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PTL Maintenance and Support Contract

This Maintenance and Support Contract ("Contract") is a legal agreement 
between Paytestlab, Inc. ("PTL", "us", "our") and you ("Customer", "you", "your"). By 
purchasing and/or using the Support Services, you are agreeing to becoming 
bound by these terms and conditions for maintenance and support services for 
the Term as defined herein, in addition to the terms of Our General Terms and 
Conditions ("PTL T&C") which can be found here. If you are entering into this 
Contract not as an individual, but on behalf of a company, then ‘Customer’, ‘you’ 
or ‘your’ means your company. 

 

1 Covered Products 

This Contract governs maintenance and support services ("Support Services") for:  
(i) PTL application software products or downloadable software products, 
including any software updates ("Software" or "Application Software Products"), 
relating to our Products (Hardware and Software), where not specifically 
governed by a separate agreement between you and PTL and which are of the 
current version, or a version released within the last twelve (12) months; (ii) PTL 
firmware embedded in PTL's Hardware Products ("Firmware"), which operate with 
the current firmware version, or a firmware version released within the last twelve 
(12) months; (iii) Software As A Service as defined in our end user license 
agreement ("EULA"), including PaytestHub and PaytestHub Basic, as specified in 
the applicable Quote, a copy of our standard EULA can be found here. 

PTL's hardware products and physical devices ("Hardware Products") shall be 
repaired and/or replaced in accordance with our Standard Hardware Warranty 
only.  A copy of our Standard Hardware Warranty can be found here.  

Application Software Products and Hardware Products, including Firmware are 
collectively referred to in this Contract as "Products". 

 

2 Maintenance Services 

2.1 Product Support for Application Software Products and Firmware 

During the Software Warranty Term (as defined in our EULA) and/or the Term 
herein, as applicable, you shall have access to PTL's technical Support Services 
for the Firmware and Application Software Products covered by this Contract. The 
Support Services consist of answers and help related to issues arising from 
problems with the Products, where a Bug of the Product is suspected. "Bugs" are 
defined as substantial non-conformity to the standard functionality as described 
in our Products’ user documentation. PTL will endeavor to answer your questions 
or provide help within a reasonable time. In case you report a Bug, you must 
provide PTL with a detailed, written description and documentation of the 
suspected Bug. PTL will investigate the facts and circumstances related thereto. 

PaytestHub Dependency. Customer acknowledges that certain Products, 
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including Firmware and the Hardware Products on which such Firmware 
operates, and certain functionality, Support Services and/or Updates may 
depend on Customer’s access to and use of PaytestHub or PaytestHub Basic, as 
applicable. Where Support Services relate to Products, functionality or services 
that depend on PaytestHub or PaytestHub Basic, Customer must maintain an 
active subscription to the applicable offering under the applicable Quote. If 
Customer does not maintain such active subscription, PTL will have no obligation 
to provide Support Services for such Products, functionality or services, and 
Customer will not be entitled to renew Maintenance and Support Services for 
the applicable Hardware Products, Firmware, or related functionality, unless PTL 
agrees otherwise in writing. For clarity, in such case PTL may, in its discretion, 
agree to provide maintenance and support for Hardware Products only. 

 

The Support Services include the following: 

• PTL will answer your questions regarding the operation of the Products via 
our support email available at support@Paytestlab.com or our support 
portal; 

• PTL will use commercially reasonable efforts to respond with a proposed 
solution to each reported Bug, in accordance with the levels of support 
and service defined in our PTL Service Level Agreement terms ("SLA") 
which are supplemental to this Contract. Our SLA can be found here. 
Following such response, PTL will endeavor to resolve any Bugs within a 
reasonable time depending on the complexity of the problem, as defined 
in our SLA, such resolution may take the form of Updates, procedural 
solutions, correction of documentation errors, or other remedial measures 
as PTL may determine, in its sole discretion, to be appropriate;  

• PTL will provide you with any generally available Updates pursuant to 
Section 2.2 below. 

You shall have access to obtain Software or Firmware Update according to the 
procedures below.  

Products purchased through one of our authorized partners will be supported 
directly by such partner. You should contact your authorized partner for further 
details. 

2.2 Software or Firmware Updates 

During the Term, PTL will provide you with any generally available Updates. A 
software or firmware update is a patch or updated version of the Application 
Software Product or Firmware in a Hardware Product which addresses code errors 
or provides minor improvements in functionality or performance of the Product 
("Software or Firmware Update", "Updates"). Such Updates are typically developed 
by PTL in the normal course of business. 

 

A Software or Firmware Update may or may not repair Bugs which have been 
reported by Customer. PTL will determine, in its sole discretion, the content and 

http://support@paytestlab.com
https://paytestlab.com/doc/SLA


 

  
 

3 

timing of any such Updates. Software or Firmware Updates do not include new 
versions of the Application Software Product or Firmware on a Hardware Product 
which contain material improvements in functionality or performance (“Feature 
Release(s)”). PTL will determine in its sole discretion whether a release 
constitutes a Software or Firmware Update or a Feature Release.  Feature 
Releases may be made available to you at an additional charge.  

You are responsible for installing, managing and operating any Software or 
Firmware Update. 

Prerequisites. PTL’s obligation to make generally available Updates available 
under this Section 2.2 is conditioned on Customer maintaining any required 
active subscription license(s) for related components and services, including 
PaytestHub or PaytestHub Basic where applicable, and meeting applicable 
technical prerequisites (including access credentials and connectivity required 
for delivery). 

Without limiting the foregoing, where Updates are delivered through, or require 
access to, PaytestHub or PaytestHub Basic, Customer must maintain an active 
subscription to the applicable offering and the required access credentials in 
order to receive and install such Updates. 

2.3 Excluded Services 

Other than the Support Services stipulated in Sections 2.1 and 2.2, PTL has no 
obligation to provide any form of further support or maintenance or other error 
correction, or on-site maintenance. 

No support is provided for Products modified by you, unless the modification is 
described in documentation provided by PTL, or if you have been instructed in 
writing by PTL to carry out the modification. 

Support services, repair and/or troubleshooting of third-party systems or 
products provided or sold by us and which our Products may be a part of or work 
in conjunction with, shall be in accordance with the terms of service of such 
third-party providers, even if PTL provides such support services on behalf of such 
third party.  

This Contract does NOT cover and you are solely responsible for usage of, 
operation of and interface between our Products and any of your other hardware 
or software, which are not sold by us.  

PTL will be under no obligation to provide any modifications, assistance or 
support requested by you unless specifically mentioned in this Contract, but 
may, at its discretion, agree to provide the additional services for a fee.  

Nothing herein shall assure uninterrupted operation of the Products covered by 
this Contract.  

2.4 Warranty Disclaimer 

PTL'S SOFTWARE PRODUCTS WARRANTY IS SET FORTH IN OUR EULA. OTHER 
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THAN THE EXPLICIT SOFTWARE PRODUCTS WARRANTY, TO THE EXTENT 
PERMITTED BY LAW, PTL DISCLAIMS AND MAKES NO EXPRESS OR IMPLIED 
WARRANTIES, CONDITIONS, REPRESENTATIONS OR GUARANTEES THAT: (I) THE 
PRODUCTS INCLUDING THE SOFTWARE AND/OR FIRMWARE UPDATES ARE OF 
MERCHANTABLE QUALITY OR ARE FIT FOR A PARTICULAR PURPOSE; (II) THE USE 
OF THE PRODUCTS INCLUDING THE SOFTWARE AND/OR FIRMWARE UPDATES 
WILL BE SECURE, TIMELY, UNINTERRUPTED OR ERROR FREE; (III) THE PRODUCTS 
INCLUDING THE SOFTWARE AND/OR FIRMWARE UPDATES WILL OPERATE IN 
COMBINATION WITH ANY OTHER HARDWARE, SOFTWARE, SYSTEM OR DATA; (IV) 
ERRORS OR DEFECTS WILL BE CORRECTED; OR (V) THE PRODUCTS INCLUDING 
THE SOFTWARE AND/OR FIRMWARE UPDATES AND SYSTEMS, NETWORKS OR 
ANY SERVERS USED TO DELIVER THE SOFTWARE OR FIRMWARE UPDATES ARE 
FREE OF VIRUSES OR OTHER HARMFUL COMPONENTS. OTHER THAN AS 
EXPRESSLY STATED IN SECTION 2.2 (SOFTWARE OR FIRMWARE UPDATES), PTL IS 
NOT OBLIGATED TO PROVIDE ANY UPDATES, UPGRADES, OR NEW VERSIONS, 
INCLUDING FEATURE RELEASES, AND PTL DETERMINES THE CONTENT AND 
TIMING OF ANY UPDATES IN ITS SOLE DISCRETION. 

 

3 Intellectual Property  

PTL owns all right, title and interest (including all intellectual property rights) in 
or relating to the Products, Software or Firmware Updates or documentation 
provided to you under this Contract, unless otherwise mentioned by PTL. 

You agree to strictly comply with all terms of the underlying license(s) or 
agreements applicable to the Products, including but not limited to use 
limitations, intellectual property restrictions, and the prevention of unauthorized 
use, copying and disclosures. A copy of our standard EULA can be found here. 
You agree that the terms of the underlying license to the Product shall extend 
to any Software or Firmware Updates or documentation provided to you under 
this Contract. 

 

4 Payment 

PTL will invoice you for the applicable maintenance and support fee(s) in 
advance. Payment is due thirty (30) days after the invoice date. 

Fees are priced in US Dollars (USD).  

In order to ensure continued Support Services, a fixed annual maintenance fee 
of 20% of the total cost of the applicable Product is charged at the time of 
purchase of the Product. The Maintenance and Support Contract fees will be 
billed annually for each year in advance.  Such fee is applicable for consecutive 
Terms of the Support Services only. In order to renew the Support Services for 
additional Term(s), in the event a Term has lapsed and has not renewed 
consecutively, you will be charged for Maintenance and Support Contract fees 
retroactively from the last day of the previous Term. 

 

https://paytestlab.com/doc/EULA
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5 	Taxes 

The amounts payable to PTL under this Contract do not include any taxes, 
customs duties or tariffs. All payments made by you to PTL are payable in full 
without reduction for any such taxes, customs duties or tariffs. 

You are responsible for and will indemnify PTL against any such taxes, customs 
duties and tariffs assessed against PTL, based on payments to PTL hereunder. 

 

6 Term and Termination 

6.1 Term 

For Firmware and Hardware Products, the Term begins upon shipping of the 
Hardware Products and ends with the Termination of this Contract.  

For Software Products, the Term begins once you receive access to the 
Application Software Products according to the license of the Product, as per our 
EULA, and ends with the Termination of this Contract.  

Hardware warranty extension is included for our Hardware Products as part of 
this Contract. As long as you purchase the Services under this Contract, the 
warranty extension extends the basic Warranty Period under our Standard 
Hardware Warranty (as defined therein) for the duration of the Term herein (the 
"Extended Warranty Period"). Where PTL agrees in writing to provide maintenance 
and support for Hardware Products only, the Extended Warranty Period will 
continue only for such Hardware Products and only for the duration of the 
applicable Term. 

6.1.1 Minimum Term 

If not otherwise defined, the "Minimum Term" for each Term in Section 6.1 above, 
is twelve (12) months, during which this Contract cannot be terminated. 

After the Minimum Term has elapsed, the term shall automatically renew for 
additional one-year periods unless either party terminates this Contract or 
Customer does not pay for renewal of the then applicable term (the "Minimum 
Term" and each renewed term, the "Term").  

6.2 Termination 

With the exception of a Termination for Cause as outlined below, this Contract 
cannot be terminated during the Minimum Term. 

After the Minimum Term has elapsed, either party may terminate this Contract 
prior to the end of the current Term, by giving written notice of termination at 
least 60 days prior to the lapse of the applicable Term. 

6.2.1 Unauthorized Changes 

If you or any third party modifies any Product covered under this Contract, PTL 
may immediately terminate support for the modified Product by giving written 
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notice of termination under this provision. 

6.2.2 Termination for Cause 

Either party may terminate this Contract immediately if the other party breaches 
a term of this Contract, and the breaching party fails to cure the breach within 
30 days of receipt of written notice from the non-defaulting party. In addition, 
either party may immediately terminate this Contract upon: (i) the insolvency of 
the other party; (ii) the institution of any proceeding in relation to the credit 
standing of the other party, such as bankruptcy, reorganization, rehabilitation or 
composition, by or against the other party; or (iii) the appointment of any receiver 
or trustee for the other party.  

6.2.3 Termination of Subscription License 

This Contract shall terminate automatically for any specific Product upon the 
termination or expiration of your subscription license for the use of such Product. 
Without limiting the foregoing, where any Support Services, Updates, Firmware, 
functionality and/or Hardware Products depend on PaytestHub or PaytestHub 
Basic, expiration or termination of the applicable subscription will result in 
termination or non-renewal of Support Services for such Products, unless PTL 
agrees otherwise in writing. 

6.2.4 Effect of Termination 

No refund or credit of any fees or charges will be due to you if this Contract is 
terminated before the end of the specified Term of the Contract. 

7 Limitation of Liability and Indemnity 

7.1 Limitation of Liability 

TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, IN NO EVENT WILL 
PTL BE LIABLE FOR ANY INDIRECT, PUNITIVE, INCIDENTAL, SPECIAL, 
CONSEQUENTIAL, OR EXEMPLARY DAMAGES, INCLUDING WITHOUT LIMITATION 
DAMAGES FOR LOSS OF PROFITS, GOODWILL, USE, DATA, OR OTHER INTANGIBLE 
LOSSES, THAT RESULT FROM THE USE OF, INABILITY TO USE, OR UNAVAILABILITY 
OF THE SUPPORT. IN ALL CASES, PTL WILL NOT BE LIABLE FOR ANY LOSS OR 
DAMAGE THAT IS NOT REASONABLY FORESEEABLE 

UNDER NO CIRCUMSTANCES WILL PTL BE RESPONSIBLE FOR ANY DAMAGE, 
LOSS, OR INJURY RESULTING FROM HACKING, TAMPERING, OR OTHER 
UNAUTHORIZED ACCESS OR USE OF THE SERVICES OR YOUR ACCOUNT, OR THE 
INFORMATION CONTAINED THEREIN.  

PTL MAKES NO WARRANTIES AS TO THE PRUDUCTS, INCLUDING WITHOUT 
LIMITATION, SOFTWARE OR FIRMWARE UPDATES, OR ANY DOCUMENTATION 
PROVIDED UNDER THIS CONTRACT, OR THE MAINTENANCE AND SUPPORT 
SERVICES PROVIDED, EXPRESS OR IMPLIED, AND ALL IMPLIED WARRANTIES OF 
MERCHANTABILITY, NON-INFRINGEMENT AND FITNESS FOR A PARTICULAR 
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PURPOSE ARE HEREBY DISCLAIMED. IN NO EVENT WILL PTL BE LIABLE FOR 
INDIRECT, PUNITIVE, SPECIAL OR CONSEQUENTIAL DAMAGES, INCLUDING ANY 
LOST PROFITS OR SAVINGS. PTL IS NOT LIABLE FOR ANY CLAIM MADE BY A THIRD 
PARTY OR MADE BY YOU FOR A THIRD PARTY. 

PTL WILL NOT BE LIABLE FOR PERFORMANCE DELAYS OR FOR NON-
PERFORMANCE, DUE TO CAUSES BEYOND ITS REASONABLE CONTROL. 

THIS LIMITATION OF LIABILITY IN SECTION 7 APPLIES WHETHER THE ALLEGED 
LIABILITY IS BASED ON CONTRACT, TORT, NEGLIGENCE, STRICT LIABILITY, OR ANY 
OTHER BASIS, EVEN IF PTL HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH 
DAMAGE. THE FOREGOING LIMITATION OF LIABILITY WILL APPLY TO THE FULLEST 
EXTENT PERMITTED BY LAW IN THE APPLICABLE JURISDICTION. 

7.2 Liability Cap 

To the maximum extent permitted by law and subject to clause 7.1, PTL’s 
aggregate liability arising under or in connection with this Contract (whether in 
contract, tort (including negligence), statute, equity or otherwise) is limited to 
the greater of (a) the amount of fees earned by PTL in connection with 
Customer's use of the Products and/or Support Services during the three (3) 
month period immediately preceding the event giving rise to the claim, or (b) 
$10,000. 

The limitations and exclusions in this Section 7 do not apply to (i) Customer’s 
obligation to pay fees, taxes, interest, or other amounts due under the Agreement, 
(ii) Customer’s indemnification obligations under the Agreement, or (iii) 
Customer’s breach of PTL’s intellectual property rights or misuse of the Products 
in violation of the license restrictions. 

7.3 Indemnity 

You are fully responsible for all liabilities and expenses of any type whatsoever 
that may arise on account of your use of the Products and the Software and/or 
Firmware Updates or documentation provided under this Contract. You will 
indemnify, hold harmless and (at PTL’s option) defend PTL from and against any 
claim, loss, cost, liability or damage, including legal fees, for which PTL becomes 
liable arising from or relating to: (i) any breach or alleged breach by you of any 
term of this Contract; or (ii) your use of the Products and the Software and/or 
Firmware Updates or documentation provided under this Contract.  

 

8 Miscellaneous 

8.1 Confidentiality 

The Products and Software and/or Firmware Updates or documentation provided 
hereunder are the confidential and proprietary information of PTL, unless 
otherwise mentioned by PTL. You shall not (i) disclose them to any third party 
without PTL's prior written consent or (ii) use such information for its own internal 
purposes except as specifically authorized in the underlying licenses for the 
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software or firmware. 

8.2 Notices 

All notices required or permitted under this Contract must be in writing, including 
notices sent by email, and will be deemed received: (i) for email notices, upon 
the time the email enters the information processing system that the recipient 
has designated or uses for the purposes of receiving email (as provided below); 
or (ii) for mailed notices, one day after deposit with a commercial express courier 
specifying next day delivery, or two days for international courier packages 
specifying two-day delivery, with written verification of receipt by the courier. All 
notices to you will be sent to the email address or postal address provided at the 
time of application. All notices to PTL will be sent to: 

Paytestlab Inc.  

Attn: Itai Sela, CEO 

1615 S. Congress Ave., Suite 103,  

Delray Beach, FL 33445 USA  

With a copy to: legal@Paytestlab.com 

8.3 Dispute Resolution Process 

If a dispute arises between the parties in respect of or in connection with this 
Contract (including the validity, breach or termination of it), then without 
prejudice to any other right or entitlement they may have pursuant to this 
Contract or otherwise, the parties will explore whether the dispute can be 
resolved by agreement between them using informal dispute resolution 
techniques such as negotiation, mediation, independent expert appraisal or any 
other alternative dispute resolution technique.  

8.4 Governing Law 

This Contract shall be governed by the laws of the State of New York, USA, with 
exclusive jurisdiction of the competent courts located in New York County 
(Manhattan), New York. If any dispute arises between PTL and Customer with 
respect to the matters covered by this Contract which leads to a proceeding to 
resolve such dispute, the prevailing party in such proceeding shall be entitled to 
receive its reasonable attorneys’ fees and out-of-pocket costs (including, without 
limitation, expert witness fees) incurred in connection with such proceeding, in 
addition to any other relief it may be awarded.	 
 

To the extent permitted by law, the Uniform Commercial Code (UCC) and the 
United Nations Convention on Contracts for the International Sale of Goods shall 
not apply to any of the transactions contemplated by this Contract.   

8.5 Entire Agreement and Severability 

This Contract, including any other documents referenced herein and including 
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without limitation the PTL general T&C, constitutes the entire agreement 
between the parties and supersedes all previous agreements, oral or written, with 
respect to the subject matter of this Contract. In the event of any conflict 
between the terms of this Contract and any other documents that form the 
Agreement, the Order of Precedence clause in the PTL General Terms and 
Conditions will apply. This Contract will govern only for maintenance, support, 
and extended warranty matters to the extent it is stated to override other 
Agreement documents on those subjects.  

If any provision of this Contract is invalid or unenforceable under applicable law, 
then it will be changed and interpreted to accomplish the objectives of such 
provision to the greatest extent possible under applicable law, and the remaining 
provisions will continue in full force and effect. 

8.6 Assignment and Novation 

PTL may assign or novate, in whole or in part, any of its rights or obligations under 
this Contract upon written notice to you. You cannot assign or novate any of its 
rights or obligations under this Contract, in whole or in part, without the prior 
written consent of PTL. 

8.7 Amendment to Terms 

From time to time, PTL may modify the terms of this Contract, by posting a revised 
version of this Contract on our website.  

8.8 Subcontracting 

PTL may subcontract its obligations under this Contract to any third party at any 
time without providing a notice to you. 

 


