Panasonic CONNECT

General Terms and Conditions for Service (PFSE)
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Scope

The following terms and conditions shall apply to all
Services (ll.) provided by Panasonic Factory Solutions
Europe, a division of Panasonic Connect Europe
GmbH, Hagenauer Strasse 43, 65203 Wiesbaden,
Germany (“Panasonic”).

These Terms and Conditions of Service only apply to
entrepreneurs according to Section 14 (1) of the
German Civil Code (BGB) (“Customer”).

Customer’s terms and conditions deviating from these
Terms and Conditions of Service are hereby rejected,
except if expressly agreed to in text form. These Terms
and Conditions of Service also apply if the Service is
performed without reservations.

Service

The Service may comprise subject to the Service

Quotation the following:

a. “Preventive Maintenance” which comprises
planned and scheduled maintenance activities
carried out to ensure that equipment remain in
proper working condition, thereby preventing
unexpected failures or breakdowns. These
activities may include inspections, testing,
adjustments, and the replacement of minor parts,
and are typically performed at regular intervals.

b. “Corrective Maintenance” which comprises
reactive actions like repair or replacement taken
to rectify a malfunction, failure or defect in the
equipment (“Incident”).

The following services listed are subject to a separate

quotation:

a. thedelivery of consumables, spare parts or wear
and tear parts if not listed in the Service
Quotation,

b. in depth analysis (Level 3) of unknown causes of
Incidents and change requests,

c. damage repair caused by third parties, like
vandalism and force majeure,

d. service for Panasonic equipment not purchased
from Panasonic.

The appropriate measures for fault localization and

fault elimination within the scope of Corrective

Maintenance are coordinated with the Customer.

The Service is available during the Service Times as

stated below. On-site visits shall be performed on pre-

scheduled, mutually agreed dates.

The communication language for the Service is

English, other languages where available.

Service Report will be generated at the end of every

Service which shall be countersigned by the

Customer.

Panasonic is entitled to use subcontractors to render

the Service.

Service Support during office times

The Service Times for the Service Support are Monday
to Friday, 9 a.m. until 5 p.m. CET/CEST. Beyond those
times the Service Supportis only available if and to the
extent stated in the Service Quotation.

Service requests and notification of incidents are to be
transmitted during the Service Times via:

» E-mail: cim.support@eu.panasonic.com
Panasonic will react to Service requests sent by e-mail
usually at the latest within the next working day upon
receipt if not otherwise stated in the Service
Quotation.

V.

Vi,

The Service Support may comprise the following:
Incident acceptance and registration, Incident
classification (critical, major, minor) in cooperation
with the Customer, actions for common incident
pattern with a list of questions, mobilization of Remote
Service, transfer of requests without an Incident,
recommendations for fixing the problem. If there is no
successful it will be transferred to the regional service
office.

A 24/7 Emergency Software Hotline Support is
available under a separate Software Maintenance
Contract.

Remote Service

In order to enable Remote Service, a remote access
(VPN/MS Teams invitation etc.) has to be made
available and set up by the Customer in coordination
with Panasonic.

The Service Times for the Remote Service are: Monday
to Friday, 9 a.m. to 5 p.m. CET/CEST. Beyond those
times the Remote Service is only available if and to the
extent stated in the Service Quotation.

Remote Service may comprise the following: gathering
of incident facts, Incident localization, Incident
treatment for known incident pattern by given service
procedures for incident resolution or using known
work arounds and resolution function check.

On-site Service for Preventive and Corrective
Maintenance

The Service Times for On-site visits are: Monday to
Friday, 9 a.m. to 5 p.m. CET/CEST. Service outside of
above Service Times is calculated as overtime, if not
otherwise stated in the Service Quotation with the
following surcharges:

a. Monday - Friday 5 p.m. - 8.00 p.m. and exceeding
Service Time over 8 hours: 25%

b. Saturday and and Monday -Friday nights from 8
p.m.to9a.m.: 50%

c. Sundays: 100%

d. Work on official public holidays*: surcharges
based on a case-to case agreement with the
regional Service Office.

(*Public holidays of the country in which the
respective Panasonic entity is
located that is carrying out the service.)

On-site Service may comprise the following: gathering

of Incident facts on site, Incident localization on site,

Service operation by using standard Incident pattern

and procedures to rectify disabled states or incidents

or by exchange of spare parts or using known work
arounds for temporary repair, function check.

The regional Service offices are responsible for

arrangement of on-site service support. In case there

is no service contract in place, the respective service
fee will be agreed with the Customer before the on-site
service can take place.

Software

As part of preventive maintenance regular updates are
provided at least once per calendar year. The client is
obliged to have the latest program versions installed
within 180 days of their release by the contractor.
Updates will be backward compatible with previous
versions of the software, including existing interfaces
between the software and other software. Patches
used exclusively for troubleshooting must be
separated from other releases and updates.
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3. In case of a Software maintenance contract in place,
license of upgrades of Panasonic software is included,

however labor and travel costs for installation are
invoiced separately.

4. The documentation will be adapted to the current

program version.

General Cooperation Obligations of the Customer
Customer shall provide any necessary assistants,

aids, technical documentation, access to electricity or

customarily used tools (such as ladders, forklifts,

lifting-platforms or calibration weights, etc.), technical

access and the access permissions for the existing
Remote-Connections (VPN) and shall establish the

operating conditions necessary for the performance of

the Services.

2. Customer shall ensure that the Service personnel can

perform the Service without danger.

Customer’s data, network and operation systems (e.g.
Microsoft) during the Service. It is Customer’s
responsibility to regularly do back-ups of their data
using state-of-the-art technology.

4. Customer shall provide a meeting room for Trainings.

5. Customer shall provide a workplace and guest

network for the Service personnel to create the service

report etc.

Warranty

1. Panasonic warrants compliance with the generally

accepted rules of technology.

2. If the Service represents a service under a contract for

work and services (88 631 ff. BGB) or under purchase
law (8§ 433 ff. BGB), any claims for defects shall
become statute-barred within 12 months after
acceptance resp. delivery, unless otherwise stated in
the Service Quotation.

3. Ifadefect occurs, Panasonic shall, at its own

discretion, remedy the defect or deliver a defect-free
item. If the rectification of the defect remains
unsuccessful despite at least two attempts to rectify
the defect and Panasonic does not subsequently
deliver a defect-free item, the Customer may, at his
discretion, reduce the price accordingly or withdraw
from the contract.

4. Excluded from the warranty are wear and tear parts

(including batteries or rechargeable batteries, hard
disks, illuminants) and consumables, insofar as their

defect, wear and tear or consumption is inherent in the

product during intended use and is therefore usual
and typical for the product. Defects or faults caused
by improper use or continued use despite the
occurrence of a defect or caused by installation of
third-party software by the Customer are also
excluded.

5. Customeris obliged to inspect delivered goods for

obvious defects that would be apparent to an average
customer (“Obvious Defects”). Such Obvious Defects

must be reported to Panasonic in writing within four (4)

weeks of delivery. Defects that only become apparent
later (“Hidden Defects”) must be reported to the
supplier within four (4) weeks of being detected by the
user. If the obligation to inspect and report defects is
violated, the goods shall be deemed to have been
approved in view of the defect in question.

Liability

1. Any liability of Panasonic - for whatever legal reason -

only occurs if the damage was caused by culpable
breach of an essential contractual obligation in a

Panasonic Connect Europe GmbH, Factory Solutions, Hagenauer Strasse 43, 65203 Wiesbaden, Germany (Date: 1 April 2026)

Customer is in charge of the protection and security of

manner endangering the achievement of the purpose
of the contract or by gross negligence, intent or malice
of Panasonic or a legal representative, an employee or
other vicarious agent - insofar as they acted in
fulfilment of their obligations - which is attributable to
Panasonic. Essential contractual obligations in the
above sense are those obligations which are essential
for the contract and whose fulfilment is required to
enable the contract to be properly executed at all and
upon which the contracting partner may duly rely on
("Cardinal Obligations™).

If Panasonic is liable for the breach of an essential
contractual obligation without gross negligence or
intent, the liability is limited to the extent of the
damage that Panasonic typically had to expect at the
time of conclusion of the contract due to
circumstances known to Panasonic at that time.
Panasonic shall only be liable for the loss of data and
programs, or their restoration caused by the Service
within the above limits and only to the extent that this
loss could not have been avoided by appropriate
precautionary measures by the Customer.

Claims for damages due to fraudulent concealment of
defects, due to guarantee and due to injury of life,
body or health shall remain unaffected. Any further
liability is excluded.

Retention of Title
Any deliverables provided as part of the Service remain
in the property of Panasonic until full payment of the
Price. If the title in the Goods cannot be retained
according to local laws or would not constitute
effective security pursuant to applicable insolvency
law, Customer will grant Panasonic appropriate
security rights.

Intellectual Property Rights
Panasonic will not transfer any industrial property
rights, licenses, rights of use or copyrights except as
explicitly stated in the Service Quotation and
corresponding specifications in the accompanying
documentation. If the Customer delivers the software
to a third party (“End-Customer”) only the End-
Customer shall be entitled to this right of use.
If third party software is delivered to the Customer, the
license conditions of the third-party manufacturer
shall apply.

Force Majeure
No Party shall be liable for failure to perform any of its
obligations when such failure is due to a natural
disaster such as flood, earthquake, plague/epidemic,
fire, strike, labor troubles or other industrial
disturbances, legal restriction, travel restriction, riot,
insurrection, act of terrorism, armed conflict, inability
to obtain raw materials/components due to one of the
foregoing reasons or any other cause beyond the
reasonable ability of the Party affected thereby to
control and without such Party’s fault or negligence
(“Force Majeure”), provided that any Party claiming the
existence of Force Majeure shall give notice to the
other Party without undue delay after the
commencement of the event of Force Majeure, and
shall use without undue delay diligent efforts to
mitigate the effects of Force Majeure.
The occurrence of an event of Force Majeure entitles
Panasonic to extend the delivery dates and deadlines
in accordance with the scope and duration of this
event of Force Majeure and its consequences, without
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granting the Customer the right to withdraw from the
contract or a claim for damages. If such event of Force
Majeure lasts for a period of more than 3 months, both
Parties shall be entitled to a right to withdraw from the
contract without the other Party being entitled to any
compensation claims.

XIil. Export control

XIV.

The supply of goods (products, software, technology)
in the performance of this contract may be subject to
export control related restrictions and prohibitions.
The Customer shall comply with all applicable export
control regulations and restrictions. This particularly
applies to European, German, Japanese and, if
applicable, provisions of US law related to (re-)
exports. In case of re-sale / forwarding of the supplied
items, the Customer shall refer to export control law.
This includes, inter alia, that the Customer shall not
sell, export or re-export, directly or indirectly, to the
Russian Federation or for use in the Russian
Federation any goods supplied under or in connection
with this Agreement that falls under the scope Article
12(g) of Council Regulation (EU) No 833/2014.
The delivered goods may not be used for design,
development, manufacturing, use, or storage of
weapons of mass destruction.
The performance of the contract is subject to the
required export or transfer authorizations, other
authorizations required by foreign trade law or
clearances by the competent authorities. Any breach
of the aforementioned conditions entitles Panasonic
to terminate the contract with immediate effect. In
case of a change in relevant embargo provisions
and/or sanctions, according to which the transaction
would be subject to authorization under the European,
German, Japanese or US (re-) export provisions and
the Customer is not able to obtain such required
authorization, Panasonic is entitled to terminate the
contract.

Anti-Bribery
Each Party confirms that it understands the
importance of anti-bribery laws and will comply and
procure that its employees comply with all relevant
anti-bribery laws.
For the purposes of this Agreement, “bribery”
includes, but is not limited to, the promising or
granting of or the requesting or receiving of benefits in
money or money’s worth to a person with the aim of
influencing that person in order to obtain business
improperly or gain an improper advantage.
Each Party agrees to keep proper accounting records
(approvals, invoices etc.) of payments and financial
transactions.
Each Party confirms that, in relation to this Agreement,
any act of bribery (as defined above) or any breach of
national, EU, or other relevant anti-bribery laws, as
well as any serious breach of the above obligation to
keep proper accounting records, will be considered as
a serious breach of this Agreement, entitling the other
party to terminate the Agreement and/or claim
compensation and/or such other remedies as are
available to it.

XV. Miscellaneous

Panasonic Connect Europe GmbH, Factory Solutions, Hagenauer Strasse 43, 65203 Wiesbaden, Germany (Date: 1 April 2026)

The Service shall be governed by the Laws of the
Federal Republic of Germany, excluding its conflicts of
law rules and excluding UN sales law (UN Convention
of Contracts for the International Sale of Goods (CISG)
dated 11 April 1980).

Exclusive place of jurisdiction shall be Wiesbaden,
Germany.

Any change or amendment of the terms of this
Agreement shall only be valid if expressly agreed in
writing by both Parties.

Documents signed using AdobeSign, DocuSign, or
equivalent forms of advanced electronic signatures
suffice the written form requirement and are
considered originals.

If any provision of this Agreement is or becomes
invalid in whole or in part, the validity of the remaining
provisions shall remain unaffected.

Panasonic shall be authorized to modify these terms
and conditions from time to time. Such changes shall
take effect upon being received by the Customer,
unless the latter objects to them in writing within 5
business days.
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