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SCHEDULE 1 -SLA
(SERVICE LEVEL AGREEMENT)
FOR BARNOWL
LICENSE, IMPLEMENTATION,
ANNUAL UPGRADE (RENEWAL)
AND SUPPORT & MAINTENANCE FEES

between

PIXLEY KA SEME DISTRICT MUNICIPALITY
(THE LICENSEE)

and

IDI TECHNOLOGY SOLUTIONS (Pty) Ltd
(ID1)
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DURATION

The duration of this Schedule 1 shall be for a period of thirty six months (36) commencing from 15
November 2025 for the upgrade, support and maintenance for the BarnOwl system.

Schedule 1 covers the following services:

-l O

2

Software Licenses and Implementation (once-off)
Software Upgrades / License Renewal (annual)
Support and Maintenance services (annual)

Fees for above services

SOFTWARE LICENSES AND IMPLEMENTATION

The Licensee shall pay a once off License Fee as specified in 4.1 below if applicable.

The Licensee shall pay a once off Implementation Fee as specified in 4.2 below if applicable.

The Implementation Fee will be billed upon completion of the Implementation milestones and as
specified in 4.2 below if applicable.

The annual upgrade fee is payable annually in advance. Should the annual Upgrade fees not be
paid, the software license key will expire 3 months after the Anniversary Month and the Software
will not be accessible. All backdated Upgrade fees will need to be paid in order to re-activate the

license key.

SOFTWARE UPGRADES / LICENSE RENEWAL

This service consists of the following:

a)

The standard cost for upgrades / license renewal is 20% per annum of the initial license fee as
specified in section 4.3 below; the Licensee receives all upgrades provided that the annual
upgrade / renewal fee is paid up by the Licensee. IDI provides the Licensee with self-extracting
files for Updates and Upgrades to enable the Licensee to perform their own Updates and

Upgrades. Should the Licensee require any assistance from IDI to perform Updates and Upgrades,
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whether via remote access or onsite, this time will be deducted from the support services hours
in4.4.

b) The Licensee product champion is informed of the upgrades via email and/or regular
communication/account management, user groups etc. The new version is made available for
download with a simple-to-use deployment package which the Licensee IT department runs. The
application software is automatically upgraded to the new release including all ‘rich Licensee’
users when they next login to BarnOwl. Release notes are provided.

c) Upgrades are important in that they not only include ongoing enhancements, but they include
bug fixes as well as platform compatibility upgrades. BarnOwl only supports the latest major
version -1 (a major version is released approximately every 2 to 3 years).

d) Should the annual Upgrade fees not be paid, no upgrades will be provided and the software
license key will expire 3 months after the Anniversary Month making the Software inaccessible.

All backdated Upgrade fees will need to be paid in order to re-activate the license key.

3 SUPPORT & MAINTENANCE SERVICES

3.1 Help desk support services
Help desk support is reactive in nature (help desk) used for trouble shooting and / or quick assistance:
a) End user support
e End user support (‘how to’ queries). 1st line support is provided by the Licensee product
champion(s). 2nd line support is provided by IDI to the Licensee product champion/s via email,
telephonic help desk or if permitted ‘remote access’. Support is based on defined SLAs as per
the severity (priority) of the incident as per the service metric table below.
b) Technical queries
e Technical queries and “it’s broken fix it queries” are supported by IDI. The support incident
time will not deducted from the support hours where the issue is caused as a result of
Licensor’s technical misconfiguration of the system or a product defect. Support is based on
defined SLAs as per the severity (priority) of the service metric table below.
c) Enhancement requests
e Enhancement requests are scheduled on the BarnOwl ‘product roadmap’ if accepted by BarnOwl.
Enhancements are included in future upgrades at no additional cost unless the Licensee urgently

requires an enhancement which results in IDI having to re-prioritise the BarnOwl roadmap.
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Service Metrics

Support is based on defined SLAs as per the severity (priority) of the incident defined below:

Severity

Response Time

Description

4 hours (*)

Error which has a critical business impact. End user has complete loss of service
without any reasonable Workaround and work cannot reasonably continue.
Complete loss of service includes consistent crashes or hanging or system
generation of incorrect data

8 hours (*)

Error which has a serious business impact. End user experiences either a serious
degradation of services such as intermittent crashes or hanging or slow system
response; or serious reduction in productivity due to requirements not being
met and manual workarounds required.

24 hours (¥*)

Certain modules of the Software are not operating correctly and are causing
delays in the use of the Software. This is not preventing a user from continuing
with another task.

N/A

Minor bugs / errors that are cosmetic in nature rather than a functional problem
and do not prevent any information from being captured or reported on.

e (*) Subject to Remote (VPN/remote access tools) access if required to diagnose the problem. Should

remote access (VPN/remote access tools) be required and not be permitted by the Licensee, the

Licensee may be billed on an additional time and material basis to resolve the incident at the

standard going rate. Any onsite travel and disbursements will be billed at the current ruling rate and

is subject to support staff availability.

e Should the guaranteed response time not be met, the time will not be deducted from the support

hours.

e The response time is guaranteed and not necessarily the resolution time as problem resolution

depends upon innumerable indeterminate factors.

e If anincident is logged outside of normal hours, the guarantee will commence at 8:00 AM on the first

working day after the call was logged.

Escalation

Should a ticket not be addressed timeously or the Licensee has any concerns, the Licensee may escalate

via email and / or phone to their BarnOwl account manager or failing this to one of the Directors of

BarnOwl.

Maintenance / Downtime of the help desk system

Should the help desk system (Team Support) be down for any reason such as unplanned or scheduled

downtime, the BarnOwl support personnel can be emailed directly or contacted telephonically on +27
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540 9112 or failing this telephonically at reception on +27 11 540 9100. BarnOwl| will however advise

the Licensee in advance should we be aware of any scheduled downtime of the help desk system (Team

Support). When the help desk system (Team Support) comes back online, any correspondence

performed outside of the system will be copied into a Team Support ticket.

3.2 Maintenance Services

Maintenance services are provided on a planned and proactive basis ensuring the effective use of the

software on an ongoing basis. Timelines will be dependent on the services requested and delivery

thereof will be agreed between the parties.

Support & Maintenance Services

Description

How to queries

These are normally quick queries for when you get stuck and need quick
help and/or clarification on how to use specific functionality in the system.

Technical issues

Technical queries such as ‘cannot login’, notification emails not being sent
out, email links not connecting etc. Since BarnOwl is an on-premise
solution, we assist your IT with any technical issues related to BarnOwl.

Hand holding

Ongoing hand holding to assist you with the effective use of BarnOwl within
your organisation. BarnOwl is continually evolving with new functionality as
well as enhanced look & feel. This requires regular training / change
management when you upgrade to newer versions.

Knowledge transfer and training

Hands on training for new staff members, refresher training for existing
staff as well as training on new versions of the software.

Additional data migration assistance

Although, we strongly recommend that our clients do not maintain their
data in Excel (as this approach is fraught with errors and data
inconsistencies), we will assist with import templates and additional data
migration where required.

Re-configuration assistance

Re-configuration assistance in response to new/changing requirements.

Hand holding on BarnOwl’s standard
report packs (e.g. built-in reports,
SSRS reports and Power Bl
dashboards)

BarnOwl provides many standard built-in reports, SSRS reports and Power
Bl dashboards. Being able to generate reports and dashboards at the click
of a button is a major benefit and time-saver. We assist to get the most out
of BarnOwl’s standard report packs and dashboards.

Customised reporting (SSRS, Power
Bl, custom queries / extracts)

Many clients request customisation to the standard reports and Power BI
dashboards. As part of this support and maintenance, we customise the
standard reports and dashboards to meet your requirements.

Assistance with your Updates and
upgrades

Hands-on assistance with upgrades in your existing UAT and Production
environments where required.

Re-installation of software / Server
move

Re-installation of software in a new environment (such as a server move /
Azure etc.) where required.
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Roadmap to utilising more
functionality

Assisting you to bed-down and embed existing functionality as well as
providing a roadmap to expand the usage of the system (e.g. RCSAs,
Surveys, Questionnaires, Key Indicators, Combined Assurance etc.)

Free Services included

Description

Account management

Regular feedback meetings (online) to discuss reported issues and planning
& scheduling of upcoming tasks.

User Group / Spotlight sessions

Keeping you informed of the latest releases of BarnOwl and what’s new
and advice on how best to take advantage of the new features.

Knowledge sharing and thought
leadership

Share in our thought leadership content and GRC best practices and
insights.

Engagement with our BarnOwl
partner network

Introduction and engagement assistance with our risk, compliance and
audit specialist partners such as GRCReady, Paigelaw etc.

Free subscription to BarnOwl cloud
including access to the state-of-the
art GRCReady risk maturity survey

Free access to ‘BarnOwl cloud’ including access to our comprehensive risk
maturity assessment survey designed to evaluate and enhance your
organisation's risk management practices and capabilities. Easy distribution
to your own respondents within your organisation and outside your
organisation.

3.3 Support and Maintenance billing process

48 number of hours (as per 4.4) are billed annually in advance at a discounted rate of 20%.

Support and Maintenance is provided online (remotely). Should onsite support be required, this will
incur additional hours and travel per km at the prevailing rate.

Hours may be used flexibly as per your requirements. Hours may not be carried forward from year to
year and a maximum of 40 hours only may be used in a single month unless otherwise agreed to

between both parties.

A monthly report will be provided detailing the service performed and the number of hours used. A
running total of hours used will be deducted from the annual number of hours. All support and
maintenance service request(s) are logged on our Team Support portal so they can be tracked at all

times.
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4 FEES

4.1 Software License fees (once off)

N/A

4.2 Implementation fees (once off)

N/A

4.3 Annual Software Upgrade / License Renewal fees

Annual software upgrade / license renewal fees (as described in section 2 above) are based on 20% of the
software license fee subject to a market related increase per annum. Should you purchase any new
licenses during the period, your annual upgrade fee will be adjusted on a pro-rata basis based on the
anniversary date. Your annual upgrade fee starting 01 April 2026 is as follows:

No. of
Description of service Type of license , 2 Year1 Year 2 Year 3
licenses
) 1 Risk Management
Annual upgrade /license X .
License, 11 Internal Audit 12 R137,308.61| R148,293.30 R 160,156.76
renewal fee )
Licenses and Bl
Total Annual upgrade / license renewal fee R137,308.61| R148,293.30 R160,156.76

Please note:

e Should the annual Upgrade fees not be paid, the software license key will expire 3 months after the
Anniversary Month and the Software will not be accessible. All backdated Upgrade fees will need to
be paid in order to re-activate the license key.

4.4 Annual Support and Maintenance fees

Annual support and maintenance fees (as described in section 3 above) are subject to a market related
increase per annum. Your support and maintenance fee starting 01 April 2026 is as follows:

d Di t
Description of service LI Ty e s scountrate Year1 Year 2 Year3
annum per hour (20%)

Support and Maintenance fee 48 R1,875 R1,500| R72,000.00 R77,760.00 R 84,000.00
Total Annual support fees R72,000.00f R77,760.00| R84,000.00
4.5 Consolidated Total Fees
The Anniversary date starts 01 April 2026:

Description of service Year1 Year 2 Year 3
4.3 Annual upgrade /license renewal fee R137,308.61 R 148,293.30 R 160,156.76
4.4 Annual support & maintenance fee R 72,000.00 R77,760.00 R 84,000.00
Total ex VAT R209,308.61 R226,053.30 R244,156.76
VAT 15% R31,396.29 R 33,908.00 R36,623.51
Total including VAT R240,704.90 R259,961.30 R280,780.27
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5 TERMS AND CONDITIONS

° Invoices are payable within 30 days.

° Annual fees are subject to a market related increase per annum.

° The upgrade fee for any new licenses is based on 20% of the current license fee and is pro-rated
based on the anniversary date.

° Remote access is required in order to provide effective support. Should you not be able to provide
us with remote access, this may incur and additional fees.

° Support and Maintenance is billed annually in advance and may not be carried forward from year

to year and a maximum of 40 hours only may be used in a single month unless otherwise agreed to
between both parties.

° Support and Maintenance is provided online (remotely). Should onsite support be required, this
will incur additional hours and travel per km at the prevailing rate.
° Travel, accommodation and disbursements will be billed separately at the current ruling rate.
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SIGNED At .....co.coneivsssissmmmsmsssisssssasoses
WITNESS:-

(Sign)
SIGNED at ...oooviviieeieecice e
WITNESS:-

(Sign)

For and on behalf of

PIXLEY KA SEME DISTRICT MUNICIPALITY (The Licensee)

NAME:
CAPACITY:
who warrants that he/she is duly authorised

(Name)

For and on behalf of

IDI TECHNOLOGY SOLUTIONS (The Licensor)

NAME: Jonathan Crisp
CAPACITY: Director
who warrants that he is duly authorised

(Name)
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