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// SECTION 01

rXg Operator Support Agreement

Subscription based rXg licenses include Software-only support. Perpetual licenses do not. Software-only
support enables an Operator to gain access to our SW releases, update your rXg software and to open
tickets to report a suspected bug in our current official software image.

However, Software-only support does not enable requests to our Systems Engineers to consult,
configure, advise, troubleshoot, and to consider how network elements outside of the RXG software may
be conflicting. For such services, we offer special Basic, Enhanced or Managed Operator Support
Agreements (OSA). The details of these OSAs are described below.

A valid and active OSA entitles certified network Operators to support services for the product during the
coverage period. OSA services are individually defined in the RG Nets Price List by product model for a
one-year period commencing with a product's OSA activation date. Each rXg asset, node or cluster must
be individually covered. Assets not specifically covered by an OSA cannot participate in the Trouble Ticket
System, receive revision updates, or request help desk access for issues isolated to the specific product.

ACTIVATION

Activation is effective upon receipt of an approved Purchase Order for the product's OSA and is typically
co-termed to expire at the same time as the rXg subscription for the covered asset. The OSA is valid from
the activation date for one calendar year. Activation is initiated through the RG Nets CRM system by RG
Nets operations.

RENEINAL

OSAs are renewable annually, commencing with the existing agreement's expiration date. Renewed
service is activated once a Purchase Order for the renewal coverage period is received and accepted. An
OSA expires when a renewal Purchase Order is not received before its expiration date. If an expired OSA
is renewed later, a restart fee will be charged in addition to the normal fees.

TRANSFERS

OSAs are non-transferable to other products, individuals, or companies without prior written authorization
from RG Nets.
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// SECTION 02

Asset Records

Each product purchased by a specific Operator is recorded in the RG Nets CRM system as an Asset
Record. Asset Records contain information pertaining to the product and the OSA status of the product.
The Assets with an active OSA will have a Status of In Service and a Date in Service that will be some time
in the future (the expiration date of the OSA). A list of all Assets is available for viewing and actionable to
the Operator through the RG Nets license portal at https://licenses.rgnets.com.

PRODUCT IDENTIFIER

Each product covered by a support agreement has its own Individual Unique Identifier (IUl). This identifier
is recorded in the product's Asset Record in the RG Nets CRM system, which is utilized as part of Trouble
Ticket creation, tracking, closing, and incident history procedures.

LICENSE TRANSFERS

Each product has a software license tied specifically to an IUI. The Ul will prevent attempting to modify
the underlying host or transferring the software license to another host. If the underlying host is rendered
inoperable, certified Operators may request a license transfer to receive a replacement software license.
This transaction is initiated through the Trouble Ticket system and requires a Purchase Order with the
product Asset Number and IUI from both the original and new products. Proof of inoperability of the
original host may be required to make the license transfer permanent.

// SECTION @3

Operator Certification

Unless taking part in the fully Managed OSA or covered under Software-Only support, each and every
operator must have certified personnel to take part in the RG Nets support ecosystem. Operators must
maintain current certifications with the RG Nets product lines they sell and install.

The process to acquire and maintain certifications evolves with the RG Nets product lines and available
training materials. In 2026, RG Nets introduced a structured learning program that makes self-service
courses available on-line at no charge. Operators who wish to open tickets must register for the RG Nets
Certified Operator course at https://learn.rgnets.com/, watch a series of videos at their own pace -
and then pass the Certification exam.

The RG Nets Certification Portal allows everybody to keep track of operator personnel who have been
granted certifications. The Certification Portal is a publicly accessible website that anybody may access at
any time for verification of certifications at the URL https://certified.rgnets.com.
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OPERATOR CREDENTIALS

Operators access the Trouble Ticket system through the RG Nets support portal available at
https://support.rgnets.com. Trouble Tickets and other inquiries to the RG Nets support system may
be initiated only by authorized operator personnel with active Certified Operator credentials. The list of all
operator certifications, present and expired, is available through the RG Nets certification portal at
https://certified.rgnets.com.

Each assigned Operator will receive a unique support credential enabling him/her to open or close Trouble
Tickets with RG Nets for products under an active OSA. The assignee may utilize the trouble ticket system
to monitor problem resolution or review the Trouble Ticket history on a specific covered product.
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// SECTION 04

Operator Support Entitlements

Support entitlements are available for certified operators of authorized partners for assets with an active
agreement. Assets must meet the minimum support criteria as defined for the agreed support level.

m Normal Business Hours are Monday through Friday, 8 AM to 7 PM Central Time.
m All support requests are initiated by opening a ticket at https://support.rgnets.com
m Response times will vary based on the agreed support level and severity.

m Severity Levels. Incoming Tickets are categorized based upon these criteria:

SEVERITY LEVELS

Critical 100% of devices cannot reach the internet.
Moderate 25% of devices cannot reach the internet.
Low All other support requests

RXG REVISION UPGRADES

RG Nets periodically makes software revision updates available to operators with active OSAs. The
updates may contain product modifications, bug fixes, new features, or feature enhancements. Assets
with expired OSAs may not be updated or modified in any manner.

SUSPECTED BUG REPORTS

Operators experiencing issues with product performance or behavior not defined in the product's manual
or datasheet may submit a bug report through the trouble ticket system. These reports will be
investigated, and results will be reported back to the operator via the trouble ticket. When submitting a
bug report, the Operator must provide a list of steps to replicate the issue.
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TIER 4.1

Software Only

This tier of support is designed for the seasoned operator that does not require help desk support by RG
Nets. This support tier's typical user will have multiple internal support levels, including a subject matter
expert with at least 5 years of experience working directly with the rXg platform. A lab environment to test
and reproduce issues is a requirement for this tier.

The operator will have access to the latest official software and the ticketing system for reporting software
bugs. Software bugs must be reproduced in the operator's lab environment on the latest official version as
of the date the issue is reported, and step-by-step directions to reproduce must be submitted in the
trouble ticket. All tickets for this tier of support are opened as a low priority.

Any other support needed for this tier can be provided as an hourly professional service.

RESPONSE TIMES

Critical Response Time n/A

Moderate Response Time n/A

Low Response Time As Time Allows
After Hours Support Not Available

MINIMUM SUPPORT REQUIREMENTS

The software version must be Current Official
Operator Certification Required
Remote Access n/A
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TIER 4.2

Basic

This tier of support is designed for the seasoned operator that requires minimal help desk support by RG
Nets. This support tier's typical user will have at least 3 years of experience working directly with the rXg
platform and can self-manage critical outages. A lab environment to test and reproduce issues is
recommended for this tier.

The operator will have access to the latest official software and the ticketing system for reporting software
bugs and requesting procedural clarification in configuring products or modifying settings to improve, add,
or delete functions.

Any other support for this tier will be provided as an hourly professional service.

RESPONSE TIMES

Critical Response Time 3 Business Days
Moderate Response Time 5 Business Days
Low Response Time As Time Allows
After Hours Support Not Available

MINIMUM SUPPORT REQUIREMENTS

The software version must be Current Official
Operator Certification Required
Remote Access SSH and GUI Access (Direct)
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Enhanced

This tier of support is designed for the operator that requires occasional help desk support by RG Nets.
This support tier's typical user will have at least 1 year of experience working directly with the rXg platform
and can sustain a critical outage for up to 1 business day. This tier is also designed for the operator that
only plans to upgrade quarterly. A lab environment to test and reproduce issues is recommended for this
tier.

The operator will have access to the latest official software and the ticketing system for reporting software
bugs and requesting procedural clarification in configuring products or modifying settings to improve, add,
or delete functions.

Any other support for this tier will be provided as an hourly professional service.

Critical Response Time 1 Business Days

Moderate Response Time 3 Business Days

Low Response Time 5 Business Days

After Hours Support Not Available

The software version must be Within 3 Months of the Current Official
Operator Certification Required

Remote Access SSH and GUI Access (Direct)
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Managed

This tier of support is designed for the operator that loves the rXg platform but does not want to be
hands-on. This support tier's typical user will have networking experience and some familiarity with the
rXg platform, but operator certification is not required.

The operator will have access to the latest official software and the ticketing system for reporting software
bugs and requesting support assistance. In addition, the operator can request the RG Nets team to make
configuration changes and software upgrades.

Any other support for this tier will be provided as an hourly professional service.

RG Nets Team can recommend/make configuration changes.
m RG Nets Team can make authorized software updates.

B RG Nets Team will store monthly backups.

m Quarterly Review with Sales Team

Critical Response Time 4 Business Hours

Moderate Response Time 6 Business Hours

Low Response Time 8 Business Hours

After Hours Support 4 Hours

The software version must be Within 6 Months of the Current Official
Operator Certification Not Required

Remote Access SSH and GUI Access (Direct or Jump Host)
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// SECTION 05

Professional Services

Certified Operators with active OSAs may submit Trouble Tickets requesting Professional Service support.

FEATURE REQUESTS

OSA holders may submit Trouble Tickets requesting additional features or functionality be added to the
rXg general release software. Trouble Tickets of this nature may be responded to with a description and
timing of the modification to a future rXg software release containing the requested functionality. If the
feature requested is not scheduled for a future release the Operator may wish to request a quote for the
feature to be added within their desired timeframe and expense. These Trouble Tickets will be referred to
the designated RG Nets account manager. There is a non-discounted fee for preparing a formal Statement
of Work.

ADDITIONAL PROFESSIONAL SERVICES

RG Nets provides a number of additional Professional Services that are defined in the RG Nets Price List.

ON-DEMAND AFTER-HOURS SUPPORT

Overview

Operators subscribed to Basic or Enhanced Operator Support are entitled to support only during the
Business Hours listed on the Operator Support Entitlements page. When a critical ticket is opened outside
of Business Hours, RG Nets' infrastructure gives the operator the option to purchase expedited
after-hours support directly from the online store using a credit card.

How It Works
1. Ticket opened after hours — The operator opens a critical ticket outside of Business Hours through
the normal support channel.

2. Auto-response with purchase link — The ticketing system sends an automatic response
acknowledging the ticket. Because the ticket was opened outside of Business Hours, the response
includes a link to purchase After Hours Support for that specific ticket.

3. Invoice generated — Clicking the link generates an invoice for the After Hours Support Fee (SKU:
RXG-PRO-AHSF, $2,000.00) and places it in the operator's cart on store.rgnets.com,
pre-associated with the ticket number.

4. Purchase completed — The operator completes the purchase with a credit card.

5. On-call engineer alerted — Upon successful purchase, an alert is automatically sent to the on-call
engineer, who will return the operator's call. Typical response time is within one hour, with a maximum
of four hours in rare cases.
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Terms of Service

m Each purchase covers a single support session lasting up to 2 hours.

m Unused time cannot be carried over or applied to additional issues.

m [f the session expires, an additional time block may be purchased for continued support.

m Purchase of after-hours support does not guarantee a resolution, though the engineering team will
make best efforts to resolve the issue.
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Renewing Expired Operator Support
Agreements

RG Nets expects customers to maintain continuous support coverage for your assets and to maintain
those networks with current software releases. The Tier 3 support provided by our Basic, Enhanced and
Managed OSAs can serve as a life line in the event of emergencies, but you'll need an active OSA in order
to sound the alarm and request help.

Our policies are similar to how insurance companies operate. You cannot stop making payments for 9
months & then file a claim. Your insurance company will either deny your claim or ask that you pay for all
the insurance premiums that you missed and to pay for coverage for the future period.

RXG systems licensed on a subscription basis include Software-only OSA but do not include access to our

Systems Engineers to consult, configure, advise, troubleshoot, or consider how network elements outside
the RXG software may be causing problems. These services require either a Basic, Enhanced, or Managed
OSA.

If your Subscription-licensed rXg Asset has an expired OSA and you would like to open a ticket for
systems engineering support, you will need to pay for 2 years of Basic or Enhanced OSA. One for the prior
year, to re-activate, plus one for the coming year, to provide coverage for the next 12 months of
subscription.

If your Perpetually licensed rXg Asset has not had an active OSA for 3 years, for example, and you want
to upgrade its software, you will need to pay for 3 years' worth of software-only OSA in order to gain
access to our current code.

Therefore, it's recommended to continually subscribe to an OSA and to continue upgrading your SW
assets to keep them current with new features, bug fixes, and most importantly, mitigations to known
security vulnerabilities before hackers exploit them on your network.
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