This contract is to increase our current monthly calling plan for our new phone system. We are
currently on a plan that allows 5,000 incoming and 5,000 outgoing minutes per month. When
we were first deciding on a plan, we did not know how many minutes we would need a month
as Windstream only tracked the number of outgoing long-distance minutes we used a month.
Qur account rep advised we couid start with the lower plan and increase if needed once we
implemented the new phone system. We have now been on the new phone system for 2
months and can see that we need to increase our monthly allotment to avoid being charged
overage fees. This contract is to increase to the next plan, 15,000 incoming and 15,000 outgoing
minutes per month. This will increase our monthly cost from $439.84 to $596.81. | need to ask
for the Court to approve the new contract and allow Judge Benton to sign all necessary
documents.

Thank you,
Jessica Moster
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SERVICE ORDER NO. 2 TO MASTER SERVICE AGREEMENT (MSA #711303)

Client Information _ Services Being Ordered By BCM One
‘Client Name: Montague County Courthouse Services: SIP Servtcas Select
Billing Address: PO Box 56 Fl/Ste; | Services: Toll Free Services: Select
Billing Address 2: Montague, TX 76251 Services: Selaci Services, Select
Billing Contact Name: Jessica Thomas Services: Selact Services: Splact
Billing Contact Numbar: 940-894-2549. Services: Selact Services: Select
Billing Contact Email: jthomas@montaguesheriff.com Tax Exempt (attach forms): Select

*If applicable, please complete technical raview ASAP ta ensure prompt order placement.

This Service Order No. 2 to Master Service Agreement (MISA #711303), together with tha attached Rate Schedule(s) (this “Service
Grder”) is entered into by and between BCM One, Inc., a New York corporation with its principal offices at 295 Madison Ave., 5% Floor,
New York, NY 10017 (“BCM One") on benalf of itself its affiliated entities, successors and assigns and Montague County Caurthouse,
with-affices at 11339 Hwy 58, Montagug, TX 76251 (“Client”). By signing this Service Order and/or using the Service(s] Client consents
tathe terms and canditions set furth herein, the MSA, the BCM One Standard Terms and Canditians (the "Terms and Conditions”) and
any applitable Service Addendums and/or service level agreements (collectively the “Agreement”), This Service Order may be subject
to Client meeting BCM One's standard credit réquiremants, which may be based on commercially avallable credit reviews, to which
Client hereby consents. Notwthstandmg anything to the contrary contained herein or In any other document, no individual circuit
(fractional DS1/T1 or greater) shall have a term of less than twelve (12) months from the date the circuit isinstalled. Unless otherwise
agreed, Client must deliver to BCM One all pertinent Client information réquired to deliver any Service within: five (S) days of the
Effective Date.

The Service(s) vrdered herein are governed by this Service Order, the MSA, the Terms and Conditions, any applicable Service
Addendums or service level agreements.

1. Unless otherwise specified, all capitalized terms used herein shall have the same meaning as dafined in the Agreement.

2, This Service Order shall becorne effective upon the Effective Date and the initial term of service hereunder shall commence
on the first day of the first full billing cycle in which all of the services ordered hereunder are instzlled or implemented and shall
continue for sixty (60) consecutive months thereafter (the “Service Initlal Term"). Upan expiration of the Service Initial Term, this
Service Order will be:automatically renewed for sugcessive terms each egual in length to that of the Service Initial Term (each an
“Service Renewal Term” and together with the Service Initial Term, the “Service Term”), Unless sither party has delivered written
netice of its intent to terminate the Services ordered purswuant 1o this Sérvice Order at least sixty (60) days prior to the end of the
Service Term. The Term of the MSA is hereby extended by such period of time so as to expire upon the expiration of the Service
Termsa as o provide for the effectiveness of the terms and gonditions of the MSA with respect to the provisicn of Services under
this Service Order without extending the termiof any of Client's ather services.

3. There will be a Plan Monthly Minimum Commitment ("PMMC”) during the Service Term. Each month’ during the Service
Term, Clientagrees to pay BCM One ne less than five hundred ninety-six dollars and eighty-one cents ($596.81), (the “PMMC™)
in Total Service Charges (as defined in the Terms and Conditions), subject te an adjusiment in the avent of términation or non-
renewal. ‘All Services provided are'subject to the terms and conditions contained in the Agreement, Either party may terminate
this-Service Ordér or a Service without cause during the Service Term upan sixty (60) days prior written notice, subject to the
Terms and Conditions.
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4. Upon the signature of the last party ta sign this Service Order #2, the parties’ obligations pursuant to Service Order #1 shall
cease, with the exception that Client remains obligated To pay all charges pertaining to Service Order #1 which may be incurred
through and including the date that all services and obllgations pursuant fo Sarvice Order #1 are replaced by the services and
obligations. contained in this Service Order #2. However, in the event that Service Order #1 is not replaced by the Services
contained in this Service Order #2, Client’s obligations with respect to Service Order #1 shall not cease.

5.This Service Order, together with the other documents that make up the Agreement, constitute the complete and exclusive
understanding and agreement between the parties with respect to the subject matter hereof, and supersedes anyand all prior ar
contemporangous understandings or agreements of the parties. In the event of 2 conflict between the express terms of this
Service Order, the MSA, the Terms and Conditions or Service Addendums, this Service Order shall govern; however, unless
expressly modified herein, all terms set forth in the Agreement will remain urichanged and in full force and effect, and the
Agreement is hereby ratified and confirmed by the parties. This Service Order cannot be amended, waived. changed, modified,
or discharged except by an instrument in writing executed by both parties, 7

B. This Service Order may be executed in any number of coitnterparts, each of which shall be deemed ta be ap eriginal, and
all of which together shall constitute one and the same instrument notwithstanding that all parties are not signatories to each
counterpart. Facsimile and digital signatures shall be treated as original signatures for the purpose of enforcing this Service Order.

8y signing below, the parties agree to the foregsing and have executed this this Service Order as of the date first written below (the
“Effective Date").

CLIENT BCM ONE, INC,

By:
Name:
Title:
Date:
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bl;:m I one Montague County Courthouse

ORDER SUMMARY

}11335 STATE HIGHWAY 59 N, MONTAGUE, TX 76251 \ NVSIP Hﬁﬂ Mths 5596.81 ‘ S0,00

 —————— e Order Totat | IR | TR
ORDER DETAIL BY LOCATION

11339 STATE HIGHWAY 59 N, MONTAGUE; TX 76251

250 Plan: [15000) Ourbsunrd MOU;/(15000] Inbound MOU: 500 TF MOU: (1) Tall Free Nember {sE usage

tates); (25] DIDs; [25) Invoune & Dutbaund calter 195: (1) # Disaster Recovery Plar: (1) E311'Lacation: Atcese
1o'Custorér Portal 1 $268.00 $262.00
nVFax Uries [w 400 pages) 19 516,99 s372.81
Adititloiial E91] Logations 55.00
TFN Port Fes §0.00 s0/00
LNPIn 50.00 50.00
Rates Per inute - Rite/vin
Quibound Csiling Ovarage: 50,0180 50,0180
Inbourd Calling Overspe 1 50,0180 50,0180
Tdll Fres Melered Rate 1 50,0240 50,0240
$598.81 $0.00
Order Totals NRC
5586,81 50.00

Imgortant information:
Allicireyis aivd lines instaligd by BOW One shall be brought 1o Clignt's [acation minimum point of eatry (MPOE], Any exrension beyono tnls paint shall be
chargeable by BCM Gne ar thi then eurrent time and material rete,

L7 W ot e, o a2 T2

- o P
Prirtad Name: Kevin Benton Initials = T
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SIP SERVICE E-911 AND SERVICE ADDENDUM

The partles acknowladge and agree that all Services provided pursuant to this Service Addendum will be provided by BCM One, Inc.
("BEM Gne"} 10 Client pursuantto the terms of the parties Agreement. The parties agree that solely with respect to the BCM Qne SIP
Services (hereafter “SIP Services” or “Services”) the following terms shall supplement the terms set forth elsewhere in the Agreament
and in the event of a conflict with such térms, thesa 5IP Service terms shall govern with respect to the SIP Seérvices. Unless otherwise
specified hereln, all capitalized terms shall have the same meaning as defined in the Agreement.

UNLIMITED VOICE SERVICES. BCM One reserves the right ta periodically review usage levels of unlimited miriute sérvice plans to
ensure that Client is not abusingsuch plan and/or using such service In vielation of the tarms of this Service Addendum and BCW One’s
Acceptable Use Policy. If such an abuse or violation is discovered, BCM Ong may terminate or adjust.the plan as appropriate. Client
agrees to use the unlimited minute service plans for traditional vaice of fax calls of duration comparable to that of the average small
business clients presently utilizing BCM Qne’s SIP Service and will not employ methods, devices er procedures to také advantage of
unlimited plans by using the voice or fax services excessively or for means not intended by BCM Qne. Excassive use is-defined by BCM
One as use that substantially exceeds the average call volume or duration used by all other BCM One unlimited plan clients, and
attempting to originate or terminate multiple concurrent phone calls through any single line of servige. The fotl'owing_types of services
are specifically prohibited and may not be accessed through BCM One’s unlimited voice service plan: monitoring services, transmission
of broadcasts or transmission of recorded material. BCM One may terminate Client's service or change Client's service plan if, in its
sole discretion, BCM Dne determines that Client’s use ‘of the unlimited plan violates this prohibition, is ctherwise “unreasenabla’ ar
results in abuse of the unlimited minute serviceplan.

BCM One shall consider Client’s use of this Service to be “unreasanable’ and therefore subject to immediate termination if Client:
1. re-sells, re-brands, re-supplies, re-markets or commercially exploits BOM One’s Unlimited Service, without our written
consent, in order 1o aggregate traffic from more than one client over an “Unlimited” line ortrunk;
2, sets up routing functionality such that only outbound long-distarice traffic is sent over the Unlimited Service; or
3. engages in any other conduct which is fraudulent, Nlagal, harassing or results in significant network congestion, or
degradation,

BCM One shall consider Client's use of cur SIP Service to be "abusive” and subject to immediate termination or adjustment if Client
ytilizes:

1. autodlaling, predictive-dialing, or robo-dialing;

2. continuous, repetitive or extensive callforwarding;

3. harassing, threatening or abusive calls;

4. unsolicited calls if such unsolicited activities could reasonably be expected to, or actually doin fact, provoka complalnts:

5. false information far Client or any users of the SIPService;

6. conhtinuous or extepsive chat line or conference call participation:

7. free canference calling ar similar services that participate In traffic simulation practices of schemas that result in excessive
charges;

& repetitive andfor continuous messaging or calling to the same destination numberif such activity could reasanably be
expected to, or in fact actually does, provoke complaints;

9. long duration calls {defined as calls to the same number in excess of faur{4) hours (continuous ar curmulative) within 3
twenty-four (24) hour pericd) and/or calls placedto specific numbers/destinations far the purpose of generating charges
or fees for or with a third party;

10. ‘calls that do not consist of uninterrupted live human voice dialog by and between natural human beings:

11. continuaus call sessign connectivity;

12, fax broadcasting;

13. faxblasting;

14. telemarketing: or

15. any otheractivity that would be inconsistent with reasonable business use patterns, which cause network cangestion ar
jeapardizes the integrity of BCM One’s netwark.
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911 / E911 DIALING SERVICE GUIDELINES

EMERGENCY SERVICES- 911 DIALING & NON-VOICE SYSTEMS.

Minimum Reguirements: Due to FCC nulings and regulations, all Clients who are using BCM One SIP Services as thelr primary business
telephone carrier must activate 911 Emergency Services on at least one DID per location.

Non-Availability of Traditional 911 or E911 Dialing Service:

Client acknowledges and understands that the Service does NOT suppert traditional 911 or E911 access to emergency services, BCM
One offers a limited 911-type service and that service is different in several important ways (some, but riot necessarily all, of which
are described in this Service Addendum) from traditional 911 service. Client agrees to infarm any it's end users and third persons who
may be present at the physical lacation where Client utilizes the Service of the non-availability of traditional 311 or £911 dialing from
Client’s SIP Service and equipment.

Deascription of 911-Type Dialing Capabilities — Activation Required:

BCM One offers.a 911-type dialing service In certain areas within the U.5. (but may not affer such sarvice in certain areas of the US
ar non-U.5. locations) that is different in several important ways from traditional 911 services. Unless Client makes changes when
Client dials 911, Cliant’s call will be routed from the BCM One network to the Public Safety Answering PoinlU(PSAP) or local emergenay
service personnel designated for the address that Client Jisted at the time of activation. Client acknowledges and understands that
when Cllent dials 911 from Client’s equipment it Is Intended that the eall will be routed to the general telephone number for The PSAP
or local emergency service provider and may not be rauted to the 911 dispaicher(s) who are specifically designated to receive incoming
911 calls using traditional 911 dialing. Client acknowledges and understands that Client’s 911 call may not be reuted to a PSAP but
instead may be routed to a central call center where Client will have to pravide Client’s location: BCM One relles on third parties for
the forwarding of Information underlying such routing, and accordinigly, BCM One and its third-party provider(s) disclalm any and 3l
liability or rasponsibility in the event such information or routing is incorrect. As described herein, this $11-type dialing currently is
NOT the same as traditional 911 or ES11 dialing, and at this time; does not necessarily include all of the capabilities of traditional 911
dialing. Nelther BCM One nor its offlcers, directars, employees, affillates, agerits direct or Indirect subsidiaries may be held lizble for
any claim, damage, or loss, and Client hereby walves any and all such claims or causes of action, arising from or relating to 311 dialing.
Client agrees to indemnify and hold harmlsss BCM One and its third-party provider(s) from any claim or action arising out of misroutes
of 911 calls, including but not limited to Client failure to follow torrect activation procedures for 911 calling or Client provision to BCM
One of incorrect information in connection therewith, As described above, all calls dialed by handset extensions Included in Client’s
account with BEM Oné will be routed from the BEM One network to the PSAP or local emergency service personnsl designated for
the address that Client listed at the time of activetion. In the-event that Client equipment is used In multiple locations, or in the event
that one or more items of equipment arz used in multiple locations, end users designated as administrators an Client’s account may,
at Client's option, create additional service locations and associate Client equipment to specific locations for the purposes of routing
calls ta the loeal PSAPs for such locations. Individual end users may assign and re-assign their current location on'an as-needed basis.
Those updates can be made by opening & ircuble-ticket with BCM'One (froubleticket@bemone.cam}). It is Client's sgle responsikility
to request these changesand to ensure that all of its end users and other third persons who may be present ai the physical location(s)
where Client utilizes the Service are aware of this option.

Service Dutage

Pawer Failure or Disruption: Client acknowledges and understands that 911 dialing does not function in the event of a power failure
ar gisruption. Should there be aninterruption.in the power supply, the Service and 211 dialing will not function until power is restoréd.
A power failure or disruption may reguire Client to reset or reconfigure equipment prior to utilizing the Service or 211 dialing.
Broadband Service / ISP Dutage or Termination / Suspensian or Termination by BCM One: Clignt ackrnawlédges and understarids
thal service outages o1 suspensian or terminaticn of service by Client's broadband provider and/ar ISP ar by BCM One will prevent
-ALL Service including 911 dialing.

Service Dutage Due to Suspension of Client Account: Clignf acknowladges and understands that service ouiages due to suspansion
of Clignt-account as a result of bilfing issues will prevent ALL Service, including 911 dialing,

Other Service Outages: Clisnt acknowlédges and understands that if there is a service autage for ANY reason, such outage will prevent
ALL Service, including 911 dialing. Such putages may occur for a variety of reasons, including, but not limited to those reasons described

elsewhere in this Service Addendum. ]
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Limitation of Liability and Indemnification: Client acknowledges and understands that BCM One’s liability is limited {or any Service
outage and/or inability to dial 911 from Client’s line or te access emergency service personnel, as set forth In this Service Addendum.
Cliem-agreesta defend, Indemnify, and hold harmiless BCM One, its officers, directors, employees, affiliates, agents, direct and indirect
subsidiaries and any service provider who furnishes services fo Client in connection with the parties Agreement; fram zny and =ll
claims, losses, damages; fines, penalties, costs and expenses (including, without limitation, reasanable attorneys’ fees) by, ar on behalf
of, Client or any third party.or user of Cllent’s Service relating to the absence, failure or outage of tHe Service, including 911 dialing
and/er inability of Client ar-any third person or party or user of Client’s Service to be able to dial 911 or to access emergency service
‘persannel.

Failure to Designate the Correct Physical Address When Activating 811 Dialing; Failure to provide the current and correct physical
address{es) and lecation|s) of Client equipment Wil result in any 911 communications Client may make being routad to the incorrect
local emergency service provider. This must be the actual physical street address where the equipment is lotated, not a post office
box, mail drop or similar address.

Requires Notification If Client Changes, Adds or Ports New Numbers: Client acknowledges and understands that 911 dialing does not
function if Client changes Client’s phone number or (for such newly added or parted numbers) if Client adds or parts new numbers to
Client's account, unless and until Client has successtully notified BCM One of the correct address for Client’s changed, newly added or
newly ported number.

To ensure any E911 call Is routed properly Client must set Client outbound caller 1D value to the specific 10-digit number (DID) Clism
Is'purchasing E911 service for, This is how the BCM Ope network identifies Client and Client's location to determine which PSAP the
call get routed to.

NOTE: Failure te set the correct caller 1D value will resait in o non-refundable surcharge per each incorrectly configured E911 call.

Requiras Notification if Client Moves or Changes Location: Client acknowledges and understznds that 811 dialing does not function
properly orat all if Client moves or otherwise changes the physical location of Client equipment to a different street address. unless
-and until Client has successfully notified BOM One of such change in location and the correct address. Fallure to provide the current
and correct physical address(es) and location(s) of Client equipment will result inany 911 dialing Client may make being routed to the
Intorrect lacal émergency sarvice provider.

NOTE: Failure to register a valid physical address to the number Client is calling from will result ina non-refundable surcharge per
each incorrectly configured E911 call.

Possibility of Network Congestion and/or Reduced Speed for Routing or Answering 911: Due Lo the technical constraints on the
manner in‘which It is possibleto provide the 811 dialing feature for the Service at this time, Client ackrowledges and understands that
there is a greater possibility of network congestion and/or reduced speed in the routing of 3 911 communication made utilizing Client
equipment as compared to traditional 911 dialing over traditional public telephone networks. Client acknowledges and untierstands
that 511 dialing fram Client equipment will be routed to the general telephone number for the locsl emergency sérvice providér and
‘will not be routed to the 911 dispatchers) who are specifically designated to receive incoming 911 calls at such local provider’s facilities
‘when suchi calls are rauted using traditlonal 911 dialing. Client acknowledges and uriderstands that there may be a greater possihility
‘that the general telephone number for the local emergency service provider will produge a busy signal or will take longer to answer,
as compared to those 911 calls routed to the 911 dispatcher(s) who are specifically designated te recelve Incoming 912 calls using
traditional 911 dialing. Client acknowledges and accepts that BCM One relies on third parties for the tarwarding of Information
underlying such routing, and accordingly BEM One and its third-party provider(s) disclaim any and all liakility or responsibility in the
event such information or routing fs incarrect. BCM One its officers, directors, employees, affiliates, agents, direct or indirect
subsidiaries may not be held liakle for any claim, damage, or loss, and Client hereby waives any and all such claims.or causesof action,
arising from or relating to 511 dialing unless It is proven that the act 'or omission proximately causing the claim, damage, or loss
constitutes gross negligence, or intentional mistonduct on the part of BCM One. -

Automated Number identification: At this time in the technical development of BCM One 211 dialing, it may or may niot be possible
for the Public Safety Answering Point (PSAP) and the local emergency personnel to i'de‘nt'rfy Client’s phene number when Client dials
911. BEM One’s system is tonfigured In most instances to send the automated number identification information; howeéver, one or
more telephane companies, not BCM One, route the traffic to the PSAP and the PSAP itself must be able to recejve the infarmation
and pass it along properly, @nd PSAPs are not yet always technically capable of doing se. Client acknowledges and understands that
PSAP and emergency personnel may or may not be able ta idemtify Client’s phone niumber in order 1o call Client back if the call s
unable to be completed, is dropped ar disconnected, or if Client is unable to speak to tell them Client’s phone number and/or if the
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Service is not'operational for any reason, including withaut limitation those listed elsewhere in this Service Addendum.

Automated Location Identification: At this time in the technical development of BCM One 911 Dialing, it is not possible to transmit
identification of the address that Client has listed to the Public Safety Answering Point (PSAP) and local emergency perspnrie? for
Client’s area when Client dials 911. Cllent acknowledges and understands that Client will need to state the nature of the emergency
promptly and clearly, including location, as PSAP and emergency personnel will NOT have this informaticn. Client acknowledges and
understands that PSAP and emergency personnel will not be ableto find Client Iocation ifthe call is unableto be campleted, is drofped
or disconnacted, if Client is unable to speak ta tell them the location and/or if the Service is not operational for any reasan, including
without limitation those listed elsewhere in this Service Addendum.

Alternative 911 Arrangements: Client acknowledges that BCM One does notoffer pri mary line or lifeline services: Client should always
ha\{e-an algemati'\‘gc‘means of accessing traditional E911 services. Client acknowledges that the equipmentand Services do not support
911 emergency dialing or other emergency functions. Client agrees to notifyany user ofthe Services, who may place calls using Client’s
phone services, of the 911 [imitations, BEM One advises Client to maintain an alternative means of accessing traditional 911 services
such as traditional telephanes and cellular phones.

Non-Voice Systems: Client acknowledges that the Services are not set up ro function with outbound-dialing systems including home
security system,‘medicai monitoring equipment, satzllite television systems, credit card terminals, alevatar lines and some facsimile
systems. Client will have noclaim agatnst BCM One for interruption or disruption of such systems by the Service,.

Force Majeure: BCM One is not responsible or liable to Client for its failure to performany of its abfigations caused by a Farce Majeure
agz defined in the parties Agreement.

TELEPHONY HARDWARE.

Telephony rentals and new hardware {“Telephony Hardware” or “Devices”) is gre-configured by 8CM One, Client may not change the
electronic serial number ar equipment identifier on any Device or perform a factory resetting on any Device. Client understands and
accepts that may not make its own changes to these Devicas while using the Service. Client made configuration changes tan cause the
Service to become disabled. Client will be charged a professional service fee by BCM Gne for reconfiguring Devices that have been
tampered with

Any Telephony Hardware purchased through BCM One s the property of Client. There is a limited one (1) year warranty on all
Telephony Hardware. Damage caused to any Device outside of manufactures defect is the responsibility of Clierit. This inclutes, but
may not be limited to power surges, theft, water damage or damage. due to improperly securing Devices.

BCM One does not provide any warrarnties for previously purchased Davices from other sources beyond BOM Ong that have been
reprovisioned on the'Service. There are many variables such as Device firmivare versions that are introduced with Telephony Hardware
that is ngt providad fram BCM One;

Upon reguest BCM One may provide a list of Device manufactures and models that can be reprovisiened on BCM One SIP platform. it
is Client’s respunsibility te ensure any reprovisioened Devices are set to the correct firmware BCV One supports. Nan-compliant
firmware can affect the users experience Which may not be carrectable by BCM One technical suppart. BCM Qne may charge a fes for
existing Devices that are reprovisioned to BCM One SIP Service unless otherwise noted in the Agreement.

Additional Terms. Client acknowledges that in the event that it is not utilizing BCM One managed internet services for thess SIP
Services, the SIP Services will be provided without a binding Service Level Agreement, which means there is no mean time te repair
(“MTR"). Accordingly, if Client has a service issue, including but not limited to a service issue caused by a Client network outage, Client
providad equipment ("CPEY), Client netwark eonfigurations and/or Client provided internet services that may cause degradation ta
the SIP Sérvice, BCM One will not issue credits to Client for its downtime 6r degradation of services. Mareover, Client shall ensure
that the SIP Service will not be used for the transmission or receipt of data, including but not limited to faxes, point of sale terminals,
credit card authorization terminals oralarm lines, Alarm lines are nolsupported by the SIP Service due to the method by which alarm
lines signal the central menitering station (e.g--na errer correction, no facilities far jitter and/or delay, and the like)..
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BCM One SIP Service Level Agreement

This Service Level Agreement (“SLA”) sets forth the performance metrics applicable to BCM One’s SIP Services {the
“Service”). The provisions of this SLA state Client's sole and exclusive remedies for Service interruptions and Service

deficiencies of any kind. Unless otherwise specified herein, all capitalized terms shall have the same meaning as defined
in the Agreement.

Definitions

The following terms and definitions shall be used in this Service Level Agreement:
Force Majeure — As defined in the Client's BCM One Master Service Agreement.

Local Loop - A “Local Loop” is the physical connection provided by a third-party service provider delivering physical
connectivity between the Client and the BCM One network and service facilities.

Measurement Period — The measurement period begins on the first day of each calendar month and ends on the last day
of the same calendar month. For service initiation, the measurement period begins on the first day of the next fuil month
after service is initiated. For service termination, the final measurement period is the last full month prior to service
termination.

Outage — An Outage Is defined as the Client’s inability to make or receive any telephone calls because of application or
network issues related solely to network elements directly under the exclusive control of BCM One.

Scheduled Maintenance - means any time period during which the Service will not be available as determined by BCM
One with notice to Client via email or other communication at least three (3) days before maintenance is scheduled to

begin.

SiP Trunk — A “SIP Trunk” is a virtual pipe that utilizes to provide SIP service. A single SIP Trunk may have multiple
concurrent call sessions associated with it. '

Service Availability

Service Level Commitment

BCM One is committed to maintain an end to end, Service and Network Availability (as defined below) of 99.9 %.

Required Client Participation for SIP Trunking Users

StP Trunking Clients will review and implement BCM One redundancy and security measures for using BCM One service
as outlined in the implementation and planning guide which will be provided to Client when the Service is onboarded.
Failure to set up BCM One redundancy measures will void this SLA.
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Measurement

The availability of the Service (“Network Availahility”) is measured by “Network Downtime”, which exists when a particular
BCM One Port is unable to transmit and receive data. Network Downtime is measured from the time a trouble ticket is
opened by the Client to the time the Affected Service is again able to transmit and receive data. “Affected Service” means
the Port that fails to meet the applicable Goal. If Client is due credits pursuant to this SLA, Client may not leverage any
other SLA(s) and apply it to the same event.

“Service or Network Availability” is the ratio of time the core service and network are capable of accepting and delivering
information to the total time in the Measurement Period. Service and Network Availability is expressed as a percentage.

Components Included
This is a Service and Network wide measurement.

Components Excluded

The following shall be excluded from any service or network outage time when calculating the Service and Network
Availability (“Excused Outage”):

s Service and/or network downtime during any scheduled or emergency maintenance periods.

¢ Service interruptions, deficiencies, degradations or delays during any period in which BCM One or anyone
on its behalf are not afforded access to the premises where access lines associated with the Service are
terminated or BCM One Equipment/Hardware is located.

e Service and/or network downtime due to Force Majeure.

e Failures due to the Local Loop facilities.

s Client's own negligent, reckless or intentional acts or omissions.

» Service and/or network downtime due to failure of any network or system provided by Client or any third
party.

e Service downtime or failure due to transport services provided to Client by a third party.

e Service and/or network downtime due to incorrect routing, setup, or provisioning of Client’s IP PBX or
other CPE, which is the responsibility of Client regardless of who provided the equipment.

s Service downtime related to any lines added, removed, or re-configured during the month.

¢ Service downtime associated with lines used as backup or alternate routes.

s “No Trouble Found” trouble tickets.

Service and/or Network Availability Remedies

Upon notification by the Client and verification by BCM One that the Service and/or Network Availability is below the
committed Service and Network Availability for the Measurement Period, BCM One shall apply a credit equal to ten
percent (10%) of the monthly service charge for the affected SIP Trunk pursuant to the parties Agreement. Such credit
shall be Client's sole and exclusive remedy for BCM One's failure to meet the committed Service and Network Availability.
Client must request credit within sixty (60) days of the validated Outage. BCM One reserves the right to determine if an
Outage is considered a validated Outage. Requests for credits may take up to 30 days to research and review; Client
remains responsible for paying its invoices and will receive a credit after the 30-day review period.

Page 2 of 3
v. April 2021




Mean Time to Respond

Service Level Commitment

BCM One will use commercially reasonable efforts to maintain a maximum Mean Time to Respond of two (2) hours. BCM
One will accept trouble calls from Client 24 x 7 x 365. All calls should be made to 888.543.2000. Client may also contact
BCM One by opening a trouble ticket. Within two (2) hours of opening a trouble ticket, a BCM One representative will
attempt to contact the Client and inform the Client of the Estimated Time to Restore (“ETTR"). If a significant change in

the ETTR occurs, BCM One will attempt to provide an update to the ETTR to the Client. All trouble tickets should be directed
to troubleticket@bcmone.com.

Mean Time to Restore

Service Level Commitment

BCM One will use commercially reasonable efforts to maintain a maximum Mean Time to Restore of four {4) hours,

Maximum Aliowable Remedy

At no time will multiple remedies be provided to the Client for the same, similar or related problems on the same 5IP
Trunk. Client's sole and exclusive remedy for BCM One's failure to meet the committed Service Availability or other failure
to meet the foregoing guidelines shall be the credit outlined in the applicable section. The maximum allowable remedyin
a given Measurement Period will be ten percent (10%) for each line or user service affected.

THE CLIENT UNDERSTANDS THAT THE SERVICES, NETWORKS AND EQUIPMENT REFERRED TO HEREIN WILL BE FURNISHED
“AS 1S” AND WITHOUT ANY WARRANTIES, EXPRESS OR IMPLIED. OTHER THAN ANY LIMITED WARRANTY THAT MAY BE
GIVEN TO CLIENT UNDER THE PARTIES MASTER SERVICE AGREEMENT, BCM ONE MAKES AND CLIENT RECEIVES NO
WARRANTIES, EXPRESS, IMPLIED, STATUTORY, IN THIS SLA OR IN ANY COMMUNICATION WITH CLIENT REGARDING SUCH
SERVICES, NETWORK OR EQUIPMENT. BCM ONE SPECIFICALLY DISCLAIMS ALL OTHER WARRANTIES INCLUDING, 8UT NOT
LIMITED TO, THE IMPLIED WARRANTIES OF MERCHANTABILITY, NONINFRINGEMENT OR FITNESS FOR A PARTICULAR
PURPOSE. BCM ONE EXPRESSLY DISCLAIMS RESPONSIBILITY FOR THE CONTENT OF INFORMATION TRANSMITTED BY
CLIENT OR THE RESULTS OF ANY TRANSMISSION. BCM ONE DOES NOT WARRANT THAT THE OPERATION OF THE SERVICES,
NETWORKS OR EQUIPMENT COVERED BY THIS SLA WILL BE UNINTERRUPED OR ERROR FREE.

Chronic OQutage

Client understands that minor interruptions in service may occur during BCM One’s provision of SIP Services to Client. As
used herein, the term Excused Outage shall have the same meaning as set forth in this SLA. All other outages are “Non-
Excused Outages.” in the event Client: (i) opens five (5} or more trouble tickets for the same trouble within a thirty (30)
day period, (i} has one (1) service outage that has continued for twenty-four (24) or more consecutive hours, or {iii) has
service outages of one hundred twenty (120} hours or more over one hundred eighty (180) consecutive days, and the
cause of each such trouble is determined to be in BCM One’s network, as Client’s remedy, it may {a} give BCM One notice
that it wishes to have BCM One migrate its telephone services to another BCM One SIP provider, and (b} BCM One shall
comply at no cost to Client, provided that (i) Client gives BCM One notice of the event giving rise to its request for a
replacement BCM One SIP provider within thirty (30) days thereof; and (ii) Client cooperates with BCM One in effectuating
a replacement of the SIP provider. Any change to Client’s Agreement resulting from an application of this clause must be
in writing and signed by both Parties.
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