar days of the claim; (ii) grants Lime sole control
of the defence and settlement (no settlements causing liability or admission by Cus-
tomer without consent); and (iii) provides reasonable cooperation. Lime is not liable for
claims arising from: (a) use with third-party materials not provided by Lime; (b) Cus-
tomer Datag; or (¢) Customer’s breach of this Agreement.
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Remedies. If the Service is found or believed to infringe a third party’s rights, Lime may,
at its expense: (i) replace or modify the Service to be non-infringing; (ii) obtain a license
for continued use; or (iii) terminate the Agreement and refund prepaid fees for unused
Services. These are Customer’s sole remedies for infringement claims.

Customer’s Indemnification. Customer shall, at its expense, defend and indemnify Lime
and its Affiliates against any and all third-party claims, demands and actions (including
reasonable attorneys’ fees) arising out of or relating to: (a) any allegation that Customer
Data violates, misappropriates, or infringes any intellectual property or other proprie-
tary right of a third party; or (b) Customer’s access to or use of any Third Party Software
or Integration, including any claim arising from Customer’s failure to obtain or maintain
required licenses, subscriptions, or rights, or from Customer’s breach of section 5.6
(Third Party Software and Integrations), including any representation or warranty
therein. Lime must: (i) notify Customer within 30 calendar days; (ii) grant Customer sole
control of the defence (no settlements causing Lime liability without consent); and (iii)
provide reasonable cooperation.

Mitigation and Participation. The indemnified party must use commercially reasonable
efforts to mitigate related costs and may participate in the defence at its own expense.

Limitation of liability

Allocation of Risks. The limitations and exclusions below are reflected in the pricing and
represent a mutual risk allocation. They are essential to the Agreement. This section also
applies tothe parties’ insurers, including any direct or subrogated claims. If liability can-
not be excluded by law—especially in cases of gross negligence or willful misconduct—
the minimum liability allowed by law applies.

Excluded Damages. Except in cases of gross negligence or willful misconduct, and to the
extent allowed by law, neither party nor its Affiliates will be liable under this agreement
or any Order Form for any indirect, incidental, consequential, special, punitive, or busi-
ness interruption damages. This includes costs from a third party performing the other
party’s obligations, or loss of use, profits, revenue, or goodwill. This applies regardless of
the legal basis (contract, tort, etc.) and even if the party was warned such damages
could occur.

Limitation of Liability. Except for obligations under section 9 (Indemnification), and
damages from gross negligence or willful misconduct, and to the extent permitted by
law, each party’s total aggregate liability (including its Affiliates) under this Agreement
or any Order Form is limited to the maximum of the total fees paid or payable under the
applicable Order Form by the Customer in the twelve months prior to the incident. Lime
is not liable for any losses caused by the Customer or its Users failing to comply with this
Agreement. If a Customer’s Affiliate or User suffers a loss due to Lime’s actions or omis-
sions, the loss is treated as if it was suffered by the Customer and only the Customer
may bring a claim on behalf of the Affiliate or User.
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Claims. To retain the right to seek compensation, a party must notify the other party of
any claim within three (3) months of becoming aware, or when it reasonably should have
become aware, of the circumstances giving rise to the claim, and no later than six (6)
months from the date of the underlying incident.

Liability for Third Party Software. If Third Party Software is used with the Service (via
integration or otherwise), the terms of that Third Party Software apply exclusively. Lime
is not responsible for damages, malfunctions, or issues from using Third Party Software
and Lime disclaims liability for its performance, content, or conduct, as well as for any
user dealings with third-party providers.

Term and termination

Term of Agreement. This Agreement commences on the date Customer first accepts it,
generally on the date Customer signs the first Order Form, and continues until all sub-
scriptions hereunder have expired or have been terminated.

Term of Subscriptions and Renewal. The term of each subscription is specified in the
applicable Order Form. Except as otherwise specified in an Order Form, subscriptions
and any applicable licences will automatically renew for subsequent renewal terms of 12
months each (“Renewal Term”) unless terminated by either Party by providing the other
Party a written notice of termination not later than sixty (60) days prior to the end of the
relevant Subscription Term. For each automatic Renewal Term, the scope of the Service
- including applicable usage and volume levels (such as the number of Users) — shall be
the same as the scope in effect at the end of the immediately preceding Subscription
Term, including any additional Services, volumes or Users purchased by Customer dur-
ing that term. The total quantity of Services and Users in effect at renewal shall serve as
the binding baseline for the applicable Renewal Term.

Degradation of Service. Customer may not reduce the scope of the Service (including
number of users or features) during a Subscription Term. Any reduction intended for a
subsequent Renewal Term must be notified to Lime in writing at least sixty (60) days
prior to the end of the then-current term, and is subject to mutual agreement on the
revised scope prior to renewal. Any such reduction or change in subscription duration
may result in adjusted pricing, reflecting that the original pricing was based on the
agreed scope, volume, and term. If the parties do not reach agreement on the revised
scope before the end of the then-current term, the Agreement shall terminate upon ex-
piry of that term unless otherwise agreed in writing. Absent such notice, the existing
scope shall automatically renew for the applicable Renewal Term.

Termination. Either Party may terminate this Agreement and any Order Form upon writ-
ten notice to the other Party if: (i) the non-terminating Party materially breaches this
Agreement and fails to cure such breach within thirty (30) days of delivery of written
notice; or (ii) if the other Party becomes the subject of a petition in bankruptcy or any
other proceeding relating to insolvency, corporate restructuring, receivership, liquida-
tion or assignment for the benefit of creditors. Notwithstanding the foregoing, either
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Party may also terminate this Agreement where a SOW governing the implementation
of the entire Services is terminated in accordance with the applicable Professional Ser-
vices Addendum. If Customer terminates this Agreement for convenience prior to the
expiration of the Subscription Term, Customer shall provide Lime with at least sixty (60)
days’ prior written notice, and shall remain fully liable for, and promptly pay, all fees due
and payable for the remainder of the then-current Subscription Term, in accordance
with section 11.5, without any right of set-off, counterclaim, deduction, or refund.

Refund or Payment upon Termination. If the Agreement is terminated by Customer pur-
suant to section 11.4 (i) and (ii), Lime shall refund any prepaid fees covering the remain-
der of the term of all applicable Order Forms from the effective date of termination.
Conversely, if the Agreement is terminated by Lime pursuant to section 11.4 (including
termination for convenience) Customer shall remain liable for, and upon termination
shall pay in full, any unpaid fees, including agreed Professional Services fees, covering
the remainder of the Subscription Term of all applicable Order Forms, to the extent per-
mitted under applicable law. In all cases, termination shall not relieve Customer of its
obligation to pay any fees accrued and payable for the period prior to the effective date
of termination.

Exit and Effect of Termination. Upon expiration or termination of this Agreement or the
applicable Service, the provisions below describe the procedure; whereas section 11.6.1-
11.6.5 regards Service provided as a SaaS and 11.6.6 for Service provided as on-premises.

11.6.1 Access to Customer Data. Upon termination or expiration of this Agreement,
Lime shall, for a period of thirty (30) days following such termination or expira-
tion (the "Exit Period”), make Customer Data available to Customer to enable
Customer to download or export such Customer Data in a structured, commonly
used, and machine-readable format. During the Exit Period any extension (sec-
tion 11.6.4), Customer shall continue to pay the applicable Subscription Fees in
accordance with this Agreement.

1.6.2 Transfer to Alternative Provider. Upon Customer’s written request, included in
the termination notice pursuant to Section 11.4, Lime shall facilitate a direct and
secure transfer of Customer Data to another service provider designated by
Customer, or, where technically feasible, repatriate such data into Customer’s
own information technology environment. Such transfer shall be performed in
accordance with Regulation (EU) 2023/2854 (the Data Act) and without undue
delay. Lime shall not charge fees for assistance required under the Data Act to
the extent such fees are prohibited by applicable law. Any assistance requested
by Customer or a replacement provider that exceeds Lime’s obligations under
the Data Act, including non-standard, bespoke or manual services, may be pro-
vided subject to a separate agreement/Order Form and charged in accordance
with Lime's then-current standard fees.

1.6.3 Continuity During Transition. During the Exit Period, Lime shall (i) continue to
provide the Services to ensure business continuity, (ii) exercise due diligence to

vers. 26/06 I i m e 16 (19)

Creating Customer Heroes


https://www.lime-technologies.com/sv/

mn7

12

121

122

maintain the level of service and security, and (iii) provide clear information to
Customer regarding any known risks to the continuity of the Services.

1.6.4 Extension of Exit Period. Customer shall have the right to extend the Exit Period
once by a period that Customer considers appropriate for its purposes, upon
written notice to Lime prior to the expiration of the initial Exit Period.

1.6.5 Data Deletion. Following the Exit Period (or earlier upon Customer’s written in-
struction), Lime shall permanently delete all Customer Data, including any
cached, replicated, or backup copies, unless applicable law requires retention.
Immutable backups will automatically be deleted when time expires. Upon com-
pletion, Lime shall provide the Customer with written confirmation of deletion.

1.6.6 Effect of Termination for Services on-premises. Upon expiration or termination
of this Agreement or the applicable Subscription Term for any reason, Cus-
tomer’s right to access and use the Software shall automatically terminate. Cus-
tomer shall promptly cease all use of the Software and uninstall and delete the
Software and all copies thereof, including any documentation and backup cop-
ies, from its systems. Any access mechanisms (e.g. license keys and/or activation
codes) provided for the Software may be disabled by the Lime upon such expi-
ration or termination. Upon Lime's written request, Customer shall provide a writ-
ten certificate signed by an authorized representative confirming deletion and
cessation of use within thirty (30) days of termination. Termination or expiration
shall not affect any rights or obligations accrued prior to the effective date of
termination.

Survival. Upon any expiration of the applicable term for the Service or termination of
this Agreement, any provision of this Agreement which, by its nature, would survive ter-
mination of this Agreement will survive any such termination of this Agreement, includ-
ing without limitation accrued rights to payment, use restrictions and indemnity obliga-
tions, confidentiality obligations, warranty disclaimers, limitations of liability and effects

of termination.

General Provisions

Assignment. Neither party may assign its rights or obligations under this Agreement
without the other party’s prior written consent, which shall not be unreasonably with-
held. However, either party may assign this Agreement (including all Order Forms) to an
Affiliate or in connection with a merger, reorganization, or sale of all or substantially all
of its assets, provided that: (i) the assignee can honour and perform the assignor’s obli-
gations; (ii) the assignment does not extend use of the Services; and (iii) the assignee is
not a competitor of the other Party. The assigning party shall notify the other party in
writing without undue delay and provide all necessary information about the assignee.

Force Majeure. Neither party is liable for delays or failures caused by events beyond its
reasonable control, including but not limited to government actions, terrorism, civil or
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military authority, fire, flood, earthquake, labor disputes, epidemics, pandemics, or In-
ternet/telecommunications outages. The affected Party shall promptly notify the other
and use diligent efforts to resume performance as soon as commercially practicable.
Except for payment obligations, if such failure continues for 30 days, the other party
may terminate this Agreement without liability by written notice.

No Third-Party Beneficiaries. Except as specifically identified in this Agreement, noth-
ing in this Agreement is intended to confer upon any person other than the Parties and
their respective successors or permitted assigns, any rights, remedies, obligations or li-
abilities whatsoever.

Independent Contractors. Nothing contained in this Agreement shall be deemed or con-
strued as creating a joint venture or partnership between any of the Parties hereto. Nei-
ther Party shall have the power nor authority to control the activities or operations of
the other. At all times, the status of the Parties shall be that of independent contractors.

Severability & Waiver. If any provision of this Agreement is found by a court of compe-
tent jurisdiction to be invalid or unenforceable, that provision shall be deemed null and
void, and the remaining provisions shall remain in full force and effect. No failure or de-
lay by either Party in exercising any right under this Agreement shall constitute a waiver
of such right.

Notices. All notices, approvals, requests, or other communications under this Agreement
shall be in writing and delivered to the addresses specified in the Order Form or to the
Administrator. Notices and communication may also be made via the Services, through
the Services’ interface or on Lime’s website. Notices of termination, material breach, or
violation of the Agreement from Customer to Lime must be addressed to “ATTENTION:
LEGAL DEPARTMENT” or emailed to legal@lime.tech with a copy to the current Lime
account manager. Billing-related notices to Customer shall be sent to the billing contact
provided by Customer, and notices to Lime shall be sent to finance@lime.tech. Notices
will be deemed delivered upon (i) personal delivery, (ii) the fifth business day after mail-
ing, or (iii) the day of sending by email or posting/communicating through the Services.

Entire Agreement and Order of Precedence. This Agreement and the policies or terms
expressly referenced and incorporated into Service Terms constitute the entire agree-
ment and understanding between the parties concerning the Customer’s use of the Ser-
vices and Customer Data. The parties agree that any terms or condition stated in a Cus-
tomer purchase order or in any other Customer order documentation (excluding Order
Forms) is void. This Agreement supersedes all prior or contemporaneous discussions,
proposals, and agreements between the parties relating to the subject matter hereof. In
the event of any conflict or inconsistency among the following documents, the order of
precedence shall be: (1) the applicable Order Form (including special conditions and
amendments), (2) the Data Processing Agreement, (3) Professional Services Addendum,
(4) these Service Terms, and (5) the Documentation. Titles and headings of sections of
this Agreement are for convenience only and shall not affect the construction of any
provision of this Agreement.
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Amendments. Lime may amend this Agreement, including any incorporated documents
or policies, at any time. Material changes shall take effect sixty (60) days after written
notice to Customer. Customer may object within thirty (30) days of such notice, and the
parties shall discuss in good faith. If no agreement is reached, Customer may terminate
this Agreement with immediate effect as of the effective date of the change, unless Lime
permits the Customer to continue under the prior terms, in which case no termination
right applies. In the event of termination, Lime shall reimburse Customer for any prepaid
fees covering the period remaining in the then-current Subscription Term after the ef-
fective date of termination, on a pro-rata basis.

Governing Law. This Agreement shall be governed by the law identified in the table be-
low, based on the Lime entity listed in the applicable Order Form or similar registration
form. Any dispute, controversy or claim arising out of or in connection with this Agree-
ment, its interpretation, validity, invalidity, breach or termination, shall be finally settled
by arbitration administered the Arbitration Tribunal set out in the table below. The Ar-
bitral Tribunal shall consist of one arbitrator where the value of the disputed claim is
less than EUR 10,000. Where the value of the disputed claim is higher, the Arbitral Tribu-
nal shall consist of three arbitrators. The language of the arbitration shall be English or
Swedish.

Lime Technologies Sweden AB, reg- Sweden The Arbitration Rules of the Arbitration Insti-
istered in Sweden with reg no tute of the Stockholm Chamber of Commerce.
556397-0465 The seat of arbitration shall be Lund, Sweden.
Lime Technologies Norway AS, reg- Norway The Arbitration Rules of the Oslo Chamber of
istered in Norway with reg no Commerce (OCC). The seat of arbitration
989711393 shall be Oslo, Norway.

Lime Technologies Denmark A/S, Denmark The Arbitration Rules of the Danish Institute
registered in Denmark with reg no of Arbitration (DIA). The seat of arbitration
36053291 shall be Copenhagen, Denmark.

Lime Technologies Finland Oy, regis- | Finland The Arbitration Rules of the Finland Arbitra-
tered in Finland with reg no 2320811-1 tion Institute (FAI) of the Finland Chamber of

Commerce. The seat of arbitration shall be
Helsinki, Finland.

Lime Technologies Germany GmbH, Germany The Arbitration Rules of the German Arbitra-
registered in Germany with reg no tion Institute (DIS). The seat of arbitration
HRB 105940 shall be Cologne, Germany.

Lime Technologies Netherlands B.V., | The Netherlands | The Arbitration Rules of the Netherlands Arbi-
registered in the Netherlands with tration Institute (NAI). The seat of arbitration
reg no 56656203 shall be Utrecht, the Netherlands.
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