
Master Service Agreement
(1) Freshwave Services Limited

(2) [Company Name]



THIS MASTER SERVICES AGREEMENT (Agreement) is dated [Click to enter date] (the
Effective Date)

BETWEEN

(1) Freshwave Services Limited (Freshwave), a company registered in England under company
number 05940742 whose registered office is at 50 Cowcross St, London, England EC1M 6AL; and

(2) [Company Name – Linked to cover], a company incorporated in England under company
number XXXXX whose registered office is at (Customer), each a Party and together the Parties.

Background:
a. Freshwave is a provider of indoor and outdoor wireless technology and services.
b. Customer has requested, and Freshwave has agreed to provide Services to the

Customer, subject to the terms and conditions of this Agreement.
Therefore, it is agreed as follows:
1. This Agreement comprises of the following documents:

a. this main body of this Agreement;
c. Schedule 1 Freshwave General Terms and Conditions;
d. Schedule 2 Service Specific Additional Terms; and
e. Schedule 3 Service Orders.

2. Customer may order, and Freshwave may accept orders, for additional Services, the additional
terms associated with such additional Services shall automatically be deemed incorporated into
this agreement at schedule 2.

3. This Agreement will commence on the Effective Date and shall continue until the expiry of five
(5) years, or the expiry of all Service Orders (as defined in Schedule 1) entered into under this
Agreement, whichever is the later.

4. Save as agreed otherwise, in the event of conflict between the terms and provisions of any of
the documents, the terms and conditions of the Service Order (Schedule 3) shall prevail,
followed by the applicable Service Specific Additional Terms (Schedule 2) and then the
Freshwave General Terms and Conditions (Schedule 1).

SIGNED AND AGREED BY
Freshwave Services Limited
Signature:

[Company Name]
Signature

Authorised Signatory

Name:

Title:

Date:

Authorised Signatory

Name:

Title:

Date:
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Schedule 1 – Freshwave General Terms and Conditions

1. Definitions and Interpretation
1.1. Capitalised terms have the meaning ascribed to them below.

Acceptance the successful completion of the Acceptance Tests testing of the
Services in accordance with the criteria and processes for
Acceptance set out in the relevant Schedule 2.

Acceptance
Period

5 (five) Business Days from the Handover Date.

Acceptance
Tests

a series of installation, commissioning and testing procedures to
be carried out by Freshwave in accordance with the relevant
Schedule 2; to confirm that the Services comply in all material
respects with the requirements of this Agreement and the relevant
Service Order.

Act the Communications Act 2003 (as amended).

Advance Service
Fee

An agreed prepayment of the Service Fee as set out in a Service
Order.

Affiliate any entity now or in future controlled by, under common control
with or controlling Customer (but excluding any private equity
portfolio companies); “control” for this purpose includes a
shareholding or other equity interest of more than 50%.

Business Day a day (not being a Saturday or a Sunday) on which banks
generally are open in the United Kingdom for the transaction of
normal banking business.

Contract Price
Index

means: (i) when first applied, the rate of increase of the Retail
Price Index (or such other index as may supersede this index
from time to time) from the Effective Date to any date up to and
including the relevant Review Date; and (ii) for following
adjustments, the rate of increase of the Retail Price Index from
the date previously used to calculate the increase to any date up
to and including the current relevant Review Date.

Data Protection
Laws

the EU General Data Protection Regulation (Regulation (EU)
2016/679) (“EU GDPR”); the EU GDPR as amended and
incorporated into UK law under the UK European Union
(Withdrawal) Act 2018 ("UK GDPR"); the Data Protection Act
2018; the Privacy and Electronic Communications (EC Directive)
Regulations 2003 (as amended); any binding code, guidance,
policy or standard to which a party is subject and/or which is
applicable to the Services; and any other relevant and applicable
data protection legislation or regulations.

Effective Annual
Service Fee

an amount equivalent to the Service Fees divided by the number
of years in the Initial Term.

Effective Date means the date of this Agreement as set out on page 2, or if
undated, the date of last signature of this Agreement.
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Emergency any event or circumstance which results or could reasonably be
expected to result in a risk of personal injury or death or material
damage to property and, without prejudice to the generality of the
foregoing, an event or circumstance defined as an Emergency in
the Act.

Equipment all the physical electronic hardware, software, radio frequency
devices, routers and switching equipment, racking and cabling
infrastructure, detailed in the Site Design Document, installed in
the Premises by Freshwave to deliver the Services and/or
otherwise provided or made available by Freshwave to Customer
under this Agreement.

Fees all fees due and payable under this Agreement.

Good Industry
Practice

the exercise of the degree of skill, care, professional judgment,
prudence and foresight which would reasonably be expected from
a skilled and experienced person engaged in the same type of
undertaking under the same or similar circumstances and which
would be expected from a leading company within the relevant
industry or business sector.

Initial Term commencing upon the first Service Ready Date to be declared
and continuing for the Initial Term stated of each Service Order as
set out therein.

Handover Date the Date notified to Customer by Freshwave that Freshwave has
successfully completed Acceptance.

Landlord the landlord(s) (or any lessor to Customer or its Affiliates) of the
Premises and its delegates and any managing agents.

Law the Act and any other law, statute or regulation, code of conduct
(whether or not having the force of law), to which Freshwave or
Customer is from time to time subject.

Liability liability in or for breach of contract, in tort (including negligence),
misrepresentation, restitution, breach of statutory duty or any
other cause of action whatsoever relating to or arising under or in
connection with this Agreement, including without limitation
liability expressly provided for under this Agreement or arising by
reason of the invalidity or unenforceability of any term of this
Agreement (and for the purposes of this definition, all references
to "this Agreement" shall be deemed to include any collateral
contract).

Monthly Service
Fees

the monthly recurring fees set out in a Service Order.

Outage an event or action (not attributable to the act or omission of
Customer or arising at the request of Customer), which prevents
or restricts Services.

Premises the location(s) where the Services are delivered as set out in the
Service Order.

Quarter a period of three calendar months beginning on a Quarterly
Payment Date.
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Quarterly
Payment Date

1 January, 1 April, 1 July or 1 October, as applicable.

Renewal Term a period of Twelve (12) months for which each Service Order will
continue after the expiry of the Initial Term, or then-current
Renewal Term, in accordance with Clause 17.1.

Review Date means the first anniversary of the Effective Date and each
anniversary thereafter.

Service Credit the compensation arrangements for a breach of the Service
Levels as set out in the relevant Schedule 2.

Service Fees the fees payable by Customer to Freshwave pursuant to a
Service Order or as otherwise referred to in this Agreement.

Service Levels the terms governing the support of the Services in the event of an
Outage as further set out in the relevant Schedule 2.

Service Order an agreement between Freshwave and Customer for the
provision of Services by Freshwave to Customer in the form of
Schedule 3.

Service Ready
Date

the date the Service is ready for commercial use by Customer
and upon which the charging of Monthly Service Fees shall
commence.

Service Term the period comprising the Initial Term and any Renewal Term as
appropriate unless terminated earlier in accordance with this
Agreement.

Services the services to be provided by Freshwave to Customer as set out
in the relevant Service Order and described further in the relevant
Schedule 2.

Site Design
Document

the reference design document for the Equipment installed in the
Premises by Freshwave to deliver the Services, that will be
provided to Customer within 3 months of the Service Ready Date,
and as may be amended by Freshwave (subject to Customer's
approval (which shall not be unreasonably withheld or delayed))
during the design process and up issued as the as-built
document.

Site Rules in relation to any Premises, any site rules and procedures
provided to Freshwave such as the terms of any Landlord
consent, work instructions, loading bay rules, work permit system
rules and site notices and signs.

Term the period commencing on the Effective Date and ending on the
expiry of the Service Term.

1.2. In this Agreement, unless the context requires otherwise:
a. references to a Clause or Schedule are, as the case may be, references to a Clause

or Schedule to this Agreement; and
b. where it is stipulated that a Party shall act in "good faith" this means that a Party

must act considerately and genuinely towards the other Party, meeting with and
openly discussing issues where relevant, and giving due and proper consideration
to the views and needs of the other Party as against their own views and needs, all
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in a professional and responsible manner. To avoid doubt, good faith does not mean
a Party needs to act contrary to its own interests.

c. any words following the terms including, include, in particular, for example or any
similar expression shall be construed as illustrative and shall not limit the sense of
the words, descriptions, definition, phrase or term preceding those terms.

2. Ordering
2.1. To request a Service, a completed Service Order must be submitted to Freshwave.

Freshwave is under no obligation to accept Service Order.
2.2. An order form shall only become a Service Order binding on both Parties and subject to

the terms and conditions set out in this Agreement on signature by Freshwave and
Customer. Upon signature of a Service Order by both Parties, the Service Order shall be
incorporated into and form part of this Agreement.

2.3. Where a Service Order is stated to be subject to survey, Freshwave reserves the right to
propose changes to the specification, delivery date or price of a Service as a
consequence of the outcome of the survey if such survey reveals information that was
unknown to Freshwave at the time of quoting and which could affect the Service
availability, performance, delivery timeframes and/or Service Fees offered.

2.4. If Freshwave amends the details of a Service on a Service Order in accordance with
Clause 2.3, Freshwave will notify Customer and provide Customer with a new Service
Order for the affected Service only. Customer shall have ten (10) Business Days to accept
the changes or to cancel the affected Service. Where a Service Order is cancelled
Freshwave will be entitled to recover its design and survey costs from the Customer.

2.5. Any terms and conditions contained in a Customer order form, purchase order (other than
a Service Order), letter or other document generated or managed by Customer shall be
invalid with respect to the Services provided hereunder.

3. Site Design, Site Access, Wayleaves and Installation
3.1. Following signature of a Service Order, Freshwave shall prepare the Site Design

Document in cooperation with Customer.
3.2. Customer, at its own cost:

a. hereby grants to Freshwave, during the Term and thereafter until the Equipment is
removed from the Premises the rights (i) to enter the Premises and execute any
works on a Premises for, or in connection with, the survey, cabling, installation,
maintenance, inspection, adjustment, enhancement, repair, alteration, moving,
replacement, renewal or removal of the Equipment; (ii) to keep and operate the
Equipment installed at the Premises; (iii) that are otherwise necessary to perform
the Services in the Premises (collectively the Rights);

b. to the extent necessary has obtained (or will obtain prior to commencement of the
installation of the Services) and will maintain throughout the Term, all rights, licenses
or consents required (including any required from its Landlord or the building
manager) to enable Freshwave to exercise the Rights;

c. will at its own cost procure the provision to Freshwave at all times of suitable
accommodation, assistance, facilities and environmental conditions for the
Equipment and all reasonably necessary electrical and other installations and fittings
relating to the Equipment and shall ensure that any necessary preparation is
effected before the Equipment is delivered and installed;

Master Service Agreement
SL_MSA2B V3.0

Freshwavegroup.com | 6

Strictly Private & Confidential



d. will comply or procure the compliance in all material respects with Freshwave's
reasonable instructions and requirements relating to the preparation of the Premises
and the location of the Equipment including ensuring that equipment rooms are kept
sufficiently clean, dry and dust free to assure the proper operation of the Equipment;

e. will be responsible for providing a safe environment for Freshwave in accordance
with Good Industry Practice and will confirm that there is no asbestos present at the
Premises and will provide an asbestos register or report if applicable; and

f. will not or allow to be done at the Premises anything which might damage the
Equipment in any way and that it will take all steps reasonably necessary to ensure
that no one interferes with or tampers with the Equipment.

3.3. Subject to Clause 3.2, Freshwave will use all reasonable endeavours to provide, install
and test the Service on or before the Handover Date agreed between the Parties.

3.4. Freshwave will:
a. undertake any work at the Premises in a safe and professional manner in

accordance with any applicable Site Rules notified to Freshwave in writing in
advance causing as little disturbance, damage and inconvenience as reasonably
possible;

b. ensure that any tools, dust or waste items are cleaned away promptly, and that work
is undertaken only in accordance with agreed plans and scheduling for the work;
and

c. promptly make good and rectify any damage caused by Freshwave or any
Subcontractor to tangible property at the Premises.

3.5. Customer reserves the right, at its own cost, to escort personnel of Freshwave or its
Subcontractors at the Premises.

3.6. Save in case of Emergency, Freshwave will use reasonable endeavours to notify
Customer a minimum of three (3) Business Days in advance if Freshwave wishes to
access the Premises to exercise the Rights.

4. Acceptance
4.1. Following the installation of the Service, Acceptance Tests shall be carried out by

Freshwave. If Customer requires, all Acceptance Tests shall be witnessed by Customer
provided Customer’s representative is available at such reasonable times as Freshwave
may specify.

4.2. Freshwave shall notify Customer of the Handover Date. Customer shall confirm within the
Acceptance Period whether or not they are satisfied with the installation. If Customer does
not confirm within the Acceptance Period, then the Service Ready Date will be deemed to
be the same as the Handover Date.

4.3. Where Customer raises material non-compliance within the Acceptance Period in good
faith, Freshwave will repeat the process set out in this Clause 4 until the earlier of (i)
Acceptance occurring or (ii) the Customer putting the Service to commercial use. Each
Service may have a separate Service Ready Date.

5. Title and Risk
5.1. Freshwave holds title to all Equipment and Customer shall have no right, title or interest in

or to the Equipment (save the right to possession and use of the Equipment subject to the
terms and conditions of this Agreement). Customer shall:
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a. keep the Equipment in safe custody and kept in good condition until returned to
Freshwave or its successors or assigns;

b. not (and will ensure that no other person shall) sell, let, transfer, dispose of,
mortgage, charge, modify, repair, service, tamper with, remove or interfere with the
Equipment or suffer any distress, seizure or execution to be levied against or of the
Equipment or otherwise do anything prejudicial to Freshwave’s rights in the
Equipment;

c. not do anything or knowingly allow to subsist any circumstance, matter or thing,
which is likely to damage the Equipment or detract from or impair its performance or
operation;

d. be responsible for all liabilities and costs in relation to any damage to or destruction
of all or any part of any Equipment which results from any act or omission of
Customer or any third party (other than subcontractors of Freshwave) authorised by
Customer to enter the Premises;

e. not remove, tamper with or obliterate any words or labels on the Equipment or any
part thereof and in any event to ensure the Equipment can be identified as
belonging to Freshwave or its supplier; and

f. promptly notify Freshwave if any Equipment is lost or stolen or is being used for
illegal or fraudulent purposes.

6. Service Obligations
6.1. Freshwave shall (and/or shall ensure any Subcontractor shall):

a. provide the Services and perform its other obligations under this Agreement in a
lawful manner, using sufficient appropriately qualified and experienced personnel,
and in accordance with Good Industry Practice and the Schedules;

b. ensure that Equipment used by Freshwave to provide the Services is safe and
maintained in accordance with the manufacturer’s guidelines;

c. ensure that it has all required licences and authorisations (including any telecoms
licences, spectrum licenses and software licences) to provide and operate the
Services; and

d. implement the Equipment on a separate network to any other in-building equipment.
6.2. Freshwave may subcontract any part or all of the Services to any third party (each, a

Subcontractor) as Freshwave determines in its sole discretion; provided that Freshwave
shall remain liable for all of its obligations hereunder and the acts and omissions of its
personnel and its Subcontractors’ personnel as if they were Freshwave’s own acts and
omissions. Freshwave shall ensure that all Subcontractors:
a. are subject to confidentiality obligations no less stringent than the terms of this

Agreement;
b. comply with applicable Site Rules and reasonable instructions of Customer,

Landlord or tenants (if applicable) while at any Premises;
c. comply with the other terms of this Agreement; and
d. are compliant with Freshwave’s Subcontractor security requirements.

6.3. Customer will use the Services in accordance with all applicable legislation and in
accordance with this Agreement.
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6.4. Customer acknowledges that Customer’s timely provision of, and Freshwave’s (and
Subcontractors') access to and use of, Customer’s facilities, equipment, assistance,
cooperation, and complete and accurate information and data from Customer’s officers,
employees and agents reasonably required for the performance of Freshwave’s
obligations under this Agreement (Cooperation) is essential to the performance of the
Services. Freshwave shall inform Customer without delay of any known or suspected
non-provision of Cooperation and highlight the impact of continued non-Cooperation on
the delivery or performance of the Services. Freshwave reserves the right to suspend a
project (acting reasonably) if continuing without Cooperation could expose Freshwave to
unplanned costs.

6.5. To facilitate the provision of the Services, Customer shall use its reasonable efforts to
procure, at its own expense, a secure electricity supply of such type, at such points as
Freshwave shall reasonably require for each Service. No electricity will be supplied by
Freshwave through Customer's or any third party’s System. Customer shall also procure
the provision of back-up power with sufficient capacity to conform to the stand-by
requirement of the relevant British Standards as needed if the Service, including the
provision of access to emergency services, is required to continue uninterrupted in the
event of a power failure in the principal power supply for Equipment at Customer
Premises.

6.6. Customer undertakes not to use or knowingly permit anyone else to use the Service:
a. To send a message or communication which is offensive, abusive, indecent,

obscene or menacing;
b. To cause annoyance or inconvenience; or
c. In a manner which is contrary to any Law.

7. Operations and Maintenance
7.1. Customer will look after the Equipment and maintain the required operating conditions,

namely power, temperature and humidity, as set out in the Site Design Document.
7.2. Freshwave will continuously monitor the Service for faults or degradation and will liaise

with its suppliers as necessary to resolve any service issues or faults in line with the
relevant SLA.

7.3. Freshwave will occasionally need to perform planned maintenance activities for the
Services which may require that all or part of the Service to be off-line during such
maintenance activities. Freshwave will use reasonable endeavours to notify Customer of
such planned maintenance activities five (5) Business Days in advance and will use its
reasonable endeavours to undertake this work at a mutually agreed time. However, if the
Parties cannot agree the timing of planned maintenance, then the decision of Freshwave
shall be final. Maintenance activities will usually be delivered remotely however should a
visit to the Premises be required Freshwave will provide a minimum of three (3) Business
Days' notice and Customer will cooperate with Freshwave to provide the required access
to the Premises (including access for Subcontractors and suppliers) at a mutually agreed
time (each Party acting reasonably). Customer may require Freshwave personnel to be
escorted when on Premises at Customer’s cost.

7.4. If Freshwave becomes aware of any material service issues with the Services, it shall
notify Customer in accordance with the procedure set out in the relevant SLA. Restoration
of the Services may require Customer to perform certain actions at the Premises under
the instruction of Freshwave. Customer shall provide reasonable support and Cooperation
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to Freshwave in such circumstances to mitigate the need for a visit to the Premises by
Freshwave.

7.5. If Customer becomes aware of any service issues with the Services, it shall notify
Freshwave in accordance with the procedure set out in the relevant Schedule 2.

7.6. Freshwave will be entitled to charge Customer and Customer will pay a call out fee at
Freshwave’s then current reasonable charging rates to the extent that (i) Customer
prevents or delays the performance of maintenance; or (ii) the need for any maintenance
results from any one or more of the following:
a. misuse or neglect of or accidental or wilful damage to the Equipment in the

Premises; or
b. failure by Customer to comply with any of the provisions of this Agreement.

8. Service Levels
8.1. Freshwave shall use reasonable endeavours to provide the Service(s) in accordance with

the Service Levels set out in the relevant Schedule 2.
8.2. Customer’s sole and exclusive remedy for a cause of action that results in a deviation

from the Service Levels is the Service Credits as set out in the relevant Schedule 2.
Customer agrees that the compensation provided under relevant Schedule 2 represents a
reasonable pre-estimate of all of its losses and Freshwave shall have no further Liability to
Customer for the failure to achieve the Service Levels. Customer shall not be able to claim
for more than one Service Level failure arising from the same occurrence.

8.3. Requests for Service Credits will be paid only against validated claims, provided
Customer has paid Freshwave all sums due under the Agreement, any credit balance due
to Customer will be carried forward to the next billing period.

8.4. In the event that a Service Credit is due to Customer, Freshwave will issue a credit note
upon Customer’s request. Customer shall not be entitled to any Service Credits in respect
of a claim unless and until Freshwave has received notice of the claim in writing within
twenty one (21) days of the end of the month for which a credit is requested. Customer
must submit a documented claim, setting out the reason for the claim and providing such
evidence as shall be reasonably necessary to support the claim. Service Credits will be
calculated by Freshwave and credited to Customer on a quarterly basis.

8.5. For the first quarter of a Service, the Service Levels and the Service Fees used to
calculate the Service Credits will be prorated from the Service Ready Date until the end of
the first quarter. If a Service is cancelled during a quarter, no Service Credit will be
payable in respect of that Service for that quarter.

8.6. Service Credits will not be payable by Freshwave to Customer where the failure to meet a
Service Level is caused by any of the following:
a. the fault or negligence of Customer, its employees, agents or contractors;
b. Customer failing to comply with the terms of this Agreement;
c. any Event of Force Majeure described in Clause 19.3;
d. a failure by Customer to give Freshwave necessary access to any Equipment and/or

Premises after being requested to do so by Freshwave;
e. maintenance during any Planned Outage;
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f. failure of any equipment, racking and cabling infrastructure owned by the Customer,
tenant or the Landlord at the Premises but utilised by Freshwave as part of the
Service; or

g. any outages or degradation to existing Service that may be the result of Customer
requested Service changes or upgrades.

9. Change Control, Relocation
9.1. Each Party acknowledges that changes to the Services may be necessary or desirable.

Accordingly, if either Party believes that a change to the design in the provision of the
Services (which is not minor) is necessary or desirable, the Parties shall discuss changes
in good faith, taking into consideration: (a) the estimated impact on the Services, if any,
and the modifications to the Services that will be required as a result of such changes;
and (b) an estimate of the cost to implement such changes. For the avoidance of doubt,
no changes to this Agreement shall be effective unless a revised Service Order is entered
into by the Parties.

9.2. The Parties acknowledge that Customer, tenant or Landlord may wish to carry out works
to refurbish, demolish or substantially reconstruct all or part of the Premises and/or require
the Equipment to be removed or relocated or altered. If requested by Customer,
Freshwave shall, discuss in good faith to define and agree variations to this Agreement to
continue to deliver Services at the new Premises or within the new layout of the Premises,
subject to the following:
a. Customer, tenant or the Landlord at the Premises will not intentionally move any

Equipment or disable any power to the Equipment without obtaining written
authorisation from Freshwave in advance;

b. Customer will ensure that the location and position of all Equipment comply with all
applicable health and safety regulations. Customer shall pay for the relocation of
any and all Equipment found to be in breach of any such regulations; and

c. Customer shall give the maximum notice reasonably practicable (but not less than
two (2) months’ notice in writing) of any requirement to remove, relocate or alter the
Equipment and shall not do so without Freshwave’s prior written consent.

10. Payment
10.1. Unless stated otherwise in the Service Order:

a. Freshwave will invoice any Advance Service Fee, and any other non-recurring Fees,
in accordance with the terms of the relevant Service Order;

b. Freshwave will invoice all Monthly Service Fees Quarterly in advance (the payment
for the period from the Service Ready Date to the next Quarter Payment Date being
prorated);

c. upon the first Quarterly Payment Date after Service Ready Date, Monthly Service
Fees will be paid by direct debit for the Service Term;

d. Freshwave shall invoice any other Fees not covered by (a) and (b) above as and
when incurred; and

e. Customer shall pay all Fees, within thirty (30) days of the date of the relevant
invoice.
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10.2. All Service Fees expressed to be payable under this Agreement shall be exclusive of VAT.
Customer shall, in addition to the other amounts payable under this Agreement, pay any
applicable VAT on receipt of a valid VAT invoice.

10.3. The Monthly Service Fee due in a Renewal Term, pursuant to Clause 17.1, will be
calculated based on the Effective Annual Service Fee divided by twelve (12), unless
otherwise agreed between the Parties and will be charged as per this clause 10.

10.4. All invoices shall be expressed and payable in British pound sterling.
10.5. If Customer fails to make a payment by its due date, Freshwave shall be entitled to charge

interest at the rate of one and one-half percent (1.5%) per month above the Bank of
England's base lending rate from time to time, or the highest interest rate permitted by
applicable law, whichever is more, from the due date of payment until the payment is
made in full, whether before or after judgment.

10.6. Where Customer requires a technology refresh or additional services during the Term,
Freshwave will, upon request, provide a quote, and if acceptable to Customer, the Parties
will discuss changes to the Service Fees and this Agreement. No such changes are
effective unless set out in a revised or new Service Order signed by both Parties.

10.7. The Service Fees shall remain fixed until the Review Date and thereafter, Freshwave may
increase the Monthly Service Fees:
a. on a Review Date by the Contract Price Index; and
b. for any other reason on three months’ notice to Customer provided that in the event

of a price raise pursuant to this Clause 10.7b), Customer may elect to terminate this
Agreement on three months’ notice provided such notice is served within 14 days of
Freshwave notifying Customer of its intention to increase the Monthly Service Fees
pursuant to Clause 10.7b).

10.8. In the event that Freshwave is unable to proceed with the installation of Equipment due to
acts or omissions of Customer which are unreasonable and which prevent or delay
installation beyond an agreed Service Ready Date, then Freshwave shall have the right to
invoice Customer (which invoice Customer shall pay) for all costs incurred in provisioning
such Equipment in readiness for that agreed Service Ready Date notwithstanding any
such delay in actual installation of Equipment.

11. Confidentiality; Publicity
11.1. Confidential Information means i) the existence and contents of this Agreement; and (ii)

any information which is designated as ‘Confidential’, ‘Proprietary’, or some similar
designation or that reasonably should be understood to be confidential given the nature of
the information and the circumstances of disclosure of the information including product,
business, market, strategic or other information or data relating to the subject matter of
this Agreement, or the business or affairs of the disclosing Party. Disclosed means
disclosed whether in writing, orally, or by any or by inspection of tangible objects
(including, but not limited to documents, prototypes, samples, plant, and equipment) or by
any other means or medium (including but not limited to information retained on all types
of medium including written, diagrammatical, software or other storage medium), and
whether such disclosure takes place before or after the date of this Agreement.

11.2. Each Party to this Agreement is referred to as the Recipient when it receives or uses the
Confidential Information disclosed by the other Party.

11.3. Recipient will not use any Confidential Information for any purpose not expressly
permitted by this Agreement and will Disclose the Confidential Information only to the
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employees or contractors of Recipient or its Affiliates who have a need to know the
Confidential Information for purposes of this Agreement and who are under a duty of
confidentiality no less restrictive than Recipient’s duty under this Clause.

11.4. Recipient will protect the Confidential Information from unauthorised use, access, loss,
theft or disclosure in the same manner as Recipient protects its own confidential or
proprietary information of a similar nature and with no less than reasonable care.

11.5. Confidential Information will not include any information that: (i) is, or becomes publicly
known through no action or inaction of the Recipient in breach of this Agreement; (ii) is
already in the possession of the Recipient at the time of disclosure by the disclosing Party,
as shown by the Recipient’s files and records; (iii) is obtained by the Recipient from a third
party without a breach of the third party’s obligations of confidentiality; or (iv) is
independently developed by the Recipient without use of or reference to the disclosing
Party’s Confidential Information, as shown by documents and other competent evidence in
the Recipient’s possession.

11.6. No press or public announcements, circulars or communications relating to this
Agreement or the subject matter of it shall be made or sent by either of the Parties without
the prior written approval of the other Party such approval not to be unreasonably withheld
or delayed.

11.7. Notwithstanding Clause 11.6, Freshwave may refer to Customer in its marketing materials,
including, without limitation, on its website and in correspondence with prospective
customers.

11.8. Each Party agrees and acknowledges that any breach or threatened breach of this Clause
11 or Clause 12 may cause irreparable injury to the disclosing Party and that, in addition
to any other remedies that may be available, in law, in equity or otherwise, the disclosing
party shall be entitled to seek injunctive relief against the threatened breach of this
Agreement or the continuation of any such breach by Recipient, without the necessity of
proving actual damages, in addition to any other rights or remedies provided by law.

12. Data Protection
12.1. The Parties acknowledge that for the purposes of the Data Protection Laws Agreed

Purpose means (i) for each Party to meet their respective obligations as set out in this
Agreement (including but not limited to the supply of Services); (ii) to comply with a legal
obligation that each Party is subject to; and where it is necessary for the legitimate interest
of a Party (or those of a third party) where the Data Subjects’ (as defined in the Data
Protection Laws) interests or fundamental rights do not override those interests.

12.2. Both Parties will comply with all applicable requirements of the Data Protection Laws.
12.3. Each Party shall take appropriate technical and organisational measures to ensure that

personal data is protected against unauthorised or unlawful processing of the personal
data (including unauthorised access or use) and against accidental loss or destruction of,
or damage to, such personal data.

12.4. Customer warrants that it has all necessary consents and notices in place to enable the
lawful transfer and processing of the Personal Data by Freshwave which it has obtained in
the course of its business with Customer (including, without limitation, the provision of
Services under this Agreement).

12.5. Each Party warrants that it will only use Personal Data for the Agreed Purpose and,
Freshwave shall whenever required in the ordinary course of business, be entitled to pass
such Personal Data on to its suppliers.

Master Service Agreement
SL_MSA2B V3.0

Freshwavegroup.com | 13

Strictly Private & Confidential



13. Proprietary Rights
13.1. As used in this Agreement, Intellectual Property means (a) patents, patent applications,

patent disclosures and inventions (whether patentable or not), (b) trademarks, service
marks, and registrations and applications for the registration thereof, together with all
goodwill associated therewith, (c) copyright (including within computer programs), (d)
trade secrets, know-how and other confidential and proprietary information, and (e) all
other forms of intellectual property or industrial property.

13.2. Intellectual Property rights in all documents, drawings and information supplied by
Freshwave to Customer in connection with this Agreement shall remain vested in
Freshwave or the rights owner. Such documents, drawings and information are
confidential and shall not be copied, disclosed or used (except for the purpose for which
they were supplied) without the prior written consent of Freshwave.

13.3. Intellectual Property rights in all documents, drawings and information supplied by
Customer to Freshwave in connection with this Agreement shall remain vested in
Customer or the rights owner. Such documents, drawings and information are confidential
and shall not be copied, disclosed or used (except for the purposes for which they were
supplied) without the prior written consent of Customer.

14. Disclaimer
14.1. Except as specifically provided in this Agreement, Freshwave makes no warranties,

express, implied, statutory, or otherwise, with respect to the Services or any other
accompanying material provided hereunder. Freshwave specifically disclaims all other
warranties, express and implied, including without limitation the implied warranties of
merchantability, fitness for a particular purpose and non-infringement and those arising
from a course of dealing or usage or trade, and all such warranties are hereby excluded to
the fullest extent permitted by law. Freshwave does not warrant that the Services will be
uninterrupted or error-free. Except as expressly provided herein, the Services are
provided on an “as is” and “as available” basis.

15. Indemnities
15.1. Freshwave shall indemnify and hold harmless, and keep indemnified and held harmless,

Customer, its officers, directors, employees, subcontractors, agents, successors and
assigns against all costs, expenses, damages and losses, including any interest, fines,
legal and other professional fees and expenses arising from or in connection with any
third-party action against Customer or its officers, directors, employees, subcontractors,
agents, successors and assigns to the extent based upon a claim that the Services
infringe the Intellectual Property rights of a third party (a "Third Party IP Claim"), provided
that Customer:
a. notifies Freshwave promptly in writing of any such action;
b. gives Freshwave sole control of the defence and/or settlement of such action,

provided that Freshwave shall not settle any claim without Customer’s prior written
consent, which consent shall not be unreasonably withheld; and

c. gives Freshwave all reasonable information and assistance on request.
15.2. Should any Services become, or in the reasonable opinion of Freshwave be likely to

become, the subject of a Third-Party IP Claim, Freshwave shall, at Freshwave's option
and at no additional cost to Customer:
a. procure for Customer the right to use such Services;
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b. replace or modify, in whole or in part, such Services to make it non-infringing
(provided that such replacement or modification provides no less material
functionality than the original Services); or

c. terminate this Agreement and refund to Customer a pro rata portion of the Advance
Service Fee (if any), paid for such Services.

15.3. Indemnification by Customer. Customer shall indemnify and hold harmless, and keep
indemnified and held harmless, Freshwave, its officers, directors, employees,
subcontractors, agents, successors and assigns against all costs, expenses, damages
and losses, including any interest, fines, legal and other professional fees and expenses
arising from or in connection with any third-party action against Freshwave or its officers,
directors, employees, subcontractors, agents, successors and assigns to the extent based
upon any breach by Customer of its obligations in Clause 5, provided that Freshwave:
a. notifies Customer promptly in writing of any such action;
b. gives Customer sole control of the defence and/or settlement of such action,

provided that Customer shall not settle any claim without Freshwave's prior written
consent, which consent shall not be unreasonably withheld; and

c. gives Customer all reasonable information and assistance on request.

16. Limitation of Liability
16.1. Nothing in this Agreement shall limit or exclude any Party's liability for:

a. death or personal injury caused by its negligence, or the negligence of its personnel,
agents or subcontractors;

b. fraud or fraudulent misrepresentation; or
c. any other liability which cannot be limited or excluded by applicable law.

16.2. Nothing in this Clause 16 shall exclude or limit the Liability of Customer to pay the Fees.
16.3. Except for any breach of Clauses 12 or 13 and subject to Clause 16.1, in no event shall

the Liability of Freshwave, or Customer arising under or in connection with this
Agreement:
a. exceed £5,000,000 in respect of loss or damage to tangible property per claim or

series of related claims; and
b. in any twelve (12) month period exceed the amount paid or payable by Customer to

Freshwave under the relevant Service Order (calculated as the Effective Annual
Service Fee actual or projected) during that twelve (12) month period immediately
preceding the event or series of events giving rise to the liability.

16.4. Save as specifically provided in this Agreement, neither Freshwave nor Customer shall be
liable in any circumstance to the other hereunder in contract, tort or otherwise including
any liability for negligence for (a) loss of revenue; (b) loss of actual or anticipated profits;
(c) downtime costs (d) loss of contracts; (e) loss of the use of money; (f) loss of
anticipated savings; (g) loss of business; (h) loss of opportunity; (i) loss of goodwill; (j) loss
of reputation; (k) loss of, damage to or corruption of data; or (l) any indirect or
consequential loss and such Liability is excluded whether it is foreseeable, known,
foreseen or otherwise. For the avoidance of doubt, 16.4(a) – 16.4 (l) apply whether such
losses are direct, indirect, consequential or otherwise.

16.5. Customer shall maintain and at the request of Freshwave produce evidence to Freshwave
that it has effected and is maintaining suitable insurance in respect of relevant risks in
accordance with this Agreement.
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17. Term and Termination
17.1. A Service Order shall be valid from the date of signature of the Service Order of both

Parties, until the expiry of the Service Term, unless terminated earlier in accordance with
the terms of this Agreement. At the expiration of the Initial Term (or any Renewal Term),
the Service Order shall automatically be renewed for the Renewal Term until terminated
by either Party providing at least sixty (60) days’ notice in writing, in advance effective on
the expiry of the Initial Term (or a subsequent Renewal Term).

17.2. Upon completion of the Initial Term it is anticipated that an upgrade to the Service may be
required. The Parties agree to enter into good faith discussions in relation to entering into
a new Service Order. Should the Parties not enter into a new Service Order, the Service
will be provided on a reasonable efforts basis and service commitments set out in the
relevant Schedule 2 will not apply and notwithstanding Clause 17.1 either Party may
terminate that Service Order by at least 30 days’ prior written notice, such notice to be
effective on the next Quarterly Payment Date.

17.3. Either Party shall have the right to terminate this Agreement and the Service Orders
granted herein upon written notice in the event the other Party:
a. fails to perform or observe any material term or condition of this Agreement and

such default has not been cured within sixty (60) days after written notice of such
default to the other Party;

b. terminates or suspends its business operations, which are relevant to provision of
the Services;

c. becomes subject to any bankruptcy or insolvency proceeding (other than as part of
a solvent reorganisation);

d. becomes insolvent within the meaning of section 123 of the Insolvency Act 1986 or
subject to direct control by a trustee, receiver or similar authority; or

e. has wound up or liquidated, whether voluntarily or otherwise.
17.4. Either Party shall have the right to terminate this Agreement and the Service Orders

granted herein if the authorisations and consents granted to Freshwave under the Act
necessary for the provision of the Services are revoked or otherwise varied for any reason
whatsoever and are not immediately replaced by a new authorisation or consent that
would permit Freshwave to continue to provide the Services on the same terms and
conditions as set out in this Agreement, in which event Freshwave shall give Customer
the maximum period of notice of termination practicable in the circumstances.

17.5. If Customer wishes to leave the Premises, Customer (with the reasonable cooperation of
Freshwave) shall use reasonable endeavours to novate the relevant Service Orders to the
new owner or tenant of the Premises (as applicable).

17.6. Freshwave may terminate the relevant Service Orders where:
a. Customer, tenant or Landlord of the Premises, intentionally moves any Equipment or

disables any power to the Equipment without first obtaining Freshwave's written
authorisation; or

b. For the reasons stated in the relevant Schedule 2.
17.7. In the case of any termination of this Agreement or a Service Order:

a. all Fees (if any) due to Freshwave up to the date of termination shall become
immediately due and payable to Freshwave;
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b. customer will Cooperate with Freshwave to decommission and recover the
Equipment and in particular the rights and obligations in Clause 3.2 and 5 shall
survive until the Equipment has been recovered by Freshwave; and

c. each Party (as the Recipient) shall return to the other Party (as the disclosing Party)
or, upon the disclosing Party’s request, destroy, at the Recipient’s sole expense, all
Confidential Information of the disclosing Party and materials containing any
Confidential Information of the disclosing Party, including all copies thereof, and
deliver to the disclosing Party a certificate, in writing signed by an officer of the
Recipient, that such Confidential Information, and all copies thereof have been
returned or destroyed, and their use discontinued.

17.8. This Clause and the following Clauses shall survive the termination or expiration of this
Agreement 11 (Confidentiality), 12 (Data Protection), 13 (Proprietary Rights), 14
(Disclaimer), 15 (Indemnities), 16 (Limitation of Liability) and 19 (Miscellaneous).

17.9. If Customer cancels a Service Order prior to the to the Handover Date, Customer shall
upon demand immediately pay the following; (i) all third-party costs directly incurred in
consequence of cancellation by the Customer. and (ii) Freshwave reasonable charges
commensurate with its design, installation, commissioning and Equipment order
commitments.

17.10. If the Service Order and/or the Agreement is terminated in whole or in part after the
Handover Date (i) by Customer for reason not attributable to Freshwave, or (ii) by
Freshwave for reason attributable to Customer, the Customer shall pay to Freshwave the
equivalent of the Service Fees actual or projected, for each month remaining in the
Service Term of all Service Orders so terminated.

17.11. Nothing contained herein shall limit any other remedies that a Party may have for the
default of the other Party under this Agreement nor relieve a Party of any of its obligations
incurred prior to such termination.

18. Suspension
18.1. Without prejudice to the Parties’ other rights and remedies under this Agreement and

otherwise at law, Freshwave may suspend the performance of its obligations under this
Agreement or a specific Service Order:
a. on prior written notice if Freshwave is entitled to terminate this Agreement in

accordance with Clause 17;
b. without notice if, Freshwave is required to suspend such performance in order to

comply with any Law or request of any governmental department, emergency
services organisation or other competent administrative authority PROVIDED THAT
if Freshwave is entitled to suspend this Agreement pursuant to Clause 18.1c,
Freshwave shall use its reasonable endeavours to minimise such period of
suspension; or

c. without notice, in the event of an Emergency, but Freshwave shall notify Customer
as soon as reasonably practicable following the start of the interruption or
suspension and shall use its reasonable endeavours to minimise the period of such
interruption or suspension.

18.2. Where the suspension is implemented as a consequence of Customer’s negligence,
breach, fault, act or misuse of the Equipment, Customer shall reimburse Freshwave for all
reasonable costs and expenses incurred by Freshwave in connection with the
implementation of such suspension and/or the recommencement of the provision of
Freshwave’s Services hereunder as appropriate.
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19. Miscellaneous
19.1. Assignment. Freshwave may at any time assign, transfer, charge, sub-contract or deal in

any other manner with all or any of its rights or obligations under the Agreement.
Customer shall not assign, novate, delegate or otherwise deal with all or any of its rights
or obligations under this Agreement (apart from on a solvent amalgamation or
reorganisation) without the prior written agreement of Freshwave save that Customer may
assign the benefit, always subject to the burden, of this Agreement, to an Affiliate.

19.2. Entire Agreement; Rights of Third Parties; Modification; Waiver. This Agreement, together
with its Schedules, represents the entire agreement between the Parties, and supersedes
all prior agreements and understandings, written or oral, with respect to the matters
covered by this Agreement, and is not intended to confer upon any third party any rights
or remedies hereunder, under the Contracts (Rights of Third Parties Act 1999) or
otherwise. Customer acknowledges that it has not entered in this Agreement based on
any representations other than those contained herein. No modification of or amendment
to this Agreement, nor any waiver of any rights under this Agreement, shall be effective
unless in writing and signed by both Parties. The waiver of one breach or default or any
delay in exercising any rights shall not constitute a waiver of any subsequent breach or
default.

19.3. Delays; Force Majeure. A Party shall not be deemed in default of any of its obligations
under this Agreement other than an obligation to make payment if, and to the extent that,
performance of such obligation is prevented or delayed by acts of God or public enemy,
civil war, insurrection or riot, fire, flood, explosion, earthquake, labour dispute causing
cessation slowdown or interruption of work, national emergency, act or omission of any
governing authority or agency thereof, inability after reasonable endeavours to procure
equipment, data or materials from suppliers, pandemic, epidemic or widespread infectious
disease or any other circumstances beyond its reasonable control (Event of Force
Majeure), provided that such Event of Force Majeure is not caused by the negligence of
that Party, and that Party has notified the other in writing of the Event of Force Majeure.
The Party notifying an Event of Force Majeure shall use all reasonable endeavours to
avoid or minimise the effects of an Event of Force Majeure. Upon the occurrence of an
Event of Force Majeure, the time for performance shall be extended for the period of delay
or inability to perform due to such occurrence, but if an Event of Force Majeure continues
for a continuous period of more than one month the other Party shall be entitled to
terminate this Agreement.

19.4. Severability. If any provision of this Agreement is held invalid or unenforceable under
applicable law by a court of competent jurisdiction, it shall be replaced with the valid
provision that most closely reflects the intent of the Parties and the remaining provisions
of the Agreement will remain in full force and effect.

19.5. Relationship of the Parties. Nothing in this Agreement is to be construed as creating an
agency, partnership, or joint venture relationship between the Parties hereto. Neither Party
shall have any right or authority to assume or create any obligations or to make any
representations or warranties on behalf of the other Party, whether expressed or implied,
or to bind the other Party in any respect whatsoever.

19.6. Notices. All notices under or in connection with this Agreement (i) shall be in writing; (ii)
shall be in the English language; and shall be sent for the attention of the CEO to
commercial@freshwavegroup.com or to the registered office address listed in the case of
Freshwave, or to [Click to enter text], to [Click to enter text] or to the address above, in the
case of Customer. Unless there is evidence that it was received earlier, a notice is
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deemed given (i) at the time that the message enters the recipient’s email server, if sent
by electronic mail, or (ii) two (2) Business Days after posting it, if sent by 1st class post.

19.7. Counterparts. This Agreement may be executed in counterparts, each of which shall be
deemed an original and all of which together shall constitute one instrument.

19.8. Governing Law. This Agreement and any dispute or claim arising out of or in connection
with it or its subject matter or formation (including non-contractual disputes or claims) shall
in all respects be governed by and construed in accordance with the laws of England and
Wales. Each Party hereby agrees that all disputes arising out of or in connection with this
Agreement or its subject matter or formation (including non-contractual disputes or claims)
shall be subject to the exclusive jurisdiction of and venue in the courts of England. Each
Party hereby consents to the personal and exclusive jurisdiction and venue of these
courts.
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Schedule 2 Small Cell Service Description and Service Level Agreement

1. Purpose
This Schedule sets out the terms and conditions specific to Freshwave’s Small Cell Services. It
defines how Freshwave will deliver and provide support for the Services set out in the Service
Order, the activities they will perform and the terms governing the availability of the Services.

2. Definitions
2.1. In addition to the terms defined in the rest of the Agreement the following definitions apply

to this Schedule:

Availability The time measured over a Measurement Period for which
Services are not Unavailable as calculated in accordance with
Clause 12 of this Schedule

Backhaul Provider A third-party company providing connectivity services to the
Premises, under contract to Freshwave or Customer for such
services.

End User License
Agreement or EULA

An end user license agreement between the MNOs and
Customer or between the MNOs and end users of the mobile
voice and data services and containing licence terms,
restrictions on Customer or on those end users’ use of the
MNO services, and other commercial terms

Excused Outage A period when the Services are unavailable due to planned
maintenance or other activities that Customer has been
informed of ahead of time in accordance with clause 7.3 of
Schedule 1. An Excused Outage will not be counted as a
violation of this Schedule

Measurement Period Calendar monthly periods, pro-rated for the month in which
the Service Ready Date occurs.

Mobile Network
Operator or MNO

Those companies using the Equipment to provide mobile
voice and data services to end users at the Premises using
their licensed spectrum.

Office Hours 09:00 – 17:00, UK time on a Business Day

Site ID The unique reference number allocated by Freshwave to the
Premises where the Services are being provided. The Site ID
will be identified to Customer in the service guidebook
provided to Customer at the Hand Over Date

Small Cell A low power radio node connected via an in-building IP
network to a Mobile Network Operator. Each low power radio
node radiating 4G data and voice services for a single Mobile
Network Operator.

Unavailable or
Unavailability

A break in Services of the relevant Mobile Network Operator
service due to a Priority 1 or Priority 2 Outage as described in
clause 8.7 of this Schedule 2, whether detected by
Freshwave, any MNO or reported by Customer for a period
greater than ten (10) consecutive minutes

Master Service Agreement
SL_MSA2B V3.0

Freshwavegroup.com | 20

Strictly Private & Confidential



3. Service Description
3.1. The Services are designed to deliver voice, SMS and data coverage and capacity detailed

in the Site Design Document, summarised as below, selected in the Order Form and at
the quality outlined in the Service Levels set out in this Schedule 2. The design for each
MNO as set out in the Service Order will be conducted in accordance with that MNO’s
design guidelines in force from time to time.

3.2. Customer recognises that the use of more than one in-building mobile connectivity service
provider may result in interference and a lower standard of Services than is set out herein.
Freshwave is not responsible and accepts no liability for any interference caused by other
in-building mobile connectivity service providers within the Premises. Service Credits
outlined in Clause 12 of this Schedule, will not be applicable to any Outages as a result of
any interference caused by other in-building mobile connectivity service providers.

3.3. The Services may drop calls when entering and exiting the Premises due to the Mobile
Network Operators’ outdoor service set-up. Any call drops when entering and exiting the
Premises will not be counted as a violation of the terms of this Schedule 2.

3.4. Where the Services are provided in a multi-tenant building to one tenant and not the
others, Freshwave will aim to limit the coverage leakage to the surrounding area/tenants,
however this cannot be prevented entirely.

4. Design and Implementation
4.1. Freshwave will design the in-building mobile Services using guidelines provided by the

technology vendor(s) and in accordance with the design guidelines of the relevant Mobile
Network Operator. This will be documented in the Site Design Document. The Site Design
Document will be continually reviewed and amended as a living document until design
approval has been granted by all the relevant Mobile Network Operator(s).

4.2. Freshwave will ensure continued adherence of the Equipment to all UK MNO and
Regulator security policies.

4.3. After Service Ready Date for the last MNO service at the Premises, the Site Design
Document will be updated by Freshwave to be the as-built document.

4.4. Freshwave will install/manage the in-building Services described in the Site Design
Document This will include:
a. an internet terminating router;
b. an IP switching network dedicated to the Service;
c. Small Cells, located at the correct radiating locations as per the Site Design

Document;
d. if applicable, in-building cabling;
e. if applicable, an internet connection using a Backhaul Provider;
f. commissioning and testing of the Equipment in preparation for Service;
g. provision of connectivity to Freshwave’s Network Operations Centre (“NOC”); and
h. bringing the Services into service on the Handover Date.

4.5. Customer shall be responsible for the provision of a communications room environment,
ensuring enough room in Customer racks to accommodate the Equipment as specified in
the Site Design Document.
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5. Acceptance Testing
5.1. Freshwave will conduct all relevant testing and local network configurations necessary to

adhere to the Site Design Document and obtain all relevant Mobile Network Operator
approvals to qualify for activation and optimisation of the Services for Customer.

5.2. Acceptance Tests shall be carried out by Freshwave to ensure that the Services are ready
for commercial use and delivering the Services as defined in the Site Design Document.

5.3. Each MNO may carry out their own Acceptance Tests and any Acceptance Test results
may be shared by Freshwave with Customer and with any relevant MNO.

5.4. Freshwave will declare the Handover Date. Each MNO Service may have a separate
Handover Date.

6. Upgrades
6.1. If at any time during the subsistence of this Agreement any of the MNOs require an

upgrade to the Equipment in order to keep it compatible with the MNOs mobile network,
Freshwave will provide a quote for Freshwave’s reasonable costs in providing the
upgrade. If Customer does not wish for the Equipment to be upgraded, Customer
acknowledges and accepts that the MNO’s service may no longer be available as part of
the Services. If, as a result of an upgrade not being provided and an MNO’s service
becomes unavailable as part of the Services, any remaining Monthly Service Fee for the
MNO service, while not provided, will be reduced by 15%, for the duration of the Service
Term.

7. The Services
7.1. The Service does not replace the MNO voice and data subscription and purchase plans

that Customer and/or Customer’s end-users have with MNOs. Freshwave has no control
over any changes to MNO price plans and has no responsibility for supplying or
maintaining the end users’ mobile/cellular devices that make use of the Service. Customer
will use the Services in compliance with any MNO acceptable use policy and any
applicable MNO EULAs.

7.2. The Services support calls to the emergency services; however, Customer should have an
adequate power supply and should additionally maintain a fixed line as backup, and
Freshwave shall have no liability arising out of any inability of Customer to contact
emergency services to the extent Customer fails to maintain such fixed line or have an
adequate power supply.

7.3. Freshwave will share the location of the Equipment with the MNOs and the emergency
services in order to fulfil regulatory requirements. Customer shall initially supply and keep
its contact details up to date and promptly notify Freshwave of any changes.

8. Service Monitoring and Problem Reporting
8.1. Following the Service Ready Date, the performance of the Services will be monitored to

provide the service assurance and ensure that the Services comply with the Agreement.
8.2. The Services will be monitored continuously (24/7/365) for detection of faults or

degradation in performance. Any fault conditions regardless of their root cause will be
addressed via the service desk.
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8.3. Freshwave will provide Customer a service desk for support and fault resolution purposes
during Office Hours. Only Customer’s designated personnel or other pre-designated
persons shall be permitted to register faults with the service desk.

8.4. Freshwave will provide Customer at Handover Date with a service guidebook that details
the processes, contact methods, contact names, emails and phone numbers for reporting
any problems.

8.5. When reporting a problem, Customer shall by phone or email provide the following
information to Freshwave: (i) contact name and number; (ii) fault onset date and time; (iii)
fault description and location; (iv) scope of fault; (v) Premises name and Site ID; (vi)
frequency of fault (constant or intermittent); (vii) business impact and (viii) Customer
availability for testing.

8.6. Customer shall fully cooperate with Freshwave and its Subcontractors at all times in order
to fully diagnose and resolve any faults with the Services.

8.7. The scope of the fault will fall into one of three (3) categories:
a. Priority 1

loss of services for all MNOs in the Premises (as defined in the Site Design
Document);

b. Priority 2
The loss of service more than 5% of all active radio nodes (but a minimum of three
active radio nodes) in the Premises irrespective of the number of MNOs affected

c. Priority 3:
Any other loss of service that is not Priority 1 or Priority 2 or other performance
issue.

8.8. Once the problem has been reported, Freshwave commits to:
a. acknowledging the problem has been logged by contacting Customer by phone or

email within 1 Office Hour of receiving notification from Customer; and
b. initial triage of the problem.

9. Problem Resolution
9.1. Initial triage timing will start after the acknowledgement, and Freshwave will use all

reasonable endeavours to conclude triage within the timescale shown in the table as per
Clause 9.2 of this Schedule. During triage, Freshwave will take all reasonable steps to
restore the Services in accordance with the terms of the Agreement and report back to
Customer with next steps which could be (but not limited to):
a. Customer performs all necessary in-house tests to the demarcation point as

specified in the Site Design Document;
b. re-test the Service following remote fix;
c. arrange Freshwave (or Subcontractor) engineer visit to Premise; or
d. assign problem to MNO for investigation.

9.2. When initial triage is complete and problem is not resolved, Freshwave shall agree with
Customer (such agreement not to be unreasonably withheld or delayed) the level of
priority to be assigned to the problem which will indicate the frequency of updates on
progress that will be provided to Customer by Freshwave until full Services are restored.
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Priority
Level

Acknowledgement Initial Triage (after
Acknowledgement)

Targeted Resolution*
(Business Days)

1 1 hour 1 Office Hour 1 Business Day

2 1 hour 2 Office Hours 2 Business Days

3 1 hour 4 Office Hours 5 Business Days

*Please note that these dates/times only apply where the problem remains in the control
of Freshwave.

10. Planned Maintenance and Suspension of Service
10.1. Freshwave (and its Subcontractors including the MNO and any relevant Backhaul

Provider) will occasionally need to perform planned maintenance activities for the
Services which may require the Services to be off-line during such maintenance activities.
This work is subject to the requirements of clause 7 of Schedule 1.

10.2. Customer understands and agrees that from time to time any MNO may, in its sole
discretion, make modifications to the external radio environment. Such modifications are
outside of Freshwave’s control and may require re-configuration and optimisation of the
Service including a visit to the Premises. Where such modifications are required:
a. Freshwave will endeavour to limit any disruption from such activities and Customer

will cooperate with Freshwave as required to achieve such activities; and
b. both Parties agree to discuss in good faith any changes required to be made to this

Agreement in accordance with the change control procedure in Schedule 1.
10.3. The MNOs are contractually obligated to support the MTPAS (Mobile Telecommunication

Privileged Access Scheme) to ensure emergency responders are able to communicate
during an incident. This may result in a requirement to switch off the Services with little or
no notice. The relevant MNO will endeavour to provide advance notification to Freshwave,
and Freshwave shall endeavour to provide advance notification to Customer of the
foregoing, but in some cases, notice may not be provided until after the Service has been
suspended. Once the relevant MNO has received confirmation that the Services can be
restored, Freshwave will endeavour to complete Service restoration as quickly as is
practicable.

11. Regulatory Controls
11.1. The Parties acknowledge and agree that the relevant MNO and the UK Office of

Communications (Ofcom) have the right, (a) to access such Equipment to ensure it is
being used in accordance with the licence under which the MNO is authorised to provide
radio coverage solutions, (b) if there is a breach of such licence, or if the Equipment or the
Services cause or contribute to undue interference with other radio equipment, or in times
of national or local states of emergency: (i) require the MNO's Equipment to be modified,
(ii) temporarily or permanently stop use of the MNO's Equipment, and/or (iii) deactivate
any affected part of the Service, in its sole discretion. Where any such modification or
deactivation is required:
a. Freshwave shall have no liability to the extent of any such modification or

deactivation, but shall not be otherwise relieved from its obligations under this
Agreement; and
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b. where there is a material change to the Services or Freshwave's ability to provide
the Services in accordance with this Agreement, the event shall be considered an
MNO Event.

12. Service Levels
12.1. The Services are designed to have an Availability (the “Service Levels”) greater than

99% per month. In the event that Availability falls below 99% per month, and becomes
Unavailable for reasons other than an Excused Outage or for reasons beyond
Freshwave’s reasonable control, Customer will be entitled to a percentage (%) credit (the
“Service Credit”) for the affected Service(s) based on the Unavailability of the Service(s),
calculated by Availability at the end of a Measurement Period as set forth below:

Service Availability Service Credit as a % of the Monthly Service Fee
95-100% No Credit

90-94% 10%

86-89% 20%

80-85% 30%

Less than 80% 40% (the “Service Credit Cap”)

12.2. Availability is calculated as follows:

Total hours per month – total hours Unavailable per month
x 100

Total hours per month

and averaged across all nodes to provide a monthly Availability for the Service.
12.3. In addition to those matters set out in Clause 8.6 of Schedule 1, Service Credits will not

apply to, and Freshwave shall have no liability in respect of, Service(s) interruptions
attributable to:
a. any MNO outages or MNO Events;
b. any outages occurring outside the demarcation points of the Services;
c. Backhaul Provider Outages; or
d. System capacity limitations defined in the Site Design Document.

12.4. Freshwave shall have no liability for any harm, loss, or damages that arise out of or in
connection with any failure by Customer (or end-users of the Services) to comply with any
MNOs’ acceptable use policies or EULAs.

12.5. For the avoidance of doubt, the maximum amount payable by Freshwave in a given
month pursuant to this Schedule will be 40% of the Monthly Service Fee.

13. Root Cause Analysis
13.1. Freshwave shall, perform a root cause analysis on any Chronic Outage or any material or

persistent problem affecting the Services and provide Customer with a summary of such
analysis upon request.
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14. Chronic Outage, Sole Remedy
14.1. If, for reasons other than an Excused Outage or for reasons beyond Freshwave’s

reasonable control, the affected Availability is less than 75%, calculated against a Priority
1 Outages, in each of three (3) consecutive Measurement Periods, ("Chronic Outage"),
Customer may, as its sole remedy, elect to terminate the affected Services prior to the end
of the relevant Term as specified in the Services Order Form without termination liability,
on giving not less than sixty (60) days' notice in writing to terminate to Freshwave, and the
relevant affected Services will terminate provided that Freshwave fails to remedy the
Chronic Outage within such sixty (60) day period. The termination right must be exercised
within thirty (30) days of the event giving rise to it and is limited to the affected Services
only.

14.2. The Service Level Credits set out in this Schedule represent the sole and exclusive
financial remedy of Customer for Freshwave's failure to comply with this Schedule.

15. Additional Termination Rights
15.1. Freshwave may suspend or terminate the relevant Service Orders (or part thereof) where

Freshwave receives from an MNO a notice stating that an MNO Event has occurred and
outlining the circumstances surrounding the relevant MNO Event.

15.2. Events that may cause MNO to terminate or suspend or limit Customer's use of the
Services include, without limitation:
a. Customer’s use of the Services poses a security or service risk to MNO, to any user

of the MNO's systems, or may subject MNO or any third party to liability, damages or
danger;

b. Customer otherwise uses the Services in a way that disrupts or threatens the MNO
network, or the systems, services, or network of any other MNO;

c. Customer uses the Services or any component thereof other than as expressly
permitted herein;

d. MNO receives notice or otherwise reasonably determines, in its sole discretion, that
Customer may be using the Services for any illegal purpose or in a way that violates
the law or violates, infringes, or misappropriates the rights of MNO or any third party,
including failing to obtain all approvals, consents, and permits required under this
Agreement;

e. MNO determines, in its sole discretion, that providing the Services to Customer is
prohibited by applicable law, or has become impractical or unfeasible for any legal or
regulatory reason; and

f. if any regulatory agency or legislative body promulgates any rule, regulation, or
order that has the effect of prohibiting or adversely affecting MNO's ability to provide
services.

each being an MNO Event.

Should you wish to contact us

Master Service Agreement
SL_MSA2B V3.0

Freshwavegroup.com | 26

Strictly Private & Confidential



Telephone Email
After installation of

Service
Support 03330066105 support@freshwave

group.com

Invoicing queries Accounts Team 03330066100 accounts@freshwav
egroup.com

Your account
manager

Sales and Service 03330066101 22mobile@freshwav
egroup.com
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Schedule 3: Service Order
Site reference [Site ID from CRM] Order date

Should you wish to contact Freshwave
Stage Department Telephone Email
Pre-Order Sales 03330066101 sales@freshwavegroup.com
Post-Installation Support 03330066105 support@freshwavegroup.com
Accounts Team Finance 03330066102 accounts@freshwavegroup.com
Account Manager Sales & Service XXXXX xxx@freshwavegroup.com

Customer contact billing information
Company name Contact name
Address line 1 Position
Address line 2 Telephone
City Mobile
County Email
Post code Company reg no.

Premises details (where Freshwave Service is required)
Premises name Premises contact

name
Address line 1 Position
Address line 2 Telephone
City Mobile
County Email
Post code

Preliminary Design Completed Freshwave have used the supplied floorplans to
perform a preliminary design. This Agreement and
Schedule is based upon the output of this design and is
subject to full mobile operator and any applicable
vendor design approvals.

Survey and Survey
Report Fee

£X,XXX Purchase Order Received
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Contract description, length & pricing

Service Type Choose an item. Initial Term (Months)

Advance Service
Fee

£ Effective Annual
Service Fee

£

Monthly Service Fee £

Invoicing Frequency Choose an item.

The Service Fees are based on the Service
supporting the following Mobile Network
Operators

Vodafone ☐

O2 ☐

EE ☐

Three ☐

Service Description:
Freshwave will design, deploy, commission and maintain a licensed spectrum in-building mobile
service. The Services will support each of the Mobile Network Operators indicated above for the
duration of the Service Term. The Services will be fully documented in a Site Design Document.
Exclusions and Conditions:
Charges are subject to VAT and any other applicable taxes. Subject to Survey.

Commencement of charging

1 Advance Service Fee Payment
Where Customer is paying an Advance Service Fee, a deposit of 40% of the Advance
Service Fee is payable at the Effective Date. The remainder of the Advance Service
Fee is payable on the first Service Ready Date.

2 Service Ready Dates
If the Services are not delivered simultaneously, a separate Service Ready Date will be
set in respect of each Mobile Network Operator service. Where, following the first
Service Ready Date, one or more Mobile Network Operator service remains to be
connected, the Customer will be eligible for a discount of 15% of the Monthly Service
Fee per Mobile Network Operator service not connected for so long as that Mobile
Network Operator service has not achieved a Service Ready Date. The discount does
not apply to the Advance Service Fee.

The discount will be the Customer’s sole remedy in respect of Operators not connected.
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Additional Terms
None.

Order Authorisation
This Service Order is governed by the terms of the Master Service Agreement entered into
between the Parties. If no such Agreement has been entered into then Freshwave’s standard
terms and conditions and relevant Schedule 2 (together the “Terms”) that can be found at
https://freshwavegroup.com/about-us/legal/ are incorporated into this Service Order as if set out
herein in full and Customer confirms that Customer has downloaded, read and fully understood the
Terms.

I am duly authorised by the Customer to place this Service Order on Customer’s behalf.

On behalf of Printed name

Signed Title/Position

Date

Freshwave use only

On behalf of Freshwave Printed name

Signed Title/Position

Date
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