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2.1.

2.2.

2.3.

2.4.

Scope of Application

The Special Terms and Conditions
for Support shall apply to all con-
tracts or orders for support ser-
vices and shall apply in this respect
in addition to the General Terms
and Conditions of COSMO CON-
SULT ("GTC").

Subject of Performance

COSMO CONSULT shall provide the
CUSTOMER with the contractual
services ("Support Services") relat-
ing to the standard software spec-
ified therein during the term of the
contract and in accordance with
the more detailed provisions of the
respective order form. The order
form also specifies the ordered ser-
vice level (Digital, Basic or Pre-
mium). Service times and response
times are also be governed on the
order form.

The services are provided on the
basis of a service contract. Services
under a contract for works are not
the subject of the Special Terms
and Conditions Support. COSMO
CONSULT does not owe any spe-
cific result or success beyond the
provision of the Support Services.

Individualizations are only the sub-
ject of support services if this has
been expressly agreed in the order
form.

The licensing of standard software
and the provision of new versions
of standard software are not sub-
ject to the Special Terms and

2.5.

2.6.

3.1.

3.2.

3.3.

3.4.

Conditions Support, but are subject
to the separate Special Terms and
Conditions for Subscription or the
Special Terms and Conditions for
License Purchase.

Hardware is not subject of these
Special Conditions Support.

COSMO CONSULT shall only pro-
vide additional services on the ba-
sis of individual contracts to be
concluded in return for additional
remuneration. Unless otherwise
agreed, this additional remunera-
tion shall be calculated on a time
and material basis in accordance
with COSMO CONSULT's current
price list.

Scope of Services

The content and scope of the Sup-
port Services are determined by
these Special Conditions for Sup-
port and the respective order form.

COSMO CONSULT provides Sup-
port Services carefully and profes-
sionally, taking into account the
generally accepted state of art.

COSMO CONSULT takes over the
tracking of reported malfunctions
of the software products to the re-
spective responsible product de-
velopment.

COSMO CONSULT provides a tech-
nologically up-to-date infrastruc-
ture depending on the selected
service level according to the order
form, with the help of which the
CUSTOMER can establish contact
with COSMO CONSULT by tele-
phone or via the Internet and
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3.5.

4.1.

5.1.

5.2.

5.3.

request Support Services. The pre-
requisite for the use of this infra-
structure is the compatible provi-
sion of corresponding technology
on the customer side according to
the respective specifications of
COSMO CONSULT.

Services provided by COSMO CON-
SULT as a result of operating errors
on the part of the CUSTOMER, gen-
eral service requests and change
requests shall be additionally re-
munerated as additional services.

Additional Services

Additional services can be ordered
separately in accordance with the
order form.

Obligation of the CUSTOMER to
cooperate at its own Expenses

The CUSTOMER is obliged to report
faults in the software products to
COSMO CONSULT without delay
and to provide COSMO CONSULT
with the necessary and relevantin-
formation for the elimination of
the fault without delay and com-
prehensively. If the fault report is
not made in time, warranty rights
are excluded.

The CUSTOMER shall, as far as pos-
sible, document the reported mal-
function and make this documen-
tation available to COSMO CON-
SULT.

The CUSTOMER shall ensure that
COSMO CONSULT is provided with
and has at its disposal, free of
charge, the infrastructure required

5.4.

6.1.

6.2.

6.3.

for the fulfilment of its obligations,
such as the necessary technical fa-
cilities, power, telephone and data
lines.

The parties shall each appoint one
person and one deputy who shall
be responsible for the execution of
the contract. Both parties shall en-
sure that these persons have the
necessary technical experience, an
in-depth understanding of the
software solution and its imple-
mentation at the CUSTOMER, are
authorised to make decisions and
can represent the respective party.

Remuneration

The remuneration and its billing
shall be governed by the respec-
tive order form.

The CUSTOMER shall pay for addi-
tional services in accordance with
COSMO CONSULT's current price
list, unless otherwise agreed.
COSMO CONSULT shall invoice the
expenses incurred in each case af-
ter the additional services have
been rendered - as a rule on a
monthly basis.

COSMO CONSULT is entitled to in-
crease or reduce the agreed remu-
neration, in particular in the event
of changes to the relevant prices
and wage levels. COSMO CONSULT
shall notify the CUSTOMER of the
change in the aforementioned
prices two months in advance. In
the event of an increase of more
than ten percent, the CUSTOMER
shall be entitled to terminate the
under the

Support  Services
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7.1

7.2.

7.3.

respective order form with a notice
period of one month to the respec-
tive expiry of the contract term.

Contract Period, Termination

The Support Services begin with
the signing of the respective order
form and runs indefinitely unless
the order form is terminated by
one of the parties with a notice pe-
riod of 6 months to the end of a
calendar year.

The right of both parties to ex-
traordinary termination for good
cause remains unaffected.

In the event of termination, COSMO
CONSULT shall be entitled to remu-
neration for the services rendered
and expenses incurred up to the ef-
fective date of termination.
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