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IGPA Framework Statement of Work No. 1
Oracle Technology Support Services

This IGPA Framework Statement of Work No. 1 — Oracle Technology Support Services (‘OT SOW”) is
made by and between The State of Israel Population and Immigration Authority (“Client”), having a
principal place of business at 42 Agripas Street, Jerusalem, 9431025, Israel, and Rimini Street, Inc.
('Rimini Street”), a Delaware corporation having a principal place of business at 3993 Howard Hughes
Parkway, Suite 500, Las Vegas, Nevada 89169, USA. This OT SOW is issued pursuant to that certain
Framework Services Agreement dated on or about 26 December 2019 between the Israel Government
Procurement Administration (the “GPA”) and Rimini Street {the "Agreement’). This OT SOW is
effective as of the date of the last signature of the Parties below ("OT SOW Effective Date”). Unless
otherwise indicated herein, capitalized terms used in this OT SOW without definition shall have the
respective meanings specified in the Agreement and all section, schedule and attachment references
in this OT SOW shall be to applicable sections, schedules and attachments of the Agreement. To the
extent that the terms and conditions set forth in this OT SOW and Schedules attached hereto conflict
with the terms and conditions of the Agreement, the terms and conditions of the Agreement will prevail.

1. Services

I By signing this OT SOW below, Client agrees to be bound by the terms of this OT SOW and
the terms of the Agreement, the terms and conditions of which are hereby incorporated by reference
into and made a part of this OT SOW. Client represents that it has had sufficient opportunity to consult
with legal counsel and to fully consider the provisions of the Agreement.

Il Rimini Street shall provide Client with certain support services and certain deliverables as
follows for the Covered Products listed in Schedule A attached hereto (hereafter collectively referred to
as “Services”):

A. Product Support. Rimini Street will provide Client with diagnostic services, advice,
and recommendations relating to the proper operation of the Covered Products. Since Client does not
have access to source code for the Covered Products, product support specifically excludes the
development and delivery of code changes, code fixes, and code updates of any kind for the Covered
Products.

B. Installation Support. Rimini Street will provide advice and recommendations for re-
installations and configuration of the Covered Products if required as a result of an Issue with Client's
development, test, or production environments.

C. interoperability Support. Rimini Street will provide advice, recommendations, and
testing assistance with Issues determined to likely involve interoperability issues between the Covered
Products and Client’s server operating system.

D. Performance Tuning Support. Rimini Street will provide performance tuning
diagnostics, advice, and recommendations for the Covered Products using proprietary and
commercially available tools. Rimini Street will use commercially reasonable efforts to provide advice
and recommendations for performance tuning Client's server operating system.

E. Upgrade Process Support. Rimini Street will provide upgrade process support from
Client's current OT Production Release to any Target OT Production Release listed on Schedule A.
Rimini Street will make upgrade support available to any such Target OT Production Release for at
least fifteen (15) years after the OT SOW Effective Date, provided this OT SOW remains in effect without
interruption during said fiteen (15) year period.

F. Archiving Assistance. Rimini Street shall assist Client in identifying a specific scope
of software updates and other support-related materials for the Covered Products that Client may elect
to obtain from Oracle prior to the expiration date of the corresponding Oracle support services for the
Covered Products (that expiration date being referred to as the “Maintenance End Date"). All Covered
Product files or materials that Client downloads or otherwise obtains from Oracle prior to the
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Maintenance End Date shall be referred to coliectively as the “Client Archive” Client shall deposit the
Client Archive on a file storage location owned, leased, or otherwise controlled by Client (the file storage
location with the Client Archive shall be referred to as the “Client Archive Repository”). If Client
requests that Rimini Street access the Client Archive in rendering Services under this OT SOW, the
Client Archive Repository and remote access connectivity thereto must meet the technical guidelines
provided by Rimini Street to Client.

2. Support Period

Rimini Street will provide Client with Services beginning at one minute past midnight (12:01 a.m.) Israel
Time on the OT SOW Effective Date and ending at one minute before midnight (11:59 p.m.) Israel Time
on 31 December 2035 (“Support Period™). o

3. Termination by Client

Client may terminate Services for all Covered Products in this OT SOW at the end of a Support Period
Year with no less than sixty (60) calendar days written notice prior to the start date of any subsequent
Support Period Year set forth in Section 5.A. below for any reason or no reason, provided that all fees,
taxes, duties, and expense reimbursements due under this OT SOW shall be paid by Client to Rimini
Street on or before the actual date of termination.

4, Service Level Agreement

During the Support Period, Client will be entitled to receive support twenty-four (24) hours a day, seven
(7) days a week (including major holidays) for Critical Issue (P1) cases. Response time commitment for
a first live conversation with a Rimini Street engineer after Client contacts Rimini Street with a request
for support on a Critical Issue case is less than fifteen (15) minutes. Client will be entitled to receive
support for all other Issues during Rimini Street Business Hours as specified in Schedule A. Response
time commitments and communication update intervals for each issue are detailed in Table 1 below.
Business Impact Guidelines for each Client Priority Level are detailed in Table 2 below.

Further, Rimini Street will provide Client with at least one Named Primary Support Engineer. Client's
Named Primary Support Engineer shall be the point of contact at Rimini Street for Client’s personnel
and agents reporting and working to resolve Issues with the Covered Products listed in Schedule A
during the Support Period. When Client's Named Primary Support Engineer is unavailable due to on-
call rotations or days off, a temporary on-call Named Primary Support Engineer shall be available to
Client.

Table 1
lssue Severity |

\1‘5 E!apséd Minutes

Critical Issue “\E\ve/r\y 2 Elapsed Hours

- Serious Issue Priori 30 Elapsed Minutes | Every 4 Business Hours
Standard issue | Priority 3 1 Business Day Every 5 Business Days
Q&A Priority 4 | 1 Business Day As appropriate

*If resolution of an Issue is dependent upon some interim measure, such as developing a software patch, etc., an alternative
communication update commitment may be defined and agreed upon with Client.

Issue where a Covered Product is completely unavailable to users or is working
at a severely degraded capacity/performance level for multiple users that makes
a Covered Product unusable: or

Issue has a major impact to external client/customer; or
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Issue is impacting revenue or time sensitive regulatory compliance
AND no acceptable workaround exists.

Priority 2 Issue where a Covered Product’s functionality has become limited or is working
at marginally degraded capacity or performance for multiple users AND no
acceptable workaround exists; or

Issue where a Covered Product component is unavaitable or is working at a
severely degraded capacity/performance

AND an acceptable workaround exists.

Priority 3 ---lssue-where a single user is unable to use a Covered Product or a component
of a Covered Product that is necessary for the user to perform their primary
work activities; or

Issue that is not critical is encountered with the Covered Product that leads to a
minimal loss of functionality, capacity or performance: or

A feature is unavailable where another can be readily used (i.e. routing to a
different printer).

Priority 4 General request for information or “how to” (Q&A); or
Report of event not causing impact to work operation or production.

5. Fees and Payment Schedule

A. Annual Support Fees. in consideration for Services provided pursuant to this OT
SOW, Client agrees to pay Rimini Street fees (‘Annual Support Fees”) for each year the OT SOW
remains in effect during the Support Period, which have been caiculated in accordance with the
Framework Pricing pursuant to Section 11 of the Agreement, and otherwise in accordance with the
terms set forth herein as follows: for the period from the OT SOW Effective Date through 31 December
2021 (Year 1 of the Support Period), the Annual Support Fee shall be $ 46,829.60 USD. Unless
terminated pursuant to Section 3, for the period from 1 January 2022 through 31 December 2022 (Year
2 of the Support Period), the Annual Support Fee shail be $ 47,766.19 USD. Unless terminated pursuant
to Section 3. the Annual Support Fee for renewals during Years 3 through 15 of the Support Period
shall (a) not increase over the fee for the Services paid by Client for the immediately preceding
contiguous Year with respect to each renewal that includes a non-cancellable (except for cause
pursuant to the Agreement) term of not less than twenty-four (24) months, or (b) increase each Year by
2% over the fee for Services paid by Client for the immediately preceding contiguous Year with respect
to each renewal that includes a non-cancellable (except for cause pursuant to the Agreement) term of
less than twenty-four (24) months.

Notwithstanding the foregoing, in the event that Client adds additional licensed products to the Covered
Products listed in Schedule A or increases the license usage of any Covered Product beyond the
‘Maximum License Metric” listed in Schedule A for one or more Covered Products (whether or not such
increased usage required Client to pay Oracle additional license fees), Client agrees to an equitable
adjustment of the Annual Support Fees to reflect forty-five percent (45%) of the projected Covered
Product support and maintenance fees that would have been paid by Client to Oracle for annual support
services on the expanded license or expanded license usage of the Covered Products. Any such
equitable adjustment of the Annual Support Fees shall also be subject to the annual percentage
increase described in the first paragraph of this Section 5.A.

B. Payment Schedule. Annual Support Fees are due and payable by Client to Rimini
Street according to the following agreed payment schedule (“Payment Schedule”):

Payment Schedule Amount (USD)
Year 1 of the Support Period: Payment shall be due on the OT | $ 46,829.60
SOW Effective Date and payable within forty-five (45) days
following the tast day of the month in which an invoice has been
issued by Rimini Street to Client for the payment due
Subsequent Support Period Years: Payment shall be due on | $ As calculated per Section 5.A.
the start date of the next subsequent Support Period Year and | above
payable within forty-five (45) days following the last day of the
month in which an invoice has been issued by Rimini Street to
Client for the payment due
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A purchase order, if required by Client; shall be provided to Rimini Street immediately upon execution
ofthis OT SOW and annually thereafter at least sixty (60) days prior to the start date of each subsequent
Support Period Year. Notwithstanding the foregoing, Client's provision of a purchase order to Rimini
Street within thirty (30) days following the start date of each subseguent Support Period Year shall not
constitute a default hereunder.

Client certifies that the Annual Support Fee for Year 1 of the Support Period (prior to any Rimini Street
discounting for multi-year pre-payment) is no less than forty-five percent (45%) of the total maintenance
fees being charged by, and reflected in the most recent invoice(s) or offer(s) received from, the original
software vendor (excluding all applicable taxes) for the Covered Products covering the period from 1
January 2020 to 31 December 2020 ("Maintenance Invoices"). Client further certifies that the Covered
Products listed in Schedule A of this OT SOW, including but not limited to the license metrics and user
counts of such products, are identical to those products covered by the Maintenance Invoices. For
purposes of clarity, Client agrees that the Schedule A Covered Products do not, and shall not, have any
additions to or omissions from the products covered in the Maintenance Invaices.

C. Fee Reductions. Upon written certification by Client's authorized signatory, with the
knowledge and authority to bind Client, to Rimini Street at least ninety (90) calendar days prior to the
start of a new Support Period Year, beginning with Year 2, that Client has ceased to use one or more
of the Covered Products listed in Schedule A in its entirety or has reduced its aggregate maximum
license metrics for the Covered Products listed in Schedule A to be discussed by the SOW Parties and
determined by the SOW Parties in good faith, (collectively, “Reduction’) and such Reduction
represents at least five percent (5%) of the aggregate value of the Covered Products as shown in
Schedule A in effect at the time of such certification, Client shall be entitled to a reduction in the Annual
Support-Fee in an amount equal to fifty percent (50%) of the amount by which the aggregate vaiue of
the Covered Products (as shown in Schedule A) is reduced, rounded to two (2) decimal places, for the
subsequent Support Period Year (‘Fee Reduction’). The Fee Reduction will be made to the Annual
Support Fee for the subsequent Year, with any annual increases pursuant to 5(A) above to be applied
after such reduction. The maximum cumulative Reductions pursuant to this paragraph shall not exceed
more than ten percent (10%) of the Annual Support Fee (from the prior Year) in any given year, and the
maximum cumulative Fee Reductions pursuant to this paragraph during the entire Support Period shall
be no more than fifty percent (50%) of the Year 1 Annual Support Fee, notwithstanding any additional
reductions in use of the Covered Products. Any changes to Schedule A and Fee Reductions resulting
from this Section 5(C) shall be reflected in a written amendment to this OT SOW signed by both of the
SOW Parties.

6. Additional Client Obligations

A. Final Testing of Fixes and Updates. Client is responsible for all final system testing
to assure that Rimini Street changes perform as documented with the Covered Products before
implementing said changes in any production environment.

B. Access to Software. Client acknowledges that Rimini Street may need, and Client
therefore authorizes Rimini Street, to: (i) access, install, work with, configure, test, and possibly modify
the Covered Products listed in Schedule A, which are used in the OT Production Release (as well as
the Target OT Production Release for any upgrade project that Client undertakes), in order to render
Services pursuant to this OT SOW; and (if) access the Client Archive (if any, and if Client requests that
Rimini Street access the Client Archive in providing Services under this OT SOW). Accordingly, Client
shall provide Rimini Street with remote access or screen sharing tool to one or more non-production
development and test environment(s), on servers owned, leased, or otherwise controlled by Client, that
include the Covered Products and Client Archive, together with all license codes and other software
required for their proper operation (each a “Non-Production Environment’). Each Non-Production
Environment and remote access or screen sharing tool connectivity or thereto must meet the technical
guidelines provided by Rimini Street to Client. Rimini Street shall provide Client, at Rimini Street's
expense, with access to remote connectivity software selected by Rimini Street (currently Bomgar), at
Rimini Street's sole discretion, to be used in connection the provision of Services hereunder. In the
event Client requests that Rimini Street utilize a remote connectivity method selected by Client, such
use shall be subject to Rimini Street's prior written approval and shall be at Client's expense.
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C. Work Product License-Use Clarification. Notwithstanding anything to the contrary
in the Agreement, Client may provide Client's employees or a third party access to Rimini Street Work
Product for the sole purpose of supporting the Covered Products listed in Schedule A in the event that
Client chooses to terminate this OT SOW and undertake self-support or contract with a different service
provider to provide support and maintenance services for the Covered Products listed in Schedule A.
In such event, Client shall bind such employee or third party to obligations of non-disclosure and
restricted use which are no less stringent than those contained within this OT SOW and the Agreement.

D. Internal Client Support. Client is responsible for providing Help Desk Support and
System Administration Support.

7. Additional Services Terms

The following additional terms apply to the Services described in Section 1
A. Definitions. The following definitions are used throughout this OT SOW:

I. OT Production Release: The OT product release level of the Covered Products
that Client is currently using in its live, production environment, as specified in
Schedule A as the current release.

Il. Covered Products: The individual product modules licensed to Client and set forth
in Schedule A. .. o

“lil Issue: An issue to be addressed pursuant to Section 4, Table 1 above that meets all
of the following criteria: (i) found by Client in the Covered Products or in any changes
provided to Client by Rimini Street or Oracle or obtained by Client from Oracle up
through the date that Client terminates its Oracle support services agreement for the
Covered Products; (i) Client becomes aware of the issue during the Support Period
and reports the issue to Rimini Street during the applicable Support Period: and (iii)
meets one of the four Priority Level criteria set forth in Section 4, Table 2 above.

V. Target OT Production Release: The OT product release level(s) of the Covered
Products that are: (a) generally available to OT customers prior to termination of
Client's original software vendor's support services agreement for the Covered
Products; (b) obtained by Client; and that (c) Client may desire to upgrade to as its
next, live, production environment, as specified in Schedule A.

V. Help Desk Support: Means first line, simple corrective assistance by one or more
individuals or a third party organization designated and/or contracted by Client to be
the first point of contact for Client's entire user population for Covered Products. Help
Desk Support provides an initial front-line response to all Client user-reported cases,
and resolves certain fow-level user reported issues. Common issues to be resolved
by Help Desk Support include general system information requests, Covered Product
user administration (e.g., user setup and security), Client-specific operational
procedures, hardware issues and infrastructure availability (e.g., LAN, web, Internet
Service Provider, application, and database access), and similar activities.

Vi. System Administration Support:  Means in-depth technical and system
administration support that includes technical troubleshooting, analysis and
resolution options for the Covered Products. System Administration Support
services are more advanced than those generally provided by Help Desk Support
and typically staffed with product trained personnel experienced with the Covered
Products. Issues with Covered Products reported by Client end users to Help Desk
Support that are not fully resolved by Help Desk Support may be escalated to System
Administration Support. System Administration Support may include assisting Help
Desk Supportwith resolution of issues, independent System Administration Support
diagnosis and resolution of more advanced issues, and/or installation and
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configuration of software workarounds, updates or fixes made available and provided
by Rimini Street. Issues not able to be resolved by System Administration Support
may be escalated to Rimini Street,

“VIIC Business Hour: A single hour of time during the Rimini Street Business Hours
specified in Schedule A, Sunday through Thursday.

VIll. Business Day: Nine (9) Business Hours.
IX. Elapsed Minutes: Actual accrued time from a specific event (such as logging a case).

B. Third Party Products. Rimini Street is not able and will not provide any fixes or
updates to any third party products used with, imbedded, integrated or bundled with the Covered
Products. The scope of this OT SOW expressly excludes support for any object issues other than for
those listed as covered in any Schedule A.

C. installation Support. Rimini Street will remotely support Client with respect to initial,
first-time installations and configurations of Covered Products that the Client was not using in production
on or before the Support Period. Installation Support does not include project planning, advice, or
recommendations relating to changes in the underlying system infrastructure (e.g., hardware or network
configuration), nor installations of a new major release of a Covered Product performed as the first step
in an upgrade project to a new production Covered Product major release. Installation Support is
subject to Client having a sufficient backup of the software installation, or a copy of the Covered
Products with all necessary components, and making it available to Rimini Street for re-installation.

D. Interoperability Support. Interoperability Support will be remotely available to Client
for its Covered Products so long as the combination of products and platforms is supported and
designed for compatible use with the Covered Products and such combination of products and platforms
has been fully tested for proper interoperability prior to production rollout and go-live. Client is fully
responsible for any interoperability issues related to third-party products that are incompatible with or
that were not properly tested for proper operation with Client's Technology Products. Rimini Street will
provide upon request, at an additional fee and with Client providing copies of all source and target
software releases, interoperability testing for applications and operating systems that have not been
tested by the applications licensor for proper operation with the Covered Products prior to the
termination of Client’s Oracle support services agreement for the Covered Products.

E. Performance Tuning. Client is responsible for ensuring adequate and reasonable
functional, scalability, and regression testing have been completed in development and test phases
prior to production roflout and go-live of the Covered Products. Performance tuning support includes
recommendations and advice for configuration, deployment mode!, and parameter settings for the
Covered Products.

F. Upgrade Support. Client is responsible for obtaining any Target OT Production
Release, as well as all related and available upgrade deliverables from Oracle for the Covered Products
that include major upgrades, maintenance packs, family packs, minipacks, critical patch updates,
interoperability patches (e.g., updated versions of 3¢ party technology components or updated
operating system versions), language patches and any documented patch dependencies, localizations,
technical platforms, release notes, release documentation, or upgrade documentation.

G. Upgrade Process Support. Client is responsible for actual upgrade project planning,
resourcing, and execution.

H. Rimini Street Work Product. All deliverables under this OT SOW are considered
Rimini Street Work Product as defined in the Agreement.

. Additional Consulting. Any services required by Client outside the Services defined
in this OT SOW are expressly excluded from the scope of this OT SOW. Rimini Street will not perform
out-of-scope services without Client's pre-approval. If Client desires Rimini Street to provide additional
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out-of-scope services, separate agreements in the form of an amendment to this OT SOW or an
additional SOW will need to be executed by the Parties prior to Rimini Street performing such services.

J. Trade Names. The Oracle name, Oracle product names, and Oracle release names
are trademarks of Oracle Corporation. All other names and product names are the property of their

respective owners.

8. Client Contacts

Primary Contact

Billing Contact

Shipping Contact

Name: Oren Ariav

Name: Same as Primary

Name: Same as Primary

Address1: 42 Agripas Street

Address1:

Address?:

City, St, Zip: Jerusalem, 9430125 City, St, Zip: City, St, Zip:
Phone: 97250-6236363 Phone: Phone:
Email: Orenar@piba.gov.il Email: Email:

The undersigned represent and warrant that they are authorized, as representatives of the party on
whose behalf they are signing, to (a) sign this OT SOW and to bind their respective party thereto, and
(b) in the case of Client, agree and bind itself to the terms of the Agreement.

For Client: For Rimini Street, Inc.:

Authorized Signature Authorized Signature

Printed Name

Title Title
Date Date
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Scheduie A-1
to Statement of Work No. 1

Data Center Location(s):

Jerusalem Israel

Client Support Team Location(s):

Jerusalem, Israel

Support to be provided in the following Language(s):

English, Hebrew

Client Support Team Business Hours/Time Zone:

8.00 am. ~ 500 pm. . lIsrael Time

Rimini Street Business Hours/Time Zone:

8:00 a.m. - 5:00 p.m. . Israel Time

Database Hardware: X-64, blades.
Database Operating System: VM
Database Version: Linux
Number of Database Servers: Twelve (12)
Application Server Version: One
Number of Application Servers: Twelve (12)
Middleware and Version: One

Technology Maintenance End Date (“MED”):

31 December 2020

Covered Products

Technology Product CSi Number | Current Future Target Licensing Maximum Notes
Release and Release{s}and Metric Licensing
Patch Level Minimum Patch Count
Level{s} B ]
1 Qracle Forms and Reports 20066768 Last Available on Named User 30

OT 50w Effective
Date (“LAGED”)

Pius Perpetual

2 Cracle Internat Application Server 20048728 {ACED Named User 20
Enterprise Edition blus Perpetual
3 | Oracle Partitioning LAGED Named User 100
_ — Pius Perpetual
4 Oracle Partitioning Processar 6
Perpetuai
5 Oracle Real Application (lusters LAGED Named User 56
Plus Perpetual
[ Cracle Reat Application Clusters Processor 4
Perpetuat
7 | Oracle GoldenGate LAGED Named User 50
Plus Perpetual
8 Oracle GoldenGate {AGED Processor 6
Perpetual
9 Oracle Business intelligence Named User 40
Standard Edition One Pius Perpetual
10| Oracle Diagnostics Pack LAGED Processor &
Perpetus!
111 Oracle Tuning Pack 20031830 10,13,12 LAQED Processor 3
Perpetuai
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Schedule A-2
to Statement of Work No. 1

Data Center Location(s): Jerusalem, Israel

Client Support Team Location(s): Jerusalem, Israel

Support to be provided in the following Language(s): English, Hebrew

Client Support Team Business Hours/Time Zone: 8:00am. -~ 5.00 p.m.__lIsrael Time
Rimini Street Business Hours/Time Zone: 8:00 a.m. — 5:00 p.m. . Israel Time
Database Hardware: X-64, blades.

Database Operating System: VM

Number of Database Servers: Twelve (12)

Technology Maintenance End Date (“MED”): 31 December 2020

Covered Products

Core Database Product CSi Number Current Future Target Licensing Metric | Maximum Notes
Release and Release(s) and Licensing Count
Patch Level Minimum Patch
Level(s)
1| Oracle Database Enterprise Edition 10,11,12 LAQED Named User Plus 75
Perpetual
2| Oracie Database Enterprise Edition 15,1112 LAQED Processor 1z
Perpetuat
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