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Addendum No.2

The quoted system must have the ability to add Voice over IP trunking without a CPU, Cabinet
or Backplane upgrade. The purchase of additional software and/or IP trunking cards, hardware,
and licenses is acceptable.

Vendor should, as an option (Option 2 below), quote the cost of § IP Trunks and 8 IP Stations
along with any required hardware, software, and licenses.

The quoted system must support Session Initiation Protocol (SIP) as developed by the Internet
Engineering Task Force (IETF) standards as of 5/31/06. This support must be without CPU,
Cabinet, or Backplane upgrade. The purchase of additional software and/or IP trunking cards,
hardware, and licenses is acceptable.

Base Bid $87.717.75
Option No. 1 $13.846.01
Option No. 2 $4.165.26

Note: Option No. 2 Price includes 8 IP Trunks and 8 IP Stations along with any required
hardware, sofiware, and licenses and 1° year maintenance. This price does not include the IP
Data network providing QOS and POE Switch Ports for the 8 IP Phones. Typically, the
advantage to IP Telephony is the wtilization of the existing data infrastructure.
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1-The analog 2500 type sets, do requirc a mncssage watting light for these phones for
voice majl?
All stations on the system must include a message waiting light

2-Will the residents have voice mail?
The system must be configured to allow all stations to have voiee majl

3-You arc wanting the call accounting system to be accessible form more then one PC.
Can you conflirm the PC’s will be connected to the .AN?

The call accounting system must be a stand-alone vendor supplied PC and it, along
with all the PC’s that need access, will be connected to the LAN

4-If voice mail requires a dedicated PC, do want us to include the price of the PC in our
proposal?
The vendar must include the price of the voice mail PC in their proposal

5-T'or the UPS system, are you requesting we support PC’s that are on your I.AN such as
the PC consolces, call accounting ete. Would you not already have a UPS supporting your
nciwork of PC's, data switches, cte?

Any hardware that is 2 required part, for the operation of the phone system, must
be connected to a vendor supplied UPS

6-Pleasc discuss morc about the system administration training. Do you really want
vendors to include administration training by a manufactures training representative at
the vendors office. This will mean the 4 personnel travel the vendor's office. Or can we
schedule on site training for the 4 personnel in a dedicated manner by our training
personnel? ‘

The successful vendor shall provide factory or manufacturer system administration
training for a minimum of two (2) Office of Technology employees at no cost to the
State. The State will pay travel costs but no “tuition” costs for this training, The
successful vendor shall provide on-site “customer service representative” training to
a minimum of four (4) Veterany Affairs cmployces.

7-For the optional pricing for the wireless telephone sets, if you procced with the oplion,
will the State implement a deployment tool or will they request the vendor conduct this
site visit to cnsure the location and actual number of required access points to support 15
wireloss sets?

The vendor will he responsible for all aspects of the wircless solution

8-Who will be responsible for the wiring to supporl the access points?
The vendor will be responsible for all aspects of the wircless solution

9-low many access points are you considering supporting the 15 wireless phones?
The vendor will be responsible for all aspects of the wircless solution

10-Is Remote Desktop acceptlable for the accessibility of the Call Accounting System
from more than 1 PC? Does the vendor need to supply the software?

Remote Desktop is the required method for accessing the systerm across more than |
PC. The vendor shall supply all necessary software, including Remote Desktop, the
Opcerating System | efc.



FROM SUVERIZON BUSINESS FRX NO. :384284B300 Jun., 85 2886 12:31PM P4

3
11-]s the vendor responsible for certificaiion of wiring for the wircless service?

All wiring, cte. must meet the requirements of your system. [Cwill need to cover
about 4 acres of ground, all 3 floors in the building and about 90,060 square fect.

12-Who is responsible for the sceurity of the wireless service?
The vendor is responsible for all security related to the wireless service,

13-Will there be a dedicated A/C power circuit in the telephone room for the phone
system?
Yes

14-Where will the Dernark be located?
It will be extended to the telephone room by the State.

15-Who will be responsible for the condition of the cabling?

The building contractor installed the cabling and is responsible for the condition of
it up untif the time that the telephone system is accepted by the State. At that time,
the condition of the cahling becomes the responsibility of the vendor.

16-How 15 end-user training to be done?
Training will be done in « classroom setting with small groups of users. There
should be a live telephone for cvery 3-4 users in the classroom,

I 7-Wili there be one telephone configuration for cvery sct on the system?

At the time of initial installation there will be one configuration for each user type.
Nurses stations shall be set up the same, room phones should all be the same, and
Administrators phones will all be the same. The vendor must provide in their quote
& hours of on-site (not travel) service /propramming labor for system finalization,
which will be used within the warranty period.

L 8-Will the vendor provide any necessary racks needed for the installation of the system
in the telephone room?

The vendor shall provide all equipment necessary o install the telephone system,
including racks. There is plywood already instailed by the State in that room,

19-Are there floor-plans available for review by the vendars?
The floor-plans will be included with the Addendum, Vendors may also call the
Architect, Pam Wean, at 304-366-1580 to obtain additional information.

Other items:
Vendors no longer need to submit a copy of their bid to the State Auditor.

Travel time will not be paid for any work during the warranty or maintenuance
period.

Bid npening is scheduled for June 14, 2006 at 1:30 p.m.
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Vel' ,&Qbusmess Sandra K. Hawkins

Verizon Business

1410 MacCorkle Avenue, SE

Charleston, WV 25314
June 7, 2006

Ron Price

Depariment of Administration
Purchasing Division

2019 Washington Street, East
Charleston, WV 25305-0130

Dear Mr. Price:

Thank you for the opportunity to present VET08035 for the Division of Veterans Affairs. Verizon is
excited about the prospect of providing a Noriel BCM solution to meet your requirements,

After reviewing the enclosed response, we are confident you will find we can provide the level of
support and the quality of equipment you require. With Verizon and our industry-leading partner,
Nortel Networks, we will provide solutions you can count on today, while laying the foundation for
evolving needs in an efficient and cost-effective manner.

As one of our most important customers, we have responded to your requirements in a priority
manner and that commitment is ongoing. Our team can provide you with the expertise that is
needed, allowing the Division of Veterans Affairs to concentrate on their core competencies.

Thank you for the opportunity to present this proposal. Please feel free to contact me at (304)
344 6700 with any questions or concerns. We are looking forward to hearing from you.

Sincerely,

Soorglpnt Hanhor-

Sandra K. Hawkins

Corporate Account Manager Il

Verizon Select Services Inc. ("Verizon™") has offered this request for bid (RFQ) response in
accordance with the terms and conditions therein. In addition and in compliance with the WV
Purchasing Division's Policies and Procedures Handbook, Section 7.2.7, Verizon also submits
additional terms and conditions reflected in Verizon's standard System Agreement, which is
incorporated into Verizon's response. In the event of a confilict, the order of precedence would be;
the State of West Virginia Purchasing Division's General Terms & Conditions, the WV-96 Agreement
Addendum, the original RFQ, Verizon's RFQ response and Verizon's standard System Agreement.
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WV BUREAU OF VETERANS AFFAIRS

The West Virginia Division of Veterans Affairs (WVDVA) is releasing this Request for
Quotations (RFQ) for a new digital / IP hybrid telephone system for the WV Veterans Nursing
Facility located adjacent to the Louis A. Johnson VA Medical Center, One Medical Center
Drive, Clarksburg , WV 26301, This RFQ includes all the labor and materials for a complete

install.

A mandatory pre-bid conference shall be conducted at the West Virginia Veterans Nursing
Facility located adjacent to the Louis A. Johnson VA Medical Center, One Medical Center
Drive, Clarksburg , WV 26301, date, time and location to be determined. All interested
bidders are required to be present at this meeting. Failure to attend the mandatory pre-bid
conference shall automatically result in disqualification. No one person can represent more than

one vendor

The system must be a new digital / [P hybrid telephone system from a manufacturer that
appears on the Gartner “Magic Quadrant for North American Corporate Telephony, 2005”. The
manufacturers that are listed are Alcatel, Avaya, Cisco Systems, Inter-Tel Mitel Networks, NEC,
Nortel, ShoreTel, Siemens, 3Com, Toshiba, and Vertical Communications.

The system must be configured with two (2) ISDN PRI Centrex Circuits, eight (8) analog
Centrex lines and two hundred (200) stations. It must be expandable to a minimum of three (3)
ISDN PRI Centrex Circuits, sixteen (16) analog Centrex lines and two hundred fifty (250) stations
with the use of cards, boards, etc. Two (2) of the stations must be PC consoles-that will provide the
operator with call status and direct call transfer capability. The system must be installed with ninety
five (95) stations that have a minimum of sixteen (16) programmable buttons a minimum 2 line by
16 characters LCD, a message waiting light and must be speakerphone capable for all internal and
external calls. The system must be installed with one hundred (100) stations that are analog (2500
type) stations for resident and facilities use. The final three (3) stations must be full-duplex

conference telephones.

This is a new building. Vendors must use installed wiring wherever possible. All wiring,
new and re-used, becomes the responsibility of the successful vendor and must be covered by the
system warranty and post-warranty maintenance agreement. All stations will be located in
locations that are already wired. No new wire runs will need to be included in this procurement.

In addition to the previously mentioned requirements, all systems must meet the following
requirements: Caller ID, minimum of 3 party conference calling, contain surge protection, volume
control for the ringer, speaker phone and handset, hold button, last number redial, access to paging
through the speakerphone, automatic line selection, headset adaptable, call pick-up group
assignments, call forwarding of station within system, call ring-back on intra-office transfers
which are unanswered, mute button, minimum of 10 speed dials per station, call park, remote



access to the Voice Processing system, and, button access to conference call feature. The features
that require button access may be fixed feature buttons on the stations or may be programmed on

programmable buttons.

The system must include an integrated voice processing system. The voice processing must
include an Automated Attendant that will answer all incoming calls or be programmable answer
calls after “x” number of rings (minimum 3 rings, maximum 6 rings). The Automated Attendant
must allow the caller to enter a WVBVA employee’s extension number and be transferred to that
extension, or allow the caller to enter “zero” (0) and be transferred to a central answering position.
The voice processing system must also include a voice mail system that will answer calls to
extensions after “x” number of rings (minimum of 0 rings, maximum of 6 rings) and allow the
caller to leave a message in a mailbox that is password protected 1o that extension user. The voice
mail system must allow for outcall notification whenever a message has been left in a mailbox. The
voice mail system must allow each mailbox to program two different greetings. The voice mail
system must allow users to change their greetings and to forward messages to another mailbox on
the system. The voice mail system must allow WVBVA staff to change greetings remotely from
any touch tone telephone. The voice processing system must include a minimum of 6 ports and 120
hours of storage, and must be expandable to a minimum of 12 ports and 240 hours of storage. The
voice processing system must be programmable by WVBVA staff for use on all incoming calls, as
a back-up to live operators during business hours, or to work only after hours according to the
circumstances of that particular time.

The system must include a Call Accounting System to provide, at a minimum, the
following information: extension making the call; the number called; the duration of the call; the
time and date of the call; and, the cost of the call. The Call Accounting System must store the
information for a minimum of 7500 toll calls only. The vendors must include the cost of a
computer and printer if one is necessary for the Call Accounting System. The Call Accounting
System must be accessible by more than one computer within WVBVA or by any computer on
WVBVA'’s internal network.

The proposed system must be adaptable to utilize IP Telephony station and/or Voice over
IP trunk technology should the State of West Virginia decide to make use of such service at some
point during the life of the proposed system. This technology must be fully integrated into the
installed system. A third party add on unit is not acceptable.

The proposed system must include a UPS system that will power the complete telephone
system, PC Consoles, voice processing system, and call accounting system for a minimum of four
(4) hours in the event of a power outage. The system shall include lightning and surge protection.
Any damage to the system caused by lightning and/or power surges must be covered by the system
warranty and any post-warranty maintenance agreement.

Each vendor’s proposed cost must include the complete training of all WVBVA staff on
the use of the telephone system and voice processing system. The successful vendor must also
include the training of four system administrators, which will include training on voice mail
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administration and the administration of the telephone system including adding features to
extensions. The System Administrator training must be manufacturer or “factory” based training

at a vendor location.

The system must have the capability to extend system diagnostic abilities to a remote
location. This permits the State’s centralized technicians to interrogate the switching system,
determine its status, and run tests to determine the causes of faults or failures. The proposed system
must allow access via the Statewide Backbone Network or modem over the public telephone

network.

Response Time
Vendors must respond to a service call within the following guidelines:

Minor outage: 10% or less system outage
4 business hour callback from Technician
16 business hour system restored

Major outage: 11% or more system outage
2 business hour callback from Technician
8 business hour system restored

Optional equipment (Not included as part of the award)

As an option vendors are requested to include the cost of fifteen (15) Wireless telephones.
These phones must meet or exceed the features and functionality of the Spectralink 1640 phones
Vendor’s response must include all information required to meet these minimum requirements.

Vendors shall quote a straight purchase price, including installation, training and minimum
of one year warranty. Vendor must include a detailed equipment list that at 2 minimum lists
per item pricing, item part number, and part description. Vendors shall also quote
post-warranty maintenance for a five year life of the system. The WVBVA will not accept more
than a two-year warranty as part of the purchase price. The successful vendor shall be the one with
the lowest straight purchase price plus post-warranty maintenance for a five year life of the system.
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WV BUREAU OF VETERANS AFFAIRS

Pricing Sheet

a) Installed system price: $ 8 7 "/
b) 5 Year post-warranty maintenance: $ Y| &

a+b = total system price 8 | ;P\ﬁ 55/.94

* Optional equipment pricing: $ }3 S/(Mb oY
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PROPOSED SYSTEM DESCRIPTION AND RFQ COMPLIANCE

WV BUREAU OF VETERANS AFFAIRS RFQ VET06035

The West Virginia Division of Veterans Affairs (WVDVA) is releasing this Request for
Quotations (RFQ) for a new digital / IP hybrid telephone system for the WV Veterans Nursing
Facility located adjacent to the Lonis A. Johnson VA Medical Center, One Medical Center
Drive, Clarksburg, WV 26301. This RFQ includes all the labor and materials for a complete
install.

A mandatory pre-bid conference shall be conducted at the West Virginia Veterans
Nursing Facility located adjacent to the Louis A. Johnson VA Medieal Center, One Medical
Center Drive, Clarksburg, WV 26301, date, time and location to be determined. All
interested bidders are required to be present at this meeting. Failure to attend the mandatory pre-
bid conference shall automatically result in disqualification. No one person can represent more
than one vendor.

Verizon Response: Verizon has attended the pre-bid conference as required.

The system must be a new digital / IP hybrid telephone system from a manufacturer that
appears on the Gartner “Magic Quadrant for North American Corporate Telephony, 20057, The
manufacturers that are listed are Alcatel, Avaya, Cisco Systems, Inter-Tel Mitel Networks, NEC,
Nortel, ShoreTel, Siemens, 3Com, Toshiba and Vertical Communications.

Verizon Response: Verizon's proposal for this RFQ is based upon telephony products from
Nortel, one of the world leaders in telephony and converged IP communications.

Norte! is one of only four manufactures listed in Gartner's 'Magic Quadrant for North American
Corporate Telephony, 2005". Those four companies are Nortel, Avaya, Cisco, and Siemens.

We would like to clarify that only the top-right quadrant of Gartner's chart is the 'Magic’
quadrant. This represents the companies that have both the 'Completeness of Vision' as well as
the 'Ability to Execute'. It is our understanding that it is the State's desire to deploy products and
technologies only from these industry leaders. Many of the manufacturers listed on the RFQ fall
into the lower left quadrants, which Gartner only identifies as 'Niche Players'.

The system must be configured with two (2) ISDN PRI Centrex Circuits, eight (8) analog
Centrex lines and two hundred (200) stations. It must be expandable to a minimum of three (3)
ISDN PRI Centrex Circuits, sixteen (16) analog Centrex lines and two hundred fifty (250)
stations with the use of cards, boards, etc. Two (2) of the stations must be PC consoles-that will
provide the operator with call status and direct call transfer capability. The system must be
installed with ninety five (95) stations and have a minimum of sixteen (16) programmable buttons
a minimum 2 line by 16 characters LCD, a message waiting light and must be speakerphone
capable for all internal and external calls. The system must be installed with one hundred (100)
stations that are analog (2500 type) stations for resident and facilities use. The final three (3)
stations must be full-duplex conference telephones.
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Verizon Response: Verizon has proposed a solution based upon Business Communication
Manager (BCM400) systems. Two BCM 400 systems will be networked together to function as
one composite system. BCM “A” will primarily serve the Administrative users and BCM “B”
will primarily serve the Resident users. The BCMs will be networked together via 48 VolP
Trunks, MCDN/QSig and VPIM to facilitate networking between systems. The system as
proposed will comply with the expansion requirement specified in the RFQ.

Verizon has proposed the use of digital phones for all users on the system to enhance the
functionality available to them. See below for further details.

Trunk & Station Requirement: The system as proposed is configured to accommodate the 2 PRIs,
8 Analog Trunks and 200 stations required initially and has the expansion capability for total of 3
PRIs, 16 Analog Trunks and 250 stations with additional media bay modules (blades).

PC Console Attendants: The system includes two PC Console attendants, including Software,
PC, Monitor, Keyboard, Mouse, APC UPS and APC Surge Suppressor.

Administrative User Phones (95 Digital):

Verizon has proposed the T7316E digital phone set for the 95 administrative users.
Nortel Business Series Terminals T7316E is a full-featured, expandable, multi-line
telephone that has a two-line, 16-character-per-line display that is menu driven and
supported by three context-sensitive soft keys. The T7316E provides access to 24
memory buttons, 16 of which include multi-segment icons for fast and precise decision
making. It is designed for high call volume positions requiring access to extensive system
features. Typical users include supervisors, managers, executives, and other business
professionals.

Resident User Phones (100 Analog}

The system, as proposed, provides 100 TDM (digital) phone sets to serve the resident
rooms in lieu of the analog phones. These 100 digital phone sets will be T7100 single
line TDM phones. We feel the digital phones will provide greater audio quality and
additional feature functionality. In addition, the T7100 offers a very attractive and
ergonomic phone set to enhance the patron experience with the system. The use digital
phones throughout the system will facilitate the BCM’s paging capabilities to its full
potential. These paging features include paging a single phone, all page and zone paging
for up to 6 zones. If the customer prefers the analog phones, the system can substitute the
digital sets for the analog sets at an adjusted equipment list to include the analog
equipment.

Conference Phones:
Verizon has included 3 Audio Conference Phones in the proposal.

This is a new building. Vendors must use installed wiring wherever possible. All wiring,
new and re-used, becomes the responsibility of the successful vendor and must be covered by the
system warranty and post-warranty maintenance agreement. All stations will be located in
locations that are already wired. No new wire runs will need to be included in this procurement.
Verizon Response: Verizon has read and understands



veri; ONbusiness

In addition to the previously mentioned requirements, all systems must meet the
following requirements: Caller ID, minimum of 3 party conference calling, contain surge
protection, volume control for the ringer, speaker phone and handset, hold button, last number
redial, access to paging through the speakerphone, automatic line selection, headset adaptable,
call pick-up group assignments, call forwarding of station within system, call ring-back on intra-
office transfers which are unanswered, mute button, minimum of 10 speed dials per stations, call
park, remote access to the Voice Processing system, and button access to conference call feature.
The features that require button access may be fixed feature buttons on the stations or may be
programmed on programmable buttons.

Verizon Response: Proposed system complies with the specifications requested.

The system must include an integrated voice processing system. The voice processing
must include an Automated Attendant that will answer all incoming calls or be programmable
answer calls after “x” number of rings (minimum 3 rings, maximum 6 rings). The Antomated
Attendant must allow the caller to enter 8 WVBV A employee’s extension number and be
transferred to that extension, or allow the caller to enter “zero” (0) and be transferred to a central
answering position. The voice processing system must also include a voice mail system that will
answer calls to extensions after “x” number of rings (minimum of 0 rings, maximum of 6 rings)
and allow the caller to leave a2 message in a mailbox that is password protected to that extension
user. The voice mail system must allow for outcall notification whenever a message has been left
in a mailbox. The voice mail system must allow each mailbox to program two different greetings.
The voice mail system must allow users to change their greetings and to forward messages to
another mailbox on the system. The voice mail system must allow WVBVA staff to change
greetings remotely from any touch tone telephone. The voice processing system must include a
minimum of 6 ports and 120 hours of storage, and must be expandable to a minimum of 12 ports
and 240 hours of storage. The voice processing system must be programmable by WVBVA staff
for use on all incoming calls, as a back-up to live operators during business hours, or to work only
after hours according to the circumstances of that particular time.

Verizon Response: Auto Attendant is a standard application on the BCM400. The Call
Pilot voice mail allow for 200 hours of message storing per BCM. Total system storage
complies with RFQ requirements.

The system must include a Call Accounting System to provide, at a minimum, the
following information: extension making the call, the number called; the duration of the cail; the
time and date of the call; and, the cost of the call. The Call Accounting System must store the
information for a minimum of 7500 toll calls only. The vendors must include the cost of a
computer and printer if one is necessary for the Call Accounting System. The Call Accounting
System must be accessible by more than one computer within WVBVA or by an computer on
WVBVA’s internal network.

Verizon Response: BCM Call Detail Recording (CDR) records and reports call activity.
Call records can be displayed in real-time or copied to a local PC desktop, included in the
proposal, and processed via third party call accounting packages for billing or analysis of
long-distance costs. Verizon has included in our response the RS[ Shadow CMS Call
Accounting Software. RSI has been a Jong-standing Nortel Developer Partner since the
program inception. The software will be provided and installed on the Dell Demission
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E110 PC included in this proposal. The PC will include a Monitor, Keyboard, Mouse and
a Dell Laser Printer.

The proposed system must be adaptable to utilize IP Telephony station and/or Voice over
IP trunk technology should the State of West Virginia decide to make use of such service at some
point during the life of the proposed system. This technology must be fully integrated into the
installed system. A third party add on unit is not acceptable.
Verizon Response: Business Communications Manager (BCM) delivers small/medium-sized
businesses and branch offices the only converged voice/data solution in the industry, providing a
choice of [P-enabled or pure-1P strategy. The system, as proposed, utilized VoIP Trunking
between the two BCMs to facility a seamless traffic path between systems, and has the ability to
support IP telephone devices with simple license additions whenever the need arises.

The proposed system must include a UPS system that will power the complete telephone
system, PC Consoles, voice processing system, and call accounting system for a minimum of four
{4) hours in the event of a power outage. The system shall include lightning and surge protection.
Any damage to the system caused by lightning and/or power surges must be covered by the
system warranty and any post-warranty maintenance agreement.

Verizon Response: Verizon has included the installation of one (1) APC Smart-UPS XL
2200V A Rack Mount UPS and one (1) Ultra Battery Pack- non-rack mounted. This UPS
combo provides an estimated runtime of 5.28 hours, based on 712 Watts of power draw.
An APC UPS RS1500VA will be provided for each of the 3 PCs provided as part of the
system proposal. All equipment will be surge protected as required. In addition, Verizon
will supply and install Siemon PICO secondary lightning protection on the 8 analog and 2
PRI trunks.

Each vendor’s proposed cost must include the complete training of all WVBVA staff on
the use of the telephone system and voice processing system. The successful vendor must also
include the training of four system administrators, which will include training on voice mail
administration and the administration of the telephone system including adding features to
extensions. The System Administrator training must be manufacturer or “factory” based training
at a vendor location.

Verizon Response: Per the requirements of the RFQ and the Addendum, Verizon has included
three (3) levels of training: End User training, Customer Service Representative training for 4 VA
employees and Vendor Administration Training for 2 Office of Technology employees.

End User Training: Al employees using the proposed system will be given end user training.
This training will cover the use and features of the telephone sets and voice mail. This training
will be conducted on the customer’s site by Verizon.

Customer Service Representative Training: Four VA employees will be given an on-site customer
service representative training; conducted by Verizon. The training will include voice mail
administration and the administration of the telephone system including adding features to
extensions.

Office of Technology Training: Training includes tuition of 2 Office of Technology
employees to attend a Business Communications Manager (BCM) 3.7 Core and
Advanced CallPilot Messaging training session. This training will be conducted through
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Global Knowledge. This training may be scheduled at the customer convenience and
may be exchanged for an alternative course of equal cost thru Global Knowledge.

Description

This training is designed for installation technicians and customer service representatives
responsible for installing and programming Business Communications Manager CallPilot.
Course 0610C offers end-of-training testing.

Objectives

Upon successful completion of this course, you will be able to:

- List CaliPilot features and options

- Use CaliPilot Manager to set up system properties and reset CallPilot settings

- Set up, initialize, and maintain CallPilot mailboxes, including Fax on Demand and Fax
Overflow mailboxes

- Set up FFax on Demand mailboxes

- Set up and administer the Auto Attendant

- Design, build, assign, and test a Custom Call Routing tree

- Configure a Business Communications Manager system for CallPilot Unified Messaging

- [nstall and set up CaliPilot Unified Messaging on a subscriber’s computer

- Generate and use CallPilot reports to evaluate real-time and historical data on a CallPiot system

- Set up agents and supervisors

+ Set up skill sets

- Install and configure Reporting for Call Center

* Use Reporting for Call Center reports to evaluate Call Center agent activity

- Describe Multimedia Call Center features

- Set up Calt Detail Recording using the Unified Manager

- Transfer Call Detail Recording data to a central server using both Push Transfer and Pull
Transfer methods

- Use CDR Group User Administration to modify user privileges

- Install and use the CDR Client application to view records

The system must have the capability to extend system diagnostic abilities to a remote
location. This permits the State’s centralized technicians to interrogate the switching system,
determine its status, and run tests to determine the causes of faults or failures. The proposed
system must allow access via the Statewide Backbone Network or modem over the public
telephone network.

Response Time
Vendors must respond to a service call within the following guidelines:
Minor outage: 10% or less system oufage
4 business hour callback from Technician
16 business hour system restored
Major outage: 11% or more system outage
2 business hour callback from Technician
8 business hour system restored
Verizon Response: Verizon employees a team of Nortel Certified technicians at the 500
Technology Drive, South Charleston, WV office as well as Pittsburgh, PA. All
equipment will be sold, configured and supported from the South Charleston location.
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Verizon has included 8x5 Maintenance Coverage for Year 1 on the proposed system.
Verizon has read and understands the requested response times for system outages.

Optional equipment (Not included as part of the award)

As an option vendors are requested to include the cost of fifteen (15) Wireless
telephones. These phones must meet or exceed the features and functionality of the SpectraLink
1640 phones. Vendor’s response must include all information required to meet these minimum
requirements.

Verizon Response: Verizon has proposed the Nortel Digital Mobility system to serve the optional
wireless users at the VA Hospital.

Digital Mobility Soklution

Base Stations (Up to 8}

- .
; Repeaters

{Up to 6 per base station)

Handsets
{Up to 32)

BCM200
3zZ2x TCM

32x TCM

BCMA0O DMC 320
Controtler DMC 320 Controller
{Add & second Controlier fo
double capacity to 64 users)

System Features:

Blend of wired and wireless technologies:

Seamlessly extend the features and applications of Norstar and Business Communications
Manager Communication systems into the wireless realm. When your mobile users roam
the premises, their services follow them on rugged, reliable wireless handsets.

Messaging, call center skill set routing, caller ID. These features and more will work just
the same as on users’ desktops. In fact, users can switch between mobile and desktop
phones during a call. Best of all, there are no airtime charges, because the system uses
your own private segment of spectrum, which doesn’t have to be registered with
authorities.

Scalable, using a modular architecture:

For small sites with up to eight mobile users, you can deploy a cost-effective Nortel
Digital Mobility Controller 080 with wireless connections to two base stations, each
serving four handsets. You can link two controller modules together to double that
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capacity and serve 16 simultaneous users. For medium-sized sites, the Nortel Digital
Mobility Controller 320 supports up to eight base stations and 32 handsets/users. A
Digital Mobility Controller 320 can be linked to a Digital Mobility Controller 080 or
another Digital Mobility Controller 320 for even more capacity. With this modular
architecture, your mobility solution can easily expand to meet future growth.

Cover more than a million square feet, if needed:

Each base station can serve up to 50,000 square feet (in a typical environment) and can
be located up to 5,000 feet from the control module. A fully configured Digital Mobility
Controller 080 module provides coverage throughout 180,000 square feet of building
space. A dual-module configuration covers nearly 1.5 million square feet.

Extend coverage up to 1 kilometer from a base station:

You can extend service beyond the reach of a base station or to obstructed areas using
wireless repeaters — up to six repeaters per base station. Each locally powered repeater
provides 25,000 square feet of coverage and supports two simultaneous conversations.
An optional, external antenna can be used with a repeater to extend a base station signal
up to a kilometer away (.62 miles) —— ideal for providing mobile coverage on a campus
with multiple buildings.

Security, clear conversations and continuous coverage:

With this solution, there are no “dead zones,” no static or fading, so people won’t even
know you’re talking on a portable phone. You won’t have to worry about security and
confidentiality. Users are registered to the system with passwords; nobody can cut in on
their service or accidentally tune into their conversations.

Nortel Digital Mobility Solution - capacities and coverage

Enjoy a rich set of features on rugged, reliabie wireless handsets

Nortel offers a choice of stylish handsets designed for serious use, with sophisticated
features such as: three-line backlit displays, programmable “softkeys,” memory for up to
80 names and numbers, support for caller [D and text messages, user-selectable ring
tones and vibrate setting, adjustable volumne, headset jack and more.

Work all day without recharging batteries:

A charged battery can sustain up to 10 hours of talk time, 90 hours of standby time. That
means these portable phones easily work a full day before they need to be recharged.
Quick-charging docking stations accelerate recharge time and use temperature-
compensated charging to prolong battery service life.

Easily determine coverage for planning deployment:
The Nortel Digital Mobility Deployment Tool makes quick work of getting accurate

readings of wireless coverage, so you can optimize your deployment with just the right
equipment and placement — with no gaps and less overlapping.

The wireless handsets themselves support this function as well, since they display the
strength of coverage they're getling at any location. Feedback from the handset provides
up to date insights to help you plan installations or expansions.
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100% Nortel solution:

One of the strongest advantages of Nortel Digital Mobility Solutions is that they are
developed, marketed, serviced and supported by Nortel. You know you will benefit from
leading quality, world-class service and support and rock-solid compatibility with the
core communications products and features. Tightly integrated with Nortel
communications platforms, our mobility applications work seamlessly with Business
Communications Manager 200 and 400 applications and features.

Vendors shall quote a straight purchase price, including installation, training and
minimum of one year warranty. Vendor must include a detailed equipment list that ata
minimum lists per item pricing, item part number, and part description. Vendors shall also
quote post-warranty maintenance for a five year life of the system. The WVBVA will not accept
more than a two-year warranty as part of the purchase price. The successful vendor shall be the
one with the lowest straight purchase price plus post-warranty maintenance for a five year life of
the svstem.

Verizon Response: Base system price includes equipment listed, installation, training and 1* year
watranty. Post warranty maintenance includes 5 year maintenance for the system.

Part Number Description Qty
BCM “A”
NTBU0856 NA BCM3.7 BCM400 32DGTL BUNDLE 1
NTSBOMAAAD MODULE MEDIA BAY DIGITAL TRUNK 2
NTSBA4AAAA BCM-GATMS-8 PRT GLOBL ANALOG TRN I
NT7BO9AAAD BCM 32 DIGITAL STATION MODULE 2
NT8EB2ZTIAAA T7316E YEL SET - CHAR (W/ FEAT P 96
NTBBROAAAB BCM MEDIA SERVICES PEC 11 (2) 2
NTRC0002 MCDN/QSIG NETWORKING AC ]
NTKCO014 BCM VCE MSG 32 SEAT 8/W AUTH COD 2
NTKC0053 BCM LANCTE 1 SEAT 8/W AUTH CODE 1
NTKC0063 BCM VOIP GATEWAY 32 TRK 1
NTKC0062 BCM VOIP GATEWAY 16 TRK 1
NTPWQ120 NA BCM EXPANSION UNIT RED PS 1
NTKC0001 SFWR VPIM/AMIS NETW AUTH 1
BCM “B&‘
NTBUOSS6 NA BCM3.7 BCM400 32DGTL BUNDLE l
NTTBOGAAAD BCM 32 DIGITAL STATION MODULE 3
NT8B25AABL T7100 TEL SET - CHAR (W/ FEAT PL 100
NTSB2T7TIAAA T7316E TEL SET - CHAR (W/FEATP 1
NTAB2666 NORSTAR AUDIO CONFERENCING UNIT 3
NTBB&JAAAB BCM MEDIA SERVICES PEC I 2) 2
NTKC0002 MCDN/QSIG NETWORKING AC I
NTKC0053 BCM LANCTE | SEAT S/W AUTH CODE i
NTEC0063 BCM VOIP GATEWAY 32 TRK i

H

NTRKCO062 BCM VOIP GATEWAY 16 TRK
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NTKC0001 SFWR VPIM/AMIS NETW AUTH i
NTKC0012 BCM VCE MSG 8 SEAT 8/W AUTH CODE 1
NTKC0014 BCM VCE MSG 32 SEAT 8/W AUTH COD 2
PC CONSOLE

UWVRBCM-4 PC CONSOLE SOFTWARE 2
CALL ACCOUNTING

UWCMS250-4 RSICALL ACCOUNTING SOFTWARE 1
UWSITEL-4 CMS SITE LICENSE 1

POWER SUPPLIES/SURGE PROTECTORS

SU2200RMXLNET UPS SMARTUPS 2200 5U RACK MOUNT
UXBP48 NON RACK MOUNTABLE EXTERNAL BATT
BR1500 BACK UPS RS 1500 VA

PELIVNT3 SURGE PROTECTOR

L L) e —

COMPUTERS / PRINTER
DELL 1110 EASER PRINTER
DELL DEMENSION B110 3

STAFF TRAINING
-4 VA STAFF ON SITE CSR TRAINING (VSST Staff)

-BCM 3.7 CORE AND ADVANCED CALLPILOT MESSAGING TRAINING FOR 2 OFFICE OF TECH
STAFF (Global Knowledge)

-ALL NON-RESIDENT USER WILL BE TRAINED FOR BASIC USAGE AND FUNCTIONALITY
(VSS] Staff)
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AFFIDAVIT

West Virginia Code §5A-3-10a states:

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
prospeciive vendor is a debtor and the debt owned is an amount greater than one thousand dollars in the

aggregate.

DEFINITIONS: 7
“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 viclation, license assessment, defaulted
workers’ compensation premium, penaity or other assessment presently delinquent or due and required to be
paid to the state or any of its political subdivisions, inciuding any interest or additional penalties accrued

thereon.

‘Debtor” means any individual, corporation, partnership, association, limited lability company or any other form
or business association owing a debt to the state or any of its politicat subdivisions.

“Political subdivision” means any county commission;, municipality, county board of education, any
instrumentality established by a county or municipality; any separate corporation or instrumentality established
by one or more counties or municipalities, as permitted by law, or any public body charged by faw with the
performance of a government function or whose jurisdiction is coextensive with one or more counties or

municipalities.

‘Related party” means a party, whether an individual, corporation, partnership, association, limited liability
company or any other form or business association or other entity whatsoever, related to any vendor by blood,
marriage, ownership or contract through which the party has a relationship of dwnership 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 contract with the party receiving an amount that meets or exceed
five percent of the total contract amount,

EXCEPTION:
The prohibition of this section does not apply where a vendor has contested any tax administered pursuant to

chapter eleven of this code, workers' compensation premium, permit fee or environmentai fee or assessment
and the matter has not become final or where the vendor has entered into a payment pian or agreement and
the vendor is not in default of any of the provisions of such plan or agreement.

LICENSING:
The vendor must be licensed in accordance with any and all state reguirements to do business with the state of

West Virginia.

CONFIDENTIALITY: :
The vendor agrees that he or she will not disclose to anyone, directly or indirectly, any such personally

identifiable information or other confidential information gained from the agency, unless the individual who is
the subject of the information consents to the disclosure in writing or the disclosure is made pursuant to the
agency’s policies, procedures and rules. Vendors should visit www.state.wv.us/admin/purchase/privacy for

the Notice of Agency Conﬁdeﬂti‘aiity Folicies.

Under penalty of law for false swearing (West Virginia Code, §61-5-3), it is hereby certified that the vendor
acknowledges the information in this said affidavit and are in compliance with the requirements as stated.

Vendor's Name: \/Qf‘i\ ZrTY\ S€{€C+ \S\eg\\l‘{\O&\? Z&

Authorized Signature: éﬂ&gﬁhﬁ PR Zéﬁ&m{ Date: _Q/P/Oé:

No Debt Affidavit
Revised 02/08/06
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AGREEMENT ADDENDUM

WV-96

REV.

5/94

In the event of conflict between this addendum and the agrecment, this addendum shall controb:

1.

ARBITRATION — Any references to arbitration contained in the agreement are hereby deleted, Disputes arising out of the agreement shall be presented to the
West Virginia Court of Claims.

2. HOLD HARMLESS — Any clause reguiring the Agency to indemnify or hold harmless any party is hereby deleted in its entirety,

3. QOVERNING LAW — The agreement shall be governed by the laws of the State of West Virginia, This provision replaces any references to any other State’s
governing law.

4, TAXES - Provisions in the agreement requiring the Agency to pay taxes are deleted. As a State entity, the Agency is exempt from Federal, State, and local
taxes and will not pay taxes for any Vendor including individuals, nor will the Agency file any tax returns ot reports on behaif of Vendor or any other party.

5. PAYMENT ~ Any reference to prepayment are deleted. Payment will be in arrears.

6. INTEREST — Should the agteement include a provision for interest on late payments, the Agency agrees to pay the maximum legal rate under West Virginia
law. All other references 1o interest or Iate charges are deleted.

7. RECOQUPMENT ~ Any language in the agreement waiving the Agency’s right to set-off, counterclaim, recouptnent, or other defense is hereby deleted.

8. FISCAL YEAR FUNDING — Service performed under the agreement may be continved in succeeding fiscal years for the term of the agreement, contingent
upon funds being appropriated by the Legislature or otherwise being available for this service. In the event funds are not appropriated or otherwise available for
this service, the agreement shall terminate without penalty on June 30, After that date, the agreement becomes of no effect and is null and void. However, the
Agency agrees o us¢ its best efforts to have the amounts contemplated under the agreement included in its budget. Non-appropriation or non-funding shall not
be considered an event of default.

9. STATUS OF LIMITATIONS ~ Any clauses limiting the time in which the Agency may bring suit against the Vendor, lessor, individual, or any other party are
deleted.

10. SIMILAR SERVICES ~ Any provisions lHimiting the Agency’s right to obtain similar services or equipment in the event of default or non-funding during the
term of the agreement are hereby defeted.

11. ATTORNEY FEES - The Agency recognizes an obligation to pay attorney’s fees or costs only when assessed by & court of competent jurisdiction. Any other
provision is invalid and considered null and void.

12.  ASSIGNMENT - Notwithstanding any clause to the contrary, the Agency reserves the right to assign the agreement to another State of West Virginia agency,
board or commission upon thirty (30) days written notice to the Vendor and Vendor shall obtain the written consent of Agency prior to assigning the agreement.

13, LIMITATION OF LIABILITY — The Agency, as a State entity, cannot agree to assume the potentiaf Hability of a Vendor. Accordingly, any provision limiting
the Vendor’s liability for direct damages or limiting the Vendor's liability under a warranty to a certain dollar amount or to the amount of the agreement is
hereby deleted. In addition, any limitation is null and void to the extent that it precludes any action for injury to persons or for damages to personal property.

14. RIGHT TO TERMINATE ~ Agency shall have the right to terminate the agreement upon thirty (30) days written notice to Vendor.

15. TERMINATION CHARGES — Any provision requiring the Agency to pay a fixed amount or liquidated damages upon termination of the agreement is hereby
deleted. The Agency may only agree o reimburse a Vendor for actual costs incurred or losses sustained during the current fiscal year due to wrongful
termination by the Agency prior to the end of eny current agreement term.

16. RENEWAL - Any references to automatic renewal is hereby deleted. The agreement may be renewed only upon muteal written agreement of the parties.

17. INSURANCE ~ Any provision requiring the Agency to insure equipment or property of any kind and name the Vendor as beneficiary or as an additional
insured is hereby deleted.

18, RIGHT TO NOTICE — Any provision for repossession of equipment without notice is hereby deleted. However, the Agensy does recognize a right of
repogsession with notice.

19, ACCELERATION - Any reference to acceleration of payments in the event of defanlt or non-funding is hereby deleted.

20. AMENDMENTS ~ All amendments, modifications, alterations or changes to the agreement shail be in writing and signed by both parities. No amendment,
modification, alteration or change may be made to this addendum without the express written approval of the Purchasing Division and the Attorney General.

ACCEPTED BY:

STATE OF WEST VIRGINIA VENDOR

Spending Unit: Company Name: __Verizon Select Services Inc.

Signed: Signed: ___%&g”\ﬁvh 4’44&340\/

Title:

Date:

Title: VP - P Lm
Pate: [ﬂ / 3 _/ 0 &
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EQUIPMENT SALES AND INSTALLATION SERVICES EXHIBIT

In addition to the terms and conditions of the Agreement, the following terms and conditions apply to the sale of equipment and
installation services. Verizon shall provide the equipment and/or services specified in a quote and a Statement of Work that shall
be signed by authorized representatives of both Customer and Verizon and shall be incorporated herein (hereinafter the “System”).

1. Description of Service.

1.1,

1.2,

1.3.

1.4.

1.5.

1.6.

Verizon shall furnish all supervision, labor, equipment, materials, supplies and all other things specified in a Statement
of Work necessary for the completion of the System.

Customer will designate a single point of contact who will be responsible and authorized to (i) make all decisions and
give all approvals which Verizon may need from Customer, and (ii) provide Verizon's personnel on a timely basis with
all information, data, access and support reasonably required for its performance under this Exhibit and the applicable
Statement of Work, including but not limited to making available appropriate personnel to work with Verizon as
Verizon may reasonably request.

If Customer requests that installation services be performed outside Verizon’s normal office hours, as defined in the
applicable Statement of Work, Customer shall pay Verizon its then current time and material labor rate. Unless
Customer otherwise requests in writing, Verizon will, at Customer’s expense, apply for permits necessary for
installation of the System. Verizon shall provide Customer written notice indicating the date the System becomes
operational (the “In-Service Date”). Should Customer request delay of installation, or should installation be delayed as
a result of Customer’s action or inaction, Verizon may store components of the System at Customer’s risk and expense.
Customer is responsible for the accuracy and completeness of all information it provides. If information is incomplete
or incorrect, or if information is discovered during the course of the engagement that could not be reasonably
anticipated by Verizon, any additional work required thereby shall be treated as a Customer requested change to the
scope of the System and subject to the Change Order procedure set forth in the Agreement. Verizon will reasonably
accommodate Customer requested changes prior to the In-Service Date pursnant to a written change order executed by
both parties reflecting an appropriate adjustment in the System price and installation date.

For voice Systems, Verizon will provide training, as set forth in the Statement of Work, on how to use the System
within thirty (30) days following the In-Service Date.

Installation services are not available for antennas and accessories associated with wireless equipment.

2, ‘Warranty.

2.1

22,

2.3.

Rev. 3/26/04

All data equipment manufacturers' warranties for products provided hereunder are passed through to Customer and
Customer shall present warranty claims directly to the manufacturer unless covered by maintenance arrangements
between Customer and Verizon.

For voice equipment installed by Verizon, the warranty period begins on the In-Service Date and continues for twelve
(12) months. If Verizon does not install the voice equipment, warranties will be as provided by the equipment
manufacturer and are passed through to Customer, and Customer shall present any warranty claims directly to the
manufacturer.

These warranties do not cover damage to or malfunction of the System caused in whole or in part by Customer or third
parties through other than normal use of the System or caused by an event external to the System.

ESC#0151



Verizan Statement of Work

Veterans Administration Hospital Quote: 8-270JTP
Clarksburg, WV | REP# VET06035

This Statement of Work (“SOW™) is by and between Verizon Select Services (“Verizon™) and The Veteran’s
Administration (“Customer™} as of the date last written below ("Effective Date™) and is governed by the terms and made &
part of the System Agreement (“Agreement”) between Verizon and Customer.

This SOW defines the services and deliverables that Verizon shall provide to Customer under the terms of the Agreement
(“Services™). This SOW also defines the responsibilities of Verizon and the Customer, the project scope, implementation
duration, installation acceptance procedures, and Change Control Procedures. Verizon will perform the defined services at
the locations listed in Exhibit A, Verizon will strive to meet Customer’s schedule requirements; however, actual project
dates will be subject to availability of material and resources. Verizon will use reasonable efforts to avoid interruption of
network service unless the Customer requires installation after hours. Ifit is necessary to interrupt network service,
however, Verizon will notify the Customer SPOC at least 48 hours in advance.

1.0 Project Scope
The purpose of this project is to procure, configure and install a phone system at the Veteran’s Administration Hospital
location in Clarksburg, WV. Verizon will provide all labor, material and equipment to furnish, instal], configure,
training of users and maintenance of a Nortel Phone System. The facility will be served with a dual BCM400
configuration. BCM “A” will serve the Administrative users; BCM “B” will serve the Resident users, Both BCMs
will be networked together via 48 VoIP Trunks, MCDN/QSig and VPIM to facilitate networking between systems.
Verizon has proposed the use of digital phones for all users on the system.

1.1 Equipment List:

Part Number Description Oty
BCM “A”
NTBU0BS56 NA BCM3.7 BCM400 32DGTI BUNDLE 1
NTSBO4AAAD MODULE MEDIA BAY DIGITAL TRUNK 2
NTSB44AAAA BCM-GATMR-8 PRT GL.OBL ANALOG TRN 1
NT7BOSAAAD BCM 32 DIGITAL STATION MODULE 2
NTEB2TIAAA T7316E TEL SET - CHAR (W/ FEAT P 96
NTBBROAAAB BCM MEDIA SERVICES PEC HI (2) 2
NTKC0002 MCDN/QSIG NETWORKING AC 1
NTEC0014 BCM VCE MSG 32 SEAT S/W AUTH COD 2
NTKC0053 BCM LAN CTE 1 SEAT §/W AUTH CODE 1
NTK.C0063 BCM VOIP GATEWAY 32 TRK 1
NTKC0062 BCM VOIP GATEWAY 16 TRK i
NTPWO0120 NA BCM EXPANSION UNIT RED PS 1
NTBU08S56 NA BCM3.7 BCM400 32DGTL BUNDLE 1
NTKC0001 SFWR VPIM/AMIS NETW AUTH 1
BCM “B*
NTTBOSAAAD BCM 32 DAGITAL STATION MODULE 3
NT8B25AABL T7100 TEL SET - CHAR (W/ FEAT PL 100
NT8B27JAAA T7316E TEL SET - CHAR (W/ FEAT P 1
NTAB2666 -NORSTAR AUDIO CONFERENCING UNIT 3
NTBB80AAAB BCM MEDIA SERVICES PEC III (2) 2
NTKC0002 MCDN/QSIG NETWORKING AC 13
NTKC0053 BCM LAN CTE 1 SEAT S/W AUTH CODE )
NTKC0063 BCM VOIP GATEWAY 32 TRK I
NTKC0062 BCM VOIP GATEWAY 16 TRK i
NTKC0001 SFWR VPIM/AMIS NETW AUTH i
NTKC0012 BCM VCE MSG 8 SEAT S/W AUTH CODE 3
NTKC0G14 BCM VCE MSG 32 SEAT S/W AUTH COD 2
Page 1 of 7 ESC #0152

‘The information contained in this statement of work is confidentiai and/or proprietary information intended enly for the use of the individual or
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Customer: VA Hospital

Quote No.: 8-270JTP verizon
PC CONSOLE
UWVRBCM-4 PC CONSOLE SOFTWARE 2
CALEL ACCOUNTING
UWCMS250-4 RSI CALL ACCOUNTING SOFTWARE 1
UWSITEL-4 CMS SITE LICENSE I
POWER SUPPLIES/SURGE PROTECTORS
SU2200RMXLNET UPS SMARTUPS 2200 5U RACK MOUNT 1
UXBP48 NON RACK MOUNTABLE EXTERNAL BATT I
BRI150G BACK UPS RS 1500 VA 3
PFITVNT3 SURGE PROTECTOR 3
COMPUTERS / PRINTER
DELL 1110 LASER PRINTER 1
DELL DEMENSION B110 3
STAFF TRAINING

-4 VA STAFF ON SITE CSR TRAINING (VSSI Staff)

-BCM 3.7 CORE AND ADVANCED CALLPILOT MESSAGING TRAINING FOR 2 OFFICE OF
TECH STAFF (Global Knowledge)

-ALL NON-RESIDENT USER WILL BE TRAINED FOR BASIC USAGE AND FUNCTIONALITY
(VSSI Staff)

Verizon Operations will perform the following tasks:
7Perform station reviews and configure/install all phone sets per the customer’s requirements
?Install the equipment listed in this SOW per the manufactures specifications
7Configure the system utilizing the software/ Authorization Codes listed in this SOW
?Configure the system with the Business Series digital sets
7Install the Media Bay Modules listed in this SOW per the manufactures specifications
7Cross-Connect the proposed system with the existing cable plant
7Provide and install all required silver satin cat-3 / Cat-5 patch cables and cross-connect wire
TWork with the customer to coordinate the required dialing plan and voice messaging configurations
?Provide a Maintenance Warranty for the system per the RFP
?Provide Training as required by the RFP
?Provide and comply will all elements as listed in the RFP

1.2 Key Assumptions
Pricing is based on the following key assumptions:

*  Verizon performs installations between the hours of 8:00 a.m. and 5:00 p.m local time, Monday through Friday,
excluding Verizon observed and Federal holidays. Off-hours are defined as anything other than those hours. This
project does / does not require off-hour work.

Customer personnel assigned to this project will have the skills necessary to assist Verizon in this project.

All cabling required for this installation has been identified by the customer as a viable, existing Cat-5 installation,
Verizon has priced this proposal based on the existing cable plant being a standards base (ANSI/TIA/EIA) system
with no required modifications.
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Customer: VA Hospital o
Quote No.: 8-270JTP verizon

1.3 Verizon Responsibilities

Perform Project Scope installation tasks as desoribed above.

Provide a (SPOC) to manage, participate in the kickoff discussion, schedule coordination, and acceptance testing.
Contact Customer prior to installation in order to confirm site readiness and schedule equipment delivery.

Verify system power-up, operation of network interfaces and run internal diagnostics.

Conduct Customer Acceptance Testing in accordance with the Acceptance Test Plan as defined per the
manufacture’s turn up documentation

» Document network equipment configuration, as per pre-sale negotiations, and provide a written copy to Customer.

14 Customer Responsibilities

= Provide a Single Point of Contact (SPOC) to resolve implementation issues and to participate in the kickoff
discussion, schedule coordination, and acceptance testing. Customer shall provide the name and contact
information of such individual to Verizon in writing.
Provide at least one analog (voice) telephone line near the new hardware (<151), for use during installation.
Assume responsibility for hardware, software and memory compatibility issues related to existing equipment.
Prior to installation, perform back up of any involved device, including drivers, applications, and operating
systems as required

»  Be responsible for providing licensed copies of eperating system and applications software should they need to be
re-installed during the installation, as applicable. Customer is responsible for installation or re-installation of any
software not provided by Verizon on this project.

¢ Control all activities associated with the existing customer equipment, including changes, additions or deletions of
devices made by any non-Verizon provided technicians.

e  Provide prompt physical and electronic access to all areas/devices where Verizon will install equipment. NOTE:
Wait time in excess of 30 minutes may result in a time and material charge.

1.5 Change Order Reguest

Verizon will provide Customer with a Verizon Change Order Request form, substantially in the form set forth in Exhibit B.
Customer may request changes in, or additions to, the work being provided hereunder by completing the Verizon Change
Order Request form. Requested changes will be facilitated to the extent feasible. If Verizon determines that such changes
will cause an increase or decrease in the cost of or time required for performance of the work, Verizon will advise
Customer thereof and such adjustments shall be reflected in the Verizon Change Order Request form. The Verizon Change
Order Request form shall not become effective unless and until it is agreed to and executed by Customer and Verizon.
Verizon will initiate changes 1o the project that affect cost or significantly affect schedule using the Change Control
procedure,

1.6 Pricing and Payment

Payment terms should not be included in the SOW unless they are different than what is set forth in the
Agreement.
(This section left intentionally blank)
1.7 Acceptance Testing

Verizon and Customer will perform acceptance testing at the time of installation. If Customer fails to provide access for
Verizon to perform acceptance testing, or fails to participate in acceptance testing within 5 business days of being notified
by Verizon that a site is ready for acceptance, the site(s) shall be deemed accepted by Customer and will be invoiced as
though acceptance testing had been actually performed. A Customer signature on the Certificate of Acceptance, as set forth
in Exhibit C or other Verizon standard acceptance documents, signifies that all deliverables have been completed for the
site. Verizon and Customer acknowledge and agree that this SOW accurately sets forth the Services that Verizon wili
provide to Customer, and is signed by an authorized representative of Customer and Verizon.

Page3of 7 : ESC #4152

This Statement of Work is confidential and/or proprietary and is intended only for the use of the entities named in this decument.



Customer: VA Hospital

Ouote No.: 8-270JTP verizon

Customer Verizon Select Services, Inc.

gy/:ﬂ [ man #E-SQUJL ‘

Name Name

VP - P

Title Title
Date Date
Stleimnon Measor—
Signature Signature
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Customer: VA Hospital
Quote No.. 8-270JTP

Exhibit A - List of Identified Project Work Sites

Veteran’s 1321 Plaza Bast 304-558-3661 _ Main Site

C. Prafﬁer
Administration Suite 101
Charleston, WV 25301
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Customer: VA Hospital T
Quote No.: 8-270JTP Veﬂzog

Exhibit B - Change Order Request

PERSON REQUESTING CHANGE:

TELEPHONE No.: DATE OF REQUEST:
DESCRIPTION OF REQUEST: (Include details on problem and desired solution)

IMPACT SUMMARY: (Include estimates regarding additional Time and Costs)

ADDITIONAL CHARGES: § .
DISPOSITION: (Describe how changes will be implemented if approved)

APPROVALS: (Accepted by)
This document has been read and approved by the following individuals responsible for its implementation.

Verizon Select Services, Inc, Veteran’s Administration
Name Name

Title Verizon Account Manager Title

Date Date

Signature Signature

Name

Title Verizon Project Manager

Date

Signature
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Customer: VA Hospital
Quote No.; 8-270JTP

verizon

Exhibit C — Certificate of Acceptance

Certificate of Acceptance

Certificate of Delivery and Installation of Verizon’s Services

The undersigned hereby certifies that all Services provided under this Statement of Work have been delivered to the
undersigned and that the Services are hereby accepted by site, The undersigned further certifies that he/she has, or has
been delegated, the authority to accept the Services.

Site Name

Acceptance Date

Customer Representative
Title
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System Agreement

verizon

This System Agreement (“Agreement”), effective as of the day of , 20 . is made by and between

A. Verizon Entity Name (“Verizon™):

Verizon Select Services Inc

B. Customer Name (“Customer™)

Division of Veterans Affairs

Address: 1410 MacCorkle Av

Address: 1321 Plaza East

City: Charleston State: WV Zip Code: 25314

City: Charleston State: WV Zip Code: 25301-1400

Contact Name and Phone Number:
Sandra K Hawkins 304 344-6700

Customer Billing Address (if different):

Quote Number (if applicable)

City: State: Zip Code:

Contact Name and Phone Number:
Ron Price 304 558-0492

C. Select all applicable options:

<l New System/Service Sale
L] Adds/Upgrade to Existing System
[ Installation Services

Verizon Maintenance and Management Services

Data Maintenance Next Business Day Remote
Data Maintenance 4-Hour Remote
Data Maintenance 4-Hour On-Site
Data Maintenance 8-Hour On-Site .
Video Central Support Next Business Day On-Site
Video Central Support Next Business Day Remote
Connectivity Assurance
IP Phones Next Business Day
IP Telephony Application Server Platform 4-Hour Remote
IP Telephony Application Server Platform 4-Hour On-Site
1P Telephony Application Server Platform 8-Hour On-Site
1P Telephony Software Support
SiteWatch — Fault Management
SiteWatch — Performance Management
SiteWatch — Configuration Management
[PTWatch Call Manager/Server Management
IPTWatch Unity Voice Mail/Server Management
- IPTWatch IP QoS Fault Monitoring
IPTWatch QoS Performance Monitoring

EENEEE NN

Verizon Maintenance and Management Services Cont’d,

] 8x5 Switch & Phones

[] 8x5 Switch & Proprietary Phones

[] 8x5 Switch Only

[] 8x5 Ancillary/Auxiliary Equipment

[] 8x5 Nortel Norstar

[] 8x5 NEC Electra Elite

8x5 Business Communication Manager
] 8x5 Centrex CPE

[] 24x7 Centrex CPE

[[] 24x7 Switch & Proprietary Phones
[]24x7 Switch Only

[124x7 Ancillary/Auxiliary Equipment

[ 124x7 Nortel Norstar

L 124x7 NEC Electra Elite

L} 24x7 Business Communication Manager
[_]24x7 Voice Service Plus

[} Software Release Subscription (SRS)
[} On-Site Technician

[T] Supplemental Warranty Coverage (extends the standard warranty
10 24 hour coverage for major failures during the warranty period)

1 Other
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- System Agreement

Verizon Maintenance and Management Services Cont’d.

Third Party Maintenance Services (Maintenance will be provided
in accordance with the vendor’s terms and conditions and except
for Sections 2, 4, 11, 12, 13 and 14 the terms and conditions
herein shall not apply to such maintenance services.)

P4 Nortel Extended Service

[CICisco SmartNet

[Clother:

D. Payment Options:

Cash Purchase
[] Lease/Financing
[[] Verizon Credit Inc,
[T Third Party Lease/Financing {must have prior written approval of Verizon)
[_] E-Rate/USF Funding Application No,
] Tax Exempt No.

E. The total price of the System and/or services being purchased by the Customer is:

System Price $ 87.717.75
Professional Services Price 8
Security Solutions Services Price $

Mazaintenance Service

Voice Maintenance Service for 5 Year(s) $41.834.19
Managed Network Solutions Service for Year(s) 5
Third Party Maintenance Service for Year(s) $
Suppiemental Warranty Coverage $
Applicable taxes (estimated) 5
TOTAL PRICE $129.551.94
Down Payment ]
Balance Due $129.551.94

Customer Initials
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Maintenance Service Billing Option:

L] Pre-paid Billing: years $
{Annual Rate)
[[] Deferred Billing (deferred until warranty expiration):
years $ $ $ $ $
(Year1} (Year2) (Year3) (Year4) (Year$)
Bill deferred payment (check one): [_] annually [_] semi-annually (] quarterly  [] monthly
Attachments

[_] Addendum for Equipment/Services Subject to E-Rate Funding
[] Call Center Software, Support and Professional Services Exhibit
Equipment Sales and Installation Exhibit

[ ] Managed Network Solutions Exhibit

{ ] Professional Services Exhibit

] Quote

[ Security Solutions Exhibit

[] Service Plan Description(s)

Statement of Work

[] Voice Maintenance Exhibit

Customer Initials
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System Agreement

1. Scope of Agreement. Subject to the terms and conditions of this Agreement, Verizon will provide Customer, either
directly or in conjunction with such subcontractors as it may select, the equipment, software, installation services,
maintenance and/or professional services (hereinafter collectively the “System”) as described in this Agreement and as
further described in a Statement of Work and any Exhibit attached hereto.

1.1 For Equipment Sale and Installation Services: Verizon will provide and, if applicable, install the equipment as set
forth in the applicable quote and the Equipment and Installation Services Exhibit,

1.2 For Maintenance Services: Verizon will provide the maintenance services as set forth in the applicable quote and the
Call Center Software, Support and Professional Services Exhibit, the Maintenance Services Exhibit and/or the Managed
Network Solutions Exhibit.

1.3 For Professional Services: Verizon will provide the professional services as set forth in the applicable quote and the
Professional Services Exhibit.

1.4 For Security Solutions Services: Verizon will provide the security solutions services as set forth in the applicable
quote and the Security Solutions Services Exhibit.

1.5 For Managed IP Telephony Services: Verizon will provide the managed IP telephony services as set forth in the
applicable quote and the Managed IP Telephony Services Exhibit.

All applicable Statements of Work and Exhibits attached hereto are incorporated herein and made a part of this
Agreement.

2. Fees and Payment.

2.1 Customer will pay all fees for the System as set forth on Pages 2 and 3 of this Agreement and the applicable quote or
Statement of Work, subject to additions and deductions made by written Change Order(s). Customer is responsible for
applicable taxes, shipping, handling, telecommunication surcharges and other charges applicable to the equipment and/or
services provided under this Agreement. Customer agrees either to pay to Verizon the amount of all applicable taxes (as
determined by tax authorities) or to provide upon execution of this Agreement evidence of exemption acceptable to
Verizon.

2.2 Payments are due within thirty (30) days of receipt of the invoice (“Due Date™) and any payment not received by the
Due Date shall be subject to a late payment charge of the lesser of one and one-half percent (1.5%) per month and the
maximum amount allowed by law. Late payment charges will be assessed monthly against the amount due. Should
Customer dispute an amount invoiced, Customer shall pay the undisputed portion of that invoice and promptly notify
Verizon in writing of the amount and nature of the dispute and the parties shall cooperate to resolve the dispute pursuant to
Section 15 of this Agreement. Verizon reserves the right to suspend or terminate any or all Services or terminate the
provision, installation or repair of any or all equipment subject to this Agreement immediately if Customer is more than
sixty {60) days overdue for payments that have not been disputed in good faith.

2.3 The down payment listed on Page 2 of this Agreement shall be paid at execution of this Agreement. The balance
due shall be paid in accordance with the terms of this Section unless otherwise specified in a Statement of Work.

3. Term and Termination. This Agreement shall be effective as of the date first set forth above and shall continue in
full force and effect until terminated in accordance with this Agreement.

3.1.  Either party may, upon written notice, immediately suspend its performance of and/or terminate the affected service
or equipment order to which the deficiency pertains in the event the other party (i) fails to perform material terms of this
Agreement and (a) such failure is not cured within thirty (30) calendar days following receipt of a default notice in writing
from the other party, or (b) if such failure cannot reasonably be cured during that time and the defaulting party fails to use
commercially reasonable efforts to cure such breach as soon as practicable, but in any event within ninety (90) calendar
days following written notice; (if) engages in fraud, criminal conduct or willful misconduct in connection with the business
relationship of the parties; or (iii) becomes insolvent, ceases doing business in the ordinary course, enters bankruptcy
proceedings or effects an assignment for the benefit of creditors. In the event Verizon terminates this Agreement pursuant
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to this Section 3.1, Customer shall promptly pay Verizon for the System and any services provided up to the date of
termination. In the event Customer defaults under this Agreement, Customer’s down payment shall be non-refundable.

3.2. Either party may terminate this Agreement or a Statement of Work for convenience, in whole or in part, upon thirty
(30) days prior written notice to the other party. If this Agreement or a Statement of Work is terminated by Customer
pursuant to this Section, or if an order under this Agreement is cancelled by Customer, Verizon shall have no further
responsibility under this Agreement, Statement of Work or such order, as applicable, and Customer shall promptly pay
Verizon:

3.2.1. for all equipment and services provided up to the date of termination or cancellation, as applicable;

3.2.2. for all expenses incurred up to the date of termination or cancellation, as applicable, including but not limited to
the costs of terminating purchase orders, return of equipment and/or software, removal of equipment and/or
software and other contractual obligations made by Verizon to meet its obligations under this Agreement or
Statement of Work, plus a restocking fee of twenty-five percent (25%) of the cost of any equipment cancelled or
returned.

3.3,  Where multiple Statements of Work are associated with this Agreement, the termination of one or fewer than all of
the Statements of Work shall only affect the terminated Statement(s) of Work. The remaining Staternent(s) of Work shall
remain in effect,

3.4, Verizon reserves the right to suspend performance under this Agreement or a Statement of Work if required, in
Verizon’s sole discretion, by regulation, statute, judicial action or other applicable legal requirement.

3.5  Verizon reserves the right to amend the rates, terms and conditions of Service under this Agreement to be effective
upon the commencement of any renewal term and without formal amendment of this Agreement by providing Customer
written notice thereof prior to the expiration of the then-current term. If Customer is unwilling to accept such amended
rates, terms and conditions, Customer shall provide Verizon written notice thereof prior to the expiration of the then-current
term, in which event the Service shall terminate upon expiration of the then-current term.

3.6  Termination of this Agreement shall not relieve either party of its respective obligations to comply with all terms of
this Agreement that expressly call for performance prior or subsequent to the termination date, including without limitation
the parties’ respective obligations to protect proprietary and confidential information,

4, Purchase Order. The parties acknowledge that a Customer purchase order or similar document is intended solely to
evidence Customer's intention to purchase equipment, software and/or services set forth therein. Except with respect to a
provision in a Customer purchase order or similar document evidencing an intent to be bound by the terms and conditions
of an Agreement between Customer and Verizon, the terms and conditions of such Customer purchase order or similar
document shall be disregarded and of no force or effect, it being agreed that the terms and conditions of the Agreement
between Customer and Verizon shall govern.

5. Leasing Option. With Verizon’s prior written conseni Customer may finance the System or any portion thereof in a
separate transaction through a third party leasing company (“Lessor”) approved by Verizon, assign its rights and
obligations with respect to payment under this Agreement to the Lessor, and/or cause the Lessor fo issue a purchase order
in a form acceptable to Verizon. Notwithstanding such transaction and/or assignment, Customer shall remain responsible
for performance of all of its obligations under this Agreement, including payment in full.

6. Risk of Loss. If Verizon installs the System, risk of loss or damage to the System passes to Customer on delivery of
the System (including portions thereof) to Customer’s site. If Verizon does not install the System, risk of loss or damage to
the System (or portions thereof) passes to Customer upon delivery to the carrier.

7. Title and Security Interest. Until full payment has been rendered, Customer grants Verizon a purchase money
security interest in the System, and agrees to execute all documents necessary to perfect that interest and, to the extent
permitted by law, grants Verizon a special power-of-attorney for the purpose of executing the necessary documents. Upon
final payment, title shall pass to Customer and Verizon will release its security interest. Customer will not grant or convey
to any other person or entity a security interest in, or permit placement of a lien on, the System unless and until Customer
has paid Verizon in full for such System.
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8. Software. Software provided in conjunction with the System is licensed to Customer under the license provided by
the software publisher or by the equipment manufacturer with which the software is provided. Customer shall, if required,
execute a separate software license agreement in a form satisfactory fo the software publisher or equipment manufacturer.

9. Customer Responsibilities. Customer will:

9.1.  Allow Verizon access for installation, inspection, testing, maintenance and repair of the System and performance of
any required activity.

9.2.  Provide suitable building facilities for the System in accordance with local codes, including but not limited to
ducting, conduit, structural borings, etc. for cable and conductors in floors, ceilings and walls; electrical service with
suitable terminals and power surge protection devices; and metallic grounds with sufficient slack in the equipment room,
installed in conformity with the National Electrical Code and local codes.

9.3.  Provide necessary heating, cooling, humidity and dust control as required by manufacturer specifications.

9.4. Remove existing equipment or cable that interferes with System installation,

9.5. Identify and disclose to Verizon concealed equipment, wiring or conditions that might be affected by or might affect
the installation of the System. Customer shall defend and hold Verizon harmless from any claim, damage or liability
resulting from a failure to disclose this information.

9.6.  Authorize Verizon, at Customer’s expense, to make service requests upon third parties for System interconnection
requirements, including obtaining telephone service for testing where necessary.

9.7.  Designate trash deposit points on each floor on which the System is to be installed where Verizon will place waste
for removal by Customer.

9.8.  Cooperate with Verizon’s requests for assistance in testing or installation,

9.9.  Be responsible for providing adequate back-up of data and for restoring data to repaired equipment.

9.10. If the System is to be connected to the public network, be solely responsible for selection, implementation and
maintenance of security features for defense against unauthorized long distance calling, and for payment of long distance,
toll and other telecommunications charges incurred through use of the System.

9.11. Immediately notify Verizon of any anticipated delay in building availability or inability to meet any of the above
listed requirements.

19.  Changes In/Additions to System.

10.1  Customer may order additional equipment, software, and/or services pursuant to a written Amendment, Customer
purchase order or similar document, and such order shall be governed by this Agreement, including without limitation
Section 4, and shall specifically reference this Agreement.

10.2  Customer shall also have the right, by written notice, to propose changes in the System under this Agreement and
any Statement of Work (“Change Orders™) and Verizon shall comply to the extent it deems feasible and reasonable. If
Verizon determines that such changes cause an increase or decrease in the cost of or time required for performance,
Verizon shall advise Customer and such adjustments shall be reflected in a written Change Order. Should Verizon
encounter, in installing the System, any concealed or unknown condition not expressly set forth in the applicable Statement
of Work, which condition affects the price or schedule for installation of the System, the price and/or the schedule shall be
equitably adjusted by Change Order to cover all costs, including but not limited to labor, equipment, materials and tools
necessary to carry out the change,

10.3  No Change Order shall become effective as a part of this Agreement and the applicable Statement of Work, and no
changes in the System shall be initiated, until the Change Order is mutually agreed upon in writing. Verizon shall not be
obligated 1o consider or accept any Change Order that results in a decrease of more than twenty percent (20%) in the total
price of the Systern. Verizon may also propose changes in or additions to the System, and may proceed with such changes
upon execution by Customer and Verizon of a written Change Order.

11.  Warranty. Verizon warrants that it will perform the services provided under this Agreement in a good and
workmanlike manner. Unless otherwise set forth in an Exhibit, all manufacturers'/publishers’ warranties for equipment
and/or software provided hereunder are passed through to Customer and warranty claims shall be presented by Customer
directly to the manufacturer/publisher.

THE WARRANTIES SET FORTH IN THIS AGREEMENT ARE IN LIEU OF ALL OTHER WARRANTIES FROM
VERIZON, UNLESS OTHERWISE STATED IN AN EXHIBIT. OTHERWISE VERIZON DISCLAIMS ALL
WARRANTIES, EXPRESS OR IMPLIED, INCLUDING BUT NOT LIMITED TO IMPLIED WARRANTIES OF
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MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE, ANY WARRANTY OF NON-
INFRINGEMENT AND ANY WARRANTIES ARISING FROM A COURSE OF DEALING, USAGE OR TRADE
PRACTICE. VERIZON SHALL NOT BE LIABLE FOR UNAUTHORIZED ACCESS TO VERIZON’S OR
CUSTOMER’S TRANSMISSION FACILITIES OR PREMISES EQUIPMENT OR FOR UNAUTHORIZED ACCESS
TO OR ALTERATION, THEFT OR DESTRUCTION OF CUSTOMER’S DATA FILES, PROGRAMS, PROCEDURES
OR INFORMATION THROUGH ACCIDENT, FRAUDULENT MEANS OR DEVICES, OR ANY OTHER METHOD.
VERIZON MAKES NO WARRANTY FOR USE OF THE SYSTEM AS A COMPONENT IN LIFE SUPPORT
SYSTEMS OR DEVICES, PUBLIC SAFETY SYSTEMS, OR WITH RESPECT TO THE PERFORMANCE OF ANY
SOFTWARE OR FIRMWARE.

12.  Limitation of Liability. EXCEPT FOR PAYMENTS OWED UNDER THIS AGREEMENT, IN NO EVENT
WILL EITHER PARTY BE LIABLE TC THE OTHER PARTY FOR SPECIAL, INDIRECT, INCIDENTAL,
EXEMPLARY, OR CONSEQUENTIAL DAMAGES, WHETHER ARISING IN CONTRACT, TORT (INCLUDING A
PARTY’S NEGLIGENCE) OR OTHERWISE, INCLUDING WITHOUT LIMITATION DAMAGES ARISING FROM
DELAY, LOSS OF GOODWILL, LOSS OF OR DAMAGE TO DATA, LOST PROFITS (ACTUAL OR
ANTICIPATED), UNAVAILABILITY OF ALL OR PART OF THE SYSTEM, OR OTHER COMMERCIAL OR
ECONOMIC LOSS, EVEN IF SUCH PARTY HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

EXCEPT WITH RESPECT TO THE INDEMNIFICATION OBLIGATIONS SET OUT IN SECTION 13, VERIZON’S
ENTIRE LIABILITY FOR ANY OTHER DAMAGE WHICH MAY ARISE HEREUNDER, FOR ANY CAUSE
WHATSOEVER, AND REGARDLESS OF THE FORM OF ACTION, WHETHER IN CONTRACT OR IN TORT,
INCLUDING VERIZON’S NEGLIGENCE, OR OTHERWISE, SHALL BE LIMITED TO THE PURCHASE PRICE OF
THE SPECIFIC EQUIPMENT, SOFTWARE OR SERVICES GIVING RISE TO THE CLAIM. VERIZON SHALL
BEAR NO LIABILITY FOR USE OF EQUIPMENT, SOFTWARE OR SERVICES PROVIDED UNDER THIS
AGREEMENT IN CONNECTION WITH LIFE SUPPORT SYSTEMS OR DEVICES OR PUBLIC SAFETY SYSTEMS.
EXCEPT AS EXPRESSLY STATED OTHERWISE HEREIN, VERIZON SHALL HAVE NO LIABILITY OR
RESPONSIBILITY FOR INTEROPERABILITY OR COMPATIBILITY OF THE SYSTEM WITH THIRD-PARTY
PRODUCTS OR SYSTEMS THAT CUSTOMER MAY UTILIZE IN CONJUNCTION WITH THE SYSTEM OR TO
WHICH CUSTOMER MAY CONNECT THE SYSTEM.

13. Fudemnification and Defense,

13.1 Except as provided below, Verizon will defend Customer against any claim, suit, action or proceeding alleging that
equipment supplied by Verizon to Customer under this Agreement (“Verizon supplied equipment”) infringes a valid U.S,
patent or copyright (“Claim™), and Verizon will indemnify and hold harmless Customer against any and all finally awarded
costs and expenses, including atiorneys’ fees, in connection with any such Claim.

13.2 If the use of any Verizon supplied equipment is enjoined or subject to a Claim as described above, Verizon may, at its
option and expense, either procure for Customer the right to continue to use the equipment, replace the equipment, or
relevant component, with substantially equivalent, non-infringing equipment, or relevant component, or modify the
equipment, or relevant component, so that it becomes non-infringing. In the event that none of the foregoing options is
commercially reasonable to Verizon, Verizon will remove the infringing Verizon supplied equipment and refund to
Customer the purchase price for the equipment less depreciation for its use. Depreciation shall be calculated on a straight-
line basis, assuming a useful life of five (5) years.

13.3 Verizon shall have no obligation for (a) any costs, fees or expenses incurred by Customer without Verizon’s prior
written consent; (b) any allegation, assertion, or claims of intellectual property infringement, including contributory
infringement or inducement to infringe, arising out of or related to any Claim: (i) automated call processing, automated
voice service, automated customer service or combined live operator/automated systems processing used in processing or
completing calls, (ii) automated bridging of more than two callers utilizing some form of "listen only" (unilateral)
communication combined with some form of interactive communication, (iii) prepaid calling products or services, (iv)
wireless telecommunications services or support therefor, or (v) “music on hold,” service; or (c) any indirect, special,
consequential or incidental damages arising out of any Claim.

13.4 Any obligation on the part of Verizon to defend and indemnify shall not apply to any Claim or portion thereof that
arises from (i) any negligent or willful act or omission by or attributable to Customer; (ii) use or operation of the Verizon
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supplied equipment in combination with equipment or services provided by Customer or any third party; (iii) any addition
to or modification of the Verizon supplied equipment by Customer, any third party or Verizon at Customer’s request; (iv)
use of other than the then current unaltered release of any software used in the Verizon supplied equipment; or {v) any
equipment, system, product, process, method or service of Customer which otherwise infringed the U.S. patent or copyright
asserted against Customer prior to the supply of the equipment to Customer by Verizon under the Agreement.

13.5 The foregoing states the entire obligation of Verizon to Customer and is Customer’s sole and exclusive remedy with
respect to any Claim of infringement of any intellectual property right of any kind, and Verizon disclaims al] other
warranties and obligations with respect to any such Claims.

13.6 Customer shall defend, indemnify and hold harmless Verizon, its employees, officers, directors, agents and affiliates
for damages, costs and attorneys fees in connection with any claim arising out of (a) Customer’s use of the equipment
provided by Verizon other than as expressly indemnified by Verizon pursuant to Section 13,1 of this Agreement, (b)
combination of the equipment provided by Verizon with other equipment, software, products or services not provided by
Verizon under this Agreement, (¢) modification of the equipment provided by Verizon, or (d) arising out of the content of
communications transmitted by or on behalf of Customer in the use of the services or equipment provided by Verizon,
including but not limited to libel, slander, and invasion of privacy.

13.7 Each party (the “indemnitor™) shall defend, indemnify, and hold harmless the other party (the “indemnitee”) against
all claims and liabilities for direct damages imposed on the indemnitee for bodily injuries, including death, and for damages
to real or tangible personal property to the extent caused by the negligent or otherwise tortious acts or omissions of the
indemnitor, its agents or employees in the course of performance of this Agreement.

13.8 The defense and indemnification obligations set forth in this Section 13 are contingent upon (1) the indemnitee
providing the indemnitor prompt, written, and reasonable notice of the claims, demands, and/or causes of action subject to
indemnification, (2) the indemnitee granting the indemnitor the right to control the defense of the same, and (3) the
indemnitee’s full cooperation with the indemnitor in defense of the claim, including providing information and assistance in
defending the claim. Nothing herein, however, shall restrict the indemnitee from participating, on a non-interfering basis, in
the defense of the claim, demand, and/or cause of action at its own cost and expense with counsel of its own choosing. No
settlement may be entered into by the indemnitor on behalf of the indemnitee that includes obligations to be performed by
the indemnitee (other than payment of money that will be fully paid by the indemnitor under Sections 13.1- 13.7 above)
without indemnitee's prior written approval.

14.  Confidentiality. Except as required by law or regulation, each party (the “receiving party”) shall keep confidential
and not disclose, directiy or indirectly, to any third party any Confidential Information, as defined below, received from the
other party (the “disclosing party™) without the prior written consent of a duly authorized officer of the disclosing party.
The disclosing party shall conspicuously mark its tangible Confidential Information as Proprietary or Confidential at the
time of disclosure to the receiving party. Confidential Information that is disclosed orally will be identified by the
disclosing party as Confidential Information at the time of disclosure to the receiving party. Each party shall use, copy and
disclose the Confidential Information of the disclosing party solely for purposes of performing this Agreement, All
Confidential Information of a party shall be and shall remain the property of such party, A party shall deliver fo the
disclosing party, upon written request by the disclosing party, all Confidential Information of the disclosing party then in
the receiving party’s possession or control, directly or indirectly, in whatever form it may be (including, without limitation,
magnetic media) or certify its destruction to the disclosing party. Each party shall take all necessary and reasonable action,
by instruction, agreement or otherwise, with its employees, consultants, subcontractors, affiliates, and representatives to
satisfy its obligations hereunder. The receiving party’s obligations hereunder with respect to confidentiality, non-disclosure
and limitation of use of Confidential Information shall be for the term of the Agreement plus one (1) year. For purposes
of this provision, a third party shall not include an entity which has a need to know the Confidential Information and which
owns, is owned by, or is under common ownership with a party fo this Agreement,

14.1 Nothing in this Agreement shall prevent either party from using or disclosing any Confidential Information that: (i)
has become generally available to the public, other than through any improper action of such party, (ii) is already in the
possession of the receiving party and not subject to an existing agreement of confidence between the parties, (iii) is
received from a third party without restriction and without breach of this Agreement, (iv) is independently developed by the
receiving party as evidenced by its records, or (V) is disclosed pursuant to a valid law, rule, regulation, subpoena, demand,
or order of a court or other governmental body-or any political subdivision thereof of competent jurisdiction (collectively
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“demand”); provided, however, that the receiving party shall first have given notice thereof to the disclosing party (unless
prohibited by the terms of such request or requirement, or such notice is otherwise prohibited by law) in order to permit the
disclosing party to seek reasonable protective arrangements.

14.2  For purposes of this Agreement, the term “Confidential Information” shall include, without limitation, all trade
secrets of a party and all other information and material that relates or refers to the plans, policies, finances, corporate
developments, products, pricing, sales, services, procedures, intra-corporate transactions, suppliers, prospects and
customers of a party, as well as financial information relating to such suppliers, prospects and customers, and any other
similar confidentiality information and material which such party does not make generally available to the public. By way
of illustration, but not limitation, Confidential Information includes all computer software (including object code and
source code), computer software and data base technologies, systems, structures and architectures, and the processes,
formulae, compositions, improvements, inventions, discoveries, concepts, ideas, designs, methods and information
developed, acquired, owned, produced, or practiced at any time by a party, and all non-public information relating to the
business of such party.

I5.  Alternate Dispute Resolution (ADR). Any controversy, claim, or dispute (“Disputed Claim™) arising out of or
relating to this Agreement, except for claims relating to indemnity, infringement, or confidentiality obligations or matters
relating to injunctions or other equitable relief (together “Equitable Claims™), shall be first subject to a thirty (30) day
negotiation period between the parties in which each party shall disclose to the other party all such documents, facts,
statements and any other information which are reasonably requested by the other party and are relevant to the dispute in
question. Should such negotiations fail to resolve the dispute within thirty (30) calendar days, Disputed Claims shall be
resolved by binding arbitration of a single arbitrator in accordance with the Commercial Arbitration Rules of the American
Arbitration Association, The decision of the arbitrator shall be based upon this Agreement and applicable law. The decision
of the arbitrator shall be reduced to writing, shall be final and binding except for fraud, misconduct, or errors of law, and
Jjudgment upon the decision rendered may be entered in any court having jurisdiction thereof. In all arbitrations, the
arbitrator must give effect to applicable statutes of limitation subject to limitation of actions terms set forth in this
Agreement, and shall not be afforded any authority to award relief in excess of what this Agreement provides or to order
consolidation or class arbitrations. The arbitrator shall have no authority to award punitive damages in any Disputed Claim,
The parties agree that any such claims arising under this Agreement must be pursued on an individual basis in accordance
with the procedure noted above. Even if applicable law permits class actions or class arbitrations, the ADR procedure
agreed to herein applies and the parties waive any rights to pursue any claim arising under this Agreement on a class basis.
The arbitration shall be held in a mutually agreed to location, and shall be final and binding on both parties. Each party
will bear its own costs of arbitration but shall split equally the fees of the arbitration and the arbitrator.

16. Hazardous Substances. Except as disclosed to and acknowledged in writing by Verizon, Customer certifies that it
is not aware of the presence of any asbestos or other hazardous substance (as defined by any applicable state, federal or
local hazardous waste or environmental law or regulation) at any location where Verizon is to perform services under this
Agreement. If during such performance Verizon employees or agents encounter any such substance, Customer agrees to
take all necessary steps, at its own expense, to remove or contain the asbestos or other hazardous substance and to test the
premises to ensure that exposure does not exceed the lowest exposure limit for the protection of workers. Verizon may
suspend performance under this Agreement until the removal or containment has been completed and approved by the
appropriate governmental agency and Verizon. Performance obligations under this Agreement shall be extended for the
petiod of delay caused by said cleanup or removal. Customer’s failure to remove or contain hazardous substances shall
entitle Verizon to terminate this Agreement without further liability, in which event Customer shall permit Verizon to
remove any equipment that has not been accepted, shall reimburse Verizon for expenses incurred in performing this
Agreement until termination (including but not limited to expenses associated with such termination, such as removing
equipment, terminating leases, demobilization, efc.), and shall complete payment for any portion of the System that has
been accepted.

17.  Force Majeure. Neither party shall be liable for any delay or failure in performance under this Agreement arising
out of acts or events beyond its reasonable control, including but not limited to acts of God, war, terrorist acts, fire, flood,
explosion, riot, embargo, acts of the Government in its sovereign capacity, labor disputes, unavailability of equipment,
software or parts from vendors, or changes requested by Customer. The affected party shall provide prompt notice to the
other party and shall be excused from performance to the extent of such caused delays or failures, provided that the party so
affected shall use reasonable efforts to remove such causes of such delays or failures and both parties shall proceed
whenever such causes are removed or cease. If performance of either party is prevented or delayed by circumstances as
described in this section for more than ninety (90) days, either party may terminate the affected Service or Statement of
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Work. Notwithstanding the foregoing, Customer shall not be relieved of its obligation to make any payments, including
any late payment charges as provided in Section 2.2, above, that are due to Verizon hereunder.

18.  Assignment, Neither party may, without the prior written consent of the other party, assign or transfer its rights or
obligations under this Agreement; consent shall not be unreasonably withheld or delayed. Notwithstanding the foregoing,
Verizon may, without prior notice, assign this Agreement, in whole or in part, to any Verizon affiliate or to any successor
entity upon the merger, recrganization, consolidation or sale of all or substantially all of Verizon’s assets associated with
the equipment or Services provided pursuant to this Agreement. For purposes of this Section, “affiliate” shall mean a
person or entity that directly or indirectly controls, is controlled by, or is under common control with Verizon. Any attempt
to assign this Agreement in contravention of this Section shall be void and of no force and effect.

19.  Governing Law. This Agreement shall be governed by the substantive laws of the State of Delaware, without
regard to its choice of law principles,

20. Non-Waiver/Severability, Either party's failure to enforce any of the provisions of this Agreement or to exercise
any right or option is not a waiver of any such provision, right, or option, and shall not affect the validity of this Agreement.
Any waiver must be written and signed by the parties. If any provision of this Agreement or the provision of any Service or
equipment under the terms hereof is held to be illegal, invalid, or otherwise prohibited under applicable law or regulation in
any State or jurisdiction, then this Agreement shall be construed as if not containing such provision or not requiring the
provision of such invalid, illegal, or prohibited Service or equipment in such State or jurisdiction,

41.  Publicity. Except as required by law, the parties shall keep this Agreement confidential and shall not disclose this
Agreement or any of its terms without the other party’s written consent. Neither party shall use any trademark, trade name,
trade dress or any name, picture or logo which is commonly identified with the other party or its affiliates, or from which
any association with such party or its affiliates may be inferred or implied, in any manner, including but not limited to
advertising, sales promotions, press releases or otherwise, without the prior written permission of such party,
Notwithstanding any contrary term in this Agreement, the parties may issue or permit issuance of a press release or other
public statement concerning this Agreement, provided, however, that no such release or statement shall be published
without the prior mutual consent of the parties.

22, Notices. All notices or other communication given or required by either party to the other under this Agreement
shall be deemed to have been properly given if hand-delivered, mailed by certified mail return receipt requested, or sent by
facsimile with confirmation of receipt or by overnight courier. Such notices and communications shall be deemed effective
upon receipt. If to Verizon, notices should be sent to Verizon National Contract Repository, 700 Hidden Ridge,
MCHQWO2L25, Irving, TX 75038, and if to Customer to the address specified on the cover sheet. Such address may be
changed by either party by notice sent in accordance with this Section.

23.  Limitation of Actions. A party may bring no action or demand for arbitration arising out of this Agreement more
than two (2) years after the cause of action has accrued. The parties waive the right to invoke any different limitation on
the bringing of actions under state law.

24. Compliance with Laws. Each party shall comply with the provisions of all applicable federal, state, and local laws,
ordinances, regulations and codes in its performance under this Agreement or any Statement of Work, including without
limitation the export laws of the United States or any country in which Customer receives equipment, software or services.

25. Independent Contractor Relationship; No Agency. Each party understands and agrees that it and its personnel are not
agents or employees of the other party, and that each party is an independent contractor hereunder for all purposes and at all
times, Neither party has the right or authority to, and shall not, assume or create any obligation of any nature whatsoever on
behalf of the other party or bind the other party in any respect whatsoever. Each party shall indemnify, hold harmless and
defend the other against any liabilities, claims, losses and damages (including costs, expenses and reasonable attorneys'
fees) arising out of its failure to comply with this provision and any laws, rules or regulations applicable thereto.

26. Interpretation. The Agreement shall not be construed or interpreted for or against any party hereto because that
party drafted or caused that party’s legal representative to draft any of its provisions.

27. Headings. The Section headings used herein are for reference and convenience only and shall not enter into the
interpretation of this Agreement.
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28. Modifications. This Agreement may only be amended, changed, waived or modified in a written document that is
signed by both parties.

29.  Entire Agreement. This Agreement, together with any Statement of Work hereunder and any Exhibit hereto,
constitutes the entire agreement between the parties pertaining to the subject matter herein and supercedes all prior oral and
written proposals, correspondence and memoranda with respect thereto, and no representations, warranties, agreements or
covenants, express or implied, of any kind or character whatsoever with respect to such subject matter have been made by
either party to the other, except as expressly set forth in this Agreement. In the event of conflicts among the terms of this
Agreement, a Statement of Work and/or an Exhibit, the following order of precedence shall apply: the Exhibit, this
Agreement, and the Statement of Work.

IN WITNESS WHEREOF, the parties hereto have caused this Agreement to be duly executed. Each party warrants and
represents that its respective representative whose signature appears below have been and are on the date of signature duly
authorized to execute this Agreement and that each party has the authority to enter into this Agreement.

Verizon Select Services Inc Customer Name:
By: M@QL_ By:
Print . . Print Name:
Name: Svleiman HesSam,
Title: VP~ PCim Title:
Date: _(e/ /00 Date:
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