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1 Maintenance service description

Maintenance services by STACKFORCE can be

e purchased in combination with a STACKFORCE software product package, or
e individually purchased or extended for a STACKFORCE software product.

For more information to our support services, please refer to STACKFORCE's “Standard
Support Conditions” document, which is available on our website stackforce.com.

During the active maintenance period, maintenance includes:

Q

&)

The reception of software product updates (new versions, please
refer to Chapter 2) against the background of

e removal of malfunctions (bug fixes),

e functional improvements’, and

o functional extensions', and...

Active warranty? for the software product.

! Type and scope regarding functional improvements and extensions are up to STACKFORCE.

21n general, STACKFORCE software products include 12 months of warranty. An active maintenance period exceeding these initial 12 months
extends the warranty by the term of the active maintenance period


https://stackforce.com/wp-content/uploads/2026/02/Standard-Support-Conditions.pdf
https://stackforce.com/wp-content/uploads/2026/02/Standard-Support-Conditions.pdf
https://stackforce.com/
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2 Update vs. upgrade

Update

New version of the maintained software
product in order to keep it updated and
prevent / remove malfunctions, e.g.
containing:

¢ Removal of malfunctions (bug fixes)

e Functional modifications’

e Functional improvements'

e Preventive measures for possible
malfunctions

e.g.
Wireless M-Bus Protocol Stack OMS
v4.5.1 in version 1.0.0

to

Wireless M-Bus Protocol Stack OMS
v4.5.1 in version 1.1.0

v

Included in
maintenance service package

Upgrade

Further development of the software
product, leading to significant functional
extensions and / or a new software
product,

e.g.

Wireless M-Bus Protocol Stack OMS
v4.5.1

to

Wireless M-Bus Protocol Stack OMS
v5.0.1

"

Available by
purchasing a new software product



STACKFORCEZS)

embedded.connectivity.solutions

3 Malfunction management

Of course, STACKFORCE makes every effort to avoid or detect and remove malfunctions
in advance. However, if a customer notices a malfunction in a maintained software
product, the following procedure applies:

Malfunction report
e Via e-mail to support@stackforce.com
e First reaction within two business days after the receipt of the
malfunction report during STACKFORCE business hours?

Documentation and tracking
Of malfunction reports within a STACKFORCE internal ticket system

Analyse and localization of malfunction, according to the malfunction
category classification:

v v v

a) Serious malfunction  b) Other malfunction ) Other report

The malfunction is The malfunction is Malfunction reports
based on an error in based on an error in which do not fall into
the maintained the maintained category a) or b) and /
software product, so software product, so or are not based on an

the use of the software the use of the software error in the maintained
product is impossible product is limited just  software

or possible only with insignificantly or can be

significant limitations solved via workaround

| |
I v
Maintenance service Support issue
Remedy of malfunction In mutual consultation,
‘ further measures are
handled as support
request (additional costs

may apply).

3 STACKFORCE business hours are specified in STACKFORCE's “General Terms and Conditions” document, which is available on our website

stackforce.com.


mailto:support@stackforce.com
https://stackforce.com/general-terms-and-conditions/
https://stackforce.com/
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4 Terms and Conditions

4.1 Term and Termination

In general, the term of the maintenance service package starts with the delivery date of
the related STACKFORCE software product.

However, if the STACKFORCE software product has already been delivered, the term of
the maintenance service package starts at the effective date of the order confirmation for
the maintenance service package or at the effective date agreed within the order
confirmation for the maintenance service package.

The general term of the maintenance service package is 12 months and will be cancelled
automatically if not - after prior, mutual consent - extended in writing with a 1-month
notice period by the end of the term.

Please remark: For specific agreements (e.g. License Packages), the term and payment
conditions for maintenance services may deviate from this document and are then
specified within the related documents / quotation.

4.2 Payment

The remuneration* for the maintenance service package is due in advance and will be
invoiced in advance of each accounting period (12 months).

4 STACKFORCE reserves the right to adjust the remuneration for a new accounting period with a 3-month notice period in accordance with
the trend in the index of labour costs for the manufacturing and service industries. If the annual remuneration increases by more than 5%,
the customer is authorized to terminate the contract by the time the increase takes effect, within a period of six weeks after receipt of the
demand for increase.
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Biengener StralRe 3
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STACKFORCE reserves the right to revise this document and to make changes to its contents at any time
without prior notice.
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