Service Specific Terms _
I Px® Effective 9.1.2024

UCx and Voice Services

These Service Specific Terms are incorporated into each applicable Service Order, and collectively with the General Terms and
Conditions, form the Agreement between the Parties. Any capitalized terms not defined herein have the meaning given to them
elsewhere in the Agreement.

A. Service Description — UCx and Voice Services

“UCx” is TPx's managed unified communications solution which compiles the services and technology needed to deliver reliable, high-
performance voice & collaboration services. The Service Features and other Entitlements included in the UCx and Voice Services are
further described in the sections below.

B. Supported Third-Party Product(s) & Technical Features; Portal Access

TPx currently offers its UCx Service utilizing Software and Equipment from the following Third-Party Product Providers:

Communication Platforms (Software):

Microsoft Teams
Cisco Webex
Cisco Broadworks
TeamMate
Intermedia

Add-On Service Features (Software):

e  Akixi — Call Reporting

e EngHouse - Call Recording

¢ MondaGo - UCx Business Contact Integration
e  Mutare — Voicemail Transcription

e  Sabrhub - Text-to-Messaging Enablement

e  Xmedius - Virtual Fax Enablement

Communication Devices (Equipment):

Cisco phones and headsets

HP (Poly) phones and headsets
Yealink phones and headsets
Algo paging devices

Carriers

e Bandwidth.com

o AT&T

e  Frontier

e MetTel

Technical Features. Certain features that are inherent to the Third-Party Product(s) (“Technical Features”) may augment or limit the
availability of Add-On Service Features. TPx supports all Technical Features requisite to deliver the Managed Service and Add-On
Service Features detailed herein but may not support all Technical Features offered by a particular Third-Party Product Provider.

Communication Platform Access. User access is provided to the applicable Communication Platform(s) for Customer’s authorized
users. The software used for the Communication Platform is dependent on the respective Third-Party Product Provider. TPx will
provision read/write or administrator level access as determined by the parties during the Standard Service Onboarding. Administrative
user access may allow Customer to take certain self-managed or co-managed actions within the Communication Platform Please note
that there are additional Service Specific Terms in Section G below associated with Self and Co-Management of the Services.

C. Standard Service Onboarding; Initial Configuration & Account Enablement




Standard Service Onboarding. As a separate non-recurring Professional Services charge, TPx will provide project management and
enablement services as required to implement and configure the Technical Features and call flows and provision access to Customer’s
authorized users. Standard service onboarding is offered during TPx regular business hours. Custom service onboarding may be
required for certain deployments, which must be agreed to between the parties in a separate statement of work.

D. Managed Service Levels; Service Feature Availability

TPx offers its UCx and Voice Services designed for customers who want to leverage TPx’s experienced and certified team of experts to
administer and manage their UCx solution with the Service Features established in Table 1 below.

Table 1. Base Service Feature Availability.

Legend: “I" = Included; “MRCS$" - available with additional recurring cost; “NRC$” — available with additional Professional Services charges.

Managed Service Feature Description %
Coordinated and planned configuration changes requested by the Customer and
approved by TPx that are not a part of Standard Service Onboarding or Standard
Post-Onboarding Maintenance. | *NRCS
Configuration Requests *Large-scale or other complex changes that require, in TPx’s reasonable discretion, a '
statement of work to perform will be charged additional NRC as detailed in the
applicable statement of work.
Service incident analysis, identification of root cause and development and deployment
of a remediation plan to resolve the issue or mitigate its impacts. TPx will manage
incidents when Customer submits a service case.
*TPx may charge reasonable professional service fees: (i) to recover its costs of service
Service Support & Incident support & issue management where the issue was the result of Customer’s actions I: *NRCS
Management taken through Customer Management of the Services; or (ii) to provide any on-site !
support as requested by Customer.
Incident Management includes TPx Voice Assurance, which helps protect the Customer’s
voice services from unauthorized use. Additional details about TPx Voice Assurance can
be found at tpx.com/policies/voice-assurance-&-anti-fraud.
. Proactive reporting of any Third-Party Product end-of-support or end-of-life as
Lifecycle Management : : - .
designated by their respective manufacturers or licensors.
Periodic execution of TPx approved (i) firmware/software updates and patches as
. made available for the applicable Third-Party Products by their respective manufacturer
Standard Maintenance . . 4 - : - ; .
or licensor; and, (ii) configuration changes consistent with TPx recommended practices,
as informed by the applicable manufacturer or licensor of the Third-Party Product.
24X7X365 system-based monitoring of certain Key Performance Indicators(KPI)
Monitoring, Alerting & required for the health, performance and availability of the UCx and Voice network. See
Reporting KPIs in Table 3. below
Table 2. Add-On Service Features.
Service Feature Description Service
Level
Call Reporting Hlstorlcalhreportlpg of all calls plac_ed or received by <;|e3|gnated users. Call Reporting is MRC$
offered with varying levels of functionality, and are priced accordingly.
Call Recording Automatic recording of all calls for designated users. MRCS$



http://www.tpx.com/policies/voice-assurance-&-anti-fraud

UCx Business Contact

Application that helps integrate functionality between the UCx platform and many 3

Integrator party Customer Relationship Management (CRM) platforms. MRCS
Voicemail Transcription LI\l/lsaecihine transcription and delivery to email of all voicemails received for a designated MRCS$
Virtual Fax !Electronic transmission and receipt of facsimile messages to a designated user’s email MRCS$
inbox.
Toll-Free Geographic Routing | Allows calls to route to a different destination telephone number based on originating MRCS$
area code and prefix of the caller
Toll-Free Day of Week Routing | Allows calls to route to a different destination telephone number based on the day of the MRCS$
week the call was received
Toll-Free additional 1000 Allows a customer to purchase 1000 minutes of additional toll-free usage MRCS$
minutes
UCx Contact Center Contact Center solution that is offered as a voice or omni-channel solution. Table 3 MRCS$
below outlines the additional features that come the respective Contact Center solution.
Table 3. Contact Center Specific Features.
Feature Description UCx UCx
Contact Contact
Center - Center -
Voice Omni
Admin/Supervisor Portal Allows access to all supervisor functions, reports and | |
dashboards
Real-Time Agent Status Real-Time agents status like in-call, available, busy | |
Inbound Voice Channel Queues Allows multiple call queues to support different functions | |
i.e. Sales, Support, etc...
Automatic Call Distribution Distribute calls based on pre-selected criteria | |
Position in Queue & Estimated Wait Time Provides callers their position and estimated wait time | |
Supervisor Functions Allows monitor functions like, whisper, barge-in. | |
Customized alerts and escalation rules.
Real-Time, Historic & Graphical Reports Real-time reports for all agent channels including, voice, | |
chat and SMS. Historic reporting and graphs of agent
performance
Real-Time Dashboards Dashboards that provide Real-Time status on agents, | |
queue health, service levels and an executive summary
Analytics Dashboards - Queues Analytics of Contact Center queue performance to | |
include voice, chat, SMS and e-mail.
Analytics Dashboards - Agent Analytics of Contact Center agents to include | |
performance metrics
Archiving - Archive all Communications Archive all communications regardless of channel MRCS$ MRCS$

(voice, SMS, Chat, Email, Screen Recordings)
to safeguard your Organization, enabling
easy monitoring and retrieval.

Call Recording

Allow for Call Recording

Pre-built CRM Integrations (Dynamics,
Salesforce, Zendesk, Slack)

Allow for integration for supported CRMs(Note
unsupported CRMs require a professional services
engagement)

Agent Desktop & Web Application

See Supported Equipment and Software

Scheduled and Custom Reports

Allows for reporting on all channels

Customizable IVR

Interactive Voice Response that can be customized and
support multi-languages

Skill-Based Routing

Allows routing based on agent skill level

Geo-Routing

Route calls differently based on where in the country they
originate

Custom Agent Status

Add agents statuses beyond the standard




Real Time Customizable Threshold Alerts

Set alerts based on thresholds(for example callers in
queue)

Queued Callback & Queued Voicemail

All callers the option to request a callback or leave a
voicemail

Emergency Queue Bulletins

Temporary messages that can notify callers of urgent or
important updates

Post-Call Surveys

Customizable Post-Call surveys to measure customer
satisfaction

Text-to-Speech

Converts text to speech typically used with an IVR

Call Scripting

Allows scripts for agents to follow during calls

Outbound Voice & Blended Channel Queues

Designed for proactive customer outreach, allows agents
to initiate calls to customers

Outbound Dialer (Scheduled Power Dialing)

Allows multiple outbound calls that connect an agent
when a call is answered

Standard Work Force Management

Provides a Scheule Manager(schedule agents), Elevator
Dashboard(Scores Agent Performance) and allow agents
to set availability across channels

Professional Services)

with the standard offering

Chat Channel Queues Allow agents to receive messages via chat MRCS$ |

Email Channel Queues Allow agents to receive messages via e-mail MRCS$ |

SMS/WhatsApp Channel Queues Allow agents to receive messages via SMS or WhatsApp MRCS$ |

Dynamic Notification [Voice, E-Mail, & SMS] Notification for when non-voice messages arrive MRC$ |

Schedule Manager Allows admins to schedule agents in various queues MRCS$ |
based on work schedule

Al Agent Evaluator [Identify Topics, Allows admins to get analytics on agent performance MRCS$ |

Sentiments, Highlight Keywords for coaching, | including, number of calls

and Performance Improvements.] answered, customer sentiment and time on calls.

Screen Recording Allows recording of the agents screens MRCS$ |

Custom CRM Integration (Requires SOW and | CRM Integration with a CRM not listed under “Additional NRCS$ NRCS$

Professional Services) Information” below

Custom Work Force Management (Requires Work Force Management not provided by the standard NRCS$ NRCS$

SOW and Professional Services) offering

Custom IVR Integration (Requires SOW and Additional IVR requirements beyond what is provided NRC$ NRCS$

KPIs & Support Priority Levels

The KPIs for monitoring, alerting and reporting are as set forth in the table below. TPx will treat an incident that is either triggered by an
alert or raised by Customer through a support case associated with each KPI based on the assigned Support Priority Level, as defined
within the Service Level Agreement found at https://www.tpx.com/legal/sla/

Table 4. KPIs and Support Priority Levels.

KPI Monitoring Alerting Reporting Description
Realtime monitoring of the availability of the hosted collaboration
Platform - .
X platforms. Platform availability can be viewed at
Up/Down L .
https://tpxcommunications.statuspage.io/

Service Commencement & Delivery; Initial Service Term & Billing

TPx will contact Customer to initiate the Standard Service Onboarding process within 72 business hours of the mutual execution of the

applicable Service Order. During the Standard Service Onboarding process, the Parties will mutually agree to a targeted Service

Commencement and Service Delivery Date, as evidenced in writing (email sufficient).

For UCx:



https://www.tpx.com/legal/sla/
https://tpxcommunications.statuspage.io/

Service Commencement means that TPx has placed the order with the respective Third-Party Product Provider(s) for the Equipment
and Software (as applicable).

Service Delivery means that TPx has completed the Standard Service Onboarding and otherwise delivered the Service, which is
available for Customer’s use.

The Initial Service Term will begin on the date of Service Delivery for each respective Service Location, and continue through the Term
identified in the applicable Service Order. TPx will generally accommodate small changes to the target Service Delivery Date; however,
where Customer unreasonably delays the Service Delivery or otherwise fails to fulfill its obligations under Article VI of the General
Terms and Conditions preventing TPx from completing Service Delivery on the target Service Delivery date, then the Initial Service Term
will begin on the target Service Delivery Date. Billing for the Service will coincide with the beginning of the Initial Service Term.

Additional Service Specific Terms

1. Customer Self-Management or Co-Management. Where TPx provisions read/write or administrative user access to the
Customer in the Communication Platform, Customer will have access to modify and otherwise reconfigure Technical Features
and other aspects of the Services (“Customer Management”). Customer takes full responsibility and TPx disclaims all liability
associated with any degradation in the Service quality or security resulting from actions taken by Customer through Customer
Management.

2. Bring Your Own Device (BYOD). Where expressly noted in the Service Order, TPx will agree to manage Equipment that is
provided by Customer and not purchased through TPx. Equipment included as BYOD will not be considered an Excluded
Product.

3. Usage Fees Arising from Fraud. While TPx’s Voice Assurance & Anti-Fraud Policy is intended to help protect Customer’s voice
services from fraudulent calls, TPx cannot guarantee that such calls will not be successfully placed or received by Customer.
Customer should take its own additional precautions to help prevent fraudulent calls and remains responsible for applicable
usage fees regardless of the nature of the call.

4. STIR/SHAKEN Protocols. In compliance with applicable FCC rules, TPx has implemented reasonable safeguards that help
ensure outbound calls placed by Customer are valid and not fraudulent. Where Customer chooses to use its own numbers (not
provided by or ported to TPx), Customer must provide TPx with reasonable substantiation that it owns the number or
otherwise port over the number to TPx. Any call originating from Customer-owned numbers that are not substantiated with
TPx could be blocked or given a B attestation resulting in flagging as SPAM as a part of the TPx STIR/SHAKEN Protocols
until Customer has adequately substantiated its ownership.

5. Training. TPx provides complementary training for basic phone functionality, UCx with Webex and administration during
implementation. Additional training can be requested after implementation for a fee.

6. Third-Party Terms.
e Microsoft Teams — applicable licensing is through Customer’s partner of record (which may be TPx where Customer has
also purchased MSx0365). Where purchased through TPx, details of those license requirements can be found under the
MSx0365 Service Specific Terms.

e Cisco Webex - access and use of the Cisco Webex services are subject to the following terms:

o The Cisco Privacy Policies at https://www.cisco.com/c/en/us/about/trust-center/webex.html; including the
Cisco Privacy Data Sheets for Webex Meetings and Webex App found at
https://trustportal.cisco.com/c/r/ctp/trust-portal.html#/customer_transparency

o The Cisco End User License Agreement found at www.cisco.com/go/eula.

e Cisco Broadworks — use of the Broadworks platform is authorized under the Cisco-TPx license agreement. No pass-
through EULAs or other Third-Party Terms are required for Customer to leverage the platform; however, Customer must
adhere to all provisions of the Agreement, including, without limitation TPx’s Acceptable Use Policy.

e  Akixi — access and use of the Akixi services are subject to the Akixi Terms of Service found at
https://www.akixi.com/terms-of-service/

e EngHouse - use of the EngHouse services is authorized under the EngHouse-TPx agreement. No pass-through EULAs or
other Third-Party Terms are required for Customer to leverage the service; however, Customer must adhere to all
provisions of the Agreement, including, without limitation TPx's Acceptable Use Policy.

e Intermedia- use of the Intermedia services is authorized under the Intermedia-TPx agreement. Terms of Service can be
found at Intermedia Brand Portal

e MetTel- use of the MetTel services is authorized under the MetTel-TPx agreement. No pass-through EULAs or other Third-
Party Terms are required for Customer to leverage the service; however, Customer must adhere to all provisions of the
Agreement, including, without limitation TPx’s Acceptable Use Policy.


https://www.cisco.com/c/en/us/about/trust-center/webex.html
https://trustportal.cisco.com/c/r/ctp/trust-portal.html#/customer_transparency
http://www.cisco.com/go/eula
https://www.akixi.com/terms-of-service/
https://assets.cloudassethub.com/guidelines/guide/917fe3f6-7d8d-4ae4-a5da-83349ea4887b/page/e3bf203a-1fc3-4a04-b540-30820af34f3f

MondaGo - access and use of the MondaGo software is subject to the license agreement presented to customer when
first accessing the software.

Mutare - use of the Mutare services is authorized under the Mutare-TPx agreement. No pass-through EULAs or other
Third-Party Terms are required for Customer to leverage the service; however, Customer must adhere to all provisions of
the Agreement, including, without limitation TPx’s Acceptable Use Policy.

Sabrhub - use of the Sabrhub services is subject to the Sabrhub Terms of Service found at
https://www.sabrhub.com/terms-of-service.

TeamMate- use of the TeamMate services is authorized under the TeamMate-TPx agreement. No pass-through EULAs or
other Third-Party Terms are required for Customer to leverage the service; however, Customer must adhere to all
provisions of the Agreement, including, without limitation TPx’s Acceptable Use Policy.

Xmedius — use of the Xmedius services is authorized under the Xmedius-TPx agreement. No pass-through EULAs or
other Third-Party Terms are required for Customer to leverage the service; however, Customer must adhere to all
provisions of the Agreement, including, without limitation TPx’s Acceptable Use Policy.


https://www.sabrhub.com/terms-of-service

