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March 31, 2016

State of West Virginia

Department of Administration, Purchasing Division
Attn: Stephanie Gale, Buyer

2019 Washington Street East

Charleston, WV 25305-0130

Re: State of West Virginia CRFP 0212 SWC1600000003 Telecommunications Transport Services

Dear Ms. Gale:

On behalf of Frontier West Virginia Inc., we appreciate the opportunity to provide a response to State of
West Virginia CRFP 0212 SWC1600000003 Telecommunications Transport Services. Frontier will continue to
be your conscientious and dedicated partner that can deliver the solutions and changes the State of West
Virginia requires going forward, ensuring you a secure and profitable future.

With Frontier, you can consolidate your communications with one provider, giving you advantages such as:

» One Company for any issues impacting your network services. This will prevent the State of West
Virginia from having to deal with multiple vendors for upgrading or troubleshooting.

> Direct Access to dedicated account management, engineering, and billing resources. This means
dealing with people who know the State of West Virginia, your network, and you.

» Leading Edge, Reliable Services backed by Frontier technicians and around-the-clock network
monitoring.

The reliability and security of the State of West Virginia's network is Frontier's first priority. Your account
team includes experienced engineers and technicians, and we are available to serve you before, during
and after installation. Should you have any questions or would like additional information, please do not
hesitate fo contact your Enterprise Account Executive, Chad Stepp at (304) 410-5659,

chad.stepp@ftr.com.

Sincerely,

= 7

Kevin Wallick

Senior VP West Virginia
1500 MacCorkle Ave. SE
Charleston, WV 25396

. ___ __ - .
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Executive Summary

Frontier Communications is honored to respond to CRFP 0212 SWC1600000003 with useful
information regarding our industry leading suite of data services including the latest generation
of Ethernet to expand on the Switched Ethernet Service we have been providing to the State of
West Virginia as part of MPLS07 and we all here at Frontier WV look forward to the expansion
and continuation of our mutually beneficial business relationship.

Frontier Communications is proud of its more than one hundred year old legacy in
telecommunications and to continue that telecommunications history here in West Virginia by
continuously investing in the state’s people and communications infrastructure. Our most recent
investments have moved broadband availability in the Mountain State up to 90% coverage
within the Frontier footprint which is an unprecedented 96% of our naturally beautiful geography.

From employing nearly 2,000 hard working men and women in West Virginia to the more than
$500 million Frontier has invested in the state, we are a part of community and look forward to
developing and sustaining our home state as a leader in telecommunications technology and
service availability. We're also proud to share our home base with State government
maintaining the City of Charleston as our Mid-Atlantic regional headquarters since the
acquisition of Verizon WV's ILEC assets in 2010. We continue to grow aggressively through
acquisition which is evident in our most recent announcement to purchase Verizon LEC
properties in Florida, Texas, and California.

As we grow as a Fortune 500 company we gain more national resources to create an
information technology environment that enhances communications, learning, discovery, and
collaboration while providing operational efficiencies and reducing costs. To this end, we
consider our relationship with the State of West Virginia a strategic partnership and look forward
to supporting your vision of the 21 century information environment, with next-generation
capabilities and commitment to promote enhanced learning, emergency management, and
public safety.

Attached you will find our latest exciting news release announcing our acquisition of Verizon’s
wireline businesses in California, Texas, and Florida. We're very proud to inform you that as of
April 1, 2016 Frontier Communications is now America’s largest wireline telecom company. This
brings a wealth of additional talent and experience to Frontier as we nearly doubled in size as a
corporation in one day. We look forward to bringing all that the “New Frontier” can offer to
benefit the State of West Virginia.

Frontier Response to State of West Virginia CRFP 0212 SWC1600000003  Page3
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BUSINESS EDGE Executive Summary
April 1,2016

Frontier Communications Completes Acquisition of Verizon Wireline Operations in
California, Texas and Florida

NORWALK, Conn.--(BUSINESS WIRE) — Frontier Communications Corporation (NASDAQ:FTR) today
announced completion of its $10.54 billion acquisition of Verizon Communications, Inc. (NYSE:VZ) wireline
operations providing services to residential, commercial and wholesale customers in California, Texas and
Florida. The acquired businesses include approximately 3.3 million voice connections, 2.1 million broadband
connections, and 1.2 million FIOS® video subscribers, as well as the related incumbent local exchange carrier
businesses. New customers will begin receiving monthly bills starting in mid-April.

"This is a transformative acquisition for Frontier that delivers first-rate assets and important new opportunities
given our dramatically expanded scale," said Daniel J. McCarthy, Frontier's President and Chief Executive
Officer. "It significantly expands our presence in three high-growth, high-density states, and improves our
revenue mix by increasing the percentage of our revenues coming from segments with the most promising
growth potential.”

Frontier is pleased to welcome from Veerizon approximately 9,400 employees. "Our new colleagues know their
markets, their customers and their business extremely well," McCarthy said. "As valued members of the
Frontier team, they will ensure continuity of existing customer relationships.”

After the transaction was announced on February 5, 2015, Frontier received regulatory clearance from the U.S.
Department of Justice, the Federal Communications Commission, the California Public Utilities Commission,
the Public Utility Commission of Texas, and other public authorities. Additionally, Frontier received the full
support of the Communications Workers of America (District 9) and the International Brotherhood of Electrical
Workers (IBEW) Local 543 and the IBEW, AFL-CIO Local 824.

About Frontier Communications

Frontier Communications Corporation, now a Fortune 500 and S&P 500 company, is a leader in providing
communicaftions services to urban, suburban, and rural communities in 29 states. Frontier offers a variety of
services to residential customers over its fiber-optic and copper networks, including video, high-speed internet,
advanced voice, and Frontier Secure digital protection solutions. Frontier Business Edge offers
communications solutions to small, medium, and enterprise businesses. Frontier's approximately 28,600
employees are based entirely in the United States. More information about Frontier is available at

www frontier.com

Forward-Looking Statements

This document contains "forward-iooking statements," related to future, not past, events. Forward-icoking
statements address our expected future business and financial petfformance and financial condition, and
contain words such as "expect,” "anticipate,” "intend," "plan,” "believe," "seek," "see," "will," "would," or "target."
Forward-looking statements by their nature address matters that are, to different degrees, uncertain. For us,
particular risks and uncertainties that could cause our actual results to be materially different than those
expressed in our forward-looking statements including our ability to successfully: integrate our newly acquired
operations, realize anticipated cost savings, migrate operations from Verizon

systems and processes fo our systems and processes, meet our debt and debt service obligations, deal with
competition from cable, wireless and wireline carriers and satellite companies, adjust to changes in the
communications industry, manage service quality and meet mandated service quality metrics, introduce new
nroduct offerings, avoid or deal with the impact of potential information technology or data security breaches or
other disruptions, and the other factors that are described in our filings with the U.S. Securities and Exchange
Commission, including our reports on Forms 10-K and 10-Q.

These risks and uncertainties may cause our actual future results to be materially different than those
expressed in our forward-looking statements. We do not undertake to update or revise these forward-looking
statements.

View source version on businesswire.com; hitp://www.businesswire.com/news/home/20160401005508/en/

‘Frontier Response {0 State of West Virginia CliFP 0212 SWC1606666003 Page 4
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About Frontier

Frontier Communications Business Summary
Frontier = Communications Corporation  was
incorporated in Delaware in 1935 with headquarters

in Norwalk, Connecticut. Frontier is a Fortune 500
company included in the S&P 500 index
(NASDAQ:FTR).

Frontier serves predominantly a mix of suburban,
small/medium town and rural areas across the United
States, offering end-to-end data, voice and video
solutions to businesses of all sizes. We pride
ourselves on our unmatched customer service, locally
based technical support, customized solutions and
commitment to help our customers succeed. With
19,200 plus employees across 29 states, we are
100% U.S. based.

We're committed to providing next generation technology that's flexible and reliable, ready to grow with your
business. And you'll enjoy the convenience of having one single, responsive source for all your communications
needs. We offer a variety of technology products and services to both residential and business customers,
including high speed broadband, advanced voice products, satellite video and personal onfine and data security
solutions.

Our Local Engagement Approach

Being engaged in the communities we serve is more than a strategy. It's in our DNA. Serving with relevance is
also a priority. That is why, when asked, we are also communicating with our customers in Spanish, and will
continue to increase our foreign language capabilities. Your Frontier team puts the customer first every day, goes
the extra mile, and takes pride in living where we work.

Broadband and communications are central parts of daily life and are critical for our communities to thrive and
grow. We take responsibility in delivering reliable services to the millions of customers we serve—24/7/365.

We are Community Members

Being active in our communities comes naturally to us. We're members of the Chamber of Commerce and
volunteer in local organizations. We are first responders, little league coaches and PTA leaders. We believe in
American communities, which is why Frontier chooses to serve you with a 100% U.S.-based workforce.

We are Veterans
Supporting veterans and military families is ane of our company’s priorities. We are proud to be a Top 100 Military
Friendly Employer® and a Top 50 Military Spouse Employment Partnership member.

We Respond When Disaster Strikes

When natural disasters happen in our regions, we are among the first to respond. When community members
fall on tough times, we support them. Our technicians work around the clock in tough conditions to keep services
running smoothly. That's why when you become a Frontier customer, you will have a team of more than 19,200
dedicated employees ready to back you up no matter what Mother Nature throws your way.

e i _ . ..
Frontier Response to State of West Virginia CRFP 0212 SWC1600000003 Page b
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Why you should partner with Frontier

Frontier offers end-to-end data, voice and video solutions te businesses of all sizes. We're
committed to providing next generation technology that's flexible and reliable, ready to grow with
your business. You wilf enjoy the convenience of having one single, responsive source for all
your communications needs. Choose from our fully integrated product portfolio, including:

« Ethernet Solutions Frontier Provides

* Dedicated Internet Access
Managed IP VPN

* VolP (hosted and premise based) - ‘"““.“‘5* pe=admasrdors
» Communications & Network Equipment v State-of-the-art network

» Optical Transport Services ¥ 2417 expert tech support

» Managed IT Services

» Audio, Web & Videc Conferencing v Global capabilities

* Wireless Data Access/Wi-Fi ¥ Customized solutions

« Data Backup & Recovery i B e Ty e

= Business High Speed Internet postfl::li:u -

= Local & Long Distance Services v Dedicated Account Executives
» Computer Security

Frontier has created a custom-designed plan based on your needs and budget — all backed by
our 24/7 expert tech support. Plus, we monitor the Frontier network to ensure that your business
communications run without interruption. It's all part of our dedication to helping you be
successful.

Frontier Communications (NASDAGQ: FTR] provides data, volce, video and equipment
solutions to businesses of all sizes. We pride ourselves on our unmatched customer
sefvice, locally based tech support, customized solutions and commitment to help our
customers succeed.

!-mm
Frontier Response to State of West Virginia CRFP 0212 SWC1600000003 Page 7
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Frontier Facts / West Virginia

Frontier, which operates in all 55 West Virginia counties, is divided into six geographic markets. A
general manager leads each market and is responsible for the overall customer experience, as well
as sales, marketing, government relations and community relations.

Frontier maintains its Mid-Atlantic Region headquarters in Charleston and has nearly 2,000
employees in West Virginia.

Frontier has made total capital expenditures in West Virginia of more than $500 million since its
acquisition of the Verizon markets in July 2010.

Frontier has made broadband available to nearly 190,000 additional households since July 2010,
pushing broadband availabitity in*Frontier's acquired service areas from 62 percent to 90 percent of
the households in the acquired areas.

Frontier Communications built 2 middle-mile network across West Virginia that supports increased
bandwidth and service reliability in the state. The 2,600-mile network supports leading-edge
broadband services and encourages business investment.

Frontier has dramatically expanded the number of Ethernet switches in West Virginia. Today, Frontier
has 237 copper and 222 fiber Ethernet switches for a total of 459 switches — up from 60 in 2010.
Ethernet switches allow businesses to establish high-speed communications networks that support
investment, expansion and job creation.

Frontier competes for business in these areas: voice services, data services, voice and data
equipment on customers’ premises and television services through DISH.

Through the use of bonded Asymmetric Digital Subscriber Line (ADSL) and Very-high-data-rate Digital
Subscriber Line (VDSL) technology, Frontier is upgrading speeds in many areas of West Virginia to
support download speeds of up to 24 megabits per second (Mbps) for residential customers and 40
Mbps for business customers.

In 2013 Frontier completed construction of its portion of a federally funded and state-managed project
that resulted in 645 West Virginia schools, libraries, health facilities and other community anchor
institutions having fiber-optic connections. West Virginia is one of the few states in the nation where
all public schools have fiber-optic connectivity.

Because of Frontier's improvements in the core telecommunications network in West Virginia, network
troubles and customer complaints have declined substantially since 2010.

Frontier Response to State of West Virginia CRFP 0212 SWC1600000003 Page 8
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BUSINESS EDGE Response to CRFP 0212 SWC 1600000003

Tab1

Frontier West Virginia Inc.
Response To:

State of West Virginia

Request for Proposal
CRFP SWC 1600000003

e P e ——
Frontier Response to State of West Virginia CRFP 0212 SWC1600000003 Page 9
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State of West Virginia
Request for Proposat

35 — Telecomm

Proc Folder: 195422
Doc Descripion: Telecommunications Transport RFP
Proc Type: Central flaster Agreement

Date Issied Solicitafion Closes | SoEcitation No Version
2016-03-11 HHM6-D4-04 CRFP 0212 SWC1800000003 1
13:30:00

Bil} CLERK

DEPARTMENT OF ADMINISTRATION

PURCHASING DIVISION

2019 WASHINGTON STE

CHAREESTON wy 23305
us

Vendor Name, Address and Telephone Number:
Frontier Communications of America, Inc. on 5 own behalt, and where applicabie, on behalf of its locat exchange
carrier and service sffiliates; Frontier West Virginia Inc., and Citizens Telecommunications Company of West Virginia
dfhfa Frontier Communications Company of West Virginia.
1500 MacCoride Ave. SE

Charieston, WV 25396

[For NFORMATION CONTACT THE BUYER
Staphanie L Gale

{304) 558-8801

stephanie Lgale@wy. gov

FWY - 55-0142020
FCA - D6-1381487
FER# CTOWV - 55-0276420 paTe 4/14/16

Mmmmammmmhmmﬂhﬁn

Page: 1 FORM ID : WV-FRC-CRFP-001

Frontier Response to State of West Virginia CRFP 0212 SWC1600000003
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BUSINESS EDGE Vendor Preference Certificate

ADDENDUM ACKNOWLEDGEMENT FORM
SOLICITATION NO.: SWC1600000003

Instructions: Please acknowledge receipt of all addenda issued with this solicitation by completing
this addendum acknowledgment form. Check the box next to cach addendum received and sign below.
Failure to acknowledge addenda may result in bid disqualification.

Acknowledgment: Ihereby acknowledgereceipt ofthe following addenda and have made the

necessary revisions to my proposal, plans and/or specification, etc.

Addendum Numbers Recejved:

{Check the box next to each addendum received)

[x] Addendum No. 1 [ 1 Addendum No. 6
[X] Addendum No. 2 [ 1 Addendum No.7
[ 1 Addendum No.3 [ 1 Addendum No. 8
['1 Addendum No. 4 [ 1 Addendum No.9
[] Addendum No. 5 [ 1] Addendum No. 10

Tunderstand that failure to confirm the receipt of addenda may be cause for rejection of this bid. I
further understand that any verbal representation made or assumed to be made durin g any oral
discussion held between Vendor’s representatives and any state personnel is not binding. Only
the information issued in writing and added to the specifications by an official addendum is
binding.

Frontiee , WV jnc,

Company

Y A

~ Authorized Signature

/ 7/4,9#/@

Date

NOTE: This addendum acknowledgement should be submitted with the bid to expedite document
processing. Revised 6/8/2012

Frontier Response to

State of West Virginia CRFP 0212 SWC1600000003 " Pagell



CRFP 0212 SWC1600000003

RFQ No.

STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

MANDATE: Under W. Va. Code §5A-3-10a, no contract or renewal of any contract may be awarded by the state or any
of its political subdivisions to any vendor or prospective vendor when the vendor or prospective vendor or a related party
to the vendor or prospective vendor is a debtor and: (1) the debt owed is an amount greater than one thousand dollars in
the aggregate; or (2) the debtor is in employer default.

EXCEPTION: The prohibition listed above does not apply where a vendor has contested any tax administered pursuant to
chapter eieven of the W. Va. Code, workers' compensation premium, permit fee or environmental fee or assessment and
the matter has not become final or where the vendor has entered into a payment plan or agresment and the vendor is not
in default of any of the provisions of such plan or agresment,

DEFINITIONS:

“Debt” means any assessment, premium, penalty, fine, tax or other amount of money owed to the state or any of its
political subdivisions because of a judgment, fine, permit violation, license assessment, defaulted workers’
compensation premium, penalty or other assessment presently delinquent or due and required to be paid to the state
or any of its political subdivisions, including any interest or additional penalties accrued thereon.

“Employer default” means having an outstanding baiance or liability to the old fund or to the uninsured smployers'
fund or being in policy default, as defined in W. Va. Code § 23-2¢-2, failure to maintain mandatory workers'
compensation coverage, or failure to fully meet its obligations as a workers’ compensation self-insured employer. An
employer is not in employer default if it has entered into a repayment agreement with the Insurance Commissioner
and remains in compliance with the obligations under the repayment agreement.

“Related party” means a party, whether an individual, corporation, partnership, association, limited liability company
or any other form or business assoclation or cther entity whatsoever, related to any vendor by blood, marriage,
ownership or contract through which the party has a relationship of ownership or other interest with the vendor so that
the party will actually or by effect receive or control a portion of the benefit, profit or other consideration from
performance of a vendor cantract with the party receiving an amount that meets or exceed five percent of the total
contract amaunt.

AFFIRMATION: By signing this form, the vendor’'s authorized signer affirms and acknowledges under penalty of
law for false swearing (W. Va. Code §61-5-3) that neither vendor nor any related party owe a debt as defined
above and that nelther vendor nor any related party are in employer default as defined above, unless the debt or
employer default is permitted under the exception above,

WITNESS THE FOLLOWING SIGNATURE:

Vendor's Name: Frontier West Virginia Inc. -
Authorized Signature: : Date: 4/ 4'://46

State of LotV iqumg; .
County of KMQ win e , to-wit:

Taken, subscribed, and sworn to before me this ]ﬂ'ﬁay of O Prul . 20 Jtp.

My Commission expires W a\ , 2000

AFFIX SEAL HERE NOTARY PUBLIM

Purchasing Affidavit (Revised 07/01/2012)

STATE OF WEST VIRGINIA
NOTARY PUBLIC

SHER! M. COMER
500 POPLAR LANE

l,,-',‘"'-"" 2, QFFICIAL BEAL

i RIPLEY, Wv 25271
=t My commission expires December 27, 2020
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Attachment A

Vendor Response Sheet
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ATTACHMENT A: VENDOR RESPONSE SHEET

QUALIFICATIONS AND EXPERIENCE

3.0 Provide a response regarding the following qualifications and experience:

Company Name

Frontier West Virginia Inc.

Company Address

1500 MacCorkle Ave. SE, Charleston, WV 25396

Sales Contact Name

Chad Stepp

Title

Enterprise Account Executive

Phone

(304) 410-5659

Fax

(304) 342-6092

Email Address

chad.stepp@ftr.com

Technical Contact Name

Kevin Walker

Title Network Sales Engineer
Phone {(304) 344-6435
rax (304) 344-6123

Email Address

andrew.walker@ftr.com

E-Rate Contact Name

Denise Mcintosh

Title Federal/USAC Team Leader
Phaone {260) 451-8574
Fax {888) 483-6820

Email Address

denise.mcintosh@ftr.com

31 Provide a brief history of your company, number of years in the telecommunications business,

location of company headquarters and any offices in West Virginia.

VENDOR RESPONSE: Frontier Communications Corporation, a communications company, provides regulated
and unregulated voice, data, and video services to residential, business, and wholesale customers in the United
States. The company offers residential services, such as fiber-to-the-home and fiber-to-the-node broadband,
video, and voice over Internet protocol products, as well as traditional copper-based broadband products; and
commercial services, including Ethernet, dedicated Internet, multiprotocol label switching, time division
multiplexing, data transport services, and optical transport services. It also provides Frontier Secure suite of
products for computer security, cloud backup and sharing, identity protection, equipment insurance, and
technical support; unified messaging services comprising call forwarding, conference calling, caller identification,
voicemail, and call waiting services; long distance network services; and packages of communications services.
In addition, the company offers switched access services that facilitate other carriers to use the company’s
facilities to originate and terminate their local and long distance voice traffic; satellite TV video services; a range
of third-party communications equipment to small, medium, and enterprise business customers; and
directeries. The company was formerly known as Citizens Communications Company and changed its name to
Frontier Communications Corporation in July 2008. Frontier Communications Corporation was founded in 1927
and is based in Norwalk, Connecticut, our West Virginia office is located at 1500 MacCorkle Ave. SE, Charleston,
WV 25396.

14



3.2

33

3.4

35

3.6

Describe the size (i.e., number of offices, employees, customer base, etc.) and organizational
structure of your company.

VENDOR RESPONSE: Frontier Communications Corporation {NASDAQ:FTR) has announced completion
of its $10.54 billion acquisition of Verizan Communications, Inc. (NYSE:VZ) wireline operations providing
services to residential, commercial and wholesale customers in California, Texas and Florida.

The acquired businesses include approximately 3.3 million voice connections, 2.1 million broadband
connections, and 1.2 million FiOS* video subscribers, as well as the related incumbent local exchange
carrier businesses. New customers will begin receiving monthly bills starting in mid-April.

Frontier’s 100% American based staff has over 19,200 full time employees. In addition, Frontier recently
welcomed from Verizon approximately 9,400 employees. Our new colleagues know their markets, their

customers and their business extremely well. As valued members of the Frontier team, they will ensure

continuity of existing customer relationships.

Describe any current legal actions against your company, in particular as it relates to the
products and services you are proposing in response to this RFP, and provide the current status
of any such actions. The Vendor should provide the company’s Red Light status with the FCC.

VENDOQR RESPONSE: Frontier Communications FRN # 0022071609 has no delinguent bills which would
restrict them from doing business with the FCC. Please see Frontier Appendix Tab 8 for verification that
Frontier is in good standing with the FCC, and authorized to sell E-rate services.

Vendor should provide verification that your company is an authorized dealer, in good standing,
authorized to sell, and able to deliver all services proposed within its response to this RFP and
within the timeframes required by the RFP. Verification should include a letter from any vendor
from which you are buying services to resell to the State.

VENDOR RESPONSE: Frontier's proposed solution will not include any resold services from Vendors.
Please see Frontier Appendix Tab 8 for verification that Frontier is in good standing with the FCC, and
authorized to sell E-rate services.

Vendor should provide verification that your company is fully licensed in and by the State of
West Virginia and authorized to sell all proposed services in the State of West Virginia.

VENDOR RESPONSE: Please see Frontier verification of licensing in the state of West Virginia in
Frontier Appendix Tab 12.

Provide a minimum of three (3) references. If subcontractors are proposed, three (3) references
should also be submitted for each subcontractor. The State reserves the right to contact the
references submitted as well as any other references, which may attest to the Vendor’'s work
experience as it relates to this RFP. References should meet the following criteria:

15



36.1 The references should be from entities with recent {within the last three (3) years)
contract experience with the Vendor.

3.6.2 If the Vendor or its subcontractor has no recent contract experience, the references
should be from organizations regarding work closely related.

3.6.3 The contacts should be individuals who can directly attest to the Vendor's qualifications
relevant to this RFP.

3.6.4 The reference should be limited to organizational recommendations, not personal

recommendations.

3.6.5 The reference should not be from current State of West Virginia employees or

programs.

3.6.6 The reference should have been contacted in advance so that they may be contacted by

the State without further clearance or Vendor intercession.

3.6.7 The format for each reference should be as follows:

Customer Name

Address

Name of Contact

Title

E-Mail Address

Telephone Number

Contract or Service Period

Types of Services Provided

Please briefly describe the scope of the services provided:

VENDOR RESPONSE: Please see Frontier references below.

Customer Name Duke University

Address 334 Blackwell Street, Durham, NC 27701

Name of Contact Joseph Lopez

Title Directory - Duke OIT Communications Infrastructure

E-Mail Address

loseph.Lopez@Duke.edu

16




Telephone Number {919) 613-1000

Contract or Service Period Current — under 3 year MSA

Types of Services Provided POTS, PRI, Ethernet, SIP, Point to Point

Please briefly describe the scope of the services provided:

Frontier is a leading provider of services for Duke University with a monthly spend of 5145,000. Frontier
provides SIP, Ethernet, PRI, POTS, Nortel Maintenance and Cisco Phones.

Customer Name State of Washington

Address 210 11th Av SW, Olympia, WA 98501
Name of Contact Eric Talberg

Title Manager, Telephony Services

E-Mail Address eric.talberg@watech.wa.gov
Telephone Number (360) 407-8736

Contract or Service Period 3 year contracts with 1 year renewals
Types of Services Provided See below description.

Please briefly describe the scope of the services provided:

I Frontier provides Ethernet EVPL, Centrex, and PRIs to the State of Washington government.

Customer Name Charleston Area Medical Center, Inc.

Address 400 Association Drive, Suite 200, Charleston,
WV 25311

Name of Contact Rocky F. Blake

Title Interim VP of IS and CIO

E-Mail Address Rocky.Blake@camc.org

Telephone Number 304-388-3363

Contract or Service Period 60 month contract

Types of Services Provided Internet Ethernet Access, Ethernet WAN, Business
lines Flat and Measured, Long Distance, PRIs

Please briefly describe the scope of the services provided:

Frontier is the primary voice and data services provider for Charleston Area Medical Center’s (CAMC) four
hospitals and a multitude of other facilities in the area. Frontier provides a full suite of products including
services over Ethernet and traditional voice products such as PRIs and POTS lines.

PROIJECT GOALS AND OBJECTIVES
4.0 The Vendor should describe how they will meet the goals and objectives that follow:

4.1 General Requirements

4.1.1 WVOT will place orders and be the billed entity for all services provided to
WVOT and its state agency customers. Other government and education
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entities that desire to use these contracts must request and receive waivers
from the WVOT to be able to place orders and receive bills directly from the
provider. The Vendor should acknowledge that they understand this process
and describe their implementation for handling.

VENDOR RESPONSE: Frontier read and understood this request and will not process any
order pursuant to this contract from ancther government or educational entity without
receiving the aforementioned waiver from WVOT. Frontier suggests weekly meetings with
updates on all order activity so that WVOT is kept up to date on all contracted order activity,

4.1.2  While WVOT is responsible for this contract and will serve as your only contact
regarding contractual issues, the Department of Education and the Library
Commission will be directly involved with ordering, billing, and support issues
regarding this contract. Please acknowledge that you understand this situation
and describe your implementation for handling.

VENDOR RESPONSE: Frontier read and understood this request. After receiving the
aforementioned waiver from WVOT, Frontier will work directly with WV Dept. of Education
and the Library Commission for ordering, billing, and support issues.

4.1.3 The Vendor will be expected to partner with the State to bring its best resources
to bear on behaif of the State in a manner that is consistent with the State’s
strategic plans, policies and procedures. In the event a conflict arises between
the Vendor’s business practices and the State’s strategic plans, policies and
procedures, both parties agree to meet and negotiate a reasonable and
appropriate realignment of this partnership. Any failure to cure such a conflict
shall be grounds for termination of any Agreement between the Vendor and the
State. Please explain your position of such an instance and how you will meet
this objective.

VENDOR RESPONSE: Frontier read and understood this request. Qur proven track record is
one of being a conscientious partner in both the data and voice services provided to the State
of WV. We will continue to work closely with State of WV administrators and will always be
willing to meet and negotiate a reasonable and apprapriate realignment of our partnership
when necessary.

4.1.4 Procurements under this contract support basic business productivity, therefore
Vendor performance reports will be filed with the State Purchasing Division
should performance fall below the expectations and requirements outlined in
this RFP. Please acknowledge that you understand this issue regarding vendor
performance and its potential effect on the State’s business productivity.

VENDOR RESPONSE: Frontier read and understood this request.

4.2 Dedicated State Account Team
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4.2.1 The Vendor should have a primary office tocation in the State of West Virginia.

Provide the location and staffing at that location.

VENDOR RESPONSE: Frontier's Local Headquarters address is: 1500 MacCorkle Avenue
S.E. Charleston, WV 25396, This location has nearly 700 Frontier employees.

4.2.2

The Vendor account team will be expected to participate in meetings with the
appropriate State staff as described below. Please describe your participation in
these meetings.

4.2.2.1 The Vendor account team should participate in weekly status meetings
to discuss order status, issues, and any other information regarding
pending orders, expected orders, and the ordering process.

4.2.2.1 The Vendor account team will be expected to meet with the WVOT
Billing team on as “as needed” basis to report on or reconcile contract,
service, or billing issues.

4.2.2.2 The Vendor account team should participate in
design/strategy/planning sessions as needed for major network
upgrades or other special projects related to this contract. Prior to these
planning sessions, the Vendor should provide a written implementation
plan that outlines Vendor responsibilities, State responsibilities,
timelines, and any risks associated with the project that may impact the
implementation. A major network upgrade or change would be any
change to the network that would impact multiple customers on the
network.

VENDOR RESPONSE: Frontier read, understood and will comply with this request. The Account
Manager will be available for all matters with the State of WV. The dedicated State of WV Team
will provide all support to the state for billing, services, and provision issues. Frontier suggests
meeting weekly with the WVOT to discuss all order activity including upcoming expected orders.

423

The partnership between the State and the awarded Vendor is linked through
the dedicated local account team. In order to minimize misunderstandings and
maximize effective communications of the State’s goals and objectives, all
contact with governmental and educational entities regarding the services
under this contract should be done through the dedicated local account team.
Under no circumstances should an authorized reseller contact a governmental
or educational entity as a representative under this agreement without prior
consent from the dedicated account team and the State. The Vendor shouid
describe how this partnership will function.
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VENDOR RESPONSE: Frontier read and understood this request. Frontier will work directly with
the WVOT on all instances within this contract.

4.2.4 The Vendor should provide the requested information for the following team
members with proposal submission. Please provide detailed resume information,
including name, title, total years of service, years in current title, description of current
duties, and information about special training and pertinent certifications, for each
individual proposed by role.

424.1

4242

4243

4244

4.2.45

Account Manager — Responsible for overall account management
including account team coordination, acting as primary point of
contact, and serves as the corporate liaison for State, Education and
Library issues.

Network Engineer (as many as required to adequately support
customer base} — Provides technical support for the network and
assists with design and planning for special projects and/or changes in
the network.

Service Manager — Serves as the primary escalation point for service
and maintenance issues, communicates with the State regarding
routine network maintenance that may affect the network, provides
documentation for service and maintenance functions as well as
critical or chronic problems in the network, and manages and reports
on contract SLA’s.

Project Manager - Provides overall management of implementation or
upgrade projects including actively monitoring and reporting on
progress and providing written documentation of the project.
Oversees and maintains inventory database of services maintained for
the State. Provides oversight to ensure service provider compliance
with the State contract. Proactively monitors service provider-billing
accuracy. Responsible for resolution of all billing issues for all services
under this contract, responds to information requests regarding State
services under contract, and coordinates with the service provider’s
subcontractors or partners to ensure seamless delivery of contracted
services.

Service Consultant (as many as required to adequately support
customer base} - Coordinates implementation activities and interfaces
with other State business partners involved in these projects, and
maintains the inventory database of services.
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4.2.4.6 Services Representative {(as many as required to adequately support
customer base) - Coordinates routine service requests
{adds/moves/changes), responds to billing inquiries.

4.2.4.7 E-Rate Representative — Acts as a point of contact for E-rate related
issues and providing technical support relating to E-rate eligibility.
The Vendor should provide the name, phone number, fax number and
e-mail address of the person responsible for E-Rate within the
Vendor's company. The Vendor should also commit to provide
updated information should that contact information change within
seven {7) days of the change.

VENDOR RESPONSE: Frontier read, understood and will comply with this request. Your E-Rate
SPOC will be: Denise Mcintosh, Phone: (260} 451-8574, Fax: (888-483-6820, Email:
denise.mcintosh@ftr.com. Please see detailed [ist of Frontier Team member resumes in Frontier
Appendix Tab 11.

Billing Specifications: The Vendor should provide the following billing elements, at a
minimum, for WVOT hilling and for each of the other entities eligible to use the resulting
contract, but not currently supported through WVOT billing: billing month, billed entity
name, customer name (if different from billed entity}, service location, circuit
identification, service period, cost for individual billing components, itemized cost for
any one time or non-recurring charges, and total cost.

4.3.1 Where the Vendor is issuing credits to a bill related to errors, missed service
level objectives, etc. the Vendor should ensure that these credits are issued to
the specific billed entity that was impacted. Please describe.

VENDOR RESPONSE: The dedicated State account team will be the single point of contact for all
billing discussions. They will work diligently with the WVOT on any billing discussions until a
resolution is agreed on by both parties. If the resolution involves a credit/debit to the State, a
request will be issued for management approval. Once this credit/debit is approved, it will be
applied as requested by the WVOT.

4.3.2 The Vendor should identify a single point of contact for billing issues, disputes, or
general questions and have an established process for resolving billing errors. If
incorrect rates or quantities are discovered, they must be corrected immediately
(prior to the next billing cycle} and must be credited back to the effective billing
start date for that service. The customer shall reserve the right to withhold
payment until corrections have been made and a corrected invoice is received.
Please describe your dispute resolution process.

VENDOR RESPONSE: The dedicated State account team will be the single point of contact for

all billing discussions. They will work diligently with the WVOT on any billing discussions until a
resolution is agreed on by both parties. If the resolution involves a credit/debit to the State, a
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request will be issued for management approval. Once this credit/debit is approved, it will be
applied as requested by the WVOT.

4.3.3 The Vendor should make billing adjustments within 30 days, when services are
disconnected. The Vendor should agree that upon notification of disconnect the Vendor
will provide email verification of receipt and provide verification of the date of
disconnect. Please explain how you will handle this.

VENDOR RESPONSE: Frontier will issue disconnect order and provide order information as well
as Effective Billing Date (EBD) the circuit will stop billing within the requested 30 days.

4.3.4 The Vendor should provide credit or deduction to the customer for charges
identified by the customer as incorrect on the Vendor’s bill. These credits or deductions
must be applied in the Vendor's next billing cycle after notification by the customer.
Please explain how you will handle this.

VENDOR RESPONSE: The dedicated State account team wil be the single point of contact for all
billing discussions. They will work diligently with the WVOT on any billing discussions until a
resolution Is agreed on by both parties. If the resolution involves a credit/debit to the State, a
request will be issued for management approval. Once this credit/debit is approved, it will be
applied as requested by the WVOT.

4.3.5 The Vendor should provide billing in one of the following ways:

4.3.5.1 Direct email with attachment
4.3.5.2 Direct downioad from a trusted website
4.3.5.3 Via compact disk storage.

VENDOR RESPONSE: Frontier will send billing as a direct email with billing attached.

4.3.6 The State desires that back billing for services where the Vendor did not initiate
billing in the appropriate timeframe should only be allowed for up to three (3)
billing cycles. Additionally, where the State does not issue the appropriate
disconnect notice when changing service at a given location, the Vendor should
agree to credit the State for up to three (3) billing cycles after the new service
was installed. Please explain how you will handie this.

VENDOR RESPONSE: Frontier will agree to issue credits/debits for up to three (3) billing cycles
(90 days).

4.3.7 The Vendor should describe how they will handle refunds/credits when E-rate is
involved. This description should also address how credits will be issued to E-
rate users when service level objectives are not met.

VENDOR RESPONSE: Frontier Communications does offer the SP| Invoicing option and may be
requested through our website located at https://frontier.com/discountprograms/ERate or by
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contacting our E-rate team directly at erate-cif@ftr.com. Upon verification of funding and the
filing of the Form 486, Frontier will initiate the system generated discounts according to the
FRNs and the associated billing accounts. Any retroactive credits that are due according to the
approved Form 486 effective date, will be manually calculated and applied within 2 billing cycles
of the request. Any accounts that have an accrued credit balance may be requested in the form
of a refund check by simply reaching out to the E-rate team with a written request at erate-
ctf@ftr.com. E-rate is based upon the services billed on a monthly basis, if objectives are not
meet and a service credit is deemed necessary a manual adjustment would need to be applied
prior to the closure of the E-rate funding year. All E-rate funding that is systematically
generated is review annually prior to the closure of the invoicing deadline of the corresponding
E-rate Funding Year (normally October 28} to ensure accuracy and compliance with the program
rules.

4.4 Telecommunications Services

4.4.1

4.4.2

Point-to-Point Private Line Services. For the purposes of this RFP, P2P Private Line
Services is defined as a dedicated end-to-end circuit from one State location to another
State location, inclusive of any mileage component.

4.4.1.1 The Vendor should describe its procedures for termination of demarcation
blocks and modular jacks.

VENDOR RESPONSE: In the case of Digital Data Circuits or DS-1 level point-to-point circuits,
Frontier will install the appropriate demarcation equipment in the established telco demarcation
for each building.

4.4.1.2 The Vendor should provide DS3 local access services using fiber-optic
transmission media. Please describe.

VENDOR RESPONSE: Frontier provisions all DS3 circuits on fiber optic transmission
media.

4.4.1.3 The Vendor should provide multipoint bridging capabilities for aggregating P2P
digital data circuits. Please describe.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

Ethernet Dedicated and Multi-point Switched Services
4.4.2.1 The Federal guidelines for K12 schools for bandwidth per student will be

increasing every year during this contract. Given this increasing demand,
capacity above 10 Gbps may be required during the term of this contract. The
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Vendor should indicate their current capacity services available above 10 Gbps,
but alt costing information must be shown on the Cost Sheet, Attachment C.

VENDOR RESPONSE: Frontier currently supports up to 10Gbps Switched Ethernet Services, and
do have 100Gbps Switched Ethernet Services on our product roadmap for future release.

4.4.2.2 The Vendor’s proposed circuits should suppart Ethernet jumbo frames with a
data payload size of up to 9000 bytes. Please describe.

VENDOR RESPONSE: Any circuit provisioned on fiber facilities will support frames up to 9,000
bytes. Circuits provisioned on copper Ethernet facilities are currently limited to 1,600 byte
frames.

4.4.2.3 The carrier network should support the transport of the following protocols
and tools:

= Ali versions of Simple Network Management Protocol (SNMP) — the State
currently uses versions 1, 2c and 3
*  Windows Management Instrumentation (WMI)
Internet Control Message Protocol (ICMP)
s Syslog
e NetFlow
* Web Services-Management (W5-Management)
VENDOR RESPONSE: Frontier read, understood and will comply with this request. Standard
network monitoring protocols such as all versions of SNMP including 1,2¢, and 3, Windows
Management Instrumentation (WMI}, Internet Control Message Protocol (ICMP), Syslog,

Netfiow, and Web Services-Management (WS-Management) are not blocked or filtered within
the Frontier Ethernet network.

4.4.2.4 The carrier network should support all versions of Internet Protacol Security
(IPsec), Transport Layer Security (TLS), Secure Socket Layer (SSL), & Secure Shell
{SSH).

VENDOR RESPONSE: Frontier read, understood and will comply with this request. Standard

security protocols such as Internet Protocol Security (IPsec), Transport Layer Security (TLS),

Secure Socket Layer (SSL), & Secure Shell (SSH) are not blocked or filtered within the Frontier

Ethernet network.

Frame Relay and Asynchronous Transfer Mode Services

4.4.3.1 The ATM and Frame Relay services are being requested and are currently
necessary to support State customers but it is the State’s desire to migrate away
from ATM and Frame Relay services and focus on P2P and Ethernet services
moving forward although there will be situations where new Frame Relay and
ATM connectivity will be required until the migration is complete. The Vendor
should consider this long term goal in developing its response to these service
requirements and describe their ideas on how this could be done.
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4.4.4

VENDOR RESPONSE: Frontier will continue to support and maintain the ATM and Frame Relay
network we currently provide to the State of WV. Frontier’s long term goal is in line with the
State’s and we look forward to assisting in the migration of customers with these circuits to
Ethernet transport. A major advantage of working with Frontier's Commercial Business Division Is
that we always have and will continue to work with the State to cover the sometimes very large
special construction costs that can apply to the expansion of your Ethernet network to the
corners of WV,

4.4.3.2 The Vendor should propose Frame Relay/ATM services that support open
architecture industry standards. Please describe.

VENDOR RESPONSE: Frontier will continue to support your existing Frame Relay and ATM
services which meet industry standards.

Multi-Protocol Label Switching {MPLS) Services

4.4.4.1 The Vendor's proposed network should support the forwarding of standard
network monitoring protocols to allow customers to monitor their networks
and end sites from centralized support locations on the network.

Please describe.

VENDOR RESPONSE: Frontier read, understood and will comply with this request. Standard
network monitoring protocols such as all versions of SNMP including 1,2¢, and 3, Windows
Management Instrumentation {WMI), Internet Control Message Protoco! (ICMP}, Syslog,
Netflow, and Web Services-Management (WS-Management) are not blocked or filtered within
the Frontier Ethernet network.

4.4.4.2 The Vendor’s proposed network should support the forwarding of standard
security protocols to allow customers to manage and secure their networks and
end sites from centralized support iocations on the network.
Please describe.

VENDOR RESPONSE: Frontier read, understood and will comply with this request. Standard
security protocols such as Internet Protocol Security (IPsec), Transport Layer Security (TLS),
Secure Socket Layer {S5L), & Secure Shell {S5H) are not blocked or filtered within the Frontier
Ethernet network.

4.4.4.3 The Vendor’s proposed solution should support multi-media applications such
as Voice and Video over iP. The Vendor should describe how the proposed
solution is built to handle these applications and describe any special features
that this network may have to enhance support for these applications.

VENDOR RESPONSE: All Frontier Switched Ethernet Services and IPYPN Service su pport the
applications of Voice/Video over IP. In particular, the EvPL and IPVPN provide enhanced Class of
Service (CoS) and Quality of Service (QoS) parameters desired for these applications. Please see
Frontier Appendix Tab 5 Ethernet Features and Benefits for detailed information.
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4.5

4.4.4.4 The Vendor should clearly label demarcation points with the site specific circuit
identification information. Please describe.

VENDOR RESPONSE: As a standard procedure for new circuit installations Frontier will clearly
label the demarcation points with specific circuit identification information.

4.4.4.5 The Vendor should provide a facilities plan that indicates where the vendor’s
telecommunications services are currently available and a proposed roadmap
and schedule for future expansion and enhancement.

VENDOR RESPONSE: Please see the Frontier Appendix Tab 10 for ROADM 7.0 Network
Map explalning current capabilities (i.e., number of Ethernet Switches), as well as Planned
Ethernet Network enhancements.

4.4.4.6 The Vendor should define its ability to provide additional network services in
support of the State of West Virginia network. This should include services such
as Domain Name Services (DNS), Firewall Services, and Content Filtering
Services.

VENDOR RESPONSE: Frontier offers Primary, Secondary, and Reverse DNS services for
customer circuits that route to the public Internet. The circuits mentioned in this RFP are
designed as private WAN connections, and thus do not route to Frontier’s public Internet Egress
points. For this reason, Frontier does not provide any Firewall or Content Filtering Services on
the circuits requested within this RFP.

Installation Services

451 The Vendor will be expected to work with the State to estabiish standard
procedures for ordering and implementing these telecommunications services.
The Vendor should describe their standard procedures for these services. The
State will provide the following information as part of a service order:

451.1 Agency Department
45.1.2 Agency Name

45.1.3 Division Name

4514 Agency Primary Contact
4,515 Phone #

4516 Cell #

45.1.7 Agency Onsite Contact
4518 Phone #

4519 Cell #

4.5.1.10 Email Address

45111 Agency Onsite Address {including County)
45.1.12 Hours of Operation
451.13 WVOT Onsite Technician
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45.2

4.5.3

4.5.1.14 Phone #

45.1.15 Cell #

4.5.1.16 Email address

4.5.1.17 UBI - Unique Billing Identifier

4.5.1.18 Reqguested Date

45.1.19 Direct Bill? Yes or No

4.5.1.20 Requested Data Services

45.1.21 Agency Authorization

45122 TCR # {Telecommunications Change Request)
4.5.1.23 Demarcation Extension

45.1.24 Move from Address {old address, if office move)
45.1.25 Cffice Move

4.5.1.26 Additional Detail

VENDOR RESPONSE: Frontier will work with the State to establish standard procedures for
ordering and implementing these telecommunications services. The State will send an email to
Frontier SPOC with the above information on a Telecommunications Change Request form.
Frontier will review the request and respond within five (5) business days. Frontier will also hold
weekly meetings to discuss all order activity.

The Vendor should be able to receive service orders from the State electronically and
provide confirmation of receipt and subsequent order detail electronically to the State.
This detail must include, at a minimum, the following data elements. Please describe
YOur process.

4521 Date order received
45.2.2 Customer name

4523 Customer onsite address
4524 Projected due date
4.5.2.5 Circuit ID

4526 Additional Order Detail

VENDOR RESPONSE: Frontier will be able to receive service orders from the State electronically
and provide confirmation of receipt and subsequent order detail electronically to the State. This
detail will include all agreed upon data elements. Frontier will also hold weekly meetings to
discuss all order activity.

The Vendor should provide implementation coordination that includes, at minimum,
scheduling the due date, addressing facility issues, capturing service information, and
providing that information to the customer. It is highly desirable that the Vendor
provide a web portal for placing and tracking orders for services. This portal should not
require any programming costs and additional process requirements, other than those
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454

4.5.5

4.5.6

45.7

which are already established. Please describe your implementation coordination
pracedures.

VENDOR RESPONSE: Frontier read, understood, and will comply with this request. Frontier and
the State will continue as we have with a Service Representative member from the dedicated
account team providing at minimum: scheduling the due date, addressing facility issues,
capturing service information, and providing that information to the State. In additional to the
process currently in place Frontier will work with the State to provide this information through a
web portal and there will be no programming costs charged to the State for the portal.

The Vendor should specify its standard installation intervals for each type of circuit
proposed in the Cost Sheet (Attachment C) and should understand that installation
intervals and related guarantees/SLOs will be considered during evaluation. Please
provide your standard installation intervals.

VENDOR RESPONSE: Frontier Standard interval when facilities are available is 30-60 days. If
facilities are not available a speclal construction review will be implemented on each location to
determine the amount of engineering work that will be needed. Once this is determined an
interval will be established and discussed with the State. We will continue to review and update
during our weekly meetings.

The State desires that the standard installation charges for the proposed
telecommunications services be waived by the provider. if the standard installation
charges are not waived they must be clearly identified on the Cost Sheet for each type
of service proposed and include all applicable charges for the installation. Please
explain your position on this.

VENDOR RESPONSE: Frontier agrees to walve standard installation charges.

The Vendor should notify the State of any problems that will prohibit the Vendor from
meeting the proposed installation interval, within a maximum of fifteen (15) working
days after the order has been placed. The Vendor should identify the problem(s) and
provide an estimated time that the installation can he completed. Please describe your
process in this instance.

VENDOR RESPONSE: Your Frontier single point of contact (SPOC) will inform the State within a

maximum of fifteen {15) working days after an order is placed what the estimated due date will be
and identify any problems and an estimated time for completion if outside the standard interval.

The demand for bandwidth and flexibility in transport services continues to grow as
initiatives in West Virginia and at the national level continue to evolve. To facilitate this
kind of growth in bandwidth and provide the flexibility needed to adapt to these
changes, many of the proposed services must be built on fiber optic infrastructure.
Please provide your position in this instance.
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VENDOR RESPONSE: Frontier will provide Ethernet transport services on fiber facilities
whenever available or otherwise required. Where fiber facilities do not exist and Ethernet over
copper is readily available and the desired bandwidth rate can be achieved over this medium
Frontier will provide the State of WV the option of a copper based Ethernet transport facility,
especially if a cost and/or time savings will be realized by the State of WV.

458 Network Buildout may be required in certain instances where fiber facilities do
not exist to provide the requested services. The State prefers that any costs associated
with network buildout be minimized and borne by the Vendor. In the event these costs
are extremely burdensome to the Vendor, the Vendor will notify the State of the costs
for this buildout and the State will evaluate if it in the best interest of the State to solicit
a separate contract for such buildout. Please provide your position in this instance.

VENDOR RESPONSE: A major advantage for the State of WV is the direct relationship with
Frontier's Commercial Business Division which has always worked very hard to minimize network
buildout costs and as a result we have never charged the State special construction fees. We will
continue to strive to minimize these costs however in cases where these costs are extremely
burdensome Frontier has no objection to the State soliciting a separate contract for such
buildout. Frontier will own and maintain the built facilities once brought into service up to the
point of demarcation.

4.6 Support Services

46.1

4.6.2

The Vendor should provide a detailed description of its support center environment.
The description should include, at a minimum, staffing numbers, staffing expertise, help
desk software, and how trouble tickets are handled.

VENDOR RESPONSE: frontier's Commercial Customer Support Center is staffed 24/7, 365 and
consist of 200 plus associates consisting of Technicians and Administrators. These associates are
staffed in the states of WV, CT, and NY and are skilled in all types of products to include TDM,
Ethernet, Optical Transmission, MPLS and various switching technologies.

The Commercial Customer Support Center primarily uses a Remedy 053 ticketing system for its
daily operations along with various software for remote testing and isolation of network
elements.

When a trouble ticket is entered it is picked up and triaged by a qualified technician for that
product set, every attempt will be made to repair the circuit in house by the Support Center. if
triage in house falls, a technician will be dispatched to the point of failure and the customer
contacted with resulfs and status.

When the State customer contacts the support center, the Vendor’s technical support
staff should not place the caller on hold for more than fifteen {15) minutes. if unable to
connect the caller to talk to an actual technical support person that can assist them with
their problem(s} within the aforementioned 15 minute period, the technical staff should
inform the caller that they’ll need to call them back. Call back response should be
within one hour. Please describe your process.
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4.6.3

4.6.4

465

VENDOR RESPONSE: Frontier’s Customer Support Team has a team of administrators that
handle Incoming calls. The team’s Average Speed to Answer is 60 seconds. In the event that a
technical call is needed Frontier's Administrative Team will 1) Connect the caller immediately to
a technician. 2} Take the callers number and refer to a supervisor who will locate a product
technician to call them back within 1 hour.

If when contacting the customer to report progress or answer support center questions
the technical support staff are unable to reach the customer by telephone, the technical
support staff should make at least two additional attempts within the next business
hour to respond to the support center inquiry/issue. The support center staff may leave
a voice message for the caller but such message should indicate the support center staff
person’s name, time called, and description of how to return the call to obtain further
assistance. Please describe your process.

VENDOR RESPONSE: Frontier's Commercial Customer Support Team’s goals are to make
contact with the customer with initial test results, hourly if dispatch is necessary and active,
and upon repair of the circuit to make certain the customer is up and working as required. The
Support Team will call the local contact provided on ticket entry and if a message is [eft the
staff will leave the name, contact/return call number and a brief description of the reason they
are calling.

If investigation and research is required by technical support center staff and the
problem cannot be resolved or question answered immediately, then the technical
support center staff should call back within two {2) hours to report progress on the
problem resolution. Support center staff should continue, on a daily basis or other
basis agreed upon between the customer and Vendor, to keep the customer staff
informed on progress of the problem resolution. For wide scale, high severity impact
outages, the Vendor should provide conference call capabilities for both Vendor and
Customer technicians to address and resolve the issue. After action report and
summary will be required for all Severity Level 1 incidents. After action report and
summary are optional at customer’s request for ail Severity Level 2 and 3 level incidents.
Please describe your process.

VENDOR RESPONSE: The Frontier Commercial Customer Support Team’s goal is to contact the
customer within 1 hour of ticket entry, regardless of the trouble report. If the trouble is one
that needs additional support outside of the Customer Support Team we would engage Tier 1,
2, or 3 depending on the nature of the problem. In this situation a technical bridge would be
established with all parties required to isolate and resolve the trouble. In the event that a
customer support tech is needed their technical support could also be added to this bridge. If
custormer technical support is not needed Frontier would continue to update the local contact
hourly until the trouble is resolved. Frontier will provide a Reason for Outage (RFO} or Root
Cause Analysis {(RCA) for any outage as requested by the customer. Typical turn around for an
RFO/RCA is 48 hours.

Provide details regarding your trouble ticketing system including customer access to the
system, average response times, levels of trouble tickets and how those levels are
determined, mean time to repair (MTTR), and any other relative statistics or functions.
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4.6.6

4.6.7

46.8

VENDOR RESPONSE: Frontier’'s Commercial Customer Support Center uses Remedy 0S3 as
it’s primary ticketing system. Remedy 053 interfaces with various inventory, change
management, dispatch and Major Service Interruption tools within Frontier so that the
technician and administrator are aware of any potential disruptions that may affect the
customers trouble ticket. Frontier's goal is to provide a 4 hour MTTR on circuits that are down
hard or severely impacted to the point of being non usable.

Provide details regarding your escalation procedures or processes for all proposed
services, when each escalation level is initiated, and provide the names, contact
information, and escalation order for those individuals in the Vendor's escalation chain
for support issues within the State of West Virginia. The Vendor should provide how the
escalation levels are determined The Vendor must be able to initiate this process on a
24 x 7 basis for all critical or emergency situations or outages.

VENDOR RESPONSE: Frontier's Commercial Customer Support Center has a 24/7 Escalation
Line. Documentation of our Escalation Process can be found in Frontier Attachment Tab 15.
Frontier has peer to peer contacts at 4th and 5th Level escalation that can be reached 24/7 if
needed. Contacts can be found by clicking in the above document.

Provide details regarding your standard network change management procedures.
These procedures should show the formal process used to track each network change
and ensure that all changes to the network are introduced in a controlled and
coordinated manner.

VENDOQOR RESPONSE: Please see Frontier's Safetime Procedure, in Frontier Attachment Tab 13,
for an outline of the timeframe to be expected when potentially service affecting work is to be
performed. Also, please refer to Frontier's Network Maintenance Process, in Attachment Tab 14,
which outlines the Frontier network maintenance procedures which provide the guidelines for
executing planned network changes.

Provide details regarding your disaster preparedness and recovery plans for the
infrastructure that will support the requested services. Indicate your ability to support
the customer in seeking application for priority service restoration of critical services in
the event of a disaster (i.e. Telecommunications Service Priority (TSP) System,
Government Emergency Telecommunications Service (GETS)).

VENDOR RESPONSE: Frontier Communications in the event of a disaster affecting
communications service in the region has a plan independently, or in concert with efforts of
other public and private organizations, will provide an efficient and effective response and
recovery to a catastrophic event. Although we cannot address each type of possible disaster, our
focus is on the information and human and physical resources necessary to respond and recover
from any severe disruption to communications and operations. Once the damaged has been
assessed the recovery process will begin for service restoration. Public relations would continue
to update the public on status of restoral efforts.

Frontier Communications Principal Objectives are as follows:

s Minimize disruptions of service to customers and any external entities relying on us.
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¢ Provide a road map of predetermined actions that will reduce decision-making during recovery
operations, while ensuring our teams are trained on the plan to optimize implementation.
» Ensure timely continuation of critical systems and enable the resumption of normal business
operations and services at the earliest possible time and in the most cost-effective manner.
« Limit the impact of the disruption on Frontier's mission and reputation.
* Assist customers with assessing communication readiness, as well as supporting our mutual
business continuity goals.
1) Evalualion
a. Detectien
b. Reaction
c. Assessment
2} Activation
a.  Authosization|
b. Nofification
£.  Mabilization
3) Recovery Operations
a. Transitional Resumption (remotely)
4} Retumn fo Mormal
a. Reconstrucfion
b. Restorafon
Our disaster recovery plan takes steps in phases and stages:
All of the Frontier Central Offices are equipment with the GETS (Government Emergency
Telecommunications Services) and are monitored and tested on a monthly basis. Monthly
conference calls are held with the support team appointed by Homeland Security to discuss various
the previous months reporting, including issues, concerns, or potential Central Office upgrades.
Frontier elects to do an annual test and allows Homeland Security to choose several offices for a
massive influx of calls to ensure the GETS services are working properly and can handle a potential
disaster.

Frontier does offer Telecommunications Services Priority (TSP) to our customers for a small
minimal monthly cost. The TSP allows for priority restoration and provisioning of
telecommunication services. Frontier offers three types of TSP Emergency Provisioning, Essential
Provisioning, and/or Priority Restoration, If chosen, Frontier codes the account accordingly to
indicate TSP to allow for a specific internal process according to the priority level that is chosen by
the customer.

Frontier does offer Telecommunications Services Priority (TSP) to our customers for a small
minimal monthly cost; according to tariff. The TSP allows for priority restoration and provisioning
of telecommunication services. Frontier offers three types of TSP Emergency Provisioning,
Essential Provisioning, and/or Priority Restoration. If chosen, Frontier codes the account
accordingly to indicate TSP to allow for a specific internal process according to the priority level
that is chosen by the customer.

Provide a contract phase-out and transition plan that documents the transition
methodology and activities necessary and to be used to exercise its best efforts and
cooperation to effect an orderly and efficient transition to a successor.

VENDOR RESPONSE: In order to provide a contract phase-out and transition plan that
accurately documents the transition methodology and activities necessary for a project of this
magnitude, Frontier will require a customized action plan and input from all the appropriate
stakeholders, including, but not limited to the State’s priorities, future needs, and
timetables. Obviously this cannot be a “Flash Cut”, but rather a strategically coordinated and
detalled action plan, with dates synchronized to ensure construction of State of West Virginia
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facilities has taken place and service is uninterrupted. Any other carrier installing new service for
the State of WV for the purpose of replacing an existing Frontier circuit would be responsible for
installing new service via their network facilities or requesting new wholesale transport from
Frontier.

4.7 Security Services

4.7.1

4.7.2

4.7.3

474

Provide documentation of measures in place to prevent a security breach from
happening as well as the documented processes and procedures in place to guide an
effective response to a security breach that occurs via its access to the customer
network infrastructure.

VENDOR RESPONSE: Frontier Central Offices all have perimeter doors locked at all

times. Access is by card key or manual key only. Some of our more critical sites, have cameras
and/or security guards. Most doors are alarmed and monitored at the Security Operations
Center in Rochester, NY which is manned 24/365. Any Security breaches are reported through
the Security Incident Report Form and goes to a Security Professional. Security issues can also
be called in to the Security Operations Center, the telephone number is imprinted on all ID
badge lanyards. Further information regarding our corporate security policies are proprietary
and can be presented to the State of WV upon advanced request in the oral presentation under
a Nondisclosure Agreement (NDA).

Provide details regarding any security related services available to customers via the
proposed solution infrastructure. These details could include pro-active measures your
company employs.

VENDOR RESPONSE: Frontier has a documented response to this section however due to the
sensitive nature of such information it is confidential and cannot be provide in a public response.
This document can be presented to the State of WV upon advanced request in the oral
presentation under a Nondisclosure Agreement (NDA).

Detail your process to ensure your employees have the appropriate clearance and
training to have the required access, and include in the abovementioned
documentation. This should include background checks and established screening
criteria.

VENDOR RESPONSE: All Frontier employment offers and subsequent employment are
contingent upon receipt of acceptable results of a background and reference checks including,
criminal record check, drug screening, and verification of education, employment and
professional references. Certain positions will also require a motor vehicle and/or credit check.
All drug screens must be completed within 48 hours from when you received the chain of
custody form. The drug test will be registered by Frontier.

The Vendor should ensure the infrastructure providing transmission services to the
customer has the capacity, redundancy, and secure monitoring and control capabilities
to effectively protect against any action that causes the prevention of authorized access
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to system assets or services or the delay of time-critical operations. Please provide an
outline of the protection policies implemented by your company.

VENDOR RESPONSE: The capacity of the transmission facilities are engineered to support the
bandwidth requested by the customer. Network facilities in the Frontier network are monitored
for capacity and upgraded as required by the regional Engineering personnel.

Redundancy within the Frontier network is accomplished via an MPLS infrastructure with
dynamic rerouting capability and multiple redundant network links where possible. Physical
route and/or virtual circuit redundancy to customer locations is engineered on an individual case
basis and would need to be incorporated into the design for that particular site.

4.7.5 The Vendor should have and provide documentation of measures in place to
prevent a security breach from happening as well as the documented processes and
procedures in place to guide an effective response to a security breach that occurs via
its access to the customer network infrastructure. Please provide an outline of the
measures in place for the prevention of a breach as well as the documented process to
guide an effective response to a breach.

VENDOR RESPONSE: Frontier has established policies for network security. This is proprietary
and confidential information, and otherwise not available for public disciosure. Frontier will
discuss these policies with the State of WV Office of Technology personnel after receiving
appropriate non-disclosure signatures.

4.8 Service Level Objectives (SLO) Services

48.1

482

Under no circumstances will the vendor provide pricing information as an example in

response to these desirable requirements.

The Vendor should provide monthly SLO reports detailing all pertinent SLO statistics
including SLOs missed and the related remedies applied. The reports should be
provided electronically via a portal or email. The Vendor should provide copies of
sample SLO reports for review and evaluation by the State.

VENDOR RESPONSE: Currently, Frontier does not have a customer facing report structure that
provides SLO measurements or statistics. As these capabilities become available the State of WV
is at the top of the list to receive the benefits. Please refer to Frontier Service Level Agreement in
Attachment Tab 5.

The Vendor should detail the granularity {e.g. each circuit or all circuits) and the
averaging period {e.g. each instance, daily, weekly, monthly) that will be used to
calculate the SLO performance metrics for the Service Level Objectives submitted by the
Vendor in response to 4.8.5 below.

VENDOR RESPONSE: Currently, Frontier does not have a customer facing report structure that
provides SLO measurements or statistics. As these capabilities become available the State of Wv
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4,85

is at the top of the list to receive the benefits. Please refer to Frontier Service Level Agreement in
Attachment Tab 5.

The Vendor should clearly define how the remedy credits or rebates associated with
each 5LO are applied should the objectives be missed. The preference is that the
Vendor{s) automatically apply the credits when objectives are not met and inform the
billed entity efectronically that credits have been applied. The Vendor should discuss
how E-rate customers’ credits will be applied when the discounting of bills is involved.

VENDOR RESPONSE: Currently, Frontier does not have a customer facing report structure that
provides 5LO measurements or statistics. As these capabilities become available the State of WV
is at the top of the list to receive the benefits. Please refer to Frontier Service Level Agreement in
Attachment Tab 5.

The Vendor should understand that should one or more SLOs be missed two out of
three reporting periods, and the Vendor does not provide adequate resolution in a
timely manner, that this may be grounds for terminating the contract for non-
performance.

VENDOR RESPONSE: Currently, Frontier does not have a customer facing report structure that
provides SLO measurements or statistics. As these capabilities become available the State of WV
is at the top of the list to receive the benefits. Please refer to Frontier Service Level Agreement in
Attachment Tab 5.

Post award, the Vendor should provide, at a minimum, the following service level
objectives (SLO) for every service they are proposing in response to this RFP.

4.8.5.1 Network Availability (NA) - the percentage of total hours or partial hours during
a calendar month that the services are available to the customer. Services shall
be deemed to be unavaiiable when an outage is officially recorded with the
Vendor because the customer does not have the ability to transmit or receive
packets by means of the Vendor’s services. The total outage should be deemed
to be the length of time during which the services are unavailable to the
customer beginning with the official notification and ending upon restoration of
the service and notification to the customer. Outage minutes will not apply to
scheduled maintenance activities, problems caused by the customer, or for
reasons of Force Majeure or other causes beyond the reasonahle cantrol of the
provider. When service is interrupted for four hours or more, a credit should
calculated and should be issued to the State entity experiencing the outage as
follows. A month is considered to have 720 hours (24 hours * 30 days). Credit
should be calculated based on the monthly rate for the service multiplied by the
ratio of the number of hours of interruption to 720 hours.
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VENDOR RESPONSE: Frontier read, understood and will comply. Frontier is more than willing to
invite members of the State of WV Governor’s Office of Technelogy to a non-disclosure
presentation on the monitoring system currently in the final process of selection. Additionally,
Frontier would welcome input from the State as to the type and level of reporting that would be
most beneficial. Please refer to Tab 5 - Frontier Ethernet Data Service — Service Leve! Agreement.

4.8.5.2Mean Time to Repair (MTTR) - the monthly average time over any calendar
month it takes for the provider to resolve any outage problem. MTTR is
calculated by dividing the total outage minutes by the total outage occurrences.
The Minimum monthly target MTTR should be four (4) hours. This objective
should be measured and reported monthly. If the monthly MTTR is greater than
four hours over the calendar month, a credit equal to 50% of the monthly
charge should be given for those circuits that were out of service for more than
four hours and were reported by the State via a trouble ticket to the Vendor.

VENDOR RESPQONSE: Frontier read, understood and will comply.

4.8.5.3Installation Due Date - the actual date that the services are activated and
accepted as functional by the State. Exceptions to this 5LO include reasons of
Force Majeure or other causes beyond the reasonable control of the provider
and customer applications, equipment or facilities problems. If the provider
does not meet the agreed upon installation due date, the customer should
receive a credit equal to 100% of the proposed installation charges for those
services.

VENDOR RESPONSE: Frontier read, understood and will comply.

4.8.5.4 Average Latency - the monthly average round-trip latency of designated
portions of the provider’s network. The provider should provide detail as to how
they measure latency and provide diagrams that indicate where in its network
they measure latency. The objective for Average Latency is to not be greater
than 27 milliseconds. For any month in which the objective is not met, the
customer should receive a credit equal to 10% of the monthly recurring charges
for the services. Exceptions to this SLO include performance problems caused
by the customer, for reasons of Force Majeure, circumstances beyond the
control of the provider, or scheduled service maintenance.

VENDOR RESPONSE: Please refer to Tab 5 - Frontier Ethernet Data Service — Service Level
Agreement.

4.8.5.5Packet Loss - the monthly average round-trip packet loss of designated portions
of the provider's network. The provider should provide detail as to how they
measure packet loss and provide diagrams that indicate where in its network
they measure packet loss. The objective for Average Packet Loss should not be
greater than 0.5%. For any month in which the objective is not met, the
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customer should receive a credit equal to 1/30th of the monthly recurring
charges for the provided services. Exceptions to this SLO include performance
problems caused by the customer, for reasons of Force Majeure, circumstances
beyond the control of the provider, or scheduled service maintenance.

VENDOR RESPONSE: Please refer to Tab 5 - Frontier Ethernet Data Service — Service Level
Agreement.
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ATTACHMENT B: MANDATOCRY SPECIFICATION CHECKLIST

51

E-Rate Requirements:

51.1

General E-Rate Requirements.

5.1.1.1 The Vendor must comply with the requirements of the Universal Service
Fund (USF) program. E-Rate eligible entities utilizing the contract(s)
resulting from this solicitation reserve the right to proceed with orders
prior to receiving any funding commitments from the USF. They also
reserve the right to proceed or not to proceed regardless of the
outcome of USF funding commitments.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.1.2 All services and producis requested within this solicitation will be made
available to schools, RESAs, consortia, and libraries statewide and
therefore must meet all E-Rate guidelines for eligible services and
products, service providers, and contracts.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.1.3 The Vendor must prove eligibility for E-Rate by providing its Service
Provider Identification Number (SPIN} (FCC Form 498). Vendor must
provide SPIN Number here 143001432,

VENDOR RESPONSE: Frontier read, understood and will comply with this

request.

5.1.1.4 The Vendor must meet all required participation guidelines.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.1.5The Vendor must provide eligible entities the "Lowest Corresponding
Price” (LCP} for services {refer to FCC 47 CFR § 54.500(f) and 47 CFR §
54.5i1 {b)).

51.151. Service providers shall offer schools and libraries services at
the lowest corresponding prices throughout its geographic
service areas that include all non-residential customer
offerings that are similarly situated to a school or library.
The "geographic service area" shall be the area in which a
service provider Vendor is seeking to serve customers with
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5.1.2

any of its E-Rate services.

5.1.1.5.2. The FCC will only permit service providers to offer schools and
libraries prices above prices charged to other similarly
situated customers when those Vendoars can show that they
face demonstrably and significantly higher costs to serve the
school or library seeking service. Factors that could affect the
cost of service -volume, mileage from facility, and length of
contract.

5.1.1.5.3.Vendor must operate within Rule 47 CFR § 54.5.11 (b), which
states that the provider of eligible services shall not charge

schools, school districts, libraries, library consortia, or
consortia including any of these entities a price above the
Lowest Corresponding Price (LCP) for supported services,
unless the FCC, with respect to interstate services or the state
commission with respect to intrastate services, finds that the
Lowest Corresponding Price Is not compensatory .

5.1.1.5.4. The Vendor, regardless of the size of the company, must
provide LCP for a school or library. A service provider's
obligation to provide the LCP shall not be tied to a response
to an FCC Form 470 or this solicitation and should carry over
throughout the billing life of the contract, as well.

VENDOR RESPONSE: Frontier read, understands and will comply.
Vendor Requirements and Responsibilities for Participation

5.1.2.1The Vendor must agree to abide by all E-Rate rules, regulations,
and limitations as described by FCC, USAC, and SLD. For a complete
program overview, the Vendor can visit the following link:

http//:www.universalservice.org/SL/default.aspx.
VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.2.2 Successful Vendor of telecommunication services must meet certain

qualifications to be eligible to provide the services and receive USAC

reimbursement.

5.1.2.2.1 Must contribute to the Universal Service Fund

5.1.2.2.2 Must provide telecommunications services on a
common carrier basis

5.1.2.2.3 Must file an FCC Form 498, Service Provider Information
Form and obtain a Service Provider Identification Number
(SPIN), providing that number as part of this bid
response, and an FCC Registration number tied to their

IEN tax ID number
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5.1.2.2.4 Must file an FCC Form 473, Service Provider

Annual Certification Form, on an annual basis
5.1.2.2.5 Must file an FCC Form 499-A,Annual Telecommunications

Reporting Worksheet, on an annual basis.
5.1.2.2.6 Must complete the FCC Forms 949-A,/0 (Annual and
Quarterly Telecommunications Reporting Worksheets} and
receive a Filer ID. The FCC Forms 499-A/Q Filer ID will be
tied to your SPIN. Certain service providers are not required
to file or complete all items on an FCC Forms 4939-A/Q,
either because the company has a de minimis status or
meets one of the exceptions noted in the "Filing
Requirements and General instructions" section of the
instructions on the Contributors Forms page.
You can refer to the Service Providers section or the Contributors
section of the USAC website for more detailed information on these
forms and instructions.
VENDOR RESPONSE: Frontier read, understood and will comply with this
request.

5.1.2.3The Vendor must work with the applicant to ensure that all services
for which E-Rate discounts are being requested under the contracts
Resulting from this solicitation, are indeed eligible services as described
in the Eligible Services List (ESL) which can be found at the link provided
below:

http://www.universalservice.org/sl/applicants/beforeyoubegi

n/eligible-services-list.aspx

VENDOR RESPONSE: Frontier read, understood and will comply with this
request.

5.1.2.4Prior to the contract award, the Vendor must specify the name, phone
number, fax number, and e-mail address of the person responsible for
E-Rate within the Vendor's company. The Vendor must provide
updated information should that contact information change, and must
do so within seven (7) days of the change.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.2.5The Red Light Rule states that the FCC shall withhold action on any
request for benefits made by any applicant or service provider that is

delinguent in its non-tax debts owed to the FCC. USAC shall dismiss
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any outstanding requests for funding if a service provider (or
applicant) has not paid the outstanding debt, or made otherwise
satisfactory arrangements, within 30 days of being notified

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.2.6The result of a Red Light could be that all payments are stopped on all
Funding Request Numbers {FRN) for that service provider {or
applicant) and no Invoices will be paid.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.2.7The Vendor must agree to notify the State of West Virginia, WVDE and
WVLC within 24 hours in the event the Vendor/Service Provider has

been subjected to the "Red Light Rule".
VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.2.8In the event of an E-Rate audit or Program Integrity Assurance (PIA)
review, the Vendor must respond within 3 calendar days for 7 day
deadline reviews and 7 calendar days for 15 day deadline reviews to
any and all questions associated with its contracts, proposals, or
processes.

VENDOR RESPONSE: Frontier read, understood and will comply with this

request.

5.1.2.9The Vendor must maintain all bids, quotes, records, correspondence,
receipts, vouchers, delivery information, and other data relating to the
Vendor's services to the eligible entities in the State of West Virginia. All
such records must be retained for ten (10) years after last date of
service or whatever retention period is required by the rules in effect at
the time that services are delivered and shall be subject to inspection

and audit by the customer.
VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.1.2.10 The Vendor must have an internal audit process in place to
ensure compliance with E-Rate program rules and regulations.

5.1.3 If requested by an applicant, service providers must use the Service Provider
Invoice (SP1) method for invoicing the applicant. It is understood that should a provider
extend this service to an applicant, that the applicant will be responsible for the
discounted portion of those invoices should E-Rate funding be denied; however,

applicants will not be responsible for any discounted portion that is the direct result of
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5.2

53

negligence or error in the SPI invoicing process on the part of the service provider.

VENDOR RESPONSE: Frontier read, understands and will comply.
5.1.4 The Vendor must commit to work with the E-rate eligible entities usingthe
resulting contract regarding E-rate discounts and billing.

VENDOR RESPONSE: Frontier read, understands and agrees with section 5.1 E-rate
Requirements. Please see Frontier E-Rate Verification including Green Light Status, SPIN and
FCC number and E-Rate Rider in Attachment Tab 4.

Dedicated State Account Team

5.2.1 The Vendor must provide a dedicated account team to form a partnership
with the State, Education and Library customers. This dedicated team will
support all West Virginia State government levels (State, County and
Municipalities), Education and Library customers only.

VENDOR RESPONSE: Frontier read, understands and will comply. Frontier has a dedicated account
team in place today serving the State of West Virginia which are identified in our included resumes
(see Tab 11). In additional to the dedicated State government team Frontier has three additional
Account Executives dedicated to K-12 and Libraries and two additional Account Executives dedicated
to Higher Education, Counties and Municipalities.

Billing Specifications

5.3.1 Prior to award, the Vendor must identify a single point of contact for billing
issues, disputes, or general questions and have an established process for
resolving billing errors.

VENDOR RESPONSE: Frontier read, understands and will comply.

5.3.2 [fincorrect rates or quantities are discovered, these errors must be corrected prior
to the next billing cycle, and must be credited back to the effective billing start date
for that service. The customer shall reserve the right to withhold payment until
corrections have heen made and credit is received.

VENDOR RESPONSE: Frontier read, understands and will comply.

5.3.3 The Vendor cannot back-bill for a service beyond three (3) months.
VENDOR RESPONSE: Frontier read, understands and will comply.

5.3.4 The Vendor's bill must include, at minimum, the following data elements; billing
month, billed entity name, customer name (if different from billed entity], service
location, circuit identification, service period, cost for individual billing components,
itemized cost for any one time or non-recurring charges, itemized cost for any
surcharges and total cost. The cost identified in the bill must be the correct contract

rates for the specified services. A uniform description of the circuit being billed that
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matches the description of circuits provided on the contract must also be included.
VENDOR RESPONSE: Frontier read, understands and will comply.

5.3.5 The Vendor's bill must show E-rate discounts, per Funding Request Number
(FRN), on the bill for E-rate eligible entities.
VENDOR RESPONSE: Frontier read, understands and will comply.
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The Vendor must provide the billing information, at a minimum, provided in
Attachment F (Billing Example]). WVOT recommends that you use this format/layout

when submitting monthly billing.

VENDOR RESPONSE: Frontier read, understands and will comply.

5.3.7

The monthly bill provided to the State shall be an electronic version for the
purposes of rebilling by the State. The following are the minimum requirements

for this data.

5.3.7.1 The customer must be able to extract the data to specific file format (MS
Excel and/or csv).
5.3.7.2 The Vendor's electronic bill must be received by the State within ten (10)
business days of the end of the previous billing cycle. It should be
understood that timely receipt of the Vendor's bill is directly correlated

to timely payment of the Vendor's biil.

5.3.7.3 The Vendor must state any system requirements to operate the Vendor's

billing software, if applicable.

VENDOR RESPONSE: Frontier read, understands and will comply.

5.3.8

The Vendor's billing cycle must be on a monthly billing cycle and must be
consistent across all services. Services installed or disconnected for a partial
month must be prorated based on the date the service is turned up or down
relative to that monthly billing cycle.

VENDOR RESPONSE: Frontier read, understands and will comply.
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Services cannot be billed until they have been accepted as functional by the State.

VENDOR RESPORNSE: Frontier read, understands and will comply.

5.3.10 Services must be disconnected by the Due Date on TCRs submitted for

disconnection. No billing can occur after this date.

5.3.11 If the Vendor has multiple contracts with the State of West Virginia, the Vendor

must provide separate billing for each contract.

VENDOR RESPONSE: Frontier read, understood and will comply with section 5.3 E-Rate Billing
Specifications.
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5.4 Telecommunication on Services

5.4.1 The Vendor must provide transport services that terminate into customer owned
eguipment - this may include an extension from the entrance of the building to

another area in the building, to be specified by the State.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.4.2 The Vendor must support services that provide a transport solution for the
customer where the Vendor is responsible for any network issues associated with
the telecommunications services from the termination at the customer site to the
Vendor core equipment in its network. The Vendor must be able to test and

troubleshoot the circuit continuity and integrity end-to-end.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.4.3 Point-to-Point Private Line Services

5.4.3.1 For the purposes of this RFP, P2P Private Line Services is defined as a dedicated
end-to-end circuit from one State location to another State location, inclusive of
any associated mileage component necessary for the entire connection.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.
5.4.3.2 The Vendor must propose point-to-point {P2FP) private line digital data
circuits for DS0, DS1 and DS3 access.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.4.3.3 The Vendor must provide proper termination of demarcation blocks
and modular jacks.
VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.4.3.4 The Vendor must clearly label demarcation points with the site specific
circuit identification information, including demarcation extensions to the
location of customer equipment where applicable.

VENDOR RESPONSE: Frontier read, understands and will comply. As a standard procedure for
new circuit installations Frontier will clearly label the demarcation points with specific circuit
identification information.

5.4.3.5. The Vendor must acknowledge termination location will be specified by the
customer.

VENDOR RESPONSE: Frontier read, understood and will comply with this request. Frontier
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will extend to your termination location with a customer provided path with the
specifications of the service provided medium.

5.4.3.6. The Vendor must provide D53 local access services using fiber-optic
transmission media.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.4.3.7 The Vendor must provide multipoint bridging capabilities for aggregating P2P
digital data circuits.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

Ethernet Dedicated and Multi-point Switched Services

5.4.4.1 The Vendor must propose high-speed packet transport that is based on
Ethernet transmission parameters that meet current IEEE standards. Vendor must
propase options for 1IMbps, 3Mbps, 5Mbps, 10Mbps, 20Mbps, 25Mbps, 50Mbps,
75Mbyps, 100Mbps, 150Mbps, 200Mbps, 250Mbps, 300Mbps, 350Mbps, 400Mbps,
450Mbps, 500Mbps, and 1Gbps to 10Gbps services in 1Gbps increments. When
forthcoming County Contracts for Ethernet services are awarded, Ethernet services
will be transitioned to those contracts, with the exception of E-rate eligible entities
whose service will remain on this contract until the expiration of the current E-Rate
program funding year. Change Orders will be executed to the awarded contract
disallowing the ordering of Ethernet services once a County Contract is in place for
that county, with the exception of the above E-rate allowance for the remainder of
the funding year.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.4.4.2 The Vendor must provide multipoint bridging capabilities for aggregating
Ethernet digital data circuits.

VENDOR RESPONSE: Frontier read, understood and will comply with this request; please see
Frontier Appendix Tab 9 for Ethernet Virtual Circuit (EVC) specifications.

5.4.4.3 The Vendor must clearly label demarcation paints with the site specific circuit
identification information, including demarcation extensions to the location of customer
equipment where applicable.

VENDOR RESPONSE: Frontier read, understood and wiil comply with this request. As a
standard procedure for new circuit installations Frontier will clearly tabel the demarcation
points with specific circuit identification information.
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5.4.4.4 The Vendor must provide circuits capable of supporting Q-in-Q Tunneling, VLAN
Translation, and both tagged and untagged VLANSs.
VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.4.5 Frame Relay and Asynchronous Transfer Mode Services

5.4.5.1. The Vendor must provide ATM and Frame Relay services including DSO, Fractional
DS1,D051, Multilink Bonded T1s (2- 6 T1s), Fractional DS3, D$3,0C3, OC12, and QC48 access, as
well as support for Frame Relay to ATM [nterworking {FRF.8}.

VENDOR RESPONSE: Frontier read, understood and will comply with this request. Frontier
will continue to support and maintain the ATM and Frame Relay network we currently provide
to the State of WV, Frontier's long term goal is in line with the State’s and we look forward to
assisting in the migration of customers with these circuits to Ethernet transport.

5.4.5.2 The Vendor must provide ATM services that include UBR (Unspecified Bit
Rate), CBR (Constant Bit Rate}, VBR-RT (Variabie Bit Rate-Real Time},and VBR-NRT
{Variable Bit Rate-Non-Real Time) capabilities.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.
Frontier will continue to support your existing Frame Relay and ATM services which meet
the requested capabilities.

5.4.5.3The Vendor must provide the Data Link Control Kdentifier (DLCI)
numbers for all Permanent Virtual Circuits (PVC) for Frame circuits, and
VPI/VCI information for all ATM circuits.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.4.5.4 The Vendor must clearly label demarcation points with the site
specific circuit identification information, including demarcation
extensions to the location of customer equipment where applicable.

VENDOR RESPONSE: Frontier read, understood and will comply with this request. As a
standard procedure for new circuit installations Frontier will clearly label the demarcation
points with specific ¢ircuit identification information.

5.4.6 MPLS

5.4.6.1 The Vendor must provide MPLS based services with options for
cennectivity that include Ethernet, P2P,ATM, Frame Relay, DSL,
Wireless Access, and VPN Access.
VENDOR RESPONSE: Frontier read, understands and will comply. Frontier provides many
options for WAN connectivity that include Layer 2 Switched Ethernet Access, Layer 3 IPVPN, and
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Layer 1 TDM point-to-point connections. Please see Frontier Appendix Tab 9 for Ethernet
Configuration specifications.

5.4.6.2 The Vendor must propose speed options from 1.5 Mbps to 10 Gbps.
VENDOR RESPONSE: Frontier read, understood and will comply with this request. Frontier
provides many options for WAN connectivity that include Layer 2 Switched Ethernet Access, Layer
3 IPVPN, and Layer 1 TDM point-to-point connections. Please see Frontier Appendix Tab 9 for
Ethernet Configuration specifications.
5.4.6.3The Vendor's proposed MPLS network must support address and routing
separation by Virtual Route Forwarding (VRF). The network must provide
the ability for a singie state entity to participate in muitiple VRF
arrangements.

VENDOR RESPONSE: Frontier read, understood and will comply with this request; please see
pricing in Tab 3 - Cost Sheet in sealed envelope.

5.4.6.4 The Vendor must support Quality of Service/Class of Service (QoS/CoS)
levels within its proposed network. This still needs to be addressed.

VENDOR RESPONSE: Frontier read and understood this request.

5.4.6.5 The Vendor must clearly label demarcation points with the site specific
circuit identification information, including demarcation extensions to
the location of customer equipment where applicable.
VENDOR RESPONSE: Frontier read, understood and can support QoS/CoS in compliance with
standards.
5.4.7 The proposedtelecommunications services mustsupport the transport ofthe
existing applications and related data currently being utilized by the State of
Woest Virginia. The Vendor's proposed solutions{s) must allow the existing
applications to function normally and perform properly. Existing applications

include:
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5471
5.4.7.2
5.4.7.3
5.47.4
5.4.7.5
5.4.7.6
5.4.7.7
5.4.7.8
5.4.7.9
5.4.7.10
5.4.7.11

H.323 video

VolP

Internet access

Internet 2

High Volume Database transmissions
Desktop Virtualization
Server Synchronization
Network Monitoring
Security Monitoring
Content Filtering

Virtual Private Networking

VENDOR RESPONSE: Frontier read, understands and will comply.
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5.4.8 The Vendor must propose telecommunications services that are capable of
supporting Border Gateway Protocol (BGP) and sharing routes between autonomous

systems {AS) on provider networks as well as other public and private networks.

VENDOR RESPONSE: Frontier read, understood and will comply. In the case of Layer 2 EvPL or E-LAN
services, customers may route traffic with whatever Layer 3 routing protocol they choose. The only
limitation to the desired routing outcome would be any limitation on the Layer 2 network VLAN
assignment. For example, the state would only be able to route traffic from one location to another if
those locations were within the same carrier VLAN {E-LAN), or if an EVC was built to send traffic from one
VLAN to another (EvPL). In the case of Layer 3 Ethernet circuits {IPVPN), Frontier supports the use of BGP
Routing Pratocol or static routing.

55 Installation Requirements:

5.5.1 Termination points will be specified by the State. The Vendor must be capable of
extending the circuit to the desired location behind the minimum point of entry.
The additional cost for this service must be provided in the Pricing Section
(Attachment C) along with the identification of whether the Vendor or a
subcontractor will be providing this extension.

VENDOR RESPONSE: Frontier read, understood and will comply with this request. Frontier
will extend from the Minimum Point of Presence (MPOP) location with a customer provided
path within the specifications of the transmission parameters that meet current IEEE
standards.

5.5.2 The Vendor's installation services must include all required products and
services needed to install a functional service. This includes
planning/engineering, termination, cross-connects, splices, terminating
hardware setup, programming, mounting, and related documentation.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

553 The Vendor must comply with all applicable codes, licenses, certifications, and
standards in the State of West Virginia as it relates to the proposed installation
services.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.5.4 The Vendor must perform adequate testing after installation services are
performed to ensure services are operating properly when turned up for the
customer. The Vendor may be required to provide documentation of test

results if so requested.

VENDOR RESPONSE: Frontier read, understood and will comply. For the installation of new Ethernet
51



circuits equipped with a RAD Network Interface Device, Frontier will provide the following:

5  Y.1564 Test Certifications will be conducted on all EvPL circuits. As each circuit is provisioned
and passes testing, SLA performance measurement is recorded. This record is termed the
“Birth Certificate.” “Birth Certificate” records will be made available to customers. EvPL
circuits will not be put into service until a successful Y.1564 Test Certification is completed.
These tests will be based on the standard SLA performance parameters for the QoS level of the
identified for the EVC or the custom SLA approved for a specific customer.

»  Y.1564 (SLA- Birth Certificate) works by using the MEPs from the Y.1731 configuration to
generate up to line rate traffic to verify the configuration and performance of the EVC. The
configuration checks to verify that Provisioning of the EVC is configured correctly by testing
bandwidth and Class of service settings and verifying the SLAs meet the configured thresholds.
Performance test will run a 1 hour Y.1564 for Birth Certificate testing.

5.5.5 The Vendor must define the process for expediting standard installation services
where installation is required in a shorter timeframe than the standard intervals
provided in response to this RFP. The Vendor must clearly identify any cost
associated with expediting standard installation services on the Cost Sheet
{Attachment C).

VENDOR RESPONSE: Frontier read, understood and will comply. Once Frontier receives expedite
request from SOWV, we will do what we can to accommodate. If we are able to complete install within
requested time frame then charges will apply.

56 Support Requirements:

5.6.1 The Vendor must provide a telephone support center(s) that is available 24
hours a day and 7 days a week and accessible via a toll free number. The
support center must 1) provide advanced technical expertise, 2) be staffed with
resources that are proficient in spoken and written English, and 3) maintain and
take responsibility for trouble tickets reported by the State of West Virginia customers
until those troubles are resolved.

VENDOR RESPONSE: Frontier read, understood and will comply. Frontier's Commercial Customer
Support Center is staffed 24/7, 365 and consist of 200 plus associates consisting of Technicians and
Administrators. These associates are staffed in the states of WV, CT, and NY and are skilled in all types
of products to include TDM, Ethernet, Optical Transmission, MPLS and various switching
technologies.

The Commercial Customer Support Center primarily uses a Remedy 053 ticketing system for its daily
operations along with various software for remote testing and isolation of network elements.

When a trouble ticket is entered it is picked up and triaged by a qualified technician for that
product set, every attempt will be made to repair the circuit in house by the Support Center. If
triage in house fails, a technician will be dispatched to the point of failure and the customer
contacted with results and status. The toll free number for circuit trouble reporting is 888-637-
9620.
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5.6.2 The Vendor must provide telephone response to customer problems in one (1) hour or
Jess and provide onsite support (when required) in twenty-four (24) hours or less.
VENDOR RESPONSE: Frontier read, understood and will comply. Frontier's Customer Support
Team has a team of administrators that handle incoming calls. The team’s Average Speed to
Answer is 60 seconds. In the event that a technical call is needed Frontier's Administrative Team
will 1) Connect the caller immediately to a technician. 2) Take the callers number and refer to a
supervisor who will locate a product technician to call them back within 1 hour.
5.6.3 The severity of the issue/support problem shall determine the average
problem resolution response time under the contract as follows:
5.6.3.1 Severity Level 1shall be defined as an urgent situation, where the
customer's services are out of service and the customer is unable to
usefaccess the network. The Vendor shall resolve Severity Level 1problems
as quickly as possible, which on average shall not exceed two (2) business
hours. If repair inside the 2 hour window is not feasible, then regular 2-
hour updates are required.
VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.6.3.2 Severity Level 2 shall be defined as significant outages and/or repeated
failures resulting in limited effective use by the customer. The service may
operate but
is severely restricted (i.e. slow response, intermittent but repeated
inaccessibility, etc.). The Vendor shall resolve Severity Level 2 problems as
quickly as possible, which on average shall not exceed four (4) business hours.
If repair inside the 4-hour window is not feasible, then regular 4-hour updates
are required.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.6.3.3 Severity Level 3 shall be defined as a minor problem that exists with the
service but the majority of the functions are still usable and some
circumvention may be required to provide service. The Vendor shall resolve
Severity Level 3 problems as quickly as possible, which on average shall not
exceed ten (10) business hours. If repair inside the 10-hour window is not
feasible, then updates are required at the start of the next business day and
every day thereafter until repairs are complete.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.
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56.4 The Vendor must contact the State, Education and Library engineering points of
contact by phone within 30 minutes of a network outage that affects multiple circuits
on the State's network. This verbal notification must be followed with a written
report that provides an explanation of the problem, the cause of the problem, the
solution to the problem, the estimated time for recovery, and the steps taken or to be
taken to attempt to prevent a reoccurrence.

VENDOR RESPONSE: Frontier understood and will comply with this request. The Frontier Service
Manager will contact the State by phone within 30 minutes of knowledge of a network outage that
affects multiple circuits on the State’s network. This verbal netification will be followed up with a
written report based on available information that provides an explanation of the problem, the
cause of the problem, the solution to the problem, the estimated time for recovery, and the steps
taken or to be taken to attempt to prevent a reoccurrence.
5.6.5 The Vendor must provide both verbal and written notification a minimum of ten

(10) days in advance of any planned upgrades, modifications, etc. that may affect

the State customers to all State, Education and Library engineering points of

contact.

VENDOR RESPONSE: Frontier read and understood this request.

e At this time, it is a manual process to do notifications; it is done via email provided we have
customer information. The Commercial Customer Support Center notifies specific
customers and the local engagement model (account teams, GM, tech supervisors etc.)
notifies other customers in their reporting area. We recently worked with IT to capture M6
data into Matrix4 to assist with manual research for impact.

e When we have events such as upgrades and modifications that are planned far enough in
advance we will give the State sixty {60) days both verbal and written notice.

» Thereis an ISR in the requirements stage to assist with customer notification

566 The Vendor will be required to participate in regular customer status meetings with
the State, Education and Library engineering contacts during the implementation
and migration phases of the resulting contracts as well as ongoing contract
management meetings to review new service issues, plan and coordinate network
upgrades, and report on progress related to active network issues.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

56.7 The Vendor shall coordinate with and assist the Customer and its follow-on Vendor(s)
in establishing the most cost-effective method for transitioning from the currently
provided services to replacement services without degrading existing service.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.
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5.7

Security Requirements

571

5.7.2

573

574

5.7.5

The Vendor shall be responsible for the physical and cyber security of the
network infrastructure that provides transmission services to the customer.
VENDOR RESPONSE: Frontier read, understood and will comply. Frontier provides the
physical and network security measures to ensure that the network assets within its
possession are secure from unauthorized access. Frontier is not responsible for ensuring
the physical security of any network asset placed on a customer premise. Frontier cannot
ensure network security for customer owned assets, as they may become compromised
from a source outside of Frontier's control.

The Vendor shall be responsible for resolvingall security vulnerabilities that may
affect equipmentortransmissionservices provided tothe customer.
VENDOR RESPONSE: Frontier read, understood and will comply, Frontier shall be

responsible for resolving any security vulnerabilities that may affect transmission services
associated with network elements within our control.

The Vendor's policies, services, processes, or employees cannot create conflicts
with the customer's standard security policy requirements. in the event of a
standard security policy conflict, the customer's policy will be upheld. (Policies
available at http://www.technology.wv.gov)

VENDOR RESPONSE: Frontier read, understood and will comply. Frontier will agree to this
term upon receipt and pending review of customer’s standard security policy.

The Vendor shall support customer evaluation of security incidents and
compliance verification evaluations, as deemed necessary by the customer.

VENDOR RESPONSE: Frontier read, understood and will comply. Frontier will respond to
customer’s network security reports as deemed appropriate by its Engineering, Operations,
and Corporate Governance.

The Vendor must have an established and documented policy governing
personnel security to include the validation of employee trustworthiness.

VENDOR RESPONSE: Frontier read, understood and will comply. This offer and
subsequent employment is contingent upon Frontier’s receipt of acceptable results of a
background check and reference checks including, criminal record check, drug screening,
and verification of education, employment and professional references. Certain positions
will also require a motor vehicle or credit check. All drug screens must be completed
within 48 hours from when you receive the chain of custody form. The drug test will be
registered by Frontier.
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5.8 Pricing Requirements

5.8.1 Since this solicitation is for statewide telecommunications services to be provided
by a single Vendor, the Vendor must provide costs for all services identified on
the Cost Sheet (Attachment C). Failure to complete the Costs Sheet in 1ts entirety
will result in the Vendor's bid being disqualified.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.

5.8.2 Any non-recurring costs must be clearly identified and defined on the Cost Sheet.
Failure on the part of the Vendor to include this information will result in the State
denying any charges that exceed the monthly recurring costs for the specified
services.

VENDOR RESPONSE: Frontier read, understood and will comply with this request.
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By signing below, | certify that | have reviewed this Request for Proposal in its entirety; understand
the requirements, terms and conditions, and other information contained herein; that | am
submitting this proposal for review and consideration; that | am authorized by the bidder to execute
this bid or any documents related thereto on bidder's behalf; that | am authorized to bind the
bidder in a contractual relationship; and that, to the best of my knowledge, the bidder has properly
registered with any State agency that may require registration.

Frontier West Virginia Inc.
Kevin Wallick, Sr. VP (West Virginia) 2
{Representative Name, Title) {Signature)

{304) 344-7234/(304) 344-6123
{Contact Phone/Fax Number}
April 14, 2016

{Date)
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Ethemst Data Service & Fthernet Internet Acesas
Service Level Attachment
Fronfier ConSdential

T

This Ethernet Dafa Service & Ethamnet Internet Acpsss Service Level Attachment ["SLA™) applies fo Ethemet Sesvices ordered pursuant to an
Ethernet Intemet Access Schedule, Ethemet Virual Private Line [EVPL) Schedule. or Ethemst Locs’ Area Network (E-LAN) Scheduls executed by ard
between Insert Customer Kame {"Customer”) and Frontier Communications of America, Ine. { Frontier’). The tenns of this SLA spply exclusively to
the Ethemet network slements directly within Fronber's management responsibility and control ("On-Net Service”).
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C. Jitter: Packet Jitter, Frame Delay Variance (FOV), is the difference in end-to-end one way delay between seiected packets in 3 data siream with
any lost packets beinp ignored. Fronfier guarantees average FDV (infer-packet differential) performance on On-Net Sewvice transmissions wi
meet performance parameters outned in the tables below. Credits are based on the marniiily average Frame Delay Variance. This FOV SLA
Emiited #o CHR-compliant packels on Ethernet LAN / WAN circuils OMLY. The FDV guemnize does not apply to Ethemet infemet services.
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3.  Service Outage Reporfing Procedure.
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reports 3 probiem with a Sendce but declines fo alfow Fron'ier access for testng end repair, fhe Senvice will be considerad o be Dpained, but
i ot be deemed a Service Qulage subject to these femms.

D. ¥ Frontier dispaiches a field technician fo perform diagnosiic troubleshooling and the failure was cavsed by lhxe acis or omissions of Sustomer
:kmﬁﬂmmmwmmamm:mmmhanmmmmsm

A.  Credit Request and Egilvlity.
A Inthe svent of a Service Outage, Customermay be entiled o = credt against the applicable On-Net Service MRC if ) Customer in‘tiated & Trouble

Ticket: {#}the Senvice Dulage was caused by 2 falre of Frontier's equipment, Baclites or personnel; (i} the Sanice Outage waTanis a oredit based
o fhe terms of Section §; a0 (v} Customer requests fhe ered wihin ity {30) days of kst day of the cafendar month in which the Senvice Oulage
occumed.

1. Cradis do not apply to Senice Outages caused, in whole of in part. by cne or more of the following: (i) the acks or emissions. of Customer or its
empioyess, afffates, agenis, representatives or imitess; i) fahoe of power (@) e faiun or matfunclion of non-FronSer equipment or
sysiemns; (v) cirumstznces or eauses beyond the conlol of Frontier or is representatives; (W) a Plzned Service InfemupBon; or (v} Emargency
Maintenanca. In addiSon, Customer will not be isswed credits for a Service Dutape during any period in witch Frontier s not provided with sccess o
MMMEWMMMHﬂEMEmmthmmmmm
M!M'MWMWMWMMMMMWEMFWM
]nuihdiutanﬁzuﬂJmtmmhﬂh(ﬁ)m@'mpﬁhmmdeﬁﬂyiﬂﬂmmmmb
Cusinmes. "Emergency Maimename” means mainenance which, i not performed promptly, could resul in 3 serious degradsiion o loss of senice
over the Frontier network.

C. MNotwithstanding anything to the sontrary, =l credit sliowances wikk be Emad to masimum of 50% of the MRC for the impacied On-Net Senvice,
HMFWMEM.mﬁﬂnyﬁwwmﬁﬁimksﬂhﬁuﬂ&iﬂ%%aﬂmmﬂm&my
one service lewel component metric can be used for detenmining Senvice credis. In the event of he fallure of the Service to meet muliple mebics
in & one-manth period, e highest Senvice credit will apply, nof the sum of multiple Service credits.

e e e e A ——————
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a3

x7 Fthemnet Data Service & Fthernet Internet Access

umr Service Level Attachment

Frontier ConBdential

D. ‘This SLA guaraniees service performance of Frontier’'s Elhemst daia services onfy. This SLA does not cover TOM services D51, MDEY. or
X523 services] or other woice of data sendces. provided by Frontier. This SLA does not apply o services provided over third parly facfities,
through a carrer hiote!, or over Frontier faciifies witich terméinalte frrough 3 meet poink circuit with a third party caner.

E  The final determination of whether Frontier has or has nobmet SLA metrics w7 be based on Fronber's methodology for assessment of compliant
pesformance. Semvice Quiage credils are cacuated based on the Costion of the Savice Outaye, regardiess of whether such Senice Ouisge
i the result of f2ire of the Senice fo meet ane of more performance metric.

¥ cmditm.im.ﬂummmummpmwmmmwﬂmwmwm a subseguert
bilk to Customer. Credsts provided pursuant to this SLA shafl be Cusiomer's sole remedy with regard io Sendce Oulages.

5. Chronie Qutane: An ndividual On-Net Senvioe quaffies for "Chionic Oulage” siatus if such senvice fa'ls bo meet the Availsbility objecthves, and one
wmdhﬁﬂnﬁlﬁ:{a)asmrmﬂefmtmmmerﬂmﬂhm(b]miimaTmﬂeTi&ebmdhmﬂmsm
during @ rofling & month period, or (¢} 15 separsie Troubte Tickels of any duration within a calendar month. ¥ an On-Net Service reaches Chironic
Outage sistus, then Customer may temmmate the afiected On-Net Service without penalty, provided that Customer must exercise such right within
ten (10) days of the On-Niet Sarvics resching Chronic Cuiage status 2nd provide a minimum of 15 days prior written nofice fo Froaier of the infent to
exercise such temination right.

Thiv SLA constiutes the entire agreement between the parties pertaining to the subject malter hesein and supersedes 2t prior-oral and nriten proposals.
comespondence and memoranda with respeet theretn, 2394 may not be modified I any manner except by mutusl wii'fen agreement.

R — R - =
Froaiier Cammunicabtions of Amesta, ins
'L"‘——*T‘_—*v—_—"— . 2 =
Froatier's Signature:
SR T ae e - B O ol 3 e
Printed Mame:
—— e ey
Tille:
——
Date:
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Tab 6 Certification of Insurance Sample

o
@Rﬁ CERTIFICATE OF LIABILITY INSURANCE page 1 0 1

DATE NMTETYTY)
11/02/2015

TS CERTIRCATE IS ISSUED AS AMATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFAICATE HOL DER THIS
CERTIFCATE DOES NOT AFARMATIVELY OR NEGATIVEL Y AMEND, EXTERD OR AL TER THE COVERAGE ARFOFDED BY THE POLICIES
BELOW. THIS CERTIAICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSLENG INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

certificats holder in Beu of such endorsement{s)

MIFORTANT: Kihe certificate holder is an ADDITIONAL BSURED, the policyGes)mst be endorsed. |, subject to
the teems and conditions of the policy, certain pdimamayleqm an mmnmmMmmmmmwbm

¥ SUBRDGATION 1S WAIVED

Willis of Floxrida, Inec.
afo 36 Cantuxy Blwd.,

518k
Nesbvwilie, TH 317230-5151

GOMTACT

| SIALE
%m 877-945-7378 [ uo saB-s67-2378 |

| sooREss;  certOoertfocus.oon

L WAURCREWTORINNG CIVERAGE NAICE
WNaURERA Continentsl {asuslity Company 2044%-002
s o Corporation sod its SubciqiMSUSEAE Assoolated Slectrin & Gus Insuranse Servi| P0S40-001
L0 Merrite ¥ MEURGRG: & Onsunlty Company of Besding, PA | 20427-00%
Rozwalk, CF 0G51 mouREAD: Ten. ion X [ 20434 -003
‘NELRERE
{ RSURERF: .
LOVERAGES CERMACATE MUNMBER: 23212862 REVISION NUMBER:

THIZ IS TO CERTEY THAT THE POLICIES OF INSURANCE
INDICATED. NOTWITHETANDENG ANY REQUIREMENT, TERM OR CONDITION OF

LISTEN BELOW HAVE BEEN FSSLED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
ANY CONTRACT

LCERTIFICATE MAY BE ISSUED OF. MAY PERTAIN. THE INSURANCE AFFORDEE 8Y THE POLICES DESCRIBED HEREIN IS SURJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIME .

OR DTHER DOCLIMENT WITH RESFECT TO WHICH THIS

LR TYFE OF IESURANCE POLICY NUWBER | IR DEIYY Lty
A |x | comrmom cemna unaray aL2095784254 67172015 (67172016
|| cuness-sane] x | oo BAEI TR
| MEMHENS Jmy one peraoe) A0, 000
] PeREONALLVIARY |5 1, 000,000
| GENL AGGREGATELINT APPRLES PER- GEHERAL AGGREGATE
[x | rouer [ ]2 [ uce PROOUCTS-COMPIOPAGS 15 2, 000,000 |
DTHER: g
B | Auoescen Sessanmy BUAZ005784268 [6/1/2015 [6/1/2016 |FENRJENSEWT | 3, pgg, 000
X ] sy BOCALYMJURYFPerpeman; [+
[ mLowmen ST Sy BOCKY IRV Feraciiaet) |
E HIRED ALTOE [ s N
m | | umsennms [ ]oooum ZL5113004P 6/1/2015 |6/1/2016 |eacyoooumpence 15 2,000,000
I | ecenrung  [I ] cLaMa-NADE ACGREGATE |5 2. 006,000
oo | |femewous i
o | WeRKEE comPeRBATION o Wo20 95784531 E/170015 (67172026 |= e | IR
€ | anr : wa| [Wo20SETREEAS 6/1/2015 (67172016 |Er eannsnmreny 1, 008, 000
D m"m WC2095704559 6/1/2015 (67172016 |Erpmsse-sasumcves|s 1,000,000
DERGRIFTHGN = DIRERATIONE below EL DHEEASE -POLICY 18T |s 1,000,000
DESCRIFTIONOF DFERATIONS | LOCATIONE | VEMIDLER (ACCRT) HH, FRorrks Bohaduis, may b [T )
CERTIRCATEHOLDER CANCELLATION

l'tl:r Info Purposes Only

SHOULD ANY OF THE ABDVE DESORIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE Wit BE DELIVERED [N
AGCORDANCE YWiTH THE POLICY PROWVISIONS.

ADDRD 25{2014/01)

Toll: 5699199 Tpl:1959658 c-rh.é 462 219882044 ACORD CORPORATION. All riphts recerved
The ACORD narme and logo are regislered maris of ACORD
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USINESS EDGE Tab 7 Frontier West Virginia W9
e 1W=9 Request for Taxpayer Qlive Form to the
oy o Pachny Identification Number and Certification et

Frbermm{ Ruve rua Scvicn )
T Famas (2 Sheram on yorsT Theem T it G MAE i recpired or this (inw; G N5 I05ve 1 T8 DN,
Frontier West Virginiaing. o= o
¥ Cutness nameicereqarded erilly pac 4,  ofbesed1 ko above

e e R L W s e —— AT

3 EAunk appopriRte LI fwfammu_;wmﬁnnkﬁm{u!mchnwnna-nmm '

g — T
pAl gttt oy B

Immnmnauw B cowpourn [ & Covontion [l Pamamtic [ trsteunte | P o pae

e~roeriber

[N Lomutoet ishiFly pompay. Erfer e tax asnilkation #5-C comoration, 8~8 copoii’an, Ppanerci)e ::-utmmsw_m___
Yols, Far a LG thedl I dliaragai e, s oot check B che tha G apeiats bist o the Il dbove for | EXmptinn *mm FATCA. raportey
Mmmwmm:xym. ni:ﬂmmr" e R ha ppaen ahint et | =yd

¥ -ullr{su insipilicna = 50y e et sralowsood i f i

A il i o i s b § TP RERS! K s -

i § Addeess (b, atrect, end opt, or waltn ma) immawawm;mm

T Gty winis, eid 21 oatie CR "“"“—;

R LU ————

Print or typa
San Spacitls instrustions or pege 2.

T Tistancount PATGEAR here optana)

L = g i

Yaxpayer Meniificetion Number (TN " it
Ertar your TIR B e spproprisgs box, The K provided must mateh the name give: on licg ¥ toavoid | Sockl suaurity sunber |
macke:n willheds g, For itivicaals, this is grncrally your secial securlty numyer [S3M), Mowever, fora 1 L l I “' )

i ) - ] |

res/dont &han, ok propdetor, or disegsdat sew e Part | nstructions o page 8, For gihar
enlibiog, il is your cmpayer sdantiflcation number - ST ym) do rok Fawe 5 wsver, gae How lo get 2

Tilt on paga 8, or
Hade, If the acrer w in g8 than enc neme, 556 the matuctana for fne 1 gnd the chan € page 4 for  LEmBlerer densfivat an umke
guitlelines onwhoee number 1 anter, ‘

et

Usdsr panstties of pedury. | carify that:

£ Tha namber shown on ihiz ferm & my smect taxpayor Idantiestion pumbear for | am walting for & rurvnes to b lsund ko me); and

8, | Em not subiect to bacup wikholding bectiuse: £ [ow axeapl drom backup vithholdag, & () § e 401 Seen notified by the intemat Rewnue
Sevying (AS] that 1 am subizect to baclen withholding as & et of 2 faihore to rapark 2l inbereat or adenas, o (¢ the IF% hos nrtiled me that | am
na [eager subjset 1o backap withhcidng; and

2. e a UG, aiizen or picar ULEL peraon {celined bkind; and

4, “the FATCA codu(sh ebared on 175 form (F any) inctsating it | am sxeryl fiom FATGA mporing 3 comect,

Catilication Matrsclions. You must erss ot tem 2 above if you hive bewn aclified by tha TRE that you ere currently subjent to baskup withboxing

Bacayge yoo have telled ba roport all interast and dwidards on your 12 retur, For sl cstoln irargaethos, ben 2 does not apply. For mortgags

interast pe.d, acqulaition or akadonnent of eowed property, cancellation of deb, costributiane Yo an indhigue! reliement arengement (T4, and

gerary, paymenis oliter then *ereet and dividends, you &¢ ot reaitired 1o £gr the fication, but yeo mLxt provics: your comect TIN. Sea tha

inuctions o page 8

Bign Signater of

Here u.!.p-:mf _

A A U S —

TOrgRga tinmee, 1008-E dt, Jer "ot Irternst), 10881

el

Qeneral Instructions  Forws 10 e
Swclion mferances are ba e intomol Revanus Cods wissd athersdie noted, + Fomm W020.0 ac gt

Fulbure dovelio prosnts, informason aboyt davakpmerts attecing Fam W-9 el « 004, it andon
a3\egiaiation enactd BEarwe mlaTie 1] b & W s powtg, Fair1 10894 japquisilion or chancioamunt of Mt praperts]
Uas Forr: W-B snly 3 v 7w & LS. prescn (nnuding & miderd abiv, 1o

Furpose of Form parorvded v coprest TR,
A0 o G G0ty oS Y-8 w0 ks recguimd o fle an iéammeson F ypetr o red riefuems Fora W03 0 e rcuruatie with & THC yonr milght b sibyoct
mamnmmmmm@mwmnm neenba (T o bachug wilhiroiing, Saa Wit is taciup wilhtioldbg? on pags
*&hmwhmr@wmmmwﬁmwnlﬂmﬂnn By =igning thn Dledrcal fon, your
. o o Coonramw WL S 1 oty T o e ot 4 e
¢ QDMEE @NnCs Ul Feportabie ah diy Blotmation sy, Excmpies of infarmetion !
#mhemm“mtltnhdmm%m 2, Cartify tal Yoi s nol subyest 1o barap wIetiding, or
« g 10BG-297 {rherent earned or palc) &Wmmmm%g;&ﬂ&fmaummm:ﬁm&l
i picat’s; e T |, e BEa e shane
« Egwn | [V 4oividends, inchiding Ihoee e atocs or murlusl  Fts) rypmu#ﬁp%mﬂmnlﬁ&hﬂwbuﬂ?—-kmmum
« Form 1 GERAAEE tvarious Types oF 2500076, 0i2aa, swihds, &' ¢rivs proceeds) welibi: alefing ki & Svg i parmers’ share of affactiely Sorhsisd nooee, and
« Forsi 1 D@80 fahoek or mitunl fond asias and o=tan oy Ensecicon by A, Gorly Bat FATCA oocefs; antered on ths form & any] Iaoaling il pau soe
browersi ewerapt frarm e FAYCA roporng, 16 carect. See What 8 FATOA myporng? on
= Faaren 1098 droconcla from maal eshi’s raneactiors) PaDa 3 By rthe s infemnalion.
» Togwoh 1 0BG Tmerchart card ang Iiivd party ngtwork ensastios
ol Mo, 1K Fert WD (Rav. 12-2074)

R e
Frontier Response to State of West Virginia CRFP 0212 SWC1600000003 Page 67



R

Frontier

BUSINESS EDGE Tab 8 Frontier FCC Green Light Status

Tab 8
Frontier SPIN Number
FCC Green Light Status

FCC Number
E-Rate Rider

State of

West Virginia CRFP 0212 SWC1600000003

Pae

Frontier Response t



v ™
»® w5

Frontier

BUSINESS EDGE Tab 8 Frontier FCC Green Light Status

Frontier West Virginia Inc. SPIN # 143001432

Frontier West Virginia Inc. Green Light Status

TG Red Light Dispiay Syséem

jJ-,c,.-_-;- Fegeral Red Light Display System
<[ on oy Bommunications S
Cofmissian £OC | Fees | Red Light Display System

Logged i as: Frontier Commusications (FRN: 0022072609) [Log Out) Peint | Help

=7

241712016 11:17 RIT Current Status of FR

{ 0D22071609

sTATUS: Green
You have no delinquent bills which would restrict you from doing business with the FCG.

The Red Light Display System checks all FRNs assodated with the same Taxpayer Identification Number (TIN).
A green light means that there are no outstanding delinguent non-tax debts owed to the Commission by any
FRN assodated with the requestar's TIN. The Red Light Display System was last updated on 03/17/2016 at
6:37 AM: it is updated once each business day at about 7 a.m., ET.

Customer Service
Red Light Help FCC Debt Collection FCC Fees web Policies [ Privacy Policy
Red Light Display System Help Line: (877) 480-3201, option 4, 4; TTY (2062) 414-1255 (Mon.Fri. 8 a.m.-6:00 p.m- ET)

Red Light Display System has a dedicated staff of customer service representatives standing by to
answer your questions or concerns. You can emall us at aringuiries@icc.gov or fax us at (202) 418-7869.

to State of West Virginia CRFP 0212 SWC1600000003 Page 69
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BUSINESS EDGE Tab 8 Frontier FCC Green Light Status

Frontier West Virginia Inc. FCC #

Registra;ipg_ﬂgtg,it
l- FRN: 0002011278 ;
| e R
| ~ tast Updated: 057202015 1€IBEUGAM
! Susiness Nam: Froner Wostigma e,
| Buslness Type: Private Sectur Cmpora?mn
| Contact Organization: Veﬁzon = =
| Contact Position: Sr. Network Engineer R

I Contact Name: Ehssa E Mqt)mbpr

' 25{] South Frankhn
Contact Address: Cookeville, TN 38501
Umted States

| Contact Email: efissa mcumber@ﬂr com
| ContactPhone: (931) 523-153% |
| ContactFax: (93‘!) 523—1 '531»\ o B |
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" Cormutic e Business
This is E-Rate Rider applies to the Frontier Sexvices Agreement daled Select Month .20 {'FSA") and Service

Schedules execuled pursuant thereto {the FSA and Senvice Schedules coliectively the “Agreement”) by and between insert
castomer name ("Customer’) and Frontier Communications of America, Inc. on behalf of itself and its affiiates
("Frontier™}, and is efective as of the date of the last signature below ("ERective Date”).

This E-Rate Rider covers only the Schedules and Services for which Customer secks E-Rate reimbursement for the E-Rate
funding year July 1, 2016 through June 38, 2#17. Such Services are fisted in Exhibit 1, attached herelo and incorporated
herein by this reference.

The tenns and condifions of this E-Rate Rider replaces the E-Rate Rider between the parlies for funding year July 1, 2015
o Jure 30, 2016, if any.

If there are any Biconsistencies belween the Agreement and this £-Rate Rider, with respect to the Services for which E-
Rate funding is sought the terms and conditions of this E-Rate Rider shall control.

Customer may seek funding through the Federal Universaé Service Fund program known as “E-Rate” for some or
all of the Services purchased under the Agreement. E-Rate is administered by the Schools and Libraries Division
{“SLD™} of the Universal Service Fund Administraiive Company {*USAC") (Sometimes collectively or individually
referred to herein as "USAC/SiD”). The Federal Communications Commission (“FCC"} has promulgated
regulations that govern the participation in the E-Rate program. Both Parties agree to adhere 10 FCC regulations
as well as the rules establizshed by SLD and USAC regarding participation in the E-Rate program.

The Parties further agree:

1. Reimbursement of USAC/SLD. If USAC/ISLD seeks reimbursemert from Frontier of E-Rate funds as a result of
Customer's Tailure to comply with the E-Rale rules and regulations, including Customer delays in submitiing required
forms or contracts; or, if JSAC/SLD determines that Services which it had previously approved for discounis are not
eligible for funds must be retumed (other than as the resuit of Frontier's failure to comply with the E-Rate requirements),
then Customer shall reimburse Frontier for any such funds within ninety (90) days of nolice from USAC/SLD seeking
reimbursement. In addition, Cusfomer agrees and acknowledges that a determination of ineligibility does not affect the
obligations set forth in the Agreement, including those obligations related to payments, default and early termination
fees.

2. Elighility of Services. The eligibility or inafigibility of Services for E-Rate funding is sclely the responsibilty of the
HSACISLD and/for the FCC. Frontier makes no representations or wamanties regariing such eligibifity.

4. Servite Substilulions. Customer acknowledges the USAC/SLD funding commitments are based upon the Services and
{ocations set forth in the Form 471 and that any modfications to the Services and/or the locations at which the Services
are to be installed andfor provided, requires Customer to file a Serice subsBiulion with the USAC/SLD, seeking
penmission to receive afternative Service or receive the Service 1o an altemative location. f Customer intends to make
any such Service substitutions, than Customer agrees to pursue them, and file any and all requisite documentation,
diligently. Frontier will provide Services only as approved by the SLD and may suspend activilies pending approval of
Service substifution requests.

4. Requested Infonmation. If requested by Frontier, Customer will prompily provide Frontier with final copies of the
foliowing F-Rale-related materials {inciuding afl attachments) prepared by or for Customer: (1) Form 471 and item 23
Altachment; if appropriate, {ii) Form 486; (i) Form 500; {iv) Service Substilution Request; (v} Setvice Cerlification
Form; and (vi} Form 472-BEAR. If the Customer issues putthase onders, Customer shall clearly deiineate between
elighle and non-eligible Services on those orders.

5. Non-Appropriations. By executing the Agreement, Cusiomer wairants that Customer has funds appropriated and
available o pay alf amounts due hereumder through the end of the Customer’s cumment fiscal period. Customer further
agrees %o request 2fl appropriations and funding necessary fo pay for the Services for each subisequent fiscal period
through the end of the Service Term. In the event Customier is unable to obtain the necessary appropriations or funding
for the Services provided under this E-Rale Rider, Customer may terminate the Services without liabifty for the
cancellation charges under the following condiions: {i) Customer has iaken all aclions necessary to obtain adequate
appropriations or funding; (i} despite Customer's best efforts funds have not been appropriated and are otherwise
unavaiable to pay for the Services; and Gil) Customer has negoliated in good faill with Frontier 1o develop revised

Page 1 of4
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f 7 nher: | E-Rate Rider

Commuriicationy Business

.

7.

ferms, an alternative payment schedule or a new agreement % accommodale Customer's budget. Customer must
provide Frontier thirty {30} days’ wrilten notice of its intent o terminate the Services. Termination of the Services for
failure fo oblain necessary appropriations or funding shall be effective as of the last day for which funds were
appropriated or otherwise made available. If Customer ierminates the Services in accordance with this provision,
Customer agrees as follows: () #t will pay all amounts due for Services incurred through date of termination, and
reimburse all unrecovered nonrecifting charges; and (i) it will pay Frontier all applicable cancellation charges F it
coniracis with any other provider for the same or substantially similar Services during the Service Tem.

Customer-Designated Funding CommEment. Customer must choose option A or B belfow. IF CUSTOMER WISHES
TC CHANGE ITS SELECTION AND WISHES FRONTIER TO COMMENCE SERVICES REGARDLESS OF FUNDING
COMMITMENT FROM THE USACISED, CUSTOMER WILL EXECUTE A NEW (REPLACEMENT) E-RATE RIDER,
AND SELECT OPTION A.  Upon execution of the Replacement E-Rate Rider, the Parlies will mutually agree upon a
Senvice Commencemenst Date,

] OPTICNA favaiable for new or exisfing Services]

Customer directs Fronfier to commence of confintie Services even if a funding commitment decision lelter (FCDBL™)
has not been received from USACISLD. Customer acknowledges and accepts its obligation to pay for the
Service if funding is denied or USAC/SLD commitment is not received.

i. Scope: Customer desires the Services commence on or about <insert date if Opiion A Is selected>=.
Customer intends to seek funding from the USAGISLD, but acknowledges fhat it may not receive FCDL prior to
this date and that it is possible that USACSSLD may not approve funding or may delay its decision.

ii. Funding Denial Agreement Termination: CUSTOMER ACKNOWILEDGES AND AGREES THAT THERE IS NG
RIGHT TO TERMINATE THE SERVICES RELATED TO THIS E-RATE RIDER IF E-RATE FUNDING 5
DELAYED OR DENIED.

Customer shall refer io the E-Rate Rules and Regulations regarding USAC/SLD payments for eligible Services
delivered after the beginning of the E-Rate year {July 1%} but before receipt of the FCDL.

] OPTICNB {appropriate for new Services]

Services will not commence until Frontier receives notitication that £-Rate funds have been commitied. If E-Rate
funding for Services is denied, the Agreement will terminate as to those Services unless and unil a new E-Rate
rider {replacing this E-Rate Rider) is execitted with respect to such Services and Customer elects Oplion A.

i Scope: Cusiomer agrees i exercise best efforts to obtain funding from the USAC/SLD. Frontier will not begin
work relaled to the Services {including, without fimitation, construction, installation or activation activities) untl
after Frontier receives {a} Customer's nolification fo proceed and verification of funding approval, and (b} for
internal connections, a verification of Form 486 approval by the USAC/SLD. Frontier wil commence Service(s)
as soon as is practical following the receipt of the appropriate docurmentation.

ii. Fundina Denial Agreement Tempinalion If a funding request is denied by the USAC/SLD, the Service
Schedule, with respact to such Service(s), shal terminate sixty (60) days from the date of the FCDL in which E-
Rate funding is denied or on the 30™ day following the final appeal of such denial, and Customer will not incur
termination liabifty. In the event Services are o be provided pursuant to & multi-year Agreement {whether by
contract or tariff), this tenmination right applies only to the first year of the multi-year Agreement. This provision
does not apply fo Services that were initialy approved for funding and subseguently deemed ineligible by the
USAC/SLD after commencemsent of Services.

E-Rate Discount Designation. Customer acknowiedges its obligation to designate the method by witkch it will receive E-
Rate discounts. With respect to each discount mathod, Customer agrees as follows:

Billed tnfi ions Reimbursem — Form o

e ofd
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Customer agrees i submit io Frontier complete and accuraie BEAR — Form 472 requesis for ceriffication at jeast
five (5) business days prior to the FCC invoice deadine date for the Funding Reguest Number(s) (“FRN") being
submitied on he Foemn 472 Upon recelpt of the USAC/SED check in the amount of the cerlified Form 472, Frontier
will remit payment to Customer within iwenty {20} business days afler receipt of the payment from USAC/SLD. ltis
solely Customer's responsibility to ensure the accuracy of this submission and thi amounts sought 1o be recovered
through the E-Rate program.

Service Frontier invoice — {(“SPI™y — Form 474:

After Frontier has received nofification of approved funding, an approved Fonm 486, and Customer has ronfirmed
e appropriate Bllied Accounts o be discoumted per Funding Request Number, Frontier will then provide E-Rate
program discourds and will file 2 Form 474 SPL. Customer agrees o promptly submit any Frontier or USACISLD
Forms needed fo support requeste for payment of Services rendered. In the event USAC/SLD denies payment,
Cusiomer will be responsible for repayment of afl funds provided to Cusiomer by Frontier associated with this
process.

FCC RULES REQUIRE THAT PRIOR TO SUBMISSION OF FORM 471 APPLICATION FOR FUNDING THE PARTIES
MUST HAVE ENTERED INTO A BINDING CONTRACT FOR THE SERVICES MADE THE SUBJECT OF THE
APPLICATION. 1T IS THE CUSTOMER'S RESPONSIBILTIY TO ENSURE THAT ANY OTHER APPLICABLE
REQUIREMENTS FOR A BINDING CONTRACT HAVE BEEN MET PRIOR TC THE SUBMISSION OF A FORM 471.

Frontier Communications of America, Inc. <insert Customer’'s Name>
 Fronsier's Signature: Customer's Signature: 2 ==
I Printed Name: Printed Name: = =
K B 7 —
g . — s e . . -
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Tab 9

Frontier Ethernet Configuration
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E-LAN {Ethernet LAN) Configuration

Frontier will work with the State of West Virginia to develop the best possible network solution to support
the State’s current and future needs.

We can support the State’s existing ELAN network and can provide EVPL, Layer 3/MPLS/IPVPN, Fiber Optic
Transport Service, along with continued support of the State’s Frame Relay, ATM or DS1/DS3 networks if
requested.

The Ethernet network configurations can be accomplished as follows:
E-LAN (Ethernet LAN] Configuration:

Frantier E-LAN is a “fully meshed” topology from the customer’s perspective. All locations within a specific
agency can be placed in a specific “VLAN” at the requested bandwidths. This will place all locations in a
single Layer-2 VLAN topology. The State of West Virginia will be able to route traffic between the sites as
they deem appropriate. All locations within a VLAN can be segmented by IEEE 802.1 customer VLAN tags.

Frontier E-LAN Service
Provide a reliable cost effective Ethernet-base replacement for TDM Private Line solutions.

s Symmetrical data rates specified for individual sites available up to 10 Gbps

» Available over copper or fiber with service guarantees and a high degree of transparency
* Solutions span metro areas as well as intra and interstate WAN deployments

= Internet connectivity for any location can easily be added to the LAN / WAN

LT T e e s o

EVPL (Ethernet Virtual Private Line) Configuratiba:

Frontier EVPL is a point-to-point or point-to-multipoint Ethernet data transport service delivered over
Frontier's private layer 2 network infrastructures. Each LAN can be setup as a point to point “VLAN" at
the requested bandwidths. Through service multiplexing, a single connection to the Frontier network
supports virtual connections to multiple sites.

Frontier E-LINE/EVPL Service
* Point-to-point connectivity at virtually any symmetrical data rate up to 10 Gbps.
* Provides scalability and granularity that can be quickly tailored to meet future growth
¢ Available over copper and/or fiber with operational service guarantees
* Secure connection that meets security standards
» Configure in a hub-and-spoke topology connecting a data center to multiple locations to form a
highly secure LAN

I —— e sy e O —
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Point-to-point EVCs 1 Service multiplexing

Frontier Ethernet
Netwark

E-UNI — External User-to-Network Interface
EVC - Ethernet Virtual Connection
CE — Customer Edge

Frontier Metro Ethernet provides:

e Private, dedicated connection that addresses security concerns
24x7 Network Support from Frontier Network Operations Center
= Performance
o Inherent performance benefits of Layer 2 transport combined with simplified
architecture
o Highest bandwidth speeds available with low latency

e Reliability
o Redundant equipment architectures and fast rerouting algorithms
¢ Simplicity

o Simplifying protocols creates a network more suitable to time sensitive protocols

o Allows LAN style management for the WAN
¢ Flexibility

o Customer can have their bandwidth service increased or changed faster

o Changes do not require new equipment or coordinate a visit from a service technician
* Convergence

o With CoS, Frontier EVPL supports application convergence, eliminating the resources

and capital required to maintain multiple network platforms.

o Ability to prioritize traffic based on your business needs
» EVPL Solution includes:

o QoS/Cos {Silver - Best Effort, Gold - Priority Data, Platinum — Real-Time Data)

o SlAs

In summary, the State can benefit from the higher bandwidth and high performance attributes of EVPL to
support their current and evolving WAN connectivity requirements.

e e 2 b e e ———
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?ﬁe Dca_dicated Internet Access configuration§ can be accomplished as fol!ow"sz:k

Dedicated Metro-Ethernet Internet Access:
Ethernet Internet Access [EIA)

Frontier EIA provides high-speed access up to 1 Gbps. Qur solution includes:

Integrated Internet access solutions with a single point of contact for service needs
* Limited susceptibility to peak time usage fluctuations
e Enhanced service reliability and performance
# Primary & Secondary Domain Name Service
Reverse DNS Service

Frontier Ethernet

Network e
== Public Intermet

Dedicated Internet Access (DIA) supports services such as:
— Data Backup & Recovery — Hosted VoIP
— Wi-Fi Network Services  — Audio, Web, & Video Conferencing

Standard Features:
= Bandwidths from D51 to 10 GigE
* Primary & Secondary domain name service
¢ Reverse DNS Service
* Upto 8 IP addresses at no charge
= Ten 50 MB email accounts
= Managed Router service
o  24/7 Internet technical support

Benefits:
¢ Dedicated bandwidth providing you the assurance to run the applications needed for your
business

* Scalable to accommodate customer growth and additional locations. Frontier can quickly
increase service speed to meet demand

e Symmetrical upload and download speeds

* 24/7/365 monitoring providing a high level of availability and performance

e L L L e e
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IP VPN

Frontier managed IP VPN service is a site-to-site, network-based, Layer 3 solution providing any-to-any IP
transport to enable interconnections across MPLS core network. The service supports full mesh, partial
mesh or hub and spoke configurations.

Network Design

The diagram below is an example of two separate 2-site MPLS/IP VPN implementations. The first network
{(in red) shows customer site 1 connected to customer site 2. Each site includes a CE (customer edge)
router - Afthough the CE can be any routing device, customer’s purchasing Frontier’s MPLS/IP VPN service
must use o Frontier managed router as the CE device. The CE router connects to the MPLS network at the
PE (provider edge) router using an attachment circuit which is normally either a dedicated TDM or
Ethernet circuit. The MPLS network (the blue cloud in the diagram below), exists between the PE routers.
The MPLS network is a fully meshed network in which all PE routers connect directly to each and every
other PE router that is part of the MPLS network. In this diagram, customer site 1 connects to Customer
site 2 using an attachment circuit at both ends, and a connection through the MPLS cloud in the middle.

Attachmens Circuit

without using the backbpne
VRF: VPN Roufing and Forwarding Table
CE: Customer Edge Router
PE: Provider Edge Router Site 3
P: Provider Router

Service Elements

MPLS/IP VPN service elements include the access circuit, the VPN port, the managed router, and Internet
access. The access circuit, VPN port and managed router are all mandatory service elements that must
be purchased for each site that is part of the customer’'s network. Internet access is an optional service
element that can be purchased for a single site, or for all sites of the customer network.

Frontier Respon
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Access Circuit
Access to the MPLS network is availabie primarily through the use of an Ethernet or TDM access circuits.

Ethernet access allows the customer to achieve bandwidth at each site from 1.5 Mbps up to Gbps+ levels,
depending on the market. TDM access is available from 1.5 Mbps to 6 Mbyps.

VPN Port

The VPN port represents the physical or virtual port of the MPLS router (usually referred to as a Provider
Edger, or PE router). in which a customer site is be connected using either a TOM or Ethernet point-to-
point access circuit.

Managed Router

Frontiers Managed Router service is a mandatory element of the IP VPN service unless otherwise
approved by Frontier Engineering and Product Management. It enables Frontier to provide highly reliable,
end-to-end connectivity and allows the customer to outsource the complexities of their network router
selection, configuration, installation and management. In footprint, the router solution is provided by
Frontier. Qut-of-territory, the solution is provided by Level 3.

in the rare circumstances where the customer is insistent on using their own router it should be made
clear to them that Frontier has no visibility to any problems that may occur between the Frontier network
edge and the customer’s site. Therefore any issues that arise can’t be detected by Frontier and the
customer assumes all the risk. The customer will be responsible for all management, routing and quality
of service. In addition, SLA guarantees relative to MTTR are only applicable if customer agrees to provide
the Frontier NOC access to their router during troubleshooting, and the actual MTTR metric must be
approved by Product Management and Engineering.

Internet Port (Optional)
Frontier delivers Internet services over the same circuit as is used for access to the MPLS/VPN network.

The physical circuit is divided logically into two virtual circuits, one carrying the VPN/WAN traffic while
the other carries Internet traffic. This is accomplished by encapsulating the circuit as Frame Relay for Serial
or SONET connections, or VLANs for Ethernet.

IP VPN customers can also elect to purchase Internet access from Frontier as a separate physical
cannection. in this case, pricing is consistent with that for DIA (Direct Internet Access).

Network Topology Options
Frontier's MPLS/IP VPN service is available in the following configurations:
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e Fully Meshed Network — Each customer site is allowed to send and receive data to any other site
that is part of the VPN

Tab 9 Frontier Ethernet Configuration

e Hub and Spoke — Each remote site that is part of the VPN can only communicate with the host
site. Remote sites cannot communicate directly with each other.

Quality of Service (QoS)/Class of Service (CoS) classes

With Frontier’s IP VPN service, QoS is delivered within the MPLS Cloud from PE-to-PE router. An exception
to this rule is a customer implementation where a T-1 (or bonded T-1s) are used to attach the customer
site to the MPLS cloud. When service is delivered using a dedicated T-1/bonded T-1, QoS capabilities can
be extended all tha way to the customer premises.

QoS is the ability to assign priority to various applications, users and data flows, guaranteeing a certain
level of performance to a data flow. The prioritization is accomplished by assigning traffic to one of several
Class-of-Service gueues. The queues are prioritized so that the traffic that is most sensitive to delay is
mapped to the queue that receives the highest priority, while the less time-sensitive traffic is mapped to
lower priority queues. Frontier offers six CoS queues intc which the customer maps their traffic based on
their requirements for traffic prioritization.
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Co$ tevel Description | Sensitivity  Traffic Types
Trafﬁc that has significant
sensitivity to delay, loss, and | Traffic extremely
Premium Plus jitter. This traffic must be sensitive to delay,
protected at the expense of | loss, and jitter.
all lower priority traffic.
Real-time

Premium

Traffic that has significant
sensitivity to delay, loss, and
jitter. This traffic must be
protected at the expense of
all lower priority traffic but
will be dropped when
network is congested in
favor of Plus designation.

Traffic extremely
sensitive to delay,
loss, and jitter.

communication
traffic like voice and
video conferencing.

Enhanced Plus

Traffic has moderate
bounding delay and loss and
is distinguishable between
traffic that is best effort.

Traffic sensitive to
detay and jitter.

SAP

Enhanced

Traffic has moderate
bounding delay and loss and
is distinguishable between
traffic that is best effort but
will be dropped when
network is congested in
favor of Plus designation.

Traffic sensitive to
delay and jitter.

FTP

Basic Plus

Normal Internet traffic or
best effort delivery traffic.

Data and Internet
traffic.

DIA

Basic

Normal Internet traffic or
best effort delivery traffic
but traffic will be dropped
when network is congested
in favor of Plus designation..

Data traffic

Email
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Layer 3 VPNs - Logical View

FTR
IP/MPLS Network

Customer A
Private IP VPN

s Offers Private IP VPN service over a shared Infrastructure

# Based on RFC 2547 — Combines MPLS with other technologies
o Multi-Protocol BGP {(MP-BGP)
o Virtual Router

=  Provides any-to-any connectivity

® Customers can use private addressing

MPLS VPN Network Overview

| Site: Customer network with mutual connectivity
without using the backbpne
VRF: VPN Routing and Forwarding Table
CE: Customer Edge Router
PE: Provider Edge Router
P: Provider Router

e S ————
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— e A site is a sef of IP systems
ithin a si Altachment circutts can that have mutual connectivity
Systems within a site may have 5

different VPN memberships PPP connections, ATM VCs, without using the backbone

Frame Relay VCs, Ethemet
connections, or an 1P tunnel

A site may belong fo multiple VPNs CE devices are hosts or routers

that are connecied fo PE roulers
by an atfachment circuil - Each
VPN must contfain at jeast one CE

MPLS — Provider Edge and Core Routers

Provider (P} Routers
= Forward VPN traffic transparently over
established LSPs (or other funnels)
« Maintain SP internat routes
/ « No VPN-specihic routing information

Sie 4
Provider Edge {PE) Routers
» Maintain VPN-related information in VPN Routing and Forwarding (VRF) tables
= Exchange routing information with the CE devices
» Exchange VPN-related information with other PEs
» Forward VPN traffic based on IP header and VPN information

Basic MPLS Network Terms

e MPLS: Multi Protocol Label Switching — A switching technology that utilizes labels to route data
across a network. MPLS offers the advantages of VPNs, Layer 2 transport, traffic engineering, as
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well as the ability to create end-to-end tunnels, or LSPs, over different types of Layer 1 and Layer
2 transport mediums.

Tab 9 Frontier Ethernet Configuration

e Provider Router (PR}: Responsible for swapping labels in the network core

o Provider Edge (PE) Router: Responsible for Pushing and Popping MPLS labels. The PE router
interfaces with the customer equipment, which does not have to be MPLS-enabled.

s Label Switched Path (LSP): An end-to-end path through an MPLS network. LSPs can be routed
automatically or statically, as well as have backup LSPs in case of primary L5P failure (known as
FRR, or Fast ReRoute}.

e Customer Edge Router (CE): A router located on the customer premises that provides an Ethernet
interface between the customer's LAN and the provider's core network. Normally this is a Frontier
provided router as part of the Managed Router service. However, this can be any IP-based router
as it does not actually communicate using MPLS or any MPLS signaling protocol, but instead is
pure IP.

Advantages of Frontier Ethernet:

At Frontier we take pride in delivering quality service, a reasonable price, and the expertise you need in
a communications partner. Here are just a few characteristics our Ethernet services deliver.

Easy integration with existing networks and infrastructures

High availability and performance

Engineered lines configured for performance to limit noise and environmental factors.
Symmetrical upload and download speeds enable uncompromised traffic flow

well planned and coordinated migration from other carriers with minimal downtime
Commercial grade network with a coast-to-coast data backbone

Metro Ethernet MEF 2.0 Certification

Frontier has successfully completed the Metro Ethernet Forum (MEF) 2.0 Certification for its Carrier Grade
Ethernet portfolio “Frontier Ethernet Solutions”, placing it in a select group of

Certified Carrier Ethernet companies.

The MEF-CECP certification is the industry’s first vendor neutral certification program and designates that
Frontier has key competency and skills to design, market, deploy and support Carrier Ethernet equipment,
networks and services representing the next-generation of telecommunications
technology. Frontier's CE 2.0 Services certification process included rigorous
: testing for each type of standardized Ethernet service (E-Line, E-LAN, E-Tree and
o MIEF E-Access) and encompassed more than 600 test cases.

CERTIFIED

Point-to-point Private Line Services can be accomplished as follows:
Dedicated Point to Point Private Line Configuration:
Benefits of Private Line Service

When you choose a Frontier Private Line for your mission-critical communications, you'll enjoy:

m
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e Security — A private Line is not part of a shared network. Your voice, data or video travels on a
dedicated line from your location to another destination.

Tab 9 Frontier Ethernet Configuration

e Choice — Depending upon your specific bandwidth requirements, you can choose the Private Line
connection that suits your needs.

s Video conferencing/Distance Learning — With a DS1/DS3 Private Line, you can conduct meetings and
training sessions without having to incur costs for business travel.

o Disaster Recovery — DS1/DS3 Private Lines provide optiona! “survivability” features, including an
alternate central office in the event of a power outage or other unforeseen event.

* Versatility - Your voice traffic may be heavier or lighter than your data traffic. DS1/DS3 Private Lines
allow you to determine how much sustained bandwidth to allocate for each.
PIP Cloud — The State’s current Private IP cloud service would be carried over Frontier's core
network.

Frontier Optical Transport Service (FOTS)

Frontier Optical Transport Service provides secure high bandwidth connectivity for

economical bulk data transport. Our service allows for streamlined infrastructures with

the ability to integrate lower bandwidths and varying protocols running on a 10Gb

capable network, with future capability up to 100Gb. With a dedicated wavelength for each
point-to-point circuit and private connectivity you will enjoy SONET level reliability with a
migration path that leverages and preserves TDM investments with the ability to evolve beyond
current capacity restraints. With 24/7/365 technical support and network monitoring, you can
rest assured that our robust network is running smoothly. Let Frontier do the heavy lifting so you
can focus on what you do best — providing great service to your customers.

Key Features by Service Level
Frontier Optical Transport Service is available with three levels of service:

10G Unprotected 2-Fiber

= No card or route protection
« Unprotected circuit at both ends

DEMARC E E . ;#H” = @ ] DEI\;ARC
= WM nwnm

DWDM oOWDM

ROADM

10G Protected 4-Fiber
* No card or route protection
« Unprotected circuit at both ends

gy R
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[l
DEMARC i 1.!- : i DEMARC
— i
V "owom

DWDM

NODE A

10G protected 4-Fiber and Fiber Path Diversity
* Both card protection (1+1) and fiber path diversity
* Protected circuit at both ends

| DEMARC ™
= 21
}-—=1"“nwm5‘ '

-2

" DWDM  DWDIM

All service levels include service level agreements, and standard pricing.
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Tab 10
Frontier 4.4.4.5 Road M 7.0 Network Map
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Frontier Fiber 7.0 ROADM Network

Frontier has invested over $310 million in a statewide next-generation network that is the first of
its kind in the United States. It has nearly 500 Ethernet switches and 13 redundant fiber optic
rings comprising more than 7,100 miles of fiber in West Virginia. This network is a Reconfigurable
Optical Add-Drop Multiplexer (ROADM) Network. All of Frontier's Ethernet Services provided to
the State will connect to this Fiber 7.0 Core Network.

- S R e i e —
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Tab 11

Frontier Team Resumes
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Frontier Team Resume Snapshots

Account Manager - Chad Stepp
Frontier Communications, Inc.

Enterprise Account Executive
Charleston, WV
Phone: (304)410-5659; Fax; (304)342-6092; Email: chad.stepp@ftr.com

Chad has more than two decades of leading edge telecommunications experience which began in the
U.S. Air Force as a computer programmer, UNIX Systems Administrator, and Network Security Officer.

After returning home to WV from four years of military duty Stepp completed degrees in Business
Administration with Computer Information Systems and Computer Science while beginning a private
sector career that includes representing major Siticon Valley networking giants Cisco Systems and Nortel
Networks. Was named Cisco Systems Regional Account Manager of the Quarter in 2001 based on goal
attainment while also holding the distinction as the only AM in the region to reach CCDA (Cisco Certified
Design Associate) certification. An early adopter of Cisco’s VolP technologies; Stepp sold many of the
first implementations in the state including packetized toll bypass tie lines using Voice over ATM for
Walker Machinery in 1997 and iP Telephony for the City of Huntington in 1999, these solutions built the
foundation for advanced production systems still in use today.

His career includes more than 15 years of selling progressive technology solutions to the State of WV,
bookending that experience locally Chad has managed large client relationships to develop productivity
enhancing technology solutions primarily for wire line carriers in West Virginia beginning with Bell Atlantic
in 1897 through Frontier Communications today.

Network Engineer - Jeff Grimes

Frontier Communications, Inc.

Senior Network Sales Engineer

Huntington, WV

Phone: (304)710-8156; Fax: (304)342-6092; Email: jeff.grimes@ftr.com

Jeff has worked in the telecommunications industry since 2001 as a network sales engineer. During his
career Jeff has received numerous company awards, including President's Club and other distinctions.
With Frontier, Jeff continues that experience and is responsible for the pre-sale network design and
customer interaction in the WV market. The Frontier Network Saies Engineer serves as a technical
resource in support of Frontier Account Executives and customer base.

Jeff is a veteran of the US Marine Corps Reserve, and graduated with a Master of Arts in
Communications from Marshall University in 1999 and has continued his network and
telecommunications education by completing training courses and certifications from Cisco and Adtran.

Network Engineer - Richard Fowler

Frontier Communications

Sales Engineer — WV

1108 N Mildred St, Ranson, WV

Phone: (540)931-4590; Fax: (304) 342-6092; Email: richard.a.fowler@ftr.com

Richard has over 20 years of experience in the telecommunications industry and is currently responsible
for designing voice and data solutions for customers in West Virginia.
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When it comes to customer service, Richard focuses on building relationships through trust and mutual
respect, taking the time to get to know his customers and the companies for which they work. This
approach ensures that the solutions he designs will not only meet his customer’s technical specifications,
but will also meet the current and future needs of their business.

He has experience in Telecom engineering, Network Operations Centers (NOC), and provisioning. These
areas of experience have required designing, implementing, testing, and planning the following services:
Private Line, Frame Relay, ATM, Ethernet, and Dedicated Internet ranging in speeds from DS0 to 0C192
and 5Mb to 10 Gb. His job functions have also entailed working with Dark Fiber, DWDM, and PoP (Point
of Presence) builds. One of his specific jobs was designing back-up data centers for large financial
institutions. This became a specialized function after the terrorist attacks of 9-11. The FCC issued a
directive for large financial institutions with data centers in New York City to establish back-up data
centers at a geographically diverse location.

In addition to his work at Frontier, Richard keeps extremely busy as a father of four children and enjoys
spending time serving in his community.

Sr. Sales Engineer - Kevin Walker

Frontier Communications

1500 MacCorkle Ave. SE

Charleston, WV 25396

Phone: (304) 344-6435; Fax: (304} 344-6123; Email: andrew.k.walker@ftr.com

Kevin has over 20 years of experience in the telecommunications industry in various sales, engineering,
and project management positions. He graduated with a Bachelor of Science degree in Electrical
Engineering (B.S.E.E.} from West Virginia Institute of Technology. Since 2011, he has served as Senior
Sales Engineer for Frontier and is responsible for pre-sales engineering and technical sales support for
the West Virginia Account Team.

His previous telecommunications work experience includes working as a Project Engineer for Virginia
Power’s Telecommunications headquarters in Richmond, VA where he managed voice and data projects.
He worked as a Systems Engineer for Bell Atlantic where he provided technical support including the
design, sales, and implementation of telecommunications systems involving voice, data, and video
applications. He worked for Verizon as a Translations Engineer in their Network Operations department
where he designed and maintained Verizon's network for business customer applications. He also
worked as Specialist in Verizon's Network Trouble Center supporting their Voice Network Creation and
Provisioning Department. His responsibilities included providing 24x7 Tier li support for trouble
investigation and resolution, billing referral resolution, Carrier Access Services and Wireless Services
investigations, E-811 Emergency re-routes, and initiating continuous improvement projects.

Service Manager - Matt Sigman
Frontier Communications

Specialist, Account Manager
Huntington, WV
Phone: (304) 344-6651; Fax: (304) 342-6092; Email: matthew.sigman@ftr.com

Matt has more than 15 years of telephony experience in many areas of the industry, including sales,
operations management, project management, quality assurance and provisioning.

Upon graduating high school in 1991, Sigman completed 2 years with the U.S. Air Force whers he
worked as an Electric Power Production Specialist. He was stationed at Loring AFB, Maine where he
remained until base closure and received an honorable discharge from the USAF.

After the military, Sigman embarked on a career in banking and finance industry. From 1993 to 2000 he
held various management positons with Huntington Banks. Sigman was assistant banking office
manager for a 17 million dollar portfolio office, as well as the banking office manager for 4 different ratail

L . .., ]
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locations. He was also business development manager for an 18 county territory generating indirect
mobile home foans. These, experiences aflowed Sigman to gain valuable customer service management
and support skills that would prove to be an asset in the telecommunication industry

In 2000, Sigman began his telephony career at Fibernet, LLC in Charleston WV. His previous sales
experience allowed him to begin the basic training and knowledge of the industry. By 2001, he was
promoted to the Sales Operations Manager. This role included sales support and customer support from
the point of sale to billing. Sigman managed 2 teams that were responsible for order integrity as well as
coordination of facility installation. Lumos Networks acquired Fibernet in late 2010 where Sigman was
again promoted the Quality Assurance Administrator. He was responsible for operating system training
for all sales and customer support teams in WV as well as handling all Presidential level escalations.

December 2013, began Sigman’s career at Frontier Communications. He was hired as the Client
Services Analyst for all teiecommunications for account of the State of WV. In September 2015, he was
promoted to his current title of Specialist Account Manager, where he still is the customer support and
escalations point of contact the WV Office of Technology as well as many other state agencies.

Project Manager - Heather Miller

Frontier Communications

Project Manager

Charleston, WV

Phone: (304)380-3384; Fax: (304) 342-6092; Email: heather.miller@ftr.com

Heather is the Project Manager for the overall process for each MPLS order, and she manages the
Engineering & Construction piece of the order for the SoWV. She is going on 8yrs of telecom experience.
She previously work as the Service Manager Liaison for the SoWV for two years, and then moved on to
the E911 Service Manager Liaison with FTR for the past 3yrs. She has recently moved over to the Project
Management role in July 2015.

Service Consultant/Representative - Vicki Hayes, MBA

Frontier Communications, Inc.

Communications Representative

Charleston, WV

Phone: (304) 344-6707; Fax: (304) 342-6092; Email: vicki.hayes@ftr.com

Vicki has over 23 years of experience, starting as C&P Telco, Bell Atlantic, Verizon, and now Frontier
Communications. In the telecommunications industry Vicki has experience in various customer service
positions. Vicki began her career in 1992 as a Service Specialist in the Bell Atlantic Service Solution
Center. Vicki also worked as a service order typist in this same Center. Management recognized her
excellent customer skills, temporarily assigning her to a management position. In that position her
responsibilities were to work directly with the Associate team, assisting and coaching them with their jobs
and, as needed, working as a temporary supervisor in the Center. Vicki went on to be a Trainer and
was selected to attend “Train the Trainer” at the University of Richmond in Virginia and “Beyond Train the
Trainer” at Rollins College in Florida. She completed both certification courses. With certification, her
responsibilities were expanded to include conducting training classes for new employees.

In 1999 Vicki was promoted to a Business Collections Consultant. Her work required proficiency in a
number of Verizon data systems. She was responsible for correcting order errors and entering orders for
suspensions, restorals, and disconnects for business accounts in Maryland, DC, Virginia, and West
Virginia. In addition, she was responsible for more complex service orders.

Vicki became a Communications Representative in 2005 caring for State of West Virginia’s Data & Voice
solutions. She is responsible for the billing, ordering, and implementation of Voice and Data solutions for
the State of West Virginia Government account and subsidiaries including K12 schools across the state.

= —
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She is the direct point of contact for data related services. When the Frontier buyout happened in 2010
the Frontier billing system would not accommodate the State of WV billing requests, therefore, Vicki
created from scratch and is responsible for the manual billing for the voice services on the DAIN contract.

Michele Crockett

Frontier Communications

Service Representative Commercial Sales and Support

Charleston, WV

Phone; (304) 344-7018; Fax; (888) 483-6820; Email: michele.crocketi@ftr.com

Michele has more than 19 years of telephone experience beginning in the 90s with AT&T. She was able
to obtain hands on sales experience and learned the critical importance of communication skills and
customer support. Also during her tenure at AT&T, Crockett gained valuable team building skills and
leadership qualities that allowed her to utilize those skills as a project leader for a self-reliant sales

team. Additionally, she was able to establish and implement various policies and procedures as well as
identify team strengths and weaknesses that added value and growth not only for the team environment
but for the company as well. Crockett received several performance based awards that afforded her to
participate in company sponsored trips.

Crockett has been an employee with Frontier Communications for nearly 9 years and was appointed as a
service representative to the State of WV(SOWV) team in 2011. In this role she works directly with the
WV Office of Technology (WVOT) to diligently process telecommunication service requests as it relates
the voice related products obtained by the SOWV. Furthermore, she is the direct point of contact for
voice related troubles and enters trouble tickets as it pertains to each issue thus creating less downtime
for the SOWV and creating a more enjoyable customer experience. Finally, Crockett is also responsible
creating and sending the manual bill as is required by the SOWV.

E-Rate Representative - Denise Mcintosh

Frontier Communications

Supervisor, Customer Service

Phone: 317- 219-9513; Fax: 585-262-9734; Email: denise.mcintosh@ftr.com

Mrs. Denise Mcintosh is the Federal/lUSAC Manager for Frontier Communications She brings 15 plus
years of eRate experience to this company which includes working with a variety of schools, libraries, and
federal agencies. Denise has worked with the Frontier's regulatory teams, including legislative affairs to
ensure Frontier remains in compliance with the Report and Order. She has been in the
Telecommunications business for 30 years. Her experience in the {elecommunications business includes
supervision of sales processes and procedures, implementation of services and support of billing
systems, as well as ensures compliance with Federal rules and regulations beginning with the bidding
process. Her history includes bidding, contracts, orders, billing, and various types of audits (internal and
external). Denise has strong communication skilis which she uses to inform the sales team of the FCC
guideline requirements and acts as a liaison with internal and external auditors. She maintains files in the
standard format and reviews files to assure adherence to policy and procedures. Denise’s experience
with eRate makes her a valuable member of the Frontier Sales and Support Teams.

Buddy L. Reynolds

Frontier Communications, Inc.
Vice President — Commercial Sales
Charleston, WV

Mr. Reynolds has nearly 30 years of wireline and wireless telecommunications experience, all of which as
a life-long resident of West Virginia.

AT ————————————YYFYMUMS}MSM}MYMMYMYMYMMNMSMM—YSSS_____—_—_—_———,,
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Buddy started his career in 1987 for C&P Telephone Company as the state’s first small business account
executive after graduating from West Virginia Institute of Technology in Montgomery with a B.S. in
Business Management. Buddy progressed through various levels of ILEC sales, network integration,
sales engineering and sales management roles for nearly 15 years before moving into corporate finance
for Verizon Communications where he ultimately assumed the role of National Director of custom pricing
solutions. In 2012 he accepted a position with Verizon Wireless as a member of its marketing
organization focused on sales and service of its largest wholesale customers.

His career includes more than 20 years of developing, selling and supporting technology solutions to
state governments across the U.S. including the State of WV. Buddy, and his wife Kathy (a middle school
teacher) reside in Ripley where they both grew up and raised their two children who attend Marshall and
West Virginia University.

Ryan Bailey, MBA

Regicnal Sales Manager
Frontier Communications
Charleston, WV

Ryan is the Regional Sales Manager of Frontier Communications and has 18 years of
IThelecommunications experience including various leadership roles in operations, network infrastructure
design, marketing and sales. He has commercial sales responsibility for all aspects of Frontier in the state
of West Virginia. Ryan earned his BBA in Operations Management from American InterContinental
University and his MBA from the University of Charleston.

Ryan is on the board of PROCTEC (Putnam Regional Organization of Technology and Economic
Development) as well as the Glenville State College Alumni Council. Ryan has been employed with
Frontier Communications for three (3) years.

of Wes Vi
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-~ @erti:

I, Joe Manchin III, Secretary of State of the
State of West Virginia, hereby certify that

FRONTIER COMMUNECATIONS OF AMERICA, INC.
a corporation formed under the laws of Delaware

twas spplied for a Certificate of Authority to transact business in West Virginia as required by
the provisions of West Virginia Code §§31-1-53 and 54. I further certify that the application
conforms to law and is filed in my office.

Therslore, I issue this

CERTIFICATE OF AUTHORITY

to the corporation authorizing it to tramsact business in West Yirginia
and I attach to this centificate a duplicats original of the application.

Given under my hand and the
Great Seal of the State of
West Virginia on this day of
May 8, 2001

Secretary of Stare

Pemmremee— e e
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Joe Manchin, oI
Secrotary of Slate Panney Barker, Supervisor
Bulldh ’3; Suite 157-K Carporations Division
) ' Tel, {304) S56-6000
harleston, West Virginia 25305 : wysas@socrotary. stals. wy.us
WEST VIRGINIA i
vsnw.ctabe wy sleos! APPLICATION FOR PLEASE READ INSTRUCTIONS
FILE TWO ORIGINALS Sl e - =
. . CERTIFICATE OF AUTIHORITY _
FEES PER SCHEDULE CTRL¥..  .._.. __
{. HOME STATE INFORMATION:
s Therameofthscomoralion as R pponryen corommICAIIONS OF AKERICA, INC.
registered in Its home state is. L
b, StateofDelsvure Date of Incorp Auguet 19, 1992 Curalion (@yes, orpepelialj Perpetual
) Wirning: Tas repoviing roquinsmarty in West v,
will mot and untt.a withdnwal i filed.
2. FRINCIPAL OFFICE INFORMATION:
a  Physicallocation address of the Mo & Steet 180 South clietos Avenua
principal office of the corporation: E— E -
Chy'iatnp Boghegtss, ¥ 14646 n-‘ ri i""‘” ! i
b. Meling address at this location, ShesyO Bax 180_Bouth Climton Avenue
¥ differant: HAY 0 ¢ Z00T
Gily/State/Zip Bochoster, WY 14648 _ _
15 THTOFFICE 0
3.  WESTVIRGINIA INFORMATION: JOE MANCHES 111
SLCRETARY OF »TATE
a, Corporala name to ba usod in W. Va.: E Horme etate name as listad on Ene 1 2. sbove, if aveilable.
[chock onve. Folow instruciions) )
D DBA name o
b. Physisal lacalion address of principa'  Ne. & Streat
ofiice or activity in Wast Virginia
CaylSiate/Zip -
c. Mailing address at this locaton, Stroal/PD fione
i different
ChRyisateZip __
d.  Counly In W, Va. where Certificate:
of Authorily will ba recorded: Eanawha County
Long distanco roseller and CLEC To engage in any
a. Proposed purposels) for iransaction act or activity for which corporstions may be
of bugineas in West Viginla: organized.
4. AGENTOFPROCESS:
Properly designated paison Mame Corporation farvice Cowpany
o whom notica of process
may be sent: Addrisg 1590 Loidley Towar, Charleston, WY 25301
&, CORPORATE STATUS INFORMAYION:
a. Corporation is organized as (chck snsy, @ Fur profit, Stock  (complate Ol rnring Bems)
D Non-profit, non-stock foomplete e remaiaing Reme: sicsgd ¢ & o)
Fom CF4 tssund by Kon Hochier, Soamiary of Stals, Chorfeakon, YWV Rev. 5195
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5. (cont)

b,  Direstors and Officers: (Add extra page # necessary, plsase Rt ali officers.)

See attavhed officersp/directors zidor

c. Shares of Slock: ™ ntﬁha-u::'a" - .G Seci S -
o No Par Veiue
{#) The apgrepate nurrbar of shares which tha S .
comparation has authorty to issue, temized (200 CoTmon .01

by classes and seriss within a class, i any,
and par value of shares Is;

{2) The aggregate number of ahures which the

comporalion has issued or srs outstanding, | *°° Common $.01

Bemzed by classes and senes within &
class, ifany, and par value of sheres is- L e
d.  Staied Caphal and Properly (ses insinuctions; estimates myst ba (asonable)

{1} The amount of stated capital is: s__ 4436 70
e corpar s o Tt SfAL property Lo bs ouned s 34488
{3} A rmasonable estimate of the value of ai) property to ba gwnaed and

used within West Virginia for the following year is: $ -G~
&) Proportion of all property In West Vieginka fs: (divto ags) by a2, gve cnswarto 4 deckmala) ——
{8) Apportionad value of Issuad caphal stock Is: gmuttiply ¢t X &1 § &
(8) The number of acres of land it hokds or oxpects 1o hoid in West Virginia is: I % sl

.  Estimatod Business io be Transatted (see instmctions; eclimaias mmust bu reasonable; min'mal valios not acceptatle)
The tolal estimated gross amount of business to ba transacted for the following year is:

{1)  Ator trom R focations: 5. 8. 000000
(2) _Ator from places of business in West Viginig7 - ) §_ 200
il : fis Vico President

omes, H//5 2o b AL ,
e i + L. Barpett { A
STATE OF /t—t:&_{- ‘_Lé}. E % % SN ?4&1 Lo “‘{.._. 5 Aanintant Secratary
Barbera J. LaVesdi

COUNTY OF )
The foreguing insirument was acknowisdged bafer ma this day of ‘9’ LY LA byfobart L, Btrr:rt: - and
Barbara J, taverdi of TMONTIER COIMIMICATIONS OF AMER o volaware corporaticn, on b:;a!faf {he compamtion.
{RaIma of Socrelary OF 8551 BRC. HGAINGD [name of Conperationy (stmbe: of Wicorpa-ation)
s e e 8
My commisslon expven, (C/3/R0CR (L gii (T sz b
& (Place Notary Sael s this space) {Signature of Nohiry Publfic)

!m
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State of Delaware

Office of the Secretary of State

BAGE

I, HARRIET SMITH WINDSOR, SECRETARY OF STATE OF THE STATE OF
DELAWARER, DO EEREBY CERTIFY "FRONTIER COMMUNICATIONS CF AMERICA,
INC.v IS DULY INCORPORATED UNDER THE LAWS OF THE STATE OF
DELAWARE AND IS IN GOOD STANDING AND HAS A LEGAL CORPORATE
EXISTENCE SO FAR AS THE RECORDS OF THIS OQFPICE SHOW, AS QF THE
TWENTIETH DAY OF APRIYL, A.D. 2001.

AND 1 DO HEREBY FURTHER CERTIFY THAT THE FRAKCHISE TAXES
HAVE BREN PAID TO DATE,

AND I £O HEREBY FURTHER CERTIFY THAT THE ANNUAL REPORTS HAVE

BEEN FILED TO LDATE.

ﬂhnwm&mmbﬂﬁh&mnSanWﬂyqﬂkme

2307210 8309 == AUTHENTICATION: 1091118
010291431 LATE: 04-20-0%
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Officers and Directors Report
Frontier Communications of Asnerica, Ine.

Josaph P, Clayton Chief Execiutive Cificer
Bus Address:
180 South Clinton Avenue, Rachester, NY 14546

James 3, Dole Treasurer and Director
Bus Address:
180 South Clinton Avenue, Rochester, NY 14846

Denna L. Reeves-Collins Vica President
Bus Address:
180 South Clinfon Avenue, Rochester, NY 14545

Jegephine S. Trubek Secrefary
Bus Addregs:
180 South Clinton Avenue, Rochasler, NY 14646

Barbara J. LaVardi Assistant Secretary
Bus Address:
180 South Clinton Avenue, Rochegter, NY 14648

Richard N. Kappler Assistant Treasurer
Bus Address:
180 South Clinton Avenue, Rochester, NY 14846

Jamas F. Mulcahy Asgistant Treasurer
Bus Address:
180 South Clintan Avenue, Rochester, NY 14648

Susan L Sipperiey Assistant Treasurer
Bus Address:
180 South Clinton Avenue, Rachester, NY 14846

Rabert L. Barrslt Exec. Vice President and Director
Bus Address:
180 South Clinton Avenue, Rochester, NY 14645

Joseph P, Claytan President and Director
Bus Address:
180 South Clinton Avenue, Rochester, NY 14646

o R e— __Page 100
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Roy C. Martin

Attorney at Law
2020 Kanswha Boulevand, £:ast
Charleston, West Virgina 25311

46-7131

w514

m
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Tab 13 Frontier Safetime Procedure

Frontier Safetime Procedure

1. General

1.1 Purpose

This procedure outlines the Frontier Safetime Procedure, which is the timeframe when
potentially service affecting work is to be performed. This procedure replaces all existing
Safetime and maintenance guidelines documents. It is intended to clarify Frontier's
Safetime window policy and ensure uniform understanding and application for all Business
Units.

Various departments within Frontier establish Safetime windows for their specific operations
which may require a tighter window.

1.2 Responsibility

This procedure is published by the Frontier Network Operations Support Team; for more
information, please contact the NOC Support Team at NOCStrategicSupportStaff@ftr.com.

1.3 Disclaimer

This procedure was prepared for the use of Frontier Network Operations and its customers. It
must be used only by its employees, customers, contractors and end users when installing,
operating, maintaining, and repairing Frontier Network Operations equipment, facilities, and
services. Any other use of this procedure is forbidden. The information contained in this
procedure might not be applicable in all circumstances and is subject to change without notice.
By using this procedure the user agrees that Frontier Network Operations has no liability (to the
extent permitted by applicable law) for any consequential, incidental, special or punitive damages
that might result.

Frontier Respo
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2. Stop and Think — Outage Prevention

Prior to any work activity being performed on the Frontier network, the following questions must be
reviewed and answered by the technician.

Ask Yourself:

= Why am | doing this?

¢ lIs/does this activity have the potential to be service-affecting”?

¢ Should this be done during Safetime?

e Has a change management notification been issued and approved?
¢ Are all necessary parties aware?

o What is the expected result of my actions?
¢ Do | have a safe backout procedure?
¢« Do | know who to contact:
* Pre activity?
¢ For assistance?
+ Post activity?
¢ Should anyone be online with me?
¢ Am | comfortable with this method of procedure?
e Do | have all of the tools that | need to complete the task?
« Do | have a pre-test and posi-test procedure for this tasic?
e« How do | know that | did this task properly?

e Have | completed appropriate paperwork, labeling, database changes, or other
records work?

«  Am | willing to sign my work?

if you answer no to any of these questions, or feel that you cannot complete the job safely...

A

)

o

Do NOT attempt the jobl Call your supervisor immediately,
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3.1Rules

- All activities that will impact customer service, or where the potential to impact customer
service exists; except where noted, must be scheduled within the Safetime window.

- Al network activities planned for a Safetime Window must be entered, approved and
tracked in the Matrix4 application; which can be accessed via hitp:/matrix4.corp.pvt

- If a service affecting incident or service impact is imminent and remediation can't wait until
Safetime, the situation should be addressed by standard fault (break/fix) management
processes / emergency activity.

- For activities being performed at a customer premise where access to the building is limited
to non-standard Safetime window, or a customer has agreed to the work being performed
outside of the standard Safetime window, then the activity can be scheduled as such
without requiring a business case.

Advance notification is required for all Planned Network Maintenance activity. Upon
approval, the Matrix4 application wiil send internal mass email communications based on
submitter seiections for that entry.

- Avrisk rating (Severe / Minimal) and potential customer impact must be assigned for all
submitted maintenance activities.

- A detailed description of the work that is to be performed and/or a Method of Procedure
(MOP) must accompany all maintenance requests which includes back out procedures
and/or steps.

- For alt activities scheduled, sufficient time should be allocated within the window for
backing out of the activity should a problem arise while performing the work.

- Any deviations from established Safetime guidelines will require approval from the area
General Manager and/or Central Office Equipment Installation (COE!) Manager, Technical
Manager/Supervisor and possibly additional input from NOC leaders. Director level
approval may be sought for those activities not following established guidelines.

Network maintenance activities need to be updated and closed within the Matrix4
application shortly after the end of the window by the party submitting or executing the
change.

- The Network Operations Center MUST be called PRIOR to executing and AFTER
completing the work at 888-608-8029 - Transport activities use option 1; Switching/Power
and Battery Rundown use option 2; HSI/Data/FiOS use option 3.
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4. Impact Type Risk Ratings

4.1 Severe (outage)
- Any Loss of service

4.2Minimal {intermittent})
- Switch hits; Simplex conditions; Customer will not notice

Always STOP and THINK — Outage Prevention is the Priority. Please refer to the
Questions on page 4 before performing an activity.
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Tab 13 Frontier Safetime Procedure

5.1 Normal Windows

00:00 - 06:00 Local Time

- Normal Safetime Window for ali activities
Maintenance activity should be completed by 05:00 local time, with 05:00-06:00 local time
reserved for backout time

5.2 Exceptions

For those scenarios when the Safetime Window cannot be adhered to, they will be handled on a
case by case basis involving the area General Manager andf/or COE| Manager, Technical
Supervisor and NOC leaders to determine the window.

The following scenarios (not a complete listing) will not require approval from the area General
Manager, Technical Supervisor and NOC leaders:

Customer dictates window
Working with Department of Transportation
- Safety issues
Involved activities where more than 5 hours is needed to execute changes

5.3 Safetime Work

The following is a non-comprehensive list of activities that need to be performed within
Safetime:

- Building environmental system work, electrical circuitry
- Central Office conversion work
Cable cuts/splicing repairs or cut-over work
- Equipment removals {cables and equipment within close proximity to working equipment
exists)
- Additions:
= Selting new bays alongside or between working bays containing equipment
that supporis criticai infrastructure (Power, ROADM (Reconfigurable Opticai
Add-Drop Multiplexer), DACS (Digital Access and Cross-connect System),
BUNW (Base Unit Network, GTDS Internal Network), Space Switch, elc)
= Running cables from an addition to working equipment
= Equipment additions in common control areas of a central office
= Building additions or repairs over or near equipment (roof, plumbing)
- Power/signaling:
= Activity that could cause working equipment to lose power
= Replacement of rectifiers and/or batteries
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*  Grounding activity
Transmission equipment work where activity could isolate trunks or a complete trunk
group (e.g. radio, fiber or carrier) or host remote links
- System Version Release {SVR)/Trans
- Transmission Product Release Update (TPR):
s Patch Level Updates
=  Generic Upgrades
=  Batch Change Supplement (BCS) implementation or generic upgrade
= Auxiliary equipment generic upgrade work
Comman control equipment work:
= Any on-line common control activity
=  Additions to common control equipment

Tab 13 Frontier Safetime Procedure
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Tab 13 Frontier Safetime Procedure

6.1 Installation Safetime Window Activity Guidelines

The guidelines in this procedure apply o ALL Frontier Central Office/Technical Facilities
installation personnel and installation suppliers performing any installation activities on or
around Frontier's switching, transport, or video network. Any supplier that provides
equipment or services for Frontier's network must follow the appropriate installation standards
addressing equipment installation, method of procedures, access to buildings, job status
reports, workmanship, equipment removal, and safety. Local Frontier Management will
provide a copy of the standard and any guidance needed

All work perfarmed during the Safetime Window must ensure sufficient time is planned so a
graceful back out can be completed within the Safetime Window if trouble is encountered.

Local management has ultimate responsibility for scheduling of High-risk activities that have
the potential to disrupt service. Contact Network Operations at 888-608-8029, Transport
option 1; Switching/Power/Battery Rundown Option 2; HSI/Data/FiOS Option 3. If you are
unsure about anything not listed in this procedure that may create a high-risk to Frontier's
network, please contact the NOC..

No work may take place by any employee or contractor in a working equipment aisle or
within close proximity of working equipment, without proper notification of tocal operations
management personnel as documented in the MOP/High Risk/Matrix4.

No work may proceed unless documented in a properly approved Method of Procedure
{MOP).

For purposes of this procedure, the term "supplier” is intended to include any personnel
performing work operation on, in, or around any Network Equipment. This includes, but is not
limited to contractors, Operational personnel, Outside Plant personnel, Telco Installation
personnel.
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7. Network Operations Center (NOC) Contacts

7.1 NOC Contacts
Any questions should be directed to the Network Operations Center (NOC) at 888-608-80289.

1-888-608-8029 — NOC Tier | / Surveillance

o Transport — Option 1
o Switching/Power/Battery Rundown — Option 2
o HSKData/FiOS — Option 3

Additional NOC contacts, procedures and information can be found on the NOC Sharepeint
Site.

-
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Purpose: This document outlines the Frontier network maintenance process which provides
the guidelines for executing planned network changes. If the work has the potential to impact
customers or the Frontier network, it must be done during a maintenance window and have an
approved Matrix4 event.

Target Audience: This process applies to:
« ALL Frontier employees and contractors involved with installation, maintenance and/or
support of Frontier's switching, transport, data or video network(s).
¢ Any supplier that provides equipment or services for Frontier's network

The criteria below are the rules governing network maintenance activities:

o All activities that will impact customer service, or where the potential to impact
customer service exists; except where noted, must be scheduled within the
maintenance window.

= Midnight (00:00) — 06:00 AM local time

= Activity should complete by 05:00 local time to allow any backouts
necessary in the final hour

= Possible exceptions (not a complete list} to performing work outside
maintenance window

Customer dictates window

Work involving Department of Transportation

Safety issues

Involved events where more time is necessary to complete the

changes

o All network activities must be entered, approved and tracked in the Matrix4
application; which can be accessed via hitp://matrix4.corp.pvt.
= This is a non-comprehensive list of work that is to be performed within a
maintenance window:
= Building environmental system work, electrical circuitry
« Central Office conversion work
s Cable cuts/splicing repairs or cut-over work
e Equipment removals {cables and equipment within close proximity
to working equipment exists)
» Additions:
o 'Setting new bays alongside or between working bays
containing equipment that supports critical infrastructure
(Power, ROADM (Reconfigurable Optical Add-Drop
Multiplexer), DACS (Digital Access and Cross-connect
System}, BUNW (Base Unit Network, GTDS5 Internal
Network), Space Switch, etc)
o Running cables from an addition to working equipment
o Equipment additions in common coniroi areas of a central
office
o Building additions or repairs over or near equipment (roof,
plumbing)
« Power/signaling:
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o Activity that could cause working equipment to lose power
o Replacement of rectifiers and/or batteries
o Grounding activity
« Transmission equipment work where activity could isolate trunks
or a complete trunk group (e.g. radio, fiber or carrier) or host
remote links
System Version Release (SVR)/Trans
¢ Transmission Product Release Update (TPR):
o Patch Level Updates
o Generic Upgrades
o Batch Change Supplement (BCS) implementation or
generic upgrade
o Auxiliary equipment generic upgrade work
Common control eguipment work:
o Any on-line common control activity
o Additions to common control equipment

o The customer impact must clearly be identified on the entry.

o A detailed description of the work that is to be performed and/or a Method of
Procedure (MOP) must accompany all maintenance requests including backout
procedures and/or steps.

o Any deviations from the above established criteria will require approval from the
area General Manager and/or Central Office Equipment Installation (COEI)
Manager, Technical Manager/Supervisor and possibly additional input from NOC
leaders. Director level approval may be sought for those activities not following
established guidelines.

o The Network Operations Center MUST be called PRIOR to executing and
AFTER completing the work at 888-608-8029 Transport Option 1;
Switching/Power/Battery Rundown option 2; Data/HSI/FiOS Option 3.

o Standard interval for a planned event is 5 business days from the creation date.

Review Calls: Calls are held dailly to discuss network changes to have additional discussion
and approval for execution. The calls also cover network maintenance activities being
performed by carriers affecting Frontier services.

Please be prepared on the call to cover the following associated with your entry:

what is taking place

why is this change necessary

is there a planned outage/interruption associated

what is the potential impact

what services are affected; major customer affected

is there a plan from start to finish outlining what is being done; method of
procedure

«. what to do in the event of something unexpected/backout plan

®a 0 © & @ °
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Tab 14 Frontier Network Maintenance Process

Call logistics — Monday thru Friday 1:00pm ET (one hour)
« Conference bridge 585-254-7283 passcode 610877 changing 2/1/16

e« Webinar: http.//iwebinar.frontiercorp.com/anne-webinar/

Network Moratoriums: On occasion, it is necessary to limit network changes taking place
during a specified timeframe and only those activities critical in nature are allowed to proceed.
Events entered into Matrix4 during a moratorium are subjected to a higher level of approval by
the network operations leadership.
« Events are placed in HOLD status of Matrix4 when the start or end date falls in
the moratorium range
o ltis the responsibility of the team requesting the change to provide details as to
why the change needs to be executed during the moratorium to:
o Brian Kavanagh
Michael Salmon
Larissa Singh?
Sheila Moseley?

o 00

Method of Procedures (MOP): MOPs are required for all Severity Level 3 activities outlining:
= Steps being taken (not high level)
= Vendor documentation for routine events is adequate
= Procedure and recovery must be included — thought process, if this then do x or if this
then execute y
» Plan to mitigate any problems if they should arise

]
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Tab 15 Frontier Repair Contact & Escalation List

Tab 15

Frontier Escalation Process
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Welcome to the New Frontier

Repair Contact and
Escalation List

B o
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Repair Contact and Escalation Lists
W

Ticket Entry/Status Contacts and Hours of Operations

Area Center Number Hours of Operation
. Commercial
?ﬁ?e?gﬁmfsmtus Customer 855-521-0827 ChronOps@fir.com
ry Support Center
ASR, LSR for
POTS/DSL/Line Commercial
Share LSR UNI Customer 888-637-9620 24 Hours 7 Days a

Repair/Maintenance week
Status and Ticket

Entry

Support Center




Executive Frontier Contact Listing

Frontier Communications air Services

Escalation calls areto bs directed to the Standard Rscalation Hotline noted below. The Hotline Is monitored 247, The Frontier Escalation Repressntatives are empowered to
address and escalate trouble tickets. Wnecessary, Pear-to-Per contect is available. Fease have the correct level of wanagement utilize the Peer-to-Peer contact list

Standard Escalation Hotline
Commercial Customer Support Center
Main number to report trouble is 1-888-637-9620
Lantie Telphuna imbes

1st Laval Escalation _ 1-877-902-1100 Option £
Ing Lews! Escalerion 1-877-962-1100 Option 2
3% Leve! Excalesinn _ 1-877-902-1100 Dytlon 3
4th Level Escalation 1-877-602-1100 Option 4

1-B77-502-1100

piipa5

e Escalation Manager B77-402-1180 Opiion 4 24x7
2 Escalation Manager 877-902-1100 Option 4 24x7
1 Eavalation Manager B7T-502-1806 Option 4 24x7
Matthew Freeman {0)304-526-0404
4 {enter Manager Matthew.Freeman@fir.com (C]30+2§6-54?1 Business Hours
Marion Wiand {0} 585-777-3570

5 Vige Premdant Marion Wyand@itr.eom _ (C)585-364 9467 Fuzizass Hoprs




,w"Q*

Frontier
BUSINESS EDGE

Tab 15 Frontier Repair Contact & Escalation List

Disclaimer: This documentation is for information purposes only and does not obligate
Frontier to provide services in the manner herein described. Frontier reserves the right as its
sole option to modify or revise the information in this document at any time without prior
notice. In no event shall Frontier or its agents, employees, directors, officers,
representatives or suppliers be liable under contract, warranty, tort (including but not limited to
negligence of Frontier), or any other legal theory, for any damages arising from or relating to
this document or its contents, even if advised of the possibility of such damages.

© 2015 Frentier Communications Corporation — All Rights Reserved

PDate Hage # =Talal=
12/3M13 4 Escalation Organization Chart Updates
12/3M3 3 Update contact TN for LSR Repair and Maintenance
4
3

12/2114 Escalation Organization Chart Updates

12/3M14 Combine contact TN for all Repair and Maintenance
3724115 34 Update contact TN for Escalation and Chronics
5/18/15 4 Update 5" Level Escalation contact

| 512915 4 Update Escalation contacts

7/08/15 4 Update Escalation contacts and name

7121115 4 Update Escalation contacts and name






