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GENERAL TERMS & CONDITIONS
REQUEST FOR QUOTATION (RFQ) AND REQUEST FOR PROPOSAL (RFP)

1. Awards will be made in the best interest of the State of West Virginda,
2. The State may accept or reject in part, or in whole, any bid.
3. Al quotations are governed by the West Virginia Code and the Legislative Rules of the Purchasing Division.

4. Prior o any award, the apparent successful vendor must be properly registered with the Purchasing Division
and have paid the required $125 fee. '

5. All services performed or goods delivered under State Purchase ‘Order/Contracts are to be continued for the
tetm of the Purchase Order/Contracts, contingent upon funds being appropriated by the Legislature or otherwise
being made available. in the event funds are not appio riated or otherwise available for these services or
goods, this Purchase Order/Contract becomes void and of no eftect after June 30. :

6. Payment may only be made after the delivery and acceptance of goods or services.

7. Interest may be paid for late payment in accordance with the West Virginia Code.

8. Vendor preference will be granted upon written request in accordance with the West Virginia Code.

9. The State of West Virginia is exempt from federal and state taxes and will not pay or reimburse such taxes.
10. The Director of Purchasing may cancel any Purchase Ordet/Conftract upon 30 days written notice to the seller.

11. The laws of the State of West Virginia and the Legislati’ve Rules of the Purchasing Division shall govern
aolid ﬂ/gégst ar{d duties under the Confract, including  without limitation the validity of this Purchase
rder/Contrac : '

12. Any reference to automatic renewal is hereby deleted. The Contract may be renewed only upon mutual written
agresment of the parties.

13. BANKRUPTCY: In the event the vendor/fcontracior files for bankruptoy protection, this Confract may be
deemed null and void, and terminated without further order. ‘

14, HIPAA BUSINESS ASSOCIATE ADDENDUM: The West Virginia State Government HIPAA Business Associate
Addendum (BAA), approved by the Atorney General, and available online at the Purchasing Division's web site
(http:ﬂwww.siate.wv.us!admin!purchase!vmihlgaa.htm) is hereby made part of the agreement.  Provided that,
the Agency meets the definition of a Cover Entity {45 CFR §160.103) and will be disclosing Protected Health
. Information (45 CFR §160.103) to the vendot. - :

15, WEST VIRGINIA ALCOHOL & DRUG-FREE WORKPLACE ACT: If this Contract constitutes a public improvement
construction confract as set forth in Article 1D, Chapter 21 of the West Virginia Code ("The West Virginia Alcohol
and Drug-Free Workplace Act’), then the following language shall hereby become part of this Contract: "The
contracior and jts subcontractors shall implement and maintain a written rug-free workplace policy in compliance
with the West Virginia Alcohol and Drug-Free Workplace Act, as set forth in Article 1D, Chapter 21 of the West
Virginia ' Code.  The contractor and its subcontraclors shall provide a swom statement in writing, under the
penalties of petjury, that they maintain a valid drug-free work piace policy in compliance with the West Virginia
_and Drug-Free Workplace Act It is understood and agreed that this Contract shall be cancelled by the awarding
authority if the Contractor: 1) Eails to implement its drug-free workplace policy, 2) Fails to provide information
regarding implementation of the contractor's drug-free workplace policy at the request of the public authority; or
3) Provides to the public authority false information regarding the contractor's drug-free workplace policy.”

INSTRUCTIONS TO BIDDERS

1. Use the quotation forms provided by the Purchasing Division.

o SPECIFICATIONS: Hems offered must be in compliance with the specifications. _Any deviation from the
specifications must be clearly indicated bK the bidder. Altemates offered b?{ the bidder as EQUAL to the
specifications. must be clearly defined. bidder- offering an_alternate should attach complete specificalions

.

and fiterature to the bid. The Purchasing Division may waive minor deviations o specifications. :

3. Complete all sections of the guotation form.

4. Unit prices shall prevail in case of discrepancy.

5. l:.gﬁquotaﬁons are considered F.0.B. destination unless aliternate shipping lerms are clearly identified in the
quotation.

5. BID SUBMISSION: All quotations must be delivered by the bidder o the office listed below prior to the date and time
. of the bid opening. Fallure of the bidder to deliver the quotations on Sme wil result in bid disqualifications:
' Depariment  of Adminisiration, Purchasing Division, 2018 Washinglon Street East, P.O. Box 50130,
Charieston, WY 253050130

. el 2PN
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 PINWAGLE Service Lifecycle Managoment

EXECUTIVE SUMMARY

October 6, 2009

State of West Virginia — RFP 1ISCK0G09
Telecommunications Bill Management System
Krista Ferrell

Dear Ms. Ferrelk:

PAETEC is pleased to present the following response to RFP ISCK0009 for empowering The
State of West Virginia with the integrated capabilities of the PINNACLE Communications
Management Suite and professional consulting services. PINNACLE provides an integrated suite
of functions that will specifically address the needs, challenges and requirements clearly defined
by the State in this RFP. PINNACLE will help your organization overcome the challenges of
managing data currently maintained in different systems and provide you comprehensive real
time intelligence about your organization.

This response has been composed using information that we have gathered from our onsite
meetings, conference calls, as well as reviewing your requirements within the RFP. Based on all
the information learned and shared, | am confident as you review our responses that the
PINNACLE Communications Management Suite will exceed all of the State’s requirements within
the RFP currently as well as the ability to scale to meet your future business requirements.

Our structured implementation process is designed to help you reaiize the benefits of using
PINNACLE in a progressive and timely manner. We partner with you to optimize the way you
model your business and collaborate to develop a highly effective workflow process that helps
you maximize your investment in PINNACLE.  Furthermore, our PAETEC professional
consultants possess certifications in industry ITIL and TEM accepted best practices to help you
gain the most from our consuiting and training services.

Simply stated, PINNACLE provides the opportunity for realizing hard-dollar savings and
improving customer satisfaction through centralized management. Our history of helping over 200
licensed enterprises and ongoing partnerships with over a 100 more Hosted and Managed
Service customers achieve success with PINNACLE is testament to our commitment to
supporting your organization every step of the way. We look forward to creating a mutually
beneficial and lasting relationship with the State of West Virginia.

Kindest Regards,

Larry Seifert

Solutions Consultant, PAETEC Software Corp
PINNACLE

330-759-4682

larry.seifert@paetec.com




Telecommunications Bill Management System
RFQ ISCK0009

State of West Virginia

Prepared by
Larry Seifert
Product Solutions Consultant
Phone: 330-759-4682
larry.seifert@paetec.com

PAETEC Software Corp.
295 Woodcliff Dr., Suite 225
Fairport, NY 14450

Phone: 585-340-2900
Fax: 585-340-2910

A/

" / &/ 7 ” Signature

\IP TeeheDoau DiefphnS q-~-20-09

307 Title and Date

NOTICE

This information is intended solely for the use of the customer in evaluating PAETEC
Software Corp. and is to be viewed as:

"CONFIDENTIAL INFORMATION"

Copies of this proposal may be made for the convenience of the customer personnel
directly involved in evaluating the material. This proposal and any such copies must not
be otherwise disseminated in any form and must be returned to PAETEC Software Corp.
upon request.



PAETEC

Telecommunications Bill
Management System

State of West Virginia

October 6, 2009

aé; m = j-;._g»- . ] :

_Exée'ptions |

fTABLE OF CONTENTS

'_-RFQ Slgnature Pages
= jExecutwe Summary

~ Title Page -

e _Table"of Contents
'.:_"-;'--_'Sectlon 1 Appendlx A

. --_;3:-.-Sect10n 2 Sectmns 4.2.1 through
- 4.2. 1.15. 2 pages 1-15

--_:'Sectmn 3- Appendlx E

. '-_'.'_Sectwn 4 Resumes

. .'-:.:'-:Sectmn 5- Purchasmg Affidavit
. _{’Sectmn 6 - Sectlon 4.5.1 -
_.pages 1-3 L

. ;.: '. Sample Implementatmn Plan -
pages 1-5

. Customer Care Guide -
"f::"pages 122

. Sample License and Mamtenance'
: ._.Agre_eme:nts :



APPENDIX A - TECHNICAL PROPOSAL
(Speciﬁcations 3.1-3.5)

Vendor's Acknowledgement
of Compliance

Section Reference

3.2 Scope of Work ‘_
3.2.1 Overall S stem Requirements ‘_
_ MPAETEC Complies
_ MPAETEC Complies

PAETEC Complies

_ PAETEC Complics

_ PAETEC Complics
MPAETEC Complies

_ PAETEC Complics
ing Component Requirements ‘_

3.2.2 Sourc

_ NPAETEC Complies

_ MPAETEC Complies

3.2.3 Cost Allocation Com sonent Red uirements —i_
1)

PAETEC Complies
PAETEC Complies

PAETEC Complies
PAETEC Complies

3.2.4 Invoice Management Component
Requirements

3.2.5 Reporting nd Data Analysis Component

Redq.

3.2.61In
Ra.

stallation, Implementation &T

PAETEC Complies

e
e

PARTEC Complies

—I_
PAETEC Complies

PAETEC Complies

3.2.8 Vendor Qualifications —m_

&

3.2.9 Project Management PAETEC Complies
PAETEC Complies

PAETEC Complies

PAETEC Com plies
3.2.10 System Acceptance
PAETEC Com nlies

3.3 Special Terms and Conditions

3.3.1 Insurance Requirements PAETEC Comp lies

3.3.2 License Requirements PAETEC Com nlies
3.4 Notice to Proceed PAETEC Com plies
3.5 Renewals PAETEC Complies

L
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4.2.4 EVALUATION BASED SPECIFICATIONS

4.2.4.1 System Requirermnents

4.2.1.1.1 System Requirements

pPlease describe your methodology for handling multiple users accessing the same record
concurrently. This should include but not be limited to: concurrent user limitations, impact on
gystem degradation, etc. Please describe the systems ability to integrate with the existing
Microsoft Active Directory LDAP for the purposes of user account creations and provisioning. For

response purposes, assume 500 external users with an estimated 50
to 75 concurrent users.

PAETEC Response: The PINNACLE application wilt support as many client users as necessary
for the purposes of both system data updales, a8 well as end user interaction. Builton an QOracle
framework, the PINNACLE application is very scalabie to maximize performance for large sites
such as the State of West Virginia.

A4.2.4.1.2 Please describe your backup and restore procedures.

PAETEC Response: There are several options to automating the backup activities of the Oracle
database. Oracle supplies @ number of standard utilities and capabilities for taking physical
backups of your database. The most popula¥ standard Oracle utiity, Recovery Manager,
(RMANY}, provides the ability to execute both incremental onliné (not) backup and, an offline
packup (cotd). Oracle also provides a standard export and import utility to quickly packup and
sransfer the entire database to 2 ditferent platform. There is also @ wide array of optional third

party backup ytilities such as EMC, Veritas, Legato and other industrial strength utility vendors.

The time required to perform packup and archival operations is highty dependent not only on
hardware, but also the size of the database and the exact type of function being performeci. For
example, a ful system export of a large database may take over an hour when scheduled to run
overnight, during off-peak hours. However, an offline/cold backup of physical files in the OS may
take only a few minutes. Other types of backup and archival operations may function in tandem
with regular day-to-day operations, without interruption. PAETEC cah provide more specific
penchmarks based on the type of backup activities that aré selected.

4.2.1.1.3 Please provide hardware requirements for all components of your proposed system,
including poliing, reporting, transaction processing, and archiving.

PAETEC Response: The PINNACLE application is designed to exclusively utilize the Oracle
database aflowing us to take full advaniage of the Oracle development tools, performance and
scalabilily.

PINNACLE is platform independent and therefore can pe configured on any platform that
supports Oracle such as' Windows NT, 2000, 20003 Server, SUN Solaris, RedHat LINUX, 1BM
AlX, and Hewlett packard HP-UX. Please see attached Server specifications document for
server Details.

The PINNACLE solution is completely web based and will operate on any system that has a
VW3 compliant web browser including Microsoft Internet Explorer, Mozilla, Netscape and Safari.

PAETEC Software Corp.'s Confidential Response to RFQ# 1SCK0009
October 6, 2009
Page 1
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4242 Sourcing Component

42424The system should be able to capture andlor retrieve call records from different PBX's
and call accounting gystems t0 facilitate the management of the services and serve as @ data
source for generating invoices and accommodate new switches and/or upgrades 10 VolP
systems. pPlease describe the methods offered by the vendor to accomplish this

speciﬁcation.

PAETEC Response: The PINNACLE system is very fiexible in that itis configurable to receive
raw call detail records from many different sources of file formats. The PINNACLE system is live
and processing call records at over swo hundred organizations that use a wide variety of
equipment from different manufacturers, including Cisco, Avaya, Mitel, Nortel, NEC, and Siemens
switches. We also have many processing data from different VOIP environments.

It is very common for our customers to have multiple switches configured in @ networked manner.
The polling devices are typically configured SO that calls aré ‘ftp~pushed’ from the polling device to
the PINNACLE server. in cases where @ TCPHP networks connection is not possible, PINNACLE
will ‘polt’ or dial into the poliing device to download the call records.

4.2.4.2.2 The Agency should have the capability to edit or delete bitling information after itis
entered into the database OF imported from other resources. please describe any fimitations, if
any, the yendor's system may have regarding this specification.

PAETEC Response: The PINNACLE application can edit or delete billing information based on
the State of West Virginia's business needs.

421237The system should aliow the data to be runin ngyaluation” mode based on Agency-
defined parameters without committing records to the database.

PAETEC Response: The PINNACLE has the capability of evaluating certain types of data
without committing it to the database.

42424 The vendor shoutd describe the tariffs provided with the system and the method for
updating same. These tarifis should be ones that would apply to the State of West Virginia. The
system should have the ability to calculate tax by type of call and by type of account and
accommodate multiple types of tariffs/taxes by calt and/or account. The vendor should provide
the name of the provider of the tariff changes. Any vendor eligible for an oral presentation will
show the Agency how these tariffs are applied, blocked, etc. and how & complete listing can be
obtained from their system.

PAETEC Response: Categorization of records by traffic type is easily facilitated and costing
setup is configured easily within PINNACLE. Standard import routines are available and also
available directly within PINNACLE. PINNACLE allows 2 tremendous amount of flexibility to

configure exactly the methodology required o rate data that the State would be interested on
reporting information within the organization.

PAETEC Software Corp.'s Confidential Response 10 REQ# ISCKQ009
October B, 2009
Page 2




4.2.1.2.5 Vendor files take on many different formats and arrive on many different media (please
refer to Section 2 2 Current Environment). It is important to have a method for loading yendor
information into the proposed gystem, The yendor should describe their ability for migrating the
current vendor files into the system and describe the vendor's ability to migrate data when a new
source data is required.

PAETEC Response: The PINNACLE application supports the capture and storing of
telecommunication data in @ central repository- The system can support virtually any vendor, but
the most common one's PINNACLE customers interact with are Verizon, PAETEC, SBC,
PACBeH, Sprint, Quest, AT&T, Cingular, BeliSouth, and Nextel. PINNACLE application has the
ability to accept a variety of electronic data for import including spreadsheet, Access database,
cD, FTP, Magtape, EDH, CDRISMUR,VZ450, eic.

4.2.1.3 Inventory Gomponent

42.1.3.1The yendor should describe the system's ability to track and inventory the state's
telecommun'icat‘lons connectivity inventory items. These connectivity items were described uynder
section 2.2 background.

PAETEC Response: The PINNACLE application will atlow the State to track and manage all
extensions as required via the PINNACLE Service Number Management sunctionality. The
Unlimited service types can be defined in PINNACLE o track and bill for any sarvice. PINNACLE
supports pifling for any type of service provisioned to your customer hase. Some example of the
types of services being pilled through the PINNACLE system at our large customers:

o Course Fees

» Real Estate

o Internet Domain Names

s Equipment

o Facilities Space

o Backupand Recovery

o Printing

o Programming and Consulting

o Network & Desktop Contracts

o Network Staff Time & Materials

o Data Center Utilization

. Modem Pool Usage

o Software Sales

o CableTV

o Caliing Card

« DSL

o Vendor Carrier File

o Cellular

e Circuits
o Streaming Media
o Interconnects
o Networkand Data Ports
® PBN!Authorization codes
« Pager
o Service Level Agreements
o Toll free 8NN
» Campus Card Badging
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4214 Cost Allocation

42441 7The system should aliow for user-defined parameters for discarding unwanted calls o
pe able to recycle a rejected call until the gystem can mateh the call to the appropr'sate billing
entity. The yendor should describe any limitations, processes, etc. associated with this
speciﬁcaﬁon.

PAETEC Response: The PINNACLE application allows the State to define via the user interface
which records 10 keep and which to discard including: incoming, station-to-station, jocal, and 800.

42.1427he system should be capable of processing call records as soon as they are received

from the poling devices and/or awitches. This information should be immediately available to
pack office personnek as well as end users via the web-based system.

PAETEC Response: Thisisa gtandard feature within the PINNACLE application.

42143The system should define local calling zones for multiple sites and customer groups. It
should be capable of identifying changes in local calling areas relative to LEe's addition,
elimination oF change over in area codes and exchanges.

PAETEC Response: PINNACLE will enable the State to configure rates for local, long distance,
and international calle utilizing PINNACLE'S graphicai user interface. PINNACLE provides the
ability to build competitive rate offerings with different rates for different groups. customers, etc.
PINNACLE is very flexible all the way down to the customer level, aliowing different rate plans for

different services (one for the authorization code, one for VOICE, one for VOIP, etc.) PINNACLE
can also define 1ocal calling zones for a specific group of subscribers.

42144 The system should be able to charge back from multipte vendor gervices, including
cellular, pager, plackberry, PDA, DSL, CATV, etc. Charges may also include roaming calls,
service charges, and other fees. please descripe your systems capabiliies for handling the
services outlined in this gpecification.

PAETEC Response: Unlimited service types can be defined in PINNACLE to track and bill for
any service. PINNACLE supports pifling for any type of service provisioned to your customer
pase. Some sample charges that could be billed are: Equipment, Programming and Consuiting,
Network Staff Time and Materials, and Network and Data Ports. PINNACLE supports bitling
charges of $1 ,OO0,000.00 and the PINNACLE system is fully capable of processing & creditto &
customer after the given billing cycle has peen closed.

A2.145The vVendor should describe how their system handles the requirements for allocating
costs as required in speciﬁcat’son 3.2.3.3.

PAETEC Response: In 2 consolidated screet, an unfimited number of related MRCS and OCCs
can be defined in PINNACLE. The default rates, descriptions and revenue accounts for MRCs
and OCCs are configured in the Master Charge Catalog. The most efficient scenario for
managding MRC rate changes i fo update the rate in the Master Charge Catalog so the system
will propagate the changes.

Business rules can pe activated 10 establish @ line-item audit trail of all rate changes and affected
assignments. The flexibility of the PINNACLE charge-back function provides the ability to override
the default pusiness rules for each individual assignment.

PAETEC Software Corp.'s Confidential Response o RFQ# ISCK0009
October 6, 2009
Page 4




4.2.1.5 Invoice Management

42.1517The vendor should describe their system's ability to be able to process biling and/of
print billing invoices without taking the gystern down Of forcing users o exit the system.

pPAETEC Response: Since PINNACLE is puilt on Oracle architecture. The PINNACLE
application is completely embedded within the Oracle architecture, allowing us to take full
advantage of the Oracle development sools, performance and scalabiiity. This will allow for yous
users to print invoices without forcing Users to exit the system. Also billing and printing of invoices
can be schedule to run at a later ime when users are not utiizing the system.

42152 The Agency should have the capability to printor re-print customer hills on demand. For
example, if an invoice has been iost and needs regenerated, the Agency needs to be able to
reprint that invoice without impacting of disrupting previous updates (i.e. Accounts Receivable). In
addition, if several invoices need reprinted at one time the Agency would like to have the
capability to generate those invoices at one time instead of each invoice individually. The Vendor

should describe their ability to meet this speciﬁcation.

PAETEC Response: PINNACLE will allow you o re-print the pill at any time. State personne\ or
customers can create on-demand invoices for printing of re-printing for any month for which a bill
cycle has been processed. There are no limits to the number of months kept on line. The
BINANCLE system will easily store three years worth of piling history information for on-demand
invoicing nased on the hardware specified in this document.

42153 The gystem should be capable of producing electronic and hardcopy invoices.
PAETEC Response: Thisisa standard feature within the PINNACLE application.

42.1.54The vendor should describe their process for packing out an accounting feed, billing
source information, invoices, etc. and note any scripts and of vendor intervention that may be
required. This is essential for testing during %mp!ementation, and once the

system is in use.

PAETEC Response: The PINNACLE gystem allows users to easily back out the entire bill, or an
accounting feed with the click of a button, make any changes, and then re-run the bilt of
accounting feed as necessary.

42455 The vendor should describe the process for pase—through charges for services and/or
surcharges (flat rate Of percentege) as part of the costof @ service or usage of as a line ifem 10
the invoice.

PAETEC Response: The reconciliation process conducts & cross-correlation of the key
components of a vendor charge record (e.@. biiling account, service, assigned products and
rates) with the service inventory maintained in PINNACLE. Exceptions are identified from both
sides of the two-way reconciliation process. The PINNACLE application will support reconciliation
against contract pricing. The application can perform validation and reconciliation on any type
of equipment of te\ecommunications service, including monthly recurring charges, network
usage charges, taxes, regutatory fees, OCC charges, and account charge assignments, as
long as the invoice record contains an account number, 2 gervice, a8 product, and a rate.
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4216 Dispute management
42161The system should track all credits due from a1l vendors at any given point in time.
PAETEC Response: This is & standard feature within the PINNACLE application.

42162 7The system shoulid provide a means 10 track the iifecycle of invoice payments as well
hotd backs relative to disputed charges. The system should provide @ means o incorporate
correspondence directly into dispute transactions.

PAETEC Response. Disputes aré identified pased on the established reconcitiation methods.
The PINNACLE system can send electronic reports or notifications to your yendors with ail
the details about the dispuie. This information will inctude the invoice date, number, yendor,
gervice pumber, amount disputed, contracted rate, etC.

4247 Reporting and Data Analysis

42.1.7.1 The gystem should allow for ad hoc reports and queries 0 interface with other
applications such as spreadsheets, Access and electronic mail. The vendor should describe its
exporting capabilities and limitations, it any.

PAETEC Response: PINNACLE supports the ability to create and email reports in Up to 14
different formats including the most common. PDF, DOC, TXT, XLS, GsV, XML, and HTML.
These reports may be scheduled and delivered t0 the user at their preference.

421472 The system should have the capabiiity to publish and automatically distribute standard
reports, on-demand reports (adhoC), pre—scheduled reports (&.9- end-of-month}, and customized
reporis 8s required for, hased on gecurity access levels. The yendor should provide 8 fist, with
descriptions, of all standard reporis generated for each component. For ad-hoC and custom
reports, the vendor should describe the reporting software used

and provide examples.

PAETEC Response: PINNACLE has tne capability {0 publish and automatically distribute
standard reports, ad-hoc and customized reports. PINNACLE allows you o determine how much
access to the reports that employees can pave. You can specify if your employees will have
access to ail reports Of limit access 0 reports based on their job needs. Reports may be
scheduled and delivered to end users at their preference.

42.4.7.3The system should be able 0 produce reports oh all services related to @ particular
product and/or service address. These reporis should be further defined to @ specific vendor
andfor customer.

PAETEC Response: PINNACLE can be configured based on the State's requirements to
produce reports on all services related to products.

42174 The system shoutd aliow reporting tasks to be scheduled to fun in unattended mode.

PAETEC Response: Thisisa standard feature within the PINNACLE application.
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42175The yendor should describe their ability to generate ad hoc reporting for traffic analysis.
\n addition, these reports should be capable of being exported into an ASCH format.

PAETEC Response: PINNACLE allows anyone the ability to create ad-hoc gearches Of reporis
in a real-time manner. Searches are used to find data and can be doné directly via the
PINNACLE user interface. Your gtaff may personalize each report and can augment standard
PINNACLE reports. The data on the reports may be driven by specific individual needs such as
date ranges, customer groups, etc.

42.4.78The system should provide @ means of generating reports 0 analyze prov‘ss‘soned
services by peing able 10 replace current pricing andfor services with Agency-—deﬁned data to
determine the impact on the users. This analysis should also allow the tracking of usage and
trending patiems to determine things such as contract compliance, minimum order guarantees,
and usage variance over defined thresholds.

PAETEC Response: The PINNACLE application can generate reports 0 analyze usage and
provis'\oned services. This will aliow for the State to generaie trend analysis reports for contract
compliance, and threshold usage.

42.1.8 Ordering and provisioning

42.1.81 The vendor should describe, in detail, their ordering and prov'ssioning capabiiities. This
should include, but not be limited to: work order processes, required datafo be captured and
entered, security tevels, tracking and reporting, trouble orders, what and how this component
impacts other components of their system, browser~based, elc.

PAETEC Response: PINNACLE provides a full-featured workflow and order management
system. PINNACLE will track the entire process from customer request to order completion.
Managing all of the transactions in one system allows the State s analyze the day-to-day
operations associated with providind communications and IT services to the State’s end users.

The PINNACLE application provides & flexible, customnizable self-service web interface for
customers to place orders for trouble tickets. PINNACLE allows the State to determine which
fields will be presented, what their descriptions wili be, and whether or not they are required for a
trouble ticket to be submitied. PINNACLE uses the self-service web interface as @ atarting point
on all troubte tickets by eliminating the need for any data to be re-keyed by the staff. A list of usef-
defined strouble types’ aré displayed for the user {0 specify the cause of the trouble. Based on
The state setup parameters, any information needed by pack-office staff may be required SO that
a customer may not submit the trouble ticket until the required information is completed. Once
the back-office staff has processed the ticket, technicians may view, and update the ticket via 8
web enabled PDA.
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4.2.1.82The vendor should describe the ability to have 2 ngrocery” list of services that can be
selected when ordering services. This should include, but not be limited fo: cellutar, caling card,
rate plan, optional services, etc.

PAETEC Response: The PINNACLE application provides a flexible, customizable self-service
requisition interface for customers t0 place orders for all services. PINNACLE allows the State to
determine which fields will be presented, what their descriptions wilt be, and whether of not they
are required for an order to be submitted.

PINNACLE uses the self-service web interface as @ starting point on ali orders by eliminating the
need for any data to be re-keyed by the State’s staff. Based on defined parameters, any
information needed by pack office staff may be required SO that a customer may not submit their
order until the required information is completed. In addition, the PINNACLE Web includes 2
sCart” where 2 list of services can be selected and stored until they are submitted.

4.2.1.9 Instaliation, Implementation and Training

42.1.9.1The vendor should describe the training that accompanies the procurement of each
component and shoutd inciude, but not be limited 0 curriculum, number of students per class,
manuals provided, and how training is accomplished for upgrades.

PAETEC Response: The PAETEC fraining program encompasses a combination of on-site
support, remote support and computer—based training ttorials. The objectives of the training
program are to make sure the customer i8 well versed on the various options, proper use and
configuration of the business rutes, data model and workflow processes to support iheir
respective operafions.

The training program foliows the same framework as the imprementation where the core
implementation teamn members and designated management personnel are first introduced to the
concepts, setup processes and application functionality using the fully functional demonstration
database. Directly before production cutover, the end-users are trained using the customer's
actual production data.

The actual quantity of on-site and remote support is pased on the licensed modules. On-site
support pormaily consists of five vigits ranging from rwo-to-three days for each visit. The customer
can use the established “hank account of support days’ to achieve their specific impiementation

and training objectives. instaliation, training and rmpkementation support services are defined as
follows!

Remote support:

o General product instaliation support

° General project startup meetings

° Consulting on setup and configuration of business rules
o Consulting on setup and configuration of production daia
]

Rating routine adjustments, it needed
Scheduted and ad-hoc conference calls
Various consulting activities via telephone and/or email

e ©
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On-Site support:

° Consuiting on data modeling

o Consulling on process modeling

e Consulting on setup and configuration of business rules
° Consulting on setup and configuration of production data
o Project Meetings

L}

Embedded training Materials

PAETEC provides imbedded videc tutoriats, which show in detail how to perform the most
common functions within the application. These videos aré updated regularly with each new
product release and provided at no charge.

42192 The yendor should provide an overview of the implementation approach, as well as
methods used to track impiementation milestones and facilitate internal reporting to Upper
management.

PAETEC Response: pPAETEC follows @ progressive, phased implementation and training
sramework that will help you maximize your investment in the quickest manner possible. Our
structured approach makes certain that your organization will successfully implement PINNACLE
in the shortest time possible. vou will receive predeterm'sned guidelines to help you organize the
personnel needed to partner with our profess'sonais to set up, configure and import your data into
PINNACLE.

4.2.1.93The vendor should provide an overview of the escalation procedures and methods used
to track the status of imptementat‘uons.

PAETEC Response: As mentioned PAETEC follows & progress'we phased implementation
methodology. Should there be questions of concerns related to your situation that requires
additional attention, please contact one of the members of the PAETEC management team.

His recommended fo leverage the most direct level of management first as they are dedicated 0
production support operations and closest to the resources assigned t0 resolving issues.

42194 The vendor should provide 8 detailed description of the implementation process peing
proposed. This description should include, put not be limited to: the resources provided by the
vendor and the resources required of the customer.

PAETEC Response: PAETEC utilizes 8 Phase impiemen‘taﬁon methodology 0 define the
lmp&ementaﬁon process.

Define Phase:

Directly before your contract is assigned, PAETEC organizes our imp!ementation team who will
work closely to assess your current environment and provide you the guidance {0 configure the
hardware for installing and implementing. The primnary objective of the Define Phase is to make
sure all resources have the appropriate level of knowtedge about your operations SO they are
property prepared to start your implementation at contract signing.

Formulate Phase:

Our project team will introduce the PINNACLE toolkit, which outlines the implementat‘son
framework, roles and responsibiﬁt‘ses and educates your team on the pest practices that have
peen proven 1o achieve the simeliest and most cost effective implementat‘aons. Your PAETEC
Product Consultant, who posSEssSes certifications in industry best practices, will conduct @
thorough site assessment.
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The results of the site assessment will be presented foyouasa che-page MOST plan (i.e.
Mission, Objectives, Strategy and Tactics) in conjunction with 2 detailed project pusiness plan.
Cur implementation team will partner with you to determine your pusiness rules and optimize your
data mode! to help you maximize PINNACLE'S functionality. ghortly after our initiat on-site visit,
your PINNACLE Product Consuttant wil configure 8 prototype of your operations on a hosted
database. This prototype will be used t0 guide subsequent pusiness and data modeling
discussions. The prototype will help your organization realize how you will be using PINNACLE fo
support your specific business requirements.

The State will pariner with PAETEC t0 build your database using the experience and knowledge
gained from the Formulate phase. The Execute Phase is an iterative process ihat is focused on
preparing your operation to use PINNACLE to manage your production operations. There are

Build your data model and configure the business rules for managing your operafions.
Maintain your data mode! by testing the transactions and making the appropriate refinements.
Automate your business process by activating interfaces and leveraging the job scheduler.
Analyze your operations using PINNACLE reports and dashboards.

Secure access to your gystem and data records for production operations.

Train and Test all end-users using your dat@ through & series of paraliel validation activities.

Assess the actual results against you¥ original business objectives defined in the MOST plan.

42195 The vendor should provide & timetine for impiementation along with projected
milestones, deliverable dates and a sample impiementation plan.

PAETEC Response: please refer t0 sample imp¥ementation plan document inTab 7.

421.96The vendor should describe their procedure for data conversian of existing data into the
proposed application. This description should include, put not be limited to, the type of data that
can be converted, the resources required bY the Agency, the resources ps’ovided by the vendofr,
and how mismatched data elements are handled.

PAETEC Response: PAETEC will provide product consultants that will serve s subject matter
experts that will be responsibie for the configuration of the solution. PAETEC also provices
associate consulitants that witl assist with data conversion and migration. The State wil need to
provide access to the internal subject matter experts that understands how the State conducts
day to day business operations.

42497 Although not required if the vendor s proposing @ vendor hosted impiementation option
they should describe the 1mp§ementation process and benefits for the vendor hosted option.

PAETEC Response: The implementation process for a hosted solution will stili foliow PAETEC
Phased methodology. With PINNACLE's Hosted Applicaticn Service, You simply connect o
PINNACLE using @ web prowser white PAETEC manages all facets of the PINNACLE datahase
and system administration.
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42.1.98The vendor shouid describe and provide a Train-the-trainer program to the Agency staff.
This program should enable the agency to train customers on the web-based applications as
defined in Section 1.2. If this level of training is only provided off-site, the vendor's cost proposal
must include the price of this training, including alt travel, for at 1east five (B) Agency employees to
attend.

PAETEC Response: The PAETEC training program encompasses a combination of on-site
support, remote support and compu’ter—based training tutorials. The objectives of the training
program areé to make sure the customer is well yersed on the various options, proper use and
configuration of the business rutes, data model and workflow processes to support their
respective operations.

The training program follows the same framework as the impiementation where the core
implementation team members and designated management personnel are sirst introduced 10 the
concepts, setup processes and application functionality using the fully functional demonstration
database. Directly before production cutover, the end-users are trained using the customer's
actual production data.

4.2.4.9.9 The vendor shoutd provide additional training as needed after production
'smplementation. The vendor should include any cost associated with this requirement in AppendiX
G - Other Costs. NOTE: NO PRICING SHOULD APPEAR IN THE BODY OF

THE VENDOR'S RESPONSE TO THIS RFP. ALL PRICING MUST BE PRESENTED IN THE
NOTED COST APPENDICES.

PAETEC Response: Post Training activities include detailed walkthroughs of the specific
functions, with follow-up explication and examples from PAETEC staff a8 required.

42.1.10 Service and Support

42.1.10.1 The system should support on-fine help per screen and should be modifiable by the
Agency.

PAETEC Response: Customizable online Helpis available for every page in the application. The
PINNACLE system supports @ context sensiiive help system for guestions about system
functionality in addition to & complete online Help system.

4214102The yendor shouid describe the maintenance and support along with any warranty
information covering each component of the system being proposed.

PAETEC Responsé: please refer to the Customer Care Guide in Tab 8 for general information
regarding maintenance and support of the PINNACLE product.

42.4.10.3 All calls for technical support via the toll-free number required in 3.2.7.1 should be
answered by @ tive operator (no WRor Automated Attendant) between the hours of 8AM and
gPM Eastern Standard Time.

PAETEC Response: Telephone support is provided from our offices in Rochester, NY during
normal business hours: Monday through Friday 8:00 am - 8:00 pm EST. PAETEC also offers
online customer support att ginnhelg@gaetec.com.
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4.2.1.10.4 System documentation should be available on-iing, preferably on the vendor's web
site.

PAETEC Response: System documentation as well as training materials is available to existing
customers on-line at www.pinnsoft.com.

472.1.10.5 System documentation should include database schema information.
PAETEC Response: PINNACLE schema information is available to existing customers.

4.2.4.10.6 Please define the type of documentation and assistance provided bY the vendor o
complete upgrades.

PAETEC Responseé: please refer to Customer Care Guide in Tab 8 for general information
regarding documentation and assistance of upgrading goftware.

4.2.1.11 Vendor Qualification

421111 The vendor should provide at least three (3) customer references where 8 solution
similar to the oné in scope is heing requested in this procurement document and has beeh
successfully impiemented in the last 24 months. At least, one (1) customer reference should be @
governmentai environment. The annual teiecommunications biling for these customer references
should be at least $20,000,000 a year. References should descrive, in detail, the type and
duration of services, dates of service, and estimated armiul billing. See Appendix E for the
Customer Reference Form. The Agency reserves the

right to contact references, as well as develop its own references.

PAETEC Response: please refer 10 Appendix Ein Tab 3.

42.1.41.2The vendor should provide resumes, gualifications and past experience for alt vendor
staff committed t0 the State of WV project. The role of each staff member should also be
identified. ‘

PAETEC Response: personnel resources are allocated after the contract is awarded. Please
refer to the resumes in Tab 4 for lmpkementat‘son personnel.

4.2.1.12 Project Management

424121 The vendor shouid disclose the planned use of any subcontractor(s})- Ap a minimum,
the following information should be provided for each subcontractor: the subcontractor's name
and address and a brief description of the services they wilt be petforming.

PAETEC Response: No subcontractors are being used.

4211221 the vVendor's solution includes the use of subcontractors, two (2) separate customey
references should also be prov'sded for the subcontractor. See Appendix E for the Customer
Reference Form. The Agency reserves the right to contact references, as

well as develop its own references.

PAETEC Response: No subcontractors are being used.

PAETEC Software Corp.'s Confidential Response to RFQ# ISCKO0009
Qctober 6, 2009
Page 12




 pIAGIE Sonve L

4.2.1.12.3 During the term of the contract, the Agency should be able to grant priof approval to
any additions of changes to the named subcontractors even though the vendor awarded the
contract will be responsible for all performance {or non—performance) of all subcontractors.

PAETEC Response. No subcontractors are being used.

4.2.1.12.4 Each key member of the implementation team should be dedicated to the project and
not be assigned to any other projects without written approval of the State. The vendor should
describe which member of the team sor which they have provided resumes are considered “key"
implementation team members.

PAETEC Response: Personnel are assigned after the contract is awarded. Please s€e
PiNNACLE_jmplementaﬁon.doc for qualified personnek that could be assigned o the project.

42.4.12.5 After the Project Manager is no fonger required to be housed at or near the Agency's
facility, the foltowing should be provided for the life of the contract: The Project Manager should:
serve as the single point of contact (SPOC) for all problem resolutions, bilfing issues, installation
activity, etc.; be available to the State staff via a nationwide toll free calling service, and be
responsible for ensuring appropriate vendor personnel are available to provide overall account
management and meet with the Agency staff at their facility on 2 ragularly scheduled basis which
will be no less than once a month or as deemed necessary by the Agency.

PAETEC Response: No subcontractors are being used. PAETEC will work with the State after
the contract i awarded to make sure that there is a point of contact for the State of West Virginia.

4.2.1.13 System Acceptance

4214131 The vendor should submit their standard of performance as part of the response to this
proposal.

PAETEC Response. PAETEC provides & warranty period and malntenance agreement as part of
the Software contract. Please refer to sample maintenance agreement in Tab 9.

42114 Financial Activity

4.2.1.14.1 The system should maintain individual and group Accounts Receivable records on alt
customers. It should allow for aging and the automatic calcutation of penalty charges on past due
accounts. Vendor should explain how the system addresses this specification.

The vendor should describe how its system allows payments to pbe posted in real-time and
appropriateiy credit the customer's account. Vendor should describe how real-time posting is

accomplished.

PAETEC Response: The PINNACLE application supports the generation non-payment and
aging reports. These reports may be mailed or emailed to subscribers to notify them that fhey are
pehind in their payments. PINNACLE's nomenclature for aging reports is a “Disconnect Notice.”
that is generated for distribution 10 all the subscribers who meet the disconnect or aging critetia.
The custom text for the notices, the disconnect criteria, and production of the notices and/or
register are all determined by the user.
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4.2.1.14.3 Atthe end of each billing, the system should create a file summarizing the financial
activity for each accounting code/object code In the format specified by the Office of
Technology. Vendor should describe how this process is accomplished.

PAETEC Response: PAETEC understands that the financial transactions need 10 be
aggregated and managed in different manners. Each different customer base has different
billing rules, taxing rules, etc. Quite often the aggregate financial information on these custorners
is fed to different systems. PINNACLE will send transactions 1o General Ledger systems, Billing
and/or Bursar systems, and allow for the maintenance of accounts receivable directly in the
PINNACLE application.

42.1.14.4 The vendor should describe their system's ability to produce reports related to money
collected in one fiscal year which was payment of services for a priof fiscal year. This should also
include the details provided for the payment (i.e. date payment made, invoice being paid, amount,
source of payment, etc)

PAETEC Response: The PINNACLE application has & flexible reporting structure that will allow
you to repori payment information fit your business needs. Custom reports can be generated {0
include the detail of payments for a prior fiscal year.

4.2.1,14.5 The vendor should describe their system's ability to produce reports for outstanding
accounis receivables for both the current and priof fiscal year and the tevel of detail available.

PAETEC Response: PINNACLE provides allocation reporting and can show all activity and
results in report format. The State’s allocation requirements will be modeled within PINNACLE
guring implementation to allow proper reporting.

4.2.1.14.6 The vendor should describe their system's ability to track the Agency's accounts
payable by service, by vendor.

PAETEC Response. With PINNACLE's customized reporting options PAETEC can work with
the State during implementation to ensure that reporting requirements by service and vendor are
met,

42.1.44.7 The vendor should describe their system's ability to produce reports that show by
customer account andjor by type of service, vendor of object code, the amount billed by sarvice
type, by vendor, the amount pilled by the Office of Technology, any additional fees, efc.

PAETEC Response: PINNACLE provides two reporting engines, Crystal and PINNACLE's
interactive reporting. This interactive reporting region allows users to customize the tayout of the
data by choosing the columns they are interested in, applying filters, highlighting, and sorting.
They can also define breaks, aggregations, different charts, and tneir own computations. Users
can create multipie variations of the report and save them as named reports, output to comma-
delimited files, and print them to PDF documents. This allows the State to produce reports that
show customer accounts, type of service, vendor etc.
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42.1.15 Pricing

42.1.15.1The vendor should provide an explanation of options for procuring the software
including their ability to host the application. |f the vendor does have the option to host the
application, the Cost Sheets allow for the pricing of this option (though not required

PAETEC Response: When you chooS€ the PINNACLE Hosted Application gervice option,
pAETEC will host yout PINNACLE database from 2 gerver inoné of PAETEC'S carrier-class Data
Centers. You will have the same level of controt as a licensed environment. With PINNACLE'S
Hosted Application Service, you simply connect 10 PINNACLE using 2 web browser while
PAETEC manages all facets of the PINNACLE database and system administration. PAETEC'S
Hosted Application gervice offering is stfa‘\ghtfonNard: we provide a needed service to you at an
affordable cost. You have complete control to manage your enterprise uging an encrypted
Internet connection 10 nosted servers that are secure and fault-tolerant with off-site archival
storage.

42.1.15.2fyouare responding to the evaiuation—based speciﬁcations associated with Section
4.2.1.3, Inventory, and a separate component is required, the costs for this component must be
included on the appropriate costs sheets.

PAETEC Response: There are NO other additional of 3rd party components required. All pricing
for PINNACLE modules are included in Appendix B.

4.2.1.16 Oral Presentation

4.2.1.18.1 Oral evaluations will be held in two hour increments. Each vendor will be given 80
minutes o conduct their oral presentations including the demonstration of the system {0 the
Agency and will be foliowed by 8 30 minute question and answer period. The demonstration of
the system should not be limited to flowcharts, powerPoint slides or explanations of the system.
The Agency requests that the vendor provide demonstration of actual components as figted in
section 3.1 sourcing, inventory, cost allocation, invoice management, dispute management
reporting and data analysis and ordering and provlsioning. No vendor will be given more than two
hours.

PAETEC Response: Read and understood.

pAETEC Software Corp.'s Confidential Response 0 RFQ# ISCKO009
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APPENDIX E- CUSTOMER REFERENCE

Customer Reference Information:

Company Name: State of New York

Type of Business: State Government

Describe the Type and Level of Services provided. Vendors are encouraged to describe these
services in relation to the services being requested in this RFP. (Please attach additional
pages as needed)

NYS OFT utilizes the PINNACLE application for the management and chargeback of over
70,000 telecom (TDM & VoIP) services throughout the state for the various agencies that roll
up to the NYS Office of General Services. PINNACLE also provides the toolset for the
setvice delivery and service support of all of their Telecom and IT Infrastructure (devices,
services, infrastructure, efc.). As an extension of this, OFT uses PINNACLE to sync the
nformation contained in the various Switch’s with the data maintained in PINNACLE to
insure data integrity for proper chargeback and cost allocation by service extension. NYS
OFT is also processing vendor files, such as cellular charges, through PINNACLE to
thargeback departments for recurring, usage, and one-time charge fees.

Duration of Contracted Services:

0.5 years

Dates of Services:
from Date: October, 2002  To Date: Present

Company's Estimated Annual Telecommunications Billing: $45 Million

furchase Order or Reference Number: C002044

Customer Contact Information:

Yame: Jim Burns

Title: Manager, Telecommunications

Address: Empire State Plaza, Corning Tower,, Division of Telecommunications/OFT
(ity: Albany  State: New York

Telephone Number: (518) 474-8121 Contact Number:N/A



APPENDIX E- CUSTOMER REFERENCE

Customer Reference Information:

Company Name: State of New Jersey

Type of Business: State Government

Describe the Type and Level of Services provided. Vendors are encouraged to describe these
services in relation to the services being requested in this RFP. (Please attach additional

pages as needed)

The State of New Jersey utilizes the PINNACLE application for the management and
chargeback of over 100,000 telecom (TDM, VolP and Cellular) services. New Jersey is

s

ficensed for all modules of the PINNACLE application except for the switch provisioning.
New Jersey processes 60 million usage records per month through PINNACLE for its outside
agencies to audit and review through the PINNACLE application and its reporting tools.

Duration of Contracted Services:

Dates of Services:
From Date: October 2003
To Date:__Present

Company's Estimated Annual Telecommunications
Billing:__$1 50,000,000

Purchase Order of Reference Numbert: Bid Numbet 04-X-35839

-

Customer Contact Information:

Name: David plackwell

Title: state Telecommunications officer
Address:_200 Riverview Plaza

City:_Trenton State: NJ

Telephone Number: §09-633-03 31 Contact Number:



APPENDIX E- CUSTOMER REFERENCE

Customer Reference Information:

Company Namme: University of Kentueky

Type of Business: State University

Describe the Type and Level of Services provided. Vendors are encouraged 10 describe these
services in relation to the services being requested in this RFP. (Please attach additional
pages as needed)

The University of Kentucky utilizes the PINNACLE application for the management and

chargeback of over 10,000 telecom (TDM & VolP) services. The University of Kentucky is
licensed for all modules of the PINNACLE application except for the switch provisioning.

—

—

Duration of Contracted Services:
15years
Dates of Services:

From Date: Fall 1994
To Date: Present

p—

Company's Estimated Annual Telecommunications
Billing:;_&}S,lO(),OOO

Purchase Order Of Reference Number:

Customer Contact Information:

Name: Frank Hawks

Title: Accounting Supervisor

Address: 04 Parking Structure

City: Lexington State: Kentucky

Telephone Number: 859-218-0307 Contact Numbet:



project Manager

Summary:

The Pinnacle Project Manager’s primary role is to assist the Customer Project Manager
and team throughout the {ifecycle of the project. The Project Manager’s role may expand
or reduce due 10 customer 1esource constraints, skills oF requirements. Project Managers
are xnowledgeable of Project Management methodology, specifically as it applies to the
Pinnacle Implementation project. The Project Manager is focused on ensuring the most
effective and efficient path is taken to a successful and timely completion.

scope of Responsibilities:

o Worksin conjunction with Customer’s Project Managet to:

e Assistin defining and publishing scope of project

o Be primarily responsible for delivering on contractual commitments
o ldentify and coordinate the required PAETEC resources
o Assist with coordinating and managing project resources
» Author and manage revisions {0 PINNACLE project Pian
o Coordinate fogistics for conference calls and on-site engagements
» Manage all communications and customer relations
o Ensure timely resolution to customer satisfaction issues
o Assistin Budget management issues
« Communicate status of project milestones
o Conducts Site Assessment, and analyze information
o Provide escalation for both PAETEC and customer when necessary



Project Consultant

symmary:

The PINNACLE Field Consultant provides technical leadership throughout the
impiementation to ensure a successful and timely impiementaiion. The Field Consultant
provides support in completion of the Systems Setup, including installing and configuring
the PINNACLE application. The Field Consultant's primary goal is to ensure the
customer can effectively use every facet of the PINNACLE application that has been
licensed to support their business requirements.

scope of Responsibilities:

o Provides subject Matter expertise 10 facilitate:
All Process Modeling activities
All Data Modeling activities
All Data Load activities
Site Assessment activities
Fit and Gap analysis activities
End-user product proficiency
o ldentifies necessary customizations 10 meet business requirements
o Conducts all sacets of customer training to include:
o Power User
o Trainthe Trainer
o End-user application training with customer data
Develops custom reports as contractually required
Leads the PINNACLE application puild activities
Working with vendor contacts to consolidate invoices and pilling structure
Estimating and outlining the timeframe for analysis.
Adjusting vendor—processing routines to accommodate customer's pusiness
requirements.
Training customers on managing the lifecycle of invoice processing activities
Focus is on enabling customer autonomy after production cutover

OOOOOO
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Product Consultant

Summary:

The remote-based Product Consultant augments the capabilities of the field-based
Business Consultant to ensWe timely and cost offective resolution f0 implementation
issues. As necessarys the Product Consultant will come on site to assist the Business
Consultant with implementaﬁon activities.

scope of Responsibilities:

« Provide remote back office support for Business Consultant
o Agsist with:
o Process Modeling activities
o Data Modeling activities
o Dataload activities
o System setup and Configuration activities
o End-user product proficiency
o As deemed necessary, assists with any facet of customer training
» Develops custom reports as defined by Business Consultant
o lIncorporates custom procedures, triggers, efc. as directed by the Business
Consultant
o Working with yendor contacts to consolidate invoices and pilling structure
Assisting with converting paper invoices to an electronic biling format.

o ldentifying opportun‘\ﬁes to convert yendor-specific electronic data files to industry

standard EDI 811 invoice formats
s Working with vendors {0 apply any necessary changes to electronic data files
. Troubleshooting data formatting and loading issues

Resolving issues related 10 extracting and loading vendor invoices



PINNACLE Account Management:

]ANELLE SAMMUT

PROFESS'[ONAL EXPERIENCE

e

PAETEC Communications Inc./PAETEC Software Corp- Detroit, MI
gepior Account Manager

Previous Yeass, Senior Billing Operations Manager, N.A- for ACN as well 25
the Billing Operations Manages for the CAMPUSLINK division at
PAETEC.

Before rejoining the PARTEC Softwate teaind in January of 2008, Janelle
spent five years 2t ACN as the Sentor Billing Operations Manager fot the
North Ametica division. During chis time her team Was sesponsible for bill
system configutation, call rating/ unrated calt investigatlon, invoice
processing, definition of bill pr'mtXML requirements, invoice validation and
trouble ticket cesolution. Before joining the ACN team Janelle worked within
the CAMPUSLINK division of PAETEC, she was the Sr. Billing Managex
for the CAMPUSLINK division. Her team utilized the PINNACLE
application t© process call records, ipvoicing, reporting, configuration of
rates, load subscribers and work trouble tickets for 100 campuses across the
country. She was slso a member of the Product Advisory Board from 1999
until 2001 at which point she stepped down due to the

PINNACLE/ PAETEC metges



MATTHEW HYDE

PROFESSIONAL EXPERIENCE

PAETEC Communications Tnc./PAETEC Software Corp- Faieport, NY

Senior Account Managet

After graduating at the State Univetsity of New Yok at Geneseo it
2006 for Business Administration, Matthew joined PAETEC after a 12 -
month internship within the same department at PAETEC Software.

Throughout his 3+ years with PAETEC, Matthew has

been involved in

a variety of activities within several departments including Sales and
Account Management, Professional Services, Product Management, &

Customer Suppott.

Matthew has facilitated nuinerous on-site meetings:

customer webinats,
conference calls, and project plan developments that have bee
o the accomplishments his customet base has made
participated in pumber jndustey tradeshows and best-

1 crucial
_ Matthew has also
practice seminars,

the most recent being the TTIL Certification class. He has also been
involved with and participated in various customet events such 28 the
PINNACLE Annual Users’ Conference and the various regional
conferences where he has attended discussion panels o product use,
enhancements, Lusiness Process requirements, resource requirements,

etc.



PAETEC Compunications Tnc./P
Project Consultant

PROFESSIONAL EXPERIENCE
ARTEC Softwate Corp- Fairpott, NY

® Implementa%ion Project Consultant
o Instructor

o Customer Service Suppott

United Health Care /Ingenix Amherst, NY
Implementation Manager

s Project management for implementaﬁon of data watehouse with front end
web analyzers for organizations within the health care industty.

o Data analysis with customers 0 identify member and providet utilization
trends as well as high-tisk areas based on predictive model and to use
aggregated data in analyzets © ensure datd integrity.

o Responsible for managing the post sale customer selationship-
o 'Training Instructor
Senior Business Analyst

o Worked with software developers and fanctional users t0 define, docament
and design req irements for 2 front-end web reporting application utlizing
OLAP technology for multi-dimensional cubes with customized ViEWs.

summary 1eports and drlt down capabilities.

o Completed data analysis, including data mapping and data conversion for
Oracle databases using a Stax schema based on the Erwin data model.

Nortel Networks Rochester, NY
genior Data Analyst

o Responsible for building, deploying, Supporting and evaluating 1axge custom
petworked Oracle  databases for  national and international
telecommunications cormpanies and providing front end consulting 10

aftermatket sexvices:

o ‘Trining Instructor and Customet SUpport
Software Development Test Engineer

o Responsible for lead fanctional testing sole for the Line Information for
Open Networks (LION) Software Engineering gtoup-

o Responsible for test plan and functional speciﬁcat'ion documentation.

EDUCATION B

S

B.A. Psychology



ELIZABETH SHARPY

PROFESSIONAL EXPERIENCE
ARTEC Softwate Corp. St Louis, MO

PARTEC Compunications Tne./P
Project Consultant
o Implementation Project Consultant

e Instructor

e Customer Services Support

MONSANTO Company 3t. Louis, MO
Softwate Projects Lead
¢ Identified and implemented new tools and technologjes

s Manage Softwate Development Team t© identify, design and implement
solutions according o strategic directives

o Implement, [maintain and enhance integration with Financials, FR, Helpdesk
processes and applications

o Create and support Telecommunications helpdesk Processes and data
management

o  Metric reporting of performance, financials, utilization

1BM Global Services St. Louis, MO
Project Manager

e Design and planning of telecommunication, voice and data softwate

management envixonments

o Support Data and Voice Netwotk {ransitions 1o BM through data
management, billing and allocation of services

o Maintain hardwate and softwate environment in compliance with GxP
standards for Piizet, Pharmacia and Monsanto companies.

Government F-Management Systeins $t, Louis, MO
R&D Project Managet

o Managed R&D development enable migration of Financials, FIRMS, and
Property Mgt application t0 2 browser-based envitonment

EDUCATION

-

B.A. Political Science & Theology, Loyola University of Chicago

M.A. International Affairs, Washington University of St. TLouis (in
progress}

PMI Certification, Washington University School of Applied Sciences &
Bugineesng (in progress)



MICHEAEL

R. BEALE

PAETEC Communications Inc./

PROFESSIONAL EXPERIENCE
PAETEC Software Cotp. Fairport, NY

Product Consultant
o Implementation
e Instractor

Flement K

Project Consuitant

Sales Engineering Supportt

Rochester, NY

Technical Project Consultant

[:]
close sales

Work
meet customer needs

Responsible
product mix and

with outside sales fotce to ensute the vight leatning model

Lead multiple cross-functional project teams through a

Use consultative sales approach in a team setting to obtain new business and

is used to

for insuring the sales organization is focused on the proper
on track to achieve the project revenue tatget

dynamic rapid

design, development and deployment methodology while maintaining 3

quality product
charter

the managed gervices

o

external customers

EDUCATION

within budget allowances that adheres

to the project

Involved in the implementation of the Learning Management System and

Tead weekly update meetings involving internal development teams Of

to maintain pro']ect timekiness

,,_,__,,_//——”M

.S, Business Administeation



WILLIAM BLAKE

PROFESSIONAL EXPERIENCE
Pairport, NY

EDUCATION

PAETEC Communications Inc./PAETEC Software Corp.
Product Consultant
o Implementation Project Consultant

e Instructor

e Customer Service Support

NORTEL NETWORKS Rochester, NY
Technologies Managet

o Ideatified and itﬂple;nented new tools and technologies for the global
services organization

o Manage [T and Technologies organizations

o Identify and Implemented Global Business Strategies

e Negotiate contracts with vendors and sappliers.

e Prime customet technology interface

Managet

o Technical Support Rngineeting

o Network Operations Centet

o Customer Support and Repait

gite Facilities Mangef

o Managedall telecommunication activities for corporate customet sites

e Project Management

DIGITAL EQUIPMENT CORPORATION Rochester, NY
Teiecommunications Engineet

o Designand planning of telecommunication, voice and data environments

Fastman Kodak Company Rochestes, NY
Teiecommunications Technician
e Installation and maintenance of volce and data environments

o Leadlarge telecommunication project initiatives

M___._,__“M,MMMM

BS. Oxganizational Management

AAS. Blectro / Mechanical Techuology



PROFESSIONAL EXPERIENCE

EDUCATION

DAVID O’BRIEN

-

PAETEC Communications Tnc./PAETEC Software Cotp Fairpost, NY
Product Consultant

o Implementation Project Consultant

o Instructor

o Sales Engincering Support

e Customer Services Suppott

SILVER CLEANERS Rochestes, NY
Technologies Manager

e Database creation and maintenance

e Invoice Management System creation

-

B.S. Management Information Systems



MICHELLE M. ROGERS

PROFESSIONAL EXPERIENCE

Knoxvilte, TN

PABETEC Communications Inc. /PAETEC Sofrware Cotp.

Product Consultant

o Implementation Product Consultant

e Insfructor

e Customer Services Support

Univetsity of Tennessee Knoxville, TN
Supervisor/ Billing Specialist

e  Applications Specialist

e Systems Support (bardware / software)

o Report writer

o Internal Trainer

e  Supervise inFormation technology specialists

University of Tennessee Knosville, TN

Administrative Computing Consuliant
o Departmental consultation for hardwate/ software

o Support for hardware/ software for administrative staff

e Trainer

EDUCATION

rmmt it

B.S. Forest Resoutce Management, Honots Graduate



DAVID SANSONE

PROFESSIONAL EXPERIENCE

PAETEC Communications Inc./PAETEC Softwatre Cotp. Fairport, NY
Product Consultant

s Implementation Project Consultant

e  Crystal Repotts Development

e Trainer/Instructor

o Customer Services Suppost

SUNY College at Brockpott Brockport, NY
IT Cootdinator fot Telecommunications

e PC and Setver Suppott
o Software Support and Maintenance, including PINNACLE

EDUCATION

B.S. Computexr Science

B.S. Mathematics



} MICHAEL SCHNEIDER

PROFESSIONAL EXPERIENCE

EDUCATION

PAETEC Communications Inc. /PARETEC Software Cotp. Fairport, NY
Product Consultant

e Implementation Project Consultant

e [Instructot

o Customer Sesvice Suppott

Georgia-Pacific Corpotation Adanta, GA
Seniot System Analyst
e  Full life cycle support of HR applications including integration with SAP

e ILecad Resource for Server Consolidation and Data Center migration Project
o Infrastructure liaison to IT Centexs of Excellence

o Production Support coordinator for Sarbanes-Oxley compiiance

Jackson Associates, Inc. Atlanta, GA
Directos - Technical Operations
s  Bvaluation, purchase, trajning, maintenance and repair of all equipment

o  Managed staff of up to 20 on multiple marketing research projects

o  Designand implementation of AV equipment for focus group facility




VICTORIA WOODCOCK

PROFESSIONAL EXPERIENCE

FDUCATION

PAETEC Communications Inc./PAETEC Software Cotp.  Fairport, NY
Product Consultant

s Implementation Project Consultant

® Instructor

s  Customer Service Support

Product Support Technician

o Trovide Level 1 support to PINNACLE Communications Management
System. production customets by helping customers identify, isolate and
resolve problems.

s Internal employee training on PINNACLE use

e Quality Assurance testing of PINNACLE

SUNY College at Geneseo Geneseo, NY

Assistant Telecommunications Technician

o Assist technician by performing addifions, deletions, moves, and
troubleshooting of analog and digital phones for faculty/ staff/students,
upgrading  phones, cable installation, including programming  and
maintenance of the NEC NEAX 2400 IMS Telephone Switch

e Documentation and maintenance of main, building and individual
distribution frames.

B.S. Elementaty Education
M.S, Telecomtmunications Engineering Technology
Dale Carnegie Course

TTTL IT Setvice Management Essentials



CHRISTOPHER BIEAR

PROFESSIONAL EXPERIENCE

PARTEC Communications Inc./PAETEC Software Corp. Faitport, NY
Associate Product Consultant

o  [mplementation Project Consultant

e Instructor

e  Customer Services Support

Junior Quality Assutance Engineet

¢ Testing of Pinnacle Application

o Documentation

e Data Loading

Compendium Research Cotportation Fairport, NY
Software Engineer - Intern

e  Application Developer

o Regression tester of application

e Front End development work

EDUCATION

B.S. Computer Science



GINA LAUGHLIN

PROFESSIONAL EXPERIENCE

PARTEC Communications Inc./PAETEC Softwate Cotp.  Fairport, NY
Associate Product Consultant
¢ Implementation Project Consultant

s  Instructor

®  Customer Service Support

Tariff Affiliates Victor, NY
Lead Account Manager — Invoice Management

s Responsible for implementations which require project
coordination and knowledge of ILEC, CLECs and IXC product
offerings

o Team coordinator for all interdepartmental implementation for new
invoice management accounts

e Inventory creation for new accounts using multiple carrier
resources

o  Analyze telecom service providers and understand all
telecommunications bills to identify unneeded features and services

o Client management consultation to create Dbusiness rules,
budgeting, operational and exception reporting

Major Account Manager

o Implement dedicated/switched orders from order entry to final
installation

s Main point of contact for all management issues relating to the
implementation and operation of the services provided

e Coordinate M/A/C orders from multiple tier 1 and CLEC carriers
to ensure proper product implementation

e Identify, track and recovered credits for existing client base

EDUCATION

B.S. Education/teacher certification

AAS. Business Administration



JEANA SANSOCIE

PROFESSIONAL EXPERIENCE

PAETEC Communications Inc./PAETEC Software Cotp.  Fairport, NY
Associate Product Consultant

o Implementation Project Consultant
s Instructor

s Customer Services Support

EDUCATION

B.S. Physics

M.E. Mechanical Engineering Concentration in Business Management



JAMMIE STARKS

PROFESSIONAL EXPERIENCE

EDUCATION

PAETEC Communications Inc./PAETEC Software Corp.

Associate Product Consultant
e Implementation Project Consultant
e Instructor

®  Sales Engineering Support

®  Customer Services Support

ECC Technologies
Technical Analyst

®  Managed Co-op resousces

o Network Operations Center
@  Technical Customer Suppost
@  Project Management
Executive Assistant

o Internal Accounting

¢ Database Management and Development

e  Managed Wireless Accounts

Fairport, NY

Fairport, NY

B.S. International Business and Matketing
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STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

VENDOR OWING A DEBT TO THE STATE:

West Virginia Code §5A-3-10a provides that: No contract or renewal of any contract may be awarded by the
state or any of its political subdivisions to any vendor or prospective vendor when the vendor or prospective
vendor or a related party to the vendor or prospective vendor is a debtor and the debt owed is an amount
greater than one thousand dollars in the aggregate.

PUBLIC IMPROVEMENT CONTRACTS & DRUG-FREE WORKPLACE ACT:

if this is a solicitation for a public improvement construction contract, the vendor, by ifs signature below, affirms
that it has a2 written plan for a drug-free workplace policy in compiiance with Article 1D, Chapter 21 of the West
Virginia Code. The vendor must make said affirmation with its bid submission. Further, public improvement
construction contract may not be awarded to a vendor who does not have a written plan for a drug-free
waorkplace policy in compliance with Article 1D, Chapter 21 of the West Virginia Code and who has not
submitted that plan to the appropriate contracting authority in timely fashion. For a vendor who is a
subcontractor, compliance with Section §, Article 1D, Chapter 21 of the West Virginia Code may take place
before their work on the public improvement is begun.

ANTITRUST:

in submitting a bid to any agency for the state of West Virginia, the bidder offers and agrees that if the bid is
accepted the bidder will convey, sell, assign or transfer to the state of West Virginia all rights, title and interest
in and fo all causes of action it may now of hereafter acquire under the antitrust laws of the United States and
the state of West Virginia for price fixing andfor unreasonable restraints of trade relating to the particular
commodities or services purchased or acquired by the state of West Virginia. Such assignment shall be made
and become effective at the time the purchasing agency tenders the initial payment to the bidder.

| certify that this bid is made without prior understanding, agreement, or connection with any corporation, firm,
limited liability company, partnership or person of entity submitting a bid for the same materials, supplies,
equipment or services and is in all respects fair and without collusion or fraud. 1 further certify that | am
authorized to sign the certification on behalf of the bidder or this bid.

LICENSING:

Vendors must be licensed and in good standing in accordance with any and all state and local laws and
requirements by any state or local agency of West Virginia, including, but not limited to, the West Virginia
Secretary of State’s Office, the West Virginia Tax Department, West Virginia insurance Commission, of any
other state agencies or political subdivision. Furthermore, the vendor must provide all necessary releases to
obtain information to enable the Director or spending unit to verify that the vendor is licensed and in good
standing with the above entities.

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, Vendor further agrees to comply with the Confidentiality Policies and
information Security Accountability Requirements, set forth in http:l!www.state.wv.us!adminlpurchaselprivacy!
noticeConfidentiality.pdf.

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

Vendor's Name: \OPT@T‘E;M HL\)&FE’. QD{?
Authorized Signature: T A ;fi;/szé Date: __3-30-09

. C"
© Purchasing Affidavit (Rewsadowows)/ / /AL




PIRNAGLE Seros Lfcoyo Mnagoment -

Section 4.5 Cost Proposal

4.5.4 The vendor shalt describe the services, level of support, efc. that are included in their
pricing submissions - Appendix B. For example, ifa yendor is quoting an annual support cost, the
vendor shall describe what support services that annual cost COVers. Any services, ete. that would
be needed to support the proposed system during the life of the contract that are not included in
the pricing outline on Appendix B must be clearly identified on Appendix G - other costs, Failure
on the part of the vendor to include the pricing will not be considered legitimate charges granting
the Agency's right to refuse payment for all other charges.

Sourcing:

Service Manager Module

Service Manager establishes the foundation for using PINNACLE to manage the lifecycle for all
of your technology services. Service Manager provides the ability to partition end-users’ access
by specific job roles. End-users will gain real time insight by leveraging powerful reporting
capabilities that are embedded within every window. PINNACLE Service Manager provides the
ability to

e Trackthe distribution, ownership, configuration and tnterdependencies of alt services.

o Allocate costs for all provisloned services.

» Customize menus, access and presentation of windows to specific job roles.

e Organize security for end-users {o access Windows, features and published reports.

+ Improve organizational performance by leveraging PINNACLE's Business intelligence
capabilities.

Cost Allocation:

Usage Manager Module

Usage Manager leverages a flexible rules-based engine to provide end-users the capabilities to

process all types of usage data. Customers can manage all aspects of setup and configuration

activities for processing voice, cellular, web conferencing services, printer, disk storage systems

and other network services directly from the user interface. PINNACLE's Usage Manager

provides the ability to

Dynamically configure usage collection and processing activities directly within the user interface.

o Assign financial ownership for alt usage activities.

o Proactively manage the capacity and availability requirements of communication
infrastructure components.

» Analyze multipie rate plans against actual service usage.

« Examine usage reports to ensure proper utilization of services, eliminate unused services
and proactively identify misuse

o Identify potential service quality issues.

o Achieve new levels of efficiency in network capacity and availability management.

Chargeback Manager Module

Chargeback Manager provides a means for customers to conveniently access billing and other
financial information as well as remit payments using a web browser. Chargeback Manager also
supports individual and automated credit card payments and business-to-business (B2B)
transactions with third-party collection agencies of general ledger financial systems. Chargeback
Manager alleviates the labor costs related to the printing and distribution of internal billing
statements and empowers organizations by supporting:

Flexible rate structures and billing periods.

PAETEC Software Corp.'s Confidential Response to RFQ# ISCKO009
October 6, 2009
Page 1




Secure web access 0 billing statements and other financial reports.
o Credit limits to govern access to services via autormatic activations of deactivations.
o Multiple automated payment models including:
« General Ledger — Automated cost allocation for administrative organizations.
«  Billing Recelvables — 3rd Party billing and collections.
Accounts Receivabies — Internal billing and collections.

Invoice Management:

invoice Manager Module

Invoice Manager eliminates the inefficiencies and liabitities of manual intervention by automating

the reconciliation of invoices against your service inventory, contracted rates, and previous

invoices. Invoice Manager helps reduce operational costs and improve organizational

performance by:

o Simplifying the lifecycle of managing invoices.

e Automating the reconciliation of invoices to service inventory and contracted rates.

o Leveraging flexible configuration options to define acceptable variances and workflow
procedures for approving invoices.

e Incorporating all necessary information fo manage disputes in a timely manner using simple
mouse clicks.
Effectively managing partial payments to increase leverage in resolving disputes.
Enabling real-time financial analysis of vendor charges, payments, disputes and cost
allocation activities.

e Enabling comprehensive gost-to-revenue financial analysis

Dispute Management:
Included in the Invoice Managet Module

Reporting & Data Analysis:

Inventory Module

Inventory Manager helps organizations centralize and automate the lifecycle of asset
accountability from requisition through retirement. inventory Manager provides a comprehensive
and flexible data model that can be configured to track parameters specific to all types of
inventory devices and applications. Inventory Manager empowers your organization with the tools
to implement and sustain a proactive approach to performance management by:

o WManaging the fifecycte of physical inventory.

Managing procurements and replacements.

Monitoring vendor performance, procurement costs and deliveries.

Tracking storage and the distribution of assets.

Automating maintenance of warranty schedules, maintenance cycles and reviews.
Accounting for and analyzing the total cost of ownership.

Enabling compliance o regulatory standards through powerful reports and searching
capabilities.

» Maintaining a detailed audit trail for all transactions.

660909

Infrastructure Manager Module
Infrastructure Manager provides a centralized framework 10 maintain the integrity of your
communications network by tracking the continuity from provisioning equipment through fiber
strands, cross-connections, cables and service outlets. Infrastructure Manager is integrated
within the service desk to help streamline operations by:
s Reducing the time and expense involved to dosument installations, repairs and changes.
Efficiently managing the reconfiguration and replacement of cables and network devices.
Tracking the port configuration of network provisioning devices.
Governing the integrity of infrastructure documentation.
PAETEC Software Corp.’s Confidential Response to REQ# ISCK000®
October 6, 2009
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Ordering & Provisioning:

Service Desk Module

gervice Desk Manager leverages the capabilities of the entire integrated PINNACLE application
suite. Service Desk reduces the costs and time required to process service orders and resolve
incidents. The value that Service Desk provides to an organization includes:

o A single point of control for service orders and incidents.

o Powerful self-service options for customers to submit and review the status of processing
service orders or incidents.

Service Catalogs to streamline self-service and process automation.

Efficient standardization of data entry and quality assurance.

Automated workflow and routing of tasks.

Comprehensive insight into the infrastructure to quickly diagnose the business impact of
catastrophic incidents.

e  Quick categorization and prioritization of resolutions to enable root-cause analysis.

e e @ @

“QOther Costs”

Professional Services:

PAETEC consultants will assess the capabilities of your organization and map out a strategy to

progressively leverage PINNACLE in a progressive manner. The focus of consulting and training

services are limited to but can include:

o Establish a centralized repository for managing all types of services.

« Establish a framework to track the configuration, installation and ownership of every service.

o Configure security roles and privileges to govern access for each specific job role category.

e Publish reports and dashboards to help the organization achieve real-time insight info

pusiness operations.

Configure import files to ioad data from all existing data repositories.

Site assessment to assess the current business processes and integrity of existing data

repositories.

s Train end users how {o manage the lifecycle and ownership for all service types.

o Train designated personnef on customization options regarding modifying field labels, text
help and video tutorial.

s Train end-users how t© personalize window presentation and save sophisticated custom

searches.

Configure scheduling of CDR routines.

Configure scheduling of vendor file routines.

Manage the daily processing activities.

Resolve exception records.

Review business requirements for managing vendor activities — contracts, service requests,

paying and disputing charges.

Work with vendors to obtain electronic feeds.

Work with vendors to consolidate invoices.

& ©

2 @ @ © &

e o

PAETEC Software Corp.’s Confidential Response {0 RFQ# ISCKO009
October 6, 2009
Page 3



| afied

sulpEsg l syse) [UONG £ sunisaiig dn peiod & sumisalin
[RTTRTRTTYS . Bny eTe
freunung £g dnoiD R 1dg yse), dn peoY ssaifiold — Mmﬂmw_mwh ¥ _,M‘um_ o_m
Asunung woloid = ssalbolg dn patioy Apumng MeEL
S M.E%Eri‘%..\111]..1:;%-.1;{.!,”.@.@é e S ouppem _stepswn L @9
 jueynsuod 9313V 0L N S — U p———— . g
QUEIEFAM o e T sjes wgp Bupunosdy 9RAABY OUPTR DM g
i &Y

ep Bugunooy Ssnasia

o e . . e <o _
L sjuaiuale Erep BURUNOIDY SAIST.
. LpERNL o T Bunuroasy amByuey
e o s A - 4080 S} ULE
[ R TEL T E————— T samsnpewequesn AN
I —— 1!111111@.@& [ 1.1111111%!1.iilu@ﬁmﬁm@@ﬂmr
[ T mmRR  siewered waisig anbgued
R I?lwlw‘li‘_‘m,x@ﬁmlwm.‘w ................ e Ji._ﬂi;l!«i...\ii.zlmmmmm.ékmn»wmm@ﬁwf%
W_ OLIFZIZ DI 2Bm1g WERIEW PUg pung gifeTiz enNl
e iiiaxlﬁm@k@wﬁ;iw [ l‘.1ia1.lmﬁﬁmﬂmhmmmnmuliw@mmmwuwh?is
S 1.1Iil@.m@.m.ﬁ!thk1!1..1111%1111!:i%i?iw%mwmm@hﬁmrl
I — 11..mm&,E.@%w&&%%%‘m.e.,._aﬂiil,..\ U ——— awaredhioilg  1OWEEE
# wed ], G I0 Sg0913vd “ QLIETRE WOl ; suoIsEnosiq Guepow Bied Fotlieibed] Worﬁim miL ngu Z
: wesL A J0 SIS DALV | L A 1!1_[@@.@w@mm@%mmmmm@wﬁm@gl1--1%%@@  iskepe ]
" uawsbeusyy eoion 10pua/ - & UK T oumer

L SLBLON
n i o e PR HOMT R © . esgmepedboodping AL
T msumy ol Siig QRLAVEEEE weloid DALY 0 [ P o eeepoguss BUORIORNED AL B
" suogeisdo dsy 0343V ooueieul pRISOU-0B1 3 O STV SRl ¢ Oyl WO .
I T lewsmmew T T ssavasgedfored loupipuow  isfepeise
W!xaiilwi%i111113515111;.1,1@%\,@1,t-..-wiiiil; T eedssiel T R L T —
S 111@.%@Fﬁ%ﬂlil&%i_ilis}-ilwiiiiiw.m@w@@?lﬁii_-&%:cmﬁli,i.wﬁ.i-}lla
o 11111111{i,i!aiaiakm. NEUON e T owesam Lmss‘hm%r?}!L.o.cm_@ﬁiwiwmwlaiis
05147 Uol vieQ JUBASIRY 158Dl QLT VO _m.m.,m.n £10
W‘ o sl A I0 IS QUVEINL  sweuwnaop sroide puB ROUSY T A L) W—
T e P2 yosfosd 01 | CLIEE PN ssuo awssasse 1o NG 1z vot !
Hl.%  wesp e EmISTOLAY foig DALY E@ﬁiw1311,!1!5.11;1.!&1@@%@%@& ldonpuny L OMZZIVERM_ S
e . " beumypeions AR SIS OMLEI 3311.{mﬁ_awml%w%@wﬁ@m@m@mm@w@@mﬁeﬁm_mé.vﬁai1_11&..,@@%@?11&?!111-
pzer jasicid O3 1EYd | QLTI PR LEns o) siqeoiidde J| WNO} opyold BOICAUN pug S0P soibaiEns dw '19aus 19RIUoY puss {DLILTH PIAA LT
, ,,,,,,,,,,,,,,,,,,,,,, gz vmm.@ﬁ@mﬁ%ﬁmw@bw&m@@W@E@l@mﬁwwﬁé.-11 1L@%ﬁmfihli{il1
e B feslosd DRLAVE mw:mﬁ..._..‘J‘.wgé_.ED.m@ma.ﬁ_w%émﬁ‘_ﬁmmm&oﬁ.@ molney olose vedeid S OWSE.E0L
U pest welols LIV | L9/ 2N, i.ﬁ!z,1-i».wm@mﬁmﬁmm@_Mmw@mm@@%@w@m@m@@‘_1j C oummnen oMb
P %.I|1--..1.-@%@?.\mm,@wi!mm._mm@ii .
T T — T T SR T T SEeg -z eseud | L Gon___ SN
ﬁl I . leuszhuow ‘ 1!1!.1!11111111.1!1111..w‘ummmwmm&w@ml.%el@%@la ishepy
R l.W.L.mw,_.,m.wm.lc.wwalhwiiiii;i!i .............................. o %.-wmlmwinwwwmmmm!iwbﬁng sRep ol |
w SLIPZIE PAML naamucoﬁw_n—:&w oLZiL 188 shep g8 L
23N058K | ysi aleN Y5e 1! g M uepeIng




z efied R
salipe dn paloy & suoisalie

syge ) e oy auoy
: sofezie an) Eed

aulpEad
Wasg ssaiB0id sredwiz) ealolg alolg

yse) dn paliod

frewwng Ag dnoig
fpwung ELS-18

Lretpung oafold v caaibiolg df eloY

50858304 erasddy sullag RO A ) i M |

o o 2 ST 8 QALY | GHYELPI e
_ ‘ [ spansddy dnog . OMVEREM. Aep e

sdajs SS8001d UoyRliou0s3y BULRQ

002y SURE

.......................... I i\_].,i@m.ﬁwe%mﬁ@lm.....11.1....;‘,i.i...%.--_l;.}m.%ﬁ.%.@‘,.Emé PO R LU 1] A —
S — T cumalamEsM L sedf weysoomised T —
i o ;5111111111111111,%%@.%tl.i11111.11-111.1%1111 . ummm_mamm1l1i1m.@m@wg {sfepero
[ 1111|E1imﬁf 111iL11%@Wmﬁm8_ﬁsce_&@mﬁmﬁiiiz&ﬁ@ﬁ@ o
......................... e Rt . swio ponesoly 20UBul i1111%m§w§111%#.1111
um».m«.&.m OLIYZR PR . SUGRBIONY 20UEUL auna(y _ OV PR M.E t
R o lwpompem [ — . suonedohy 35@.1@11likm%mm@ihwmmri
I |§.§§C§§5&os&au&w,w! [ sunosoy euiRq e§§11 §
o T gupi oo s 3 0313Y OUIZEIM. o CoioAg Bopmooy o0 AN |OWPZERM
-.1.!1.1111111_11%%%_?@@%@Eﬁ@@e%%l@ S — T owwempR b
) * BLIVERZ PO : dnyag washy BupURCIsY AUPORIARIBA Louwziz pam ,mm%mu i)

R A |

T T T

| L2 BAMA

yazpom . iskeR0

e U — VIVTIZPONA b oo e e
.1.|,11.1i.1111111111111111111%%@1,1 ! yoyeanByuog UoNea) s8k) SIS %&Eﬁ%@.@%ﬁiliii.1111%%@%.; Comy
e . eafsAROMIORER ﬁﬁﬁ@ﬁ@wlhiﬂttlwih@m%m@ﬁ@@ﬁ%@@%m 1111111111111 P LU L | S—
A —— oS 1508 10 IS, 3 DALY | CLEIE P 111111111%@1%mcg.ﬂmm,m@,w@m@{iil.111-111%%@@,1111%
111111111 | eutiemi %mwmw@kqﬁ@z@mmm&@@iiilg1111.1.L@Em@>ii P

L gLigIc PeMA ) sjo0d g $edAL 99IAI05 drgag fauele PeM tshep ge'o
Ii!lii;.1!%1111111,11111!11@.%%.31,1.«\111111_21.-_1..1111|i%lmmm%lm@mﬁaiii%lammmﬁmﬁg m
[ AR EESE T omsemp SMRSSRIRY . e olwzR T
D SIRIS"DRLAYd | OLPLEPIM 1311!11.11.,11@%%%.@%1@@%%@@!s . lourzzeem
e 1111!1!111m_mms.“w%@m&@hﬁw@@ﬁfil11.113111iii Al TP AIIABS NS T pen_ lstepgs

{ BLIEH PIRA  saapmeg ambyued L QLIVER POM {sfep &5
e o owra e lil%@_aaéiliiywmﬁ@ shepg 19
T —— . S UL ...1w-1i,mm@@._mmm,,cma.@_@.s@mﬁem%.mm@%ﬁi%il.i T owmenar b Tl
S L A N — %i..L@mm@m@%m@mmiiiii1:1%@@@.%11&&@.&91% 53
e ﬁ%&%lw;ﬁi1@%&@@@m@m@ﬁ%@uﬁ%@l%iﬁ ,,,,,,,,,, . lowmeru ) s
e .__._muﬁi%r-1|:.!;i%ii.,.im@egmcm@\.ﬁﬁ.@K.-..A..,.i‘-:iaf-.imaﬁa..m.mm;;aimm.ﬁl ] 1
#1:! {ougie PaIA T stolBay Ol [PUORERY J2QUnN Wnoody SUed 1111;1:1%2_% ) My s
I , T loueeRa o . mem@mmﬂ%@m%m@l1,|i|.i|-.:i1.|.w,o:% S S —

: e@mﬁ@1«1111311!111_i.llhmﬂmﬁmmﬁw@m.f.i.ﬂl,\i T ousepea MM

L gLicie pem e

saljold WHisAg Buinasdy ay) suRg

Jul}

seN ¥Sel, uoemng

saleN A0N0SSY ik




¢ afied

suypeac

syER | BB Av sumssiy 0N Pelioy BUOISAUIN

GOleZIE oL B1ed
ssaifioid aeydural 198foid oslotd

By

y pwwng £ drosm LsessetE R I EREbILEE

g %se) 40 paficd

Amwung paloig

 ssaufiold on PRIy Aguwing NSBL

0313Vd QLIYZIE PO S1e0D JOPUBA SUlac pet

- - T T omavd mREERIM L e I - ) R : -
i leummRERM e T apemogsopuondmss  [OWEEPSM {STREER. e m

WPZIE PN (afizsnuon} so12 90IEUD JOPUSA PHRD Lek

- I e “potisg NouBssy SBIRD PSR _ DM P, e
ORI MR e T outnsveBmyg N . |OUPERPIA e
o o S T S T sepop sbisyo sopuan2UIEa P T S -
e cuvwmEd o ey SEpo0 OO KPS SRS [T Nb m
o i111!11111l.b&mﬁ_wﬁﬁm@il_sll?--.-?s--,mm.%.ﬁ@memem@mmmo.m@m@m%?@% 1111111111 VTN ML e

Li...11.?11!%,1_1,!.1,.1,1i._ii...ll:mﬁm.mwg|. R [ — 1A,l.m@mﬁm%ﬁumm.%i-.JL.@.@;ﬁ@xi;W@@LI? )
I =T ,Eﬁm@iyi;_ki-,.il-l.--?L.|..‘_l|..1..--.i..]-.m.m@ﬁ@@@@@i..?...i.”,(m@.w.mmwgli._@1_‘11.‘,1 [24)

DaLAVd OLVERPAM spolag SAIG JOPUSA  DUBZIT PEA gy €21

DILAYA | OLTZ DA SUGLESS|IE Y SOIABS J0PUSA L OLPETIE PO Iy 7zt

QLAY OLITIL PR _ I
D3LIVAIOWVTIEREA . sadd) aojMeg BUHE] L OLIYEIT DR

L DMPTEREM O
egaled : (1743
L pLip2re Pem ; samAsag JORUIA  OLIPZIZ POM mmhﬂmlmuo BLL

. _ . = [ i SEAIRS JOPUSA

2A313d ! OLIP2R PR swiay yeiduial S0I0AU] ‘ OLIYTIE PAM Ay ati
SIOWRREPM e 1.1;1!1mm_%w,.mﬁr%11._1:1%@@@@11 tay L b

T omuavAOWMERESM L e e | suyesolly Y WNOYIORUBA Clowzeam oMb S

. DBAEYd|DUPEZ DI sessanold [eaoxidy JUN0IDY JOBUSA ouvepam MY Lk

..:1i!:il.;Ii!skléi.i!i‘.-!ill‘i,.l.iumurm,.q“_ | OLYZIE PR i " -
L -+

/d | GLAZR PO o Spousd WN02IY JOPUSH
2 Zii

L 0313Ygl OMEE P, . . . SWneody JopUsA BURST

D03i3vd . QLPZI BOM . srqeTlipel Ol [EUOHIERY 1n0ady Jopuaj, 3UYBQ

LivErE PAM

e L QLIVER P2M . swgelpiRl OJu UG IOV IS e e pep MY
e WETELLENT I ) S RE—— 1iiliwiiawﬁm%mlmh@._mmm%svﬁﬁaﬁwwfmmmmvwﬁ%nll . lDUYZEPOM A Lik

sjunosay fOpUBA dnAg | OLIVTR PAM i shep g0 oLk

B Lpymwziz pom
I JeELE 1 [=] m OLYTIC PR sjoRAUoD JopuBA BUlS] n OLIPZIE POM, L 84l

a3L3vd QLIVER PRA : slegeypiaid ol [EUCHIpPY SIORIUOD Jopusa auyeg “ DLIPTIZ PO _ Al 80k
0EL3IVd w oY_vNN.umgw\tl.!al.la [ elia\%M:m_m]mun._.mw.c‘_ [eUCHIPRY SI0BJINCD ‘_aucmbimmmma OLIPL Pefl i Fisi)

CDREVALOMETERIMN | i e siopusp siuag

VEL RO

S0

R — T ewmmem L ;%@@.ﬁﬁgEwm%l1..1@.§Bglliwm@mmali.Imel
o ,11,1I%;.u.ilémﬁmmnﬁﬁﬁﬁi}.a,ii111.1.:-.%‘.illitiimmoitm&m@m@ﬁ.. o louyzEPAM My »0L

J3LGVL L OUPEIL PR H si98), j20std sueg _ QLIPZIE PBRL g L_ssl

| 9LIPerE BOm siea) feasi dmeg | QLIVEIE PEM ishep g2 0k

Loupgz o

| 0wz pEM Ly 1oL

(200 ST R . VNN sty

ZIT P LAY 003

OLIVTRZ DB LUl 66

[ S — __slouuo sfeueiy solom ARl

DALY | DL DA [ sasnielg aindsg suled

93UV OMPBEIM e suayniossy sidsig aueg

WVTILES,

__5edh) sindsiq SuuRG

e o owmmPM . somdsigdmes LIVZZ BN
erBI A IS 40 1S B OLAVA OUPZEPIN e smspEariEoitdy Lowrzpsm
5o 0 2181 B QLA | OUPBE P e | saseescddyound

euiBiA 15834 10 AB1g F OE13Yd | QLIVZIE POM,

sawen 20Nasay REILE] !




p abegd

aupea sysel [edlapg AV suossin 6N p3licy .@ BUoissiiY

snL o
fseunung Ag dneig s yseL dn paioy Qm_%_%,ﬁwwmm& m_w.uwmum

s52B0Id

Lpuing 109i0:3 ssaifioid dit palioy Arpuaung ysel

NuavaloMeLEI . . ppre sseqeEp oanpod Uy Woped ;DML UE T iskepe 514
gugmaL L .. £ L T loeray lsteps | v
TP . . ssessy-peseud  jouMMETHL [sfen g giL

! (S SO — - T R L
b1 o uELES ] © oseyamnomxziopu3  [OMZLIS )
o e.-.i:,m__,@a.@z‘ﬁmﬂ.@ﬁﬁﬁﬂ RN SRRSO podouyeq | OUSTRMA o hon
T ewbansaMoSES R D3IV OLOLEES R ] ] Cowsereredueied  coMEMd _ (SARE gl
. ~ o omavdlawienio o  uuessesipusporpued  loueguow  SRRE. 89},
‘li-_.‘_\i..imglgm_w&_wumm@@sm@ﬁ@m,ﬁﬁfwﬂ%ssl,i_ ||||||||||||| o _ Runoss sesn dreg LoyeE Ul Mepy s
[ — Y F O —— ci.i:i.._1‘.|z,%.im@m“mmww&zz_.%@mm!,‘w‘,.i_.,,a.wmw,ﬁﬂmfA._,i, islepg gsl
L euPINBAMQCRISEDAIY ovelsd o %@ﬁ%.@ﬁ@@m@i...!;_1,w,p%@.wliiiw.@ml.,1 59
TaL/LLE YL afieyg 3501 pUE urRl) ‘aInoag ‘owszizud  isheps val

B mwsﬁ%‘ﬁbﬁmﬁﬁwﬁle?ﬁl..;11.?e|...11,.1,1@.m,§_ae sororovopnpeid Aapy____LOMSZR L £9)
:,.-.-.,ii...1‘_.1.[1&&@“‘_@%_E_@_m.@om.ﬁﬁwﬁ.ﬁammgl.._ [ ihas SUREN G5 PUD AUSY - !

ipLEgE oL

NTZLaYd | QLT P . Buyuren Josn samod JINPUSD

LSL
gt
(5413

5319vd | ObTlE 3N

ersbRA 1524 0 SIBIS B DBLAVA | 0USE PUL . S5BRIEP PHNG TIOVINNL WX S6IM) UshueIn@ Sulaq LoLigerz BNl
e jSen 0 SIG B D3LAVAl QUsTE L [shsaisAs Juenno Wl Sajn) LOHORAXS BULSQ) L ouEziZ L

R ; : bes eBCO PUB OIS
g szfjeuy pug sjeltony

D3LEYSOUSTETL
Obizie onL

o8t

S ..|...zi;uﬁﬁomm&_ﬁmlemw%mﬁmm@»@.m@.m&bm@wﬁb&w@mmm@§1.M|§1g P .. SeOMUW SIS AEODESY — g5t

jpiosiag AUnoag ewBiA 1S8AA JO RIS B DH13Vd A OLIFTIC PO, 215} sU8d

 jmuuosiag ARnosg BIBA IS 10 91918 9 DALY TOUPZEPSM D e I . | susiEsjueLINY s8]} SUlRG

LIvTIC PO MY ) £§%
LA L. LE—— Z5tk
; 151

a5l
Bb
Bl
gl
arl
il
girl

! . vgl
OLBTIT P i

jsuuossag Auncag eiufiih 158/ 3O 1815 7 ow,._.w«.-.n_w QUIVZRE PEM SON{BA LONRORNIILOS BUaC-2id

T i

lsuuosiad Apnoag ennBiA 158 1o 1815 B D3V  QLAZIT PO

L S8SSRIPPY BUIS(Sd CLPTIZ PO
OLIPZIT PO - Aiinaag aInbytion L OLIVZIZ PO
oatavdloupEEpam supdey JleIsu | QUYL PaMA
A,i;1._~.|-il|.,.,.1a!i&.I..i;,1_1‘i|..,1pﬁwwmm§@mglh;.I.. e 5p8az dy WOISNY SR .
T OgIAVALOMRRFI D e __suopeoopy wansnipy
DEL39d | OLVZIT DA :  stususnivy pue sjusied

0313vd | OLVER PeM sty sndsiq

| OLIVTIZ PO,
JALAV| OLFTR PR sanssIg | QLU DO

ouiTvd oupzeee  sumeslomy { BLAYZIC POAL

Rl . _
I R L GUYZIEPOM L e e e . .. S . _-OMYTEPOM ; 243
.,.Iil.l!aiil,\;.Is;illiwo‘%mm [ S S22j0AU] 2331 | GLIVEIZ PO !shep gge Ll

BLIFZRE PO

A

e

FA3HI0G |00 oUied

pREIELT] _ R
THEENE]

FrA

i BLIVEIE B3 =T
| OLIYZR PAM stojeiBaju) dnag | OLIPEIE PAM isAep £10 geL

QHLVd # OLIVZIZ DA : SUCHBIILNLILIS] 1IRIUO]) BUYET OLIVZIT PEM e ggt
T

E]
SBWEN mu._sowmmﬂ usiuy QWEBN HSEL n=tsy vopeing a




¢ afeq

S0/6ZI6 BN 8jeg
ssaufioig seidue] alold oaloid

aupeag [ oo ] SHSEL TEUISRG > auoissii dn palloy & BuDisalN

fremung Agdnogp T Hdg yset dn payoy

ssaibold dn pejioy Amweng sl

Agwnong osloid

| oupzic po e efolg UOBEIUARI 0NN SO PUS _ e £81
- I e patn B sselg SSeSEY IO PUT | obAEIC PN 28t
” . h anso 1eloid aterduins FOy/EzIg vy 18l
peanefeid 0343d | OLYTIE PAA e SOOIy il o pfbod ek o o PG i oo

1 paford wes |, 03fold M Je Sleig eBeuey weloid Ao BBl TRl aYd OIS | L . suonmuedq boddng Jswiowsn) DIV QLUoNEIRIL G OLEZIE VN e
- ATEE R BB AR O BIBIS DS L0V | OLZZIE UOW . SUWBY JBLC puE Sanss; Loyonposd 1s0d ssauppy oLBLE ML 8L
. S e DL P abmg uononpoudyscd ALiBHIE NUL iskep g 743
B wesl A0 SRS ObELE L TIOYNNI Ut IusLeferen 2018s PeIS oustig ang shBp g i
Weal A 10 S1BS ! OLAGLIE NUL (shwalsAs yuauna Ui Justshpuel aojARs dojg oi/el/c an), sABp g =743
satlzly 32nosey usiuig M SWeN %se) e uanemq a




PINNACLE
Customer Care Guide

'PAETEC

L D Y . T



PINNACLE Enterprise Communications Management

. DOCUMENT PURPOSE.......cvnenes rererersaaarensres [

1. CUSTOMER SUPPORT FOCUS cooevrciasrirmcussmranasinaee:

.

IV. CUSTOMER SUPPORT OBJECTIVES ...... rerenssonnaas
V. CUSTOMER ISSUE MANAGEMENT ........ cxanreannanneaee F S PY PES)
VI. OVERALL CUSTOMER SATISFACTION ..oreuenees arreunenne resmesnnnine

VII. I1SSUE PRIORITY HANDLING PROCEDURES ..coornsncusnsssnnaisnns

-------------------

VIiL. 1ISSUE REPORTING PROCEDURE eirreniccrerans S

-------------------------

---------------------------------------------

XHl. SOFTWARE LIFE CYCLE ....occeennee rearnens evercmuesunsnerasiERERERRLE

------------

Xiil. SUPPORT FOR EACH RELEASE.....conreee eerravesasenessesbkssEESCLEUSERRSTLERESE

XiV. END OF SERVICE LIFE DATE ...... R reerervmnsssrrvavress revseanerses

AREYNRANRRUNES eepanure

XV. HOSTED SERVICES ..ovuseisnmarensiniseesininnees tevremesressnsresnmapanEES

BEePANBREURHAANER henmEEy

XVI. PINNACLE CUSTOMER SUPPORT AND PRODUCT MAINTENANCE OFFERINGS

XV, PINNACLE PROFESSIONAL SERVICE AND HOSTED SERVICE OFFERINGS .....

XVIH. PINNACLE MANAGED SERVICE OFFERINGS ..... vevsnsresnive vevesaus .

-------------------

XIV. OFFERINGS DEFINITIONS .overmimsersmmisrmmrrssss s s ssnspsmnrinmsss i

asee

PINNACLE Customer Care Guide
Version 2.3

-------------------------------

------------------------------

-------------------------------

-------------------------------

crerervarsessnnirntransseses 12

13

arsnEvRAREY PRI PP L

------------

Confidentiai
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1. DOCUMENT PURPOSE

This document defines and explains the roles and responsibilities of the PAETEC Customer
Support Team dedicated to supporting the PINNACLE Communications Management Suite. In
addition, this document also defines the various jevels of support that are available for our
Licensed, Hosted and Managed Service customers. This document provides a better
understanding of the spectrum of services included in your Maintenance, ASP Hosted or
Managed Service agreement and the leve! of service you should expect in resolving reported
jssues.

H. CUSTOMER SUPPORT OVERVIEW

The Customer Support Team offers support to all customers using the PINNACLE software
products and services provided by PAETEC Software Corp.

A full range of proactive, customer-driven, customer-centric, responsive solutions are available
through Customer Support to ensure that you receive the maximum refurn on your investment.
These support solutions are provided by our highly trained staff and through your secure

account on the PINNACLE Customer Care website. (htto:!lwww.ninnsoft.coml)

The level of support required by customers is based on the chosen solution — Licensed, Hosted
or Managed Service. PAETEC Customer support provides a full spectrum of Customer Service
Delivery Offerings. PAETEC technology enables customers to migrate between offerings while
maintaining all existing product functionality.

Hi. CUSTOMER SUPPORT FOCUS

:
i
Sales Cvcle i Customer Support Cvcle
1
| .
Organization Sales ! Professional
{ Services
i
}
« Gather Reguirements ': « Project Management | e lssue Management
« Develop Solution ! « Data Modeling o Training
o Contract Agreement '; e Process Modeling « Customer Advocate
« Site Assessmenis 1« Consulting « Main Customer Interface
i ¢ Training Options
Lo Site Assessments « Upgrade Assistance
i « Custom Engineering | * Systemn/DBA Suppeort
!« Custom Reports
| « Custom Dashboards
PINNACLE Customer Care Guide Confidential
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IV. CUSTOMER SUPPORT OBJECTIVES

Customer Support serves as a central point of contact for every registered customer. They
provide answers to general questions as well as resolve problems for all supported solutions —
Licensed, Hosted and Managed Service. Cusiomer Support directly resolves issues or
coordinates and tracks the resolution of customer problems. For example, when engineering
support is required, Customer Support acts as a liaison between the engineering staff and the
customer.

Hosted and Managed Service Support Teams work directly with customers to resolve issues
‘related to disruptions in service or clarification of outsourced services.

Specific objectives of Customer Support are:
o Issue Management
« Ensuring a high-level of customer satisfaction related to all PAETEC Software Products
and Services

V. CUSTOMER ISSUE MANAGEMENT

Cusfomer issue management involves capturing and reporting customer submitted issues. The
issue management process is as follows:

inbound Issue Jj{:ssue Recorded Hssue nvestigation Issue Resolutions
»

e Email e Tracking Reference e Training or
System Materials Consulting
« Phone Call o Test ¢ Enhancement
Submission Databases
¢ Web » Engineering » DBA/System
Submission Resources Support
s Incident e Application Bug
Recreation Fix
e Service e System
Investigation Customization
e PAETEC
System Failure
¢ Service Inquiry
PINNACLE Customer Care Guide Confidential
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Vi. OVERALL CUSTOMER SATISFACTION

Customer satisfaction is PAETEC's primary goal. Three methods are utilized to measure
customer satisfaction related to the PINNACLE software product line:

« Post lssue Satisfaction — Follow up to affirm the issue was resolved
« Post Implementation Satisfaction — Personal validation that services were delivered
« Annual Customer Survey — An anonymous survey of PAETEC’s customer base

VII. ISSUE PRIORITY HANDLING PROCEDURES

Standard Categorization of Priorities only apply fo Production Database instance
A. PRIORITY 1 — PRODUCTION OUTAGE

Definition:

Response:

Action:

An error in the system that restricts the customer from being able to perform a
pusiness-critical function or corrupts the integrity of the database. There is no
reasonable work-around or alternative method of performing the system function
and the customer cannot continue using the system.

Customer Support will immediately acknowledge any report by the customer ofa
production outage made during PAETEC business hours. Monday - Friday
8:00 am — 8:00 pm ET.

A priority-one ticket will be opened, and you will be notified of the ticket number
and assigned technician. lf a priority-one production outage is reported after
contracted business hours, & trouble ticket will be opened at the start of the next
business day and you will be notified of the ticket number and assigned
technician.

A solution to a priority-one issue will be provided to you as soon as possible
based on the parameters of the error encountered. Your assigned technician will
apprise you of the solution status throughout the process. Solutions to priority-
one issues may include new code and/or temporary remedy (work-around), until
the fix is incorporated into the next maintenance release.

B. PRIORITY 2 - OPERATION INHIBITED

Definition:

Response:

Action:

When the use of a function or module in the production system is greatly
inhibited it takes on a 'Priority 2’ status. The issue is considered severe and is
adversely affecting your business procedures but does not cause a work
stoppage or corrupt the database integrity.

Customer Support will contact you concerning a Priority 2 issue within 4 business
hours

Customer Support will create a trouble ticket for the issue and provide you with
the ticket number 1D and the name of the assigned technician. The solution for a
Priority 2 issue or a temporary remedy will be supplied to you as soon as
possible based on the parameters of the situation. If any code modifications are
required, they will be incorporated into the next maintenance release.

PINNACLE Customer Care Guide ' Confidential
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C. PRIORITY 3~ CORRECTION REQUESTED
Definition: The issue does not affect the integrity of the application or customer data but
does result in a minor impact on your business procedures.

Response: Customer Support will contact you within 1 business day of the submission of a
Priority 3 issue.

Action: Customer Support will create a trouble ticket for the issue and inform you of the
ticket number and the name of the assigned technician. The solution for a Priority
3 jssue will be incorporated into the next maintenance release.
Note: Maintenance Releases occur between Enhancement Release dates, which
typicaily occur semi-annually

VIII. ISSUE REPORTING PROCEDURE

1. Customer Support logs and tracks all customer calls. When calling Customer Support to
report an issue, the following information is required:

+ Customer Name/Contact phone number

« PINNACLE version

« Description of the window and any error messages

e lfpossible, identification of the PINNACLE V6 information Window (Ctri-Alt-1)
« Production database and connection information in which the issue occurred
. Declared customer priority level
« Explanation of any jocal customizations

2. When reporting an issue t0 Customer Support, make note of the technician’s name and
the issue ticket number. Maintain contact with that same individual until the issue is
resolved. Also refer to the issue ticket number in any subsequent calls or e-mails.

3. It is recommended that you periodically review your open and historical issues using
your secure online PINNACLE Customer Care account and inform Customer Support of
any concerns regarding status changes on any tickets.

IX. CUSTOMER SUPPORT PROCEDURES

After the information is received, Customer Support will open a ticket and follow these
procedures.

e Every effort will be made to resolve the issue over the phone. If the issue is resolved over
the phone, the ticket will be closed.

» If the issue cannot be resolved over the phone, the customer support staff member will
conduct additional research. This may include recreating the Incident on your database or
PAETEC's internal Customer Support database 0 determine the cause of the issue and all
viable solutions.

PINNACLE Customer Care Guide Confidentiai
Version 2.3
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« In the event that the issue requires the expertise of the engineering staff, the issue will be
escalated and you will be informed. Customer Support and/or engineering will tfrack the
issue and provide status updates.

e Inthe event that the issue requires the expertise of the Managed Service staff, the issue will
be escalated and you will be informed. Customer Support and/or Managed Service staff will
track the issue and provide status updates.

« If the issue requires program modifications, the engineering staff will make the necessary
modifications and incorporate the changes in the next scheduled maintenance release.
Maintenance Releases 0cCur between Enhancement Release dates, which typically occur

semi-annualty. Customer Support and/or engineering will notify you when the issue has
been resolved and indicate which maintenance release will include the resolution.

« Based on the Issue Priority of the ticket, the code modification may be compiled into your
production instance as part of the resolution.

X. ISSUE CATEGORIES

Once a course of action has been determined, the ticket will be placed within one of the
following categories:

A.ISSUE EXPLANATION
CATEGORY
Training or

Consuiting

Resolution requires correction of a business procedure of the issue is a general
question concerning the application’s capabilities.

The resolution of the issue is determined {o be beyond the scope of the
applications design, and therefore will reg uire code modification.

DBA/System
Support

The resolution of the issue requires environmental settings on the Oracle
database server, Web Server, Report Server of web client

Application The resolution to the issue requires modification to the standard software code.

Bug Fix

_m____m____..u.——-—w—-—'”—_\w__w———

System The resolution of the issues requires a modification to the standard code. Policy
Customization | and guidelines pertaining to the statements of work for customizations will
overn the service request process.

I |

PAETEC The resolution to the issue is related to correcting an infrastructure or network
System problem that caused a disruption in service to an ASP Hosted or Managed
Failure Service customer.

|

The resolution to the issue is related to an inquiry about Managed Services

Service
Ingui

PINNACLE Customer Care Guide Confidential
Version 2.3
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Xl. ESCALATION PROCEDURE

Should there be questions of concerns related to your situation that requires additional
attention, please contact one of the members of the PAETEC management team.

It is recommended 0 leverage the
to production support operations an

A. LICENSED SERVICEE

SCALATION

Immm_

First Tom Phelan Supervisor, 585.340.2744 Thomas.Phekan@paetec.com
Customer Support

most direct level of management first as they are dedicated
d closest to the resources assigned to resolving issues.

Emal ]

—_—_—

B. MANAGED AND HOST

PINNACLE Customer Care Guide
version 2.3

ED SERVICE ESCALATION

585.340.2744 Thomas. Phelan@paetec.com
opori

__——

W Managed Services, 585.340.2760 Kimberly Lane@paetec.com
Team Leader

-——

- 585.340.2684 Terrence.Obrien@paetec.com
Q'Brien

Director, Service &
Operations

V.P. & General 585.340.2802 Larry.Foster@paetec.com
Manager

Tom Phelan Supervisor,
Customer Su

W Jennifer Beck | Manager, Broduct | 585.340.2949 Jennifer.Beck@paetec.com
Engineering

——_——
|

Terry O'Brien Director, Service & 585.340.2884 Terrence.Obrien@paetec.com
Operations

Fourth V.P. & General 585.340.2802 Larry.Foster@paetec.com
Manager

|
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Xll. SOFTWARE LIFE CYCLE

PAETEC continually develops improvements in each PINNACLE software product. The three
types of releases and support for each are described below.

A PRODUCT RELEASE AND LIFE CYCLE DEFINITIONS
Release Explanation and Recommendations For Upgrading
Date Type
Version A Version Release represents a new software version available to the general
Release customer base. Version Releases normally ocour every three years. A Version

Release incorporates major and often significant global functional
enhancements. Customers are advised to work directly with PAETEC in
planning, coordinating and applying Version Releases. Customers may need to
plan for end-user training to effectively leverage new functionality. The
nomenclature 1D of the Version Release is the first number: Release N. (e.g.
v6.0.0)

Enhancement | An Enhancement Release indicates that several new enhancements have been
Release added to the product. Enhancement Releases normally ococur annually between
Version Releases. An Enhancement Release incorporates specific functional
enhancements. Customers are advised to work directly with PAETEC in
planning, coordinating and applying Enhancement Releases. Enhancement
Releases normally require a few days of internal testing prior to applying to
Production Release and usually no additional end-user training. The
nomenclature 1D of Enhancement release number is the second number:
X.N.X. (e.g. ¥6.1.0)

| Maintenance Maintenance Releases occur between Enhancement Release dates. These
Release releases normally occur semi-annually. A Maintenance Release incorporaies
resolutions fo reported issues and specific minor improvements in usability.
Customers can normaily apply Maintenance Releases after some internal
review and discussion with Customer Support. The nomenclature 1D of the
Maintenance Release number is the third number: X.X.N. (e.g. Vv6.0.2)

End of The date on which PAETEC ceases 10 provide services for the software
| Service Life specified. |

Note: In order to maintain customer responsiveness and overall quality support to our customer
base, PAETEC reserves the right to retire certain products, including older software.

PINNACLE Customer Care Guide Confidential
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Xill. SUPPORT FOR EACH RELEASE

PAETEC provides two types of support, Comprehensive and Qualified, based on the type of
release. The support provided for each release type is detailed below.

A. TYPE OF GENERAL VERSION RELEASE TMAINTENANCE OR 1
SUPPORT ENHANCEMENT RELEASE
Comprehensive | Full support, based on the Full support, based on the
Maintenance agreement, including | Maintenance agreement, including
immediate software code software code modifications, from
modifications, from date of release | date of release until the next
until the next Version Release. Maintenance or Enhancement
This includes patches of hot fixes. | Release. |
. . Lﬁ
Qualified Full support, based on the Full support, based on the
Maintenance agreement. Code Maintenance agreement. Code
modifications are included in the modifications are included in the
next Maintenance of next Maintenance of Enhancement
Enhancement Release. This does | Release.
not include patches or hot fixes.

XIV. END OF SERVICE LIFE DATE

Periodically, PAETEC ends service support for older releases. Since several Version,
Maintenance and Enhancement releases will co-exist, older reteases used by onty a limited
number of customers may no longer be supported. PAETEC notifies customers well in advance
of the “End of Service Life” date. Typically, notification proceeds official End-Of-Service date by
one calendar year.

The traditional support lifecycle for each type of release from the original date of release is
outlined in the table below

Release Type Lifecycle Support Timeframe
Version Five (B) years
Enhancement Two (2) years
Maintenance One {1) year
Recent lifecycle history of PINNACLE releases ]
Version | Release date | Date of Last Maintenance Release
3 July 1998 Fall 2001
4 July 2001 Fall 2004
5 July 2004 Spring 2009
6 July 2007 R
PINNACLE Customer Care Guide Confidential

Version 2.3
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XV. HOSTED SERVICES

A. DATA CENTER

PAETEC supports all Hosted customers from its carrier-class data centers. The data centers
are staffed for 24x7x365 infrastructure support. PAETEC Data Center operations are reviewed
and certified by a qualified third-party 1SO certification agency. PAETEC’s Data Center
supports fast, seamless growth and deployment of new services without a major overhaul to any
facet of the infrastructure, therefore avoiding any major disruption to operations. The
infrastructure that supports the PAETEC Data Center and network include:

Sun Microsystem mainframe class hardware for all Oracle databases

Six-days-a-week hot back-up (no disruption in availability)

One-day-a-week cold back-up {ten minute disruption)

Two levels of fault-tolerance

Redundancy - replicate equivalent data off-site

Fault Tolerance - replicate data focally

CPU Memory utilization monitored by Data Center staff

75% capacity: upgrade to next model! or increase capacity

Cisco Networking Equipment

UPS / On-site Generators

EMC TimeFinder (Back-up)

l..‘.'.‘...

Data Is stored on an EMC network SAN array. The SAN is configured with mirrored drives for
redundancy. One of the mirrors is off-lined and replicated nightly to a third mirror. Database
backups are then made from the third mirror. Database backups normally require a 20-minute
freeze period during scheduled maintenance hours to replicate production data to the mirror
drive.

B. SCHEDULED MAINTENANCE

PAETEC’s Data Center achieves high-availability on a fully redundant, fauli-tolerant IT and
support infrastructure in which all potential hardware failures are predetermined and predictable
eliminating interruptions fo normal data center operations. Regularly scheduled maintenance
across our robust, concurrently maintainable systems aflows for constant uptime and high
availability. PAETEC follows & strict scheduled maintenance program as outlined below.

Maintenance Schedule (EST) Planned Activities

Daily System maintenance, database shutdown/startup and
2:00-10-4:00 a.m. backup

Saturdays Operating system and database patches, maintenance and
12:00-t0-6:00 a.m. funing

First Saturday every month Operating system and database upgrades, related

10:00 p.m. to 7:00 a.m. maintenance and tuning.

PINNAGLE Customer Care Guide Confidential
Version 2.3
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C. EXTENUATING CIRCUMSTANCES

In order to prevent potential degradation of service, PAETEC may implement changes to the
Hosted Service environment without the prior approval of Hosted or Managed Service
customers. PAETEC does communicate all changes to customers through PINNACLE
Customer Support in a timely manner and strives to implement non-scheduled changes during
planned maintenance windows.

D. OUTAGE NOTIFICATION

PAETEC's Data Center Service Support team notifies the PINNACLE Managed Services team
who in turn notify the PINNACLE Contact(s) at the Customer's site. Customers should report
disruptions in service through the PINNACLE Managed Service team who will then take
ownership and track the problem through resolution.

E. DATA RECOVERY

The PINNACLE Oracle databases are configured to run in archive log mode. This means that
all transactions are written to a log on a separate disk volume rather than the underlying
database tables. In the event of a simultaneous catastrophic disk failure for both mirrors of the
EMC array, the database is recovered from the previous avening’s backup. The archive logs
are then applied to the database to recover to the point in time prior to the failure.

F. OFF-SITE STORAGE AND RETENTION

Weekly backups aré copied to tape and temporarily stored at the PAETEC Data Center. Copies
of these tapes are then transported off-site for secure storage. The retention timeframe for the
backup tapes is as follows:

Backup Activit Retention Timeframe

First full weekend of each month . Off-site - retained for 3 months
« On-site - retained for 3 months

Other weekend backups . Ofi-site - retained for 2 months
. On-site - retained for 2 months

All other backups  On-site - retained for 2 months

Daily archive of raw CDR FTP directory made available 24xX7x365 for
Hosted Customers to download

Packaged monthl archive of CDR Monthly CD or DVD sent to customer

G. NETWORK CONNECTIVITY AND SECURITY

Connectivity to the ASP Data Center is via HTTPS (Secure HyperText) protocol supporting
secure encrypted communication between the Hosted client's desktop and PAETEC Data
Center.

PAETEC has redundant connections to the Internet, to ensure maximum up time. Both external
gonnections are bridged to a network segment (DMZ —~ Demilitarized Zone}. Only HTTPS, ICA
and FTP protocols are aliowed into this DMZ.

PINNACLE Customer Care Guide Confidential
Version 2.3
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Only the Web and Report servers can communicate with the database server, whichisona
separate LAN segment. Only SQLnet is allowed to connect o the database server, and only
from PAETEC internally designated 1P addresses of the Web and Report server’s second NIC
(Network Interface Card).

H. APPLICATION AUTHENTICATION

Authentication to the application requires password verification. PINNACLE is delivered with the
PINNACLE authenticator defined as the default, and it has been designed specifically for the
application. Three other authenticators can be used in place of PINNACLE: LDAP, SSO or
Custom. If you want to use an authenticator other than PINNACLE, you must create the
Authenticator Profile and designate it as the default.

|. HOSTED APPLICATION SYSTEM ARCHITECTURE
The following diagram and subsequent explanation overviews the system infrastructure
supporting PAETEC Hosted services.

J. SYSTEM PROCESS FLOW

4. The raw switch CDR is ETP'd either to an interim call buffer or directly to an FTP server
iocated in the PAETEC Data Center.

2. individuai Customer client workstations running an internet Explorer 6.0 (or greater)
browser or Firefox 1.0 (or greater) browser will connect via the Internet 10 PAETEC's
PINNACLE Web server. The Web server delivers dynamic pages from the PINNACLE
database server.

3. A user mustbe authenticated before being logged onto PINNACLE. The value of the
Login and password are encrypted and validated against the enterprise authenticator
directory (PINNACLE, LDAP, SSO, Custom).

4. All printing is available through the customer’s local printer(s).

5. Inthe event that the redundant network is unavailable, the client can connect via the
packup modem pool and RAS server. Clients requesting this backup service will receive
RSA secure 1D o manage network login authentication.

o

The PINNLINK mediation server is used for Switch Provisioning, Switch Audit, and
Authorization Code Provisioning.

PINNACLE Customer Care Guide Confidential
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XVI. PINNACLE CUSTOMER SUPPORT AND PRODUCT MAINTENANCE OFFERINGS
\Erogram Level License |  Hosted | Managed
A. Account Management

Senior Account Manager l Included l Included \ Included
B. Customer Communication

invitation fo Annual PINNACLE User Conference Included Included Included

Quarterly newsletter Included included Included

PINNACLE community list sefve Included Ingluded Included

Vendor alert notifications Included Included included
C. Customer Information

Secure MyAccount on Customer Care website Included Included Included

Web lssue Submission & Monitoring included Included Included
D. Product Information

Product Documentation Included included Included

Product Training Video Tutorials Included Included Included

Tools & Best Practice Sharing via Cuslomer Care site Included Included Included
E. Tariff and NPA/NXX Subscription

Call Rate Tables (Monthiy Updates) Included” Included Included

Area Code Tables (Monthty Updates) Included™® Included Included

* Requires Usage Managerent License Add-on

F. Product Support
Software Defect Remedial Support Included Included ncluded
Custom Rating Package Update I Per /Yr, 1 Per /Yr, 1 Per /¥r.
G. Help Desk
Hours of PINNACLE Support Operation (based on EST, M-F)|8:00 AM to 8:00 PM|8:00 AM fo 8:00 PMIS:00 AM to 8:00 PM
Hours of PAETEC Data Center Support Operations Not Applicable 24x7 24x7
Annual Ad-hoc Product Training Hours (remote) 4 16 Not Applicable
H. Software Releases & Support
Maintenance Releases {xx.N) Included Included Inciuded
Maintenance Upgrade Analysis Included Not Appficable Not Applicable
Consulting Support for Maintenance Upgrades Included Not Applicable Not Applicable
Enhancement Releases {x.N.x) included Included included
Enhancement Upgrade Analysis Included Not Applicable Not Applicable
Consulting Support for Enhancement Upgrades Included Included Not Applicable
Licensed Product Releases (N.X.X) included included Included
Consulting Support for Product Upgrades Billable Option Included Not Applicable
Annual Systems Performance Audit (remote) Billable Option Included Included
I. implementation Support
PINNACLE Database server for Implementation Startup Included Included included
FTP File Server for implementation Startup Included Included Included
Report Server for impiementation Startup Included Included included
PINNACLE Customer Care Guide Confidential

Version 2.3
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XVIi. PINNACLE PROFESSIONAL SERVICE AND HOSTED SERVICE

OFFERINGS

ﬁ’rogram Level License Hosted Managed
J. Professional Services
Monthly Operations Review {remote) Billable Option | Billable Option| Not Applicable
Annual Application Effectiveness Audit (on-site) Biftable Option | Billable Option included
K. Hardware Support
Test PINNACLE Database Server Not Applicable Included Included
Production PINNACLE Database Server Not Applicable| __Included included
gecure FIP File Server Not Applicable Included Included
Repott Server Not Applicable Included Included
Polling Device Not Applicable| __Included included
RAS backup dial up and VPN access o Hosted Servers Not Applicable Included Included
L. Database Administration
Annual Systems Database Performance Audit Billable Option| _Included Included
Managed Oracie database Not Applicable _Included included
Compiie custom procedures as needed Billable Option included Included
Apply monthly VandH updates Billable Qption Included Included
Apply Tariff updates as requested Billable Option| __ Included Ingluded
M. System Administration
Manage all Hosted Servers Not Applicable Included Inciuded
Certify and Managed the Business Continuity pan Not Applicable Included Included
N. Security
Create Job Roles and Security Groups Billable Optian Inglided Included
Manage alt user accounts Not Applicable|  Included included
0. Switch Polling
Manage all rating activities Not Applicable included Included
Distribute raw switch data DVDs to customer site Nof Applicable| _Included Included
XVIIl. PINNACLE MANAGED SERVICE OFFERINGS
Program Level License \ Hosted l Managed
P. Managed Services
Process Vendor Invoices Biltable Option | Billable Option Included
Dispute Management with carriers Not Applicable Not Applicable Contract Option
Service and Network Cost Optimization Not Applicable Not Applicable Contract Option
General Accounts Payable (AP) feed file Not Applicable Not Applicable Included
Manage Call Accounting Activities Not Applicable Not Applicable Contract Option
Manage charge back activities Not Appficable Not Applicable Contract Option
Manage internal payments Not Applicable Not Applicable Contract Option
Manage Service Order operations Not Applicable Not Applicable Contract Option
Manage Switch Audit processes Not Applicable Not Applicable Contract Option
Custom Reports Billable Option | _ Billable Option | Contract Option
PINNACLE Customer Care Guide Confidential

Version 2.3
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XIV. OFFERINGS DEFINITIONS
A. Account Management:
Senior Account Manager

B. Customer Communication:
PINNACLE Users Conference

Quarterly newsletter

PINNACLE Community Listserv

Vendor alert notifications

C. Customer Information:
Secure MyAccount

Web Issue Submission and
Monitoring

D. Product information
Product Documentation

Product Training Tutorials

PINNACLE Customer Care Guide
Version 2.3

Each customer is assigned to a Senior Account Manager,
responsible for managing the business relationship, providing
support options, and negotiating additional services.

This annual event provides end-users with several days of
valuable training classes and interaction with fellow PINNACLE
users.

Highlights ypcoming events, recent accomplishments and other
newsworthy information. This publication is emailed and posted
io the Customer Care website.

Thie PINNACLE listserv community is hosted by one of our
PAETEC customers (Cornell University). It provides an
environment for users to exchange ideas and ask guestions.

All designated personnel will be notified via email when any new
updated information is available for download regarding the
PINNACLE Product announcements and/or related environment
software.

Every customer contact receives a secure fogin to the
www.pinnsoft.com website. Permissions and information availabiiity for
the end user is determined by the customer site and can be different
for each of their assigned site contacts.

All assigned site contacts are granted secure, 24x7x365 access
1o monitor or report on the status of all open and closed issues
submitted on behalf of their site.

This document is & context-sensitive reference used to provide
details pertaining to why a particular feature function is
incorporated into a product. Hard copy documentation can be
produced from the product as needed. Customers can modify
and/or enhance the documentation to accommodate local
support requirements and terminology.

Context-sensitive FLASH™ video tutorials to ilustrate how to use
the product. Clicking the “movie” icon allows access to these
tutorials. Cusiomers can replace the standard suite of video
tutorials or create and incorporate additional tutorials as needed.

Confidential
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Tools and Best Practices
Sharing

E. Tariff and NPA/NXX
Subscription
Call Rate Tables

Area Code Tables

F. Product Support
Software Defect Remedial
Support

Custom Rating Package Update
(legacy support for V5 or older)

G. Help Desk
Hours of Operation

Hours of PAETEC Data Center
Operation

Ad-hoc Product Training Hours

All source files for the system documentation are incorporated
into the product enabling each site to customize it to fit their
specific business practices and environment needs. Customers
can publish and share their ideas and documentation through
the PINNACLE File Exchange server.

A periodical update of AT&T tariff rates for all international
country codes, and domestic mileage rates. This includes the
following: IntralLATA, IntraSTATE, InterSTATE, Canadian,
Mexican, International and International 809 Rates.

A monthly update of ali area codes and exchanges published in
the North American dialing plan, as well as Mexican region and
city codes, are made available for download on the
www.pinnsoft.com website.

=esolution of all reported issues to the PINNACLE Customer
Support team.

Modifications to the PAETEC delivered usage (CDR) parsing
package and body. Customer Support will modify one existing
rating package and body, based on the customer’s defined
changes, per year. New/additional rating packages and bodies
or multiple package and body updates may be contracted via
Professional Services as needed.

Defined hours of operation for the PINNACLE Customer Support
staff, based on EST, Monday thru Friday.

Defined hours of operation for the PAETEC Customer Support
staff

These hours are provided for general ad-hoc consulting and
training questions, not for custom development and/or upgrade
related issue or support. A report of time remaining will be made
available and additional hours may be purchased, as needed, in
accordance with the current support level.

PINNACLE Customer Care Guide Confidential
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PINNACLE Enterprise Communications Management

H. Software Releases &
Support
Maintenance Release

Maintenance Upgrade Analysis

Consulting Support for
Maintenance Upgrades

Enhancement Release

Enhancement Upgrade Analysis

Consulting Support for
Enhancement Upgrades

Licensed Version Release

Consulting Support for Product
Upgrades

Electronic fulfiliment of all mainienance releases for all PAETEC
licensed software components. The third number listed in the
version classification designates maintenance releases. An
example of a maintenance release version number is, VX.XN.

Analysis of maintenance upgrade—generated log files to
determine if the upgrade was successful for ail PAETEC licensed
software components. Upgrade analysis is limited to & maximum
of two (2) customer databases. Traditionally, these aré @ test
database and production database.

Customer Support technicat staff will provide possible resolutions
to issues submitted regarding the maintenance upgrade process
and/or issues thatare a result of the upgrade process for all
PAETEC licensed software components. Consuiting for
maintenance upgrades is limited to a maximum of two (2)
customer databases. Traditionally, these are 2 test database and
production database.

Electronic fulfiliment of all enhancements within a version series
for all PAETEC licensed software components. The second
number listed in the version classification designates
enhancement releases. An example of an enhancement release
is, V X.N.X.

Analysis of enhancement upgrade—generated log files to
determine if an upgrade was successful for all PAETEC licensed
software components. Upgrade analysis is limited to a maximum
of two (2) customer databases. Traditionally, these are a test
database and production database.

Customer Support technical staff will provide possible resolutions
to issues submitted regarding the enhancement upgrade process
and/or issues that are @ result of the upgrade process for ali
PAETEC licensed software components. Consulting for
enhancement upgrades is limited to a maximum of two (2)
customer databases. Traditionally, these are a test database and
production database.

Electronic fulfillment of a major version release for all PAETEC
licensed software components. The first number listed in the
version classification designates product releases. An example of
a version release is, V NXX

Professional Services will consult and review customer data in
support of migrating from one PINNACLE version o the next.

PINNACLE Customer Care Guide Confidential
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PINNACLE Enterprise Communications Management

1. Implementation Support
Database Server for
Implementation Startup

FTP File Server for
implementation Startup

Report Server for
implementation Startup

J. Professional Services
Monthly Operation Review

Annual Application
Effectiveness Audit

K. Hardware Support
Test PINNACLE Database
Server

Production PINNACLE
Database Server

Secure FTP File Server

Report Server

Polling Device

RAS backup dial up and VPN
access to Hosted servers

PAETEC provides a free temporary hosted service to help
jumpstart implementation data modeling and process modeling
activities until the customer can set up their servers.

The FTP server provides a means to upload raw CDR and import
records into the PINNACLE application.

The Report Server provides a means to analyze records and
determine the type of reports that will be required to manage
local operations

PAETEC will conduct a conference call in support of follow-up
activities related to training and other services provided by
PAETEC.

Professional Services will remotety consult and review customer
procedures and business policies to ensure that the PAETEC
application is being utilized as efficiently as possible within the
customer's environment. A detailed written evaluation will be
provided containing any suggestions for improving the use of the
system and end-user proficiency.

All Hosted customers are provided access to a Test instance to
support the validation of upgrades and customizations before
they are applied to the production instance.

Production database access is provided to all Hosted Customers.
Scheduled maintenance windows are used to conduct database
service support activities.

The FTP file provides the ability to upload import files, CDR files
and vendor charge files for batch loading records into the
PINNACLE application.

The Report Server provides a means to publish Crystal reports
into the PINNACLE application

The Polling device is used to collect raw switch data records and
then FTP them to & secure directory on the FTP server.

The RAS dial-in backup provides on-demand access in the case
of sustained catastrophic network failure.
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PINNACLE Enterprise Communications Management

L. Database Administration
Annual Systems Database
Performance Audit

Managed Oracie database

Apply monthly VandH updates

A qualified Data Center support technician will remotely perform
an Oracle database systems audit to analyze items such as file
back-up and reorganization procedures, sequences of batch
jobs, and overall system procedure processing speed. A writien
evaluation containing suggestions for system performance
improvement will be provided upon completion.

The PAETEC certified Oracle DBA staff assumes responsibility

for:

» Managing Oracle Tablespace and overall database growth

« Tuning database parameters to ensure optimal application
performance

« Keeping the Oracle optimizer statistics up-to-date by running
statistics on the PINNACLE Tables and related indexes
Monitoring I/O to insure there are no processing bottlenecks

« Monitoring poor performing database code and tuning as
needed

o Insuring there are proper system resources 1o support the
application and database

« Administering procedures for managing Test and Production
instances

« Applying application updates to the PINNACLE Test Server
vefore Production Server

The monthly Area Code and Exchange (Vertical and Horizontal)
master lookup table from CCMI will be uploaded into the
PINNACLE application to replace the existing version.

Apply Tariff updates as The international and/or interstate CCM! master lookup rate
requested tables will be uploaded into the PINNACLE application to reptace
the existing version.
PINNACLE Customer Care Guide Confidential
Version 2.3
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PINNACLE Enterprise Communications Management

M. System Administration

Manage suite of PINNACLE
Servers:

s Oracle database

¢ Web server

e Report server

s FTP server

Certify and manage the
Business Continuity plan

N. Security
Create Job Roles and Security
Groups

Manage all user accounts

The PAETEC certified System Administrator staff assumes
responsibility for:

-

* 8 © & & » &

Managing hard drive utilization and ensuring sufficient
capacity

Managing CPU performance

Managing RAM allocation

Ensuring automated backups complete properly for Test and
Production instances

Periodically validate Recover techniques using the Test and
Production Servers

Keeping the operating system up-to-date with all patches
Monitoring /O to insure there are no processing bottlenecks
Monitoring automated agents that report on status of system
activities

Managing automated backups and recovery operations
Monitoring 1O to proactively alleviate potential bottlenecks
Installing all necessary virus protection and security patches
Monitoring FTP file server and remove old files

Conducting trend analysis and make recommendations
Providing emergency repairs as needed

Validating SOX compliance

PAETEC Data Center personnel assume responsibility for:

Restoration of normal operational service with minimal
business impact on the Customer within agreed service levels
and business priorities in the most timely manner possible
Managing Disaster Recovery activities

Periodically test Recover procedures with Test Instance
Validating SOX compliance with external auditor

PAETEC trained technicians will:

Work with customer to define PINNACLE Security Roles
Configure authentication to work with customer’s
authentication system

PAETEC trained technicians wilk:

PINNACLE Customer Care Guide
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Create user accounts and assign users to roles
Review user activities and freeze delinquent accounts
Monitor activities and proactively resolve fraudulent activities
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PINNACLE Enterprise Communications Management

0. Switch Polling
Manage all rating activities

Distribute raw switch data DVDs
to customer site

P. Managed Service Offerings
Process Vendor Invoices

initiate Disputes with Carriers

Service and Network Cost
Optimization

General Accounts Payable (AP)
feed file

Manage internal payments

PAETEC trained technicians will:

« Configure and monitor the necessary alarms and events for
each specific polling site (i.e. define CDR thresholds relative
to each site, efc.)

« Execute scripts or reporis to analyze rating activities

« Monitor poliing operations and daily polling statistics

« Execute proper notification and escalation of any disruptions

« Maintain backups of raw switch data

PAETEC will send a monthly CD or DVD package of all daily raw
CDR archive files to comply with FCC requirements

Within 5 business days of receiving electronic invoice data:
« Load raw vendor invoice records
« Execute Reconciliation to identify errors against
o Previous invoice baseline
o Existing Accounts and Services
« Execute and notify customer of reports to review

Within 7 business days of receiving electronic invoice data:

« Work with Customer fo identify disputes

+ Log disputes using the PINNACLE Dispute Management
feature

. Generate exception file with relevant data to engage carrier

Work with Customer representatives 10 identify and discuss
opportunities for cost optimization and make recommendations
regarding:

« Trends on unused services (€.0. cell phones)

« Correlation of actual usage to leased plan

. Voice network traffic analysis (e.g. Erlang B analysis)

Generate AP feed file to feed to customer's AP system no more
than five business days after Customer has approved invoice for
payment.

. Receive and enter payments relative to Accounts Receivable
operations
Review Accounts Receivable reports

« Resolve customer billing disputes and apply necessary
credits when applicable

« Process changes to customers (e.g. Subscribers,
Departments and Accounts)

« Manage additions/changes/deletions of billed customers (e.g.
Subscribers)

PINNACLE Customer Care Guide Confidential
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PINNACLE Enterprise Communications Management

Manage Call Accounting
Activities .
*

Manage charge back activities  »

Setup and Maintain Call Rating activities:

Resolve Unrated Calis on a daily basis

Document and keep up-to-date on all extensions {DIDs,
Non-DIDs, etc) assigned o each switch

Correlate active telephones with PINNACLE Service
Number Mapping Pools

Review reports about new circuits installed at each switch
site

Manage Trunk configuration to support Traffic Analysis
Review Traffic Analysis reports with customer

Run petiodic reporis in support of analyzing usage and
managing operations.

Analyze and manage all internal charge back and billing

activities
« Manage rate table updates for recurring, non-recurring and
usage charges

Manage Switch Audit processes

Reconcile programmed feature assignments with actual

switch configuration

Custom Reports

. Gather requirements from end-users and managers
« ldentify the PINNACLE V6 Views used to develop queries

(e.g. Ctri-Alt-l information window)

« Advise customer on how to leverage the PINNACLE V6
Advanced Search and Saved Search options to alleviate
need to create custom Crystal Reports
Generate and publish reports based on internal requirements

Manage import updates from other systems

»

« Manage access to published reports
*

L J

Develop interfaces o other systems (G/L, HR, etc.)

PINNACLE Customer Care Guide
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PINNACLE Enterprise Communications Management

Student Resale PAETEC will manage all aspects of a resale program for students

including:

o Marnaging the marketing program

Creation of accounis

Create interfaces to obtain updates and deletion of accounts

Establish and enforce credit limits

Manage shutdowns and startups for each academic term

Publish and distribute training material for students

Distribute secure authorization codes for students to use

telecommunication network

» Manage revenue assurance including all aspects of
collections — lockbox, Billing Receivables and Accounts
Receivables

« Manage automated credit card payment programs

e &= ®& & & 0

Affiliate billing services PAETEC will manage telecommunication services for gponsored

Higher Education programs such as:

« Billing affiliations that use the university's
telecommunication services for
Conferences

e Summer workshops

Marketing campaigns

This publication contains confidential and proprietary information from PAETEC. Disclosure of
such information to any party is subject to the prior written approval of PAETEC. This restriction

does not limit the user — or its affiliates and subsidiaries — from disclosing or using the
information if it is obtained under proper authorization from another source without restrictions.
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Customer

Product

Runfime Software

Platform

Product License Fee

Payment Schedule

Equipment

Proi‘essional Services

QA-P-8301 0-01-LF1

PAETEC Software Corp.
One PAETEC Plaza
600 willowBrook Office Park
Fairport, NY 14450
(585) 340-2900

LICENSE AGREEMENT

Customer
Address

PINNACLE Service Manager Module
(for up to XXX lines and xxx sites)
PINNACLE Usage Manager Module
PINNACLE Invoice Managex Module
(forupto X, XXK.00/ annual communications spend)
PINNACLE Chargeback Manager Module
PINNACLE Service Desk Manager Module
PINNACLE Inventory Manager Module
PINNACLE Infrastructure Managel Module
INNACLE Optimization Manager Module
PINNACLE E911 Manager Module
PINNACLE Catrier Integration Managet Module
PINNACLE Telephony Integration Managet Module -
(for qWITCH_TYPE within %xx sites)
PINNACLE Telephony Integration Managet Module
(for SWITCH_TYPE within xxx sites)
PINNACLE Telephony Integration Managet Module —
(for SWITCH_TYPE within xxx sites)
PINNACLE Application Integration Manager Module

Authorization Code
— Switch Provisioning

Switch Audit

Oracle 10g Database Standard Edition — supplied by
Crystal Developer 10 (__ uset license)

gerver - To Be Determined Client - Windows 2000/ XP

FRXEXX
upon Signing

upon delivery
60 days after delivery

§xxxxx, payable
$xxxxX, payable
$xxxxx, payable

(1) Asentria Teleboss 850 with SFTP, KX Mb, 2-port, 56k
modern, 10Mb ethernet card.
$x xxx, payable upon delivery

days included in the License Fee
days at $1 800.00/day for Consxﬂting/Engineeﬁng/Traming,
Reimbursable as incurred. Travel and living reimbursed as incurred.
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This license agreem
PAETEC Software Co

Customer

By
Signature

Printed Name

Title

Date

QA-P-8301 0-01-LF!

and condr

fwillbec

ent is subject to the terms
rp., this license agreemen

ges. Until accepted by

“ions on the following pa
onsidered an offer by the Customer.

PAETEC Software Corp.

By
Signature

Printed Name

Title

Date
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1. License

PAETEC Software Corporation (PAETEC) grants to the Customer a nonexclusive
nontransferable perpetual license for the use of the Product. PAETEC will deliver one copy of the
source and object code for the Product to the Customer. This license includes the right to use the
Runtime Software ordered in object code form solely in connection with the use of the Product and
subject to the use restrictions imposed upon the use of the Product. The Customer will not acquire
any ownership rights to the Product or in any Product trademark or service mark and all rights to the
Product will remain the property of PAETEC. The Customer may not in any way transfer its right
to use the Product to others. The Customer may reproduce Product code and related material to
enable the Customer to use the Product provided. All reproductions must display the PAETEC
copyright and proprietary rights notices. All modifications, upgrades and enhancements, whether
made by PAETEC, the Customer or others, will be subject to the use restrictions contained herein.

2. Sublicensed Software

This license may include software sublicensed to the Customer by PAETEC
(Software). The Customer will restrict the use of the Software to object code, will not transfer it
except for a temporary transfer in the event of a computer malfunction, will not make any
assignment Or & timesharing or rental arrangement or transfer title to itself or others and will not
reverse engineer, dissemble, decompile or duplicate except for a single back-up or archival copy.
The Customer disclaims, to the extent permitted by applicable law, the licensor’s liability for any
damages, whether direct, indirect, incidental or consequential arising from the use of the Software,
at the termination of this license will discontinue use and destroy all copies of the Software
materials and documentation, will not publish any results of benchmark tests, will comply with all
applicable export laws and regulations to assure that the Software is not exported in violation of
applicable law and, to the extent permitted by applicable law, designates the licensor as a third party
beneficiary with respect 10 the Software.

3. Proteciion

The Customer will not disclose or otherwise make Product code or related material,
the terms of this license agreement or other confidential materials or information of PAETEC
available, except to its authorized persormel and to other authorized persons in confidence only for
purposes related to the use of the Product by the Customer or except as required by law. The

Customer will use its best efforts to prevent any unauthorized use of the Product.
4. Warranty

PAETEC warrants to the Customer {hat the Product will perform the functions
described in the Product documentation provided by PAETEC to the Customer and that the Product
will be Y2k compliant. PAETEC does not warrant that the Product is error free. PAETEC's sole
obligation under this warranty will be to address the correction of program €Irors and malfunctions
reported to PAETEC by the Customer only during a 90-day period commencing upon the delivery
of the Product to the Customer. PAETEC'S WARRANTY IS EXCLUSIVE AND IN LIEU OF
OTHER WARRANTIES, WHETHER EXPRESSED OR IMPLIED, INCLUDING THE
IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR
USE.

QA-P-83010-01-LF1 Ver. 11 Updated: 3/31/07



5. License Fee

A. The license fee to be charged to the Customel will be paid according to the payment
schedule identified on the first page of this Agreement. The license fee will be payable in U.S.
dollars and does not include any taxes. If PAETEC is required to pay gales or other taxes baged
upon the license granted or the use of the Product, the Customer will reimburse PAETEC the
amount of taxes paid by PAETEC. If the Customer does not remit to PAETEC within 30 days after
receipt of PAETEC's invoice, the Customer will pay PAFTEC a late charge of the lesser of 1.5% 8
month or the maximum amount permitted by applicable state Jaw for unpaid amounts due PAETEC.
Any collection costs incurred by PAETEC, including reasonable counsel fees, will be reimbursed
by the Customer. License pricing is based on number of Lines, number of Units, Annual Spend. A
single “Line” includes but is not necessarily limited to each of the following: a Centrex Line; an
ISDN BRI Line; an ISDN PRI Line; a Flexpath Line; 2 1MB (POTS) Line; an Auxiliary Line; an
Off-Premises Extension (OPX) Line; a DSO Line; 2 Voice over IP (VoIP) Line; and any acfive
DID or DOD telephone number managed by the Licensed Software. A “Unit” is defined as
[PSA/SAM TO PROVIDE] Annual Spend is defined as total annual cartier spend managed by the

Licensed Software based on a three-month average.

5a.  Rightto Audit

Upon prior written notice thereof, Customer agrees that PAETEC may audit Customet’s use of
the licensed Product Modules at such times as Customer and PAETEC reasonably agree.
Notwithstanding the foregoing, PAETEC may conduct an audit at a minimum of once a year.
Regarding system access and audit results, PAETEC and the Customer shall work together in good
faith to determine the current license use. As @ result of the audit, should the license require
expansion beyond the current limitation of %X Lines, XX Units of §XX Annual Spend, Customer
agrees to pay PAETEC $XX XXX.00 for each XX Lines, XX Units, $XX increase in Annual

Spend, added to fhe license restriction set forth herein plus 17% annual maintenance.

6. Consulting and Training Services

PAETEC will provide ## days of consulting and training 1o be used within twelve (12)
months from the signing of this Agreement. Product training will consist of & combination of remote
and on-site support. A suminary of training and consuliing services are defined below, with a more
detailed breakdown of PAETEC and Customer responsibilities provided m Exhibit A:

¢ Remote consulting
o Initial project planning meeting
e Scheduled webinars
o  Consulting via telephone and email

o Onsite Professional Services
e Project Assessment and requirements gathering
e Consulting services
e Train-the-Trainer application training using Customer’s data

QA-P-BSOlOmOl -LF1 Ver, 11 Updated: 3/33/07



Applicable Modules include:

o Service Management
e Service Configuration, Cost Allocation, Data Security, Business Intelligence.

o Financial Management
Usage Manager

¢ Chargeback Manager
e Optimization Manager
o Invoice Manager

o Operations Management
o Service Desk Manager
o E911 Manager
¢ Infrastructure Manager
¢ Inventory Manager

o Integration Management
e Application Manager
e Carrier / Vendor Manager
¢ Telephony Manager
»  Switch Provisioning (with Audit)
= Switch Audit (stand alone)
«  Authorization Code

Customer may, at any time prior to delivery of Professional Services, cancel any order or portion
thereof on notice to Vendor. No termination or cancellation fees shall apply if Vendor receives
Customer’s notice prior to delivery of the cancelled service; provided, however, Customer will
be charged for professional services cancelled on less than 10 business day’s prior notice.
Termination fees will be (i) equal to the Vendor's daily rate stated herein multiplied by the
number of days not delivered as earlier agreed to between Vendor and Customer; (ii) all non-
refundable travel costs including airline fees, hotel fees and other related unrecoverable travel
expenses; and (iif) 50% of Vendor's daily rate for each business day planned for travel to and
from the customer site if applicable.

Additional support services are available at PAETEC's then current rates.

1. Compliance

PAETEC and its employees will comply with all applicable governmental safety,
health, non-discrimination and security regulations and the applicable policies of the Customer
regarding the performance of services for the Customer.
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8. Limitation of Liability

The license fee to be charged reflects the following limitation of liability. Except for
PAETEC's liability for copyright infringement specified below, PAETEC'S Jiability, regardless of
the form of action, will not exceed the license fee paid by the Customer. Any claim arising out of or
in any way connected with this license agreement must be commenced within one year from the
date of delivery of the Product to the Custormer. Tn no event will PAETEC be liable to the Customer
for indirect, special, consequential of punitive damages incurred by the Customer of any other
person oOf organization including, without limitation, damages for delay, increased expenditures,
increased operating costs, loss of revenues, profits, data or use, even if PAETEC has been advised
of the possibility of such damages. PAETEC will not be liable for any claim against the Customer
by others except for copyright infringement and then only if the Customer promptly notifies
PAETEC of the claim, permits PAETEC to control its defense and provides PAETEC with
assistance, information and authority to enable PAETEC to defend and settle the claim. PAETEC
will have no liability of obligation to defend a claim of copyright infringement based upon the use
of the Product imodified by the Customer oF others. 1f the Product is held or believed by PAETEC
to infringe, PAETEC may modify or replace the Product with a noninfringing product, provide a
ficense for the Customer to continue to use the Product or refund the license fee paid for the Product
prorated over a five-year period from the date PAETEC accepts this license agreement.

9, Termination

PAETEC may suspend performance and may terminate this license agreement and
the license granted if the Customer fails t0 make payment of the license fee when due or if the
Customer breaches its other obligations nereunder. The Customer may terminate this license
agreement if PAETEC breaches its obligations hereander. PAETEC and the Customer will bave 2
30-day period after receiving notification of a default to cure the default. Upon termination of this
license agreement, PAETEC may require the Customer 1o cease using the Product and to prompily
deliver Product code and related material 0 PAETEC. Termination of this license agreement will
not relieve the Customer from complying with the use and distribution restrictions contained herein.

10.  Disputes

Any dispute will be mediated by the executive officers of the Customer and
PAETEC prior {0 the commencement of any enforcement action. Any dispute not resolved by
mediation will be submitted to arbitration pursuant to the Commercial Rules of the American
Arbitration Agsociation, unless PAETEC or the Customer gives the other a notice of rejection of
arbitration within 30 days after the conclusion of the mediation process. NO arbitrator will have any
authority to award indirect, special, consequential or punitive damages. If either PAETEC or the
Customer elect that 2 dispute is not to be submitted o arbitration, PAETEC or the Customer may

commence legal action to enforce this agreement.
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11.  Letter of Authorization (NOTE: FOR INVOICE MANAGER ONLY)

In order to complete the efficient and timely implementation of the Invoice
Manager module, the Customer agrees to sign a Letter of Authorization (LOA). The intent of the
LOA will be to grant permission for PAETEC Software Corp. to request all Customer Service
Records (CSRs) from existing service provider(s) in order to provide professional services in
connection with implementing the PINNACLE Invoice Manager Module. PAETEC will not be
authorized to make any changes to such information including but not limited to telephone
services, acquire credit information or make changes to billing information.

11. General

This license agreement constitutes the entire agreement between PAETEC and the
Customer relating to the subject matter contained herein. There are no understandings,
representations or warranties, expressed or implied, that are not specified herein. No change will be
made in any of the terms of this license agreement, nor any provision waived, without the prior
consent of PAETEC and the Customer. All notices and consents required or permitted herein will
be made in writing and will be mailed by certified mail, return receipt requested, to the addresses
specified herein or such other addresses designated by PAETEC or the Customer. If any provision
of this license agreement is declared invalid, the remaining provisions will remain in force. This
license agreement will be construed in accordance with the laws of the State of New York. The
officers of PAETEC and the Customer signing this license agreement are duly authorized to do so
and this license agreement will be enforceable in accordance with its terms. This license agreement
will constitute a license of application software and will not be construed as a contract for the sale of
goods subject to the provisions of the Uniform Commercial Code.
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Exhibit A

Implementation Consulting and Training Services

Project Commencement

PAETEC shall commit to providing the properly trained and qualified named resources

necessary to fulfill the roles and responsibilities outlined in sections, General Project Initiatives,
Application Project Initiatives and PAETEC Implementation Team Roles & Responsibilities.
Customer shall commit to defining the named resources responsible for fulfilling the roles and
responsibilities outlined in sections, General Project Initiatives, Application Project Initiatives
and PAETEC Implementation Team Roles & Responsibilities. Upon execution of this legal
agreement, the named resources from both parties shall review and consent to a progressive
implementation methodology that follows the recommended best practices for implementing
PINNACLE as outlined in section, Guiding Implementation Best Practices.

The implementation of each application module shall follow a progressive framework as outlined
below. PAETEC shall provide periodic progress reports aligned with the following milestones

for each application module.

General Project Initiatives

PAETEC Responsibilities

Customer Responsibilities ]

Enstaliation of System Envirenment

Provide access to download PINNACLE software
and related documentation and support Customer’s
system installation processes.

Provide temporary access to hosted service until
Customer has validated proper installation of

This access is not to exceed the duration of the
proto-typing phase.

PINNACLE application and related support systems.

Review ali applicable PINNACLE installation
documentation.

Create Oracle instances for test and product
installations.

Tnstall PINNACLE application components.

Define and grant permissions 1o all required
directory file structures.

Project Initiation and Planning
Facilitate Project Review Conference Call.

Conduct on-site project kick-off and project

assessment to define:

- Assignment of all implementation roles &
responsibilities for PAETEC and Customer
project team members per PAETEC
implementation team responsibilities.

- Business processes related to contracted
functionality.

. Existing data repositories related to contracted
application module(s).

- Opportunities for streamlining or automation.

- Implementation strategy and project plan.

Identify project team members per customer’s
implementation team responsibilities.

Attend all required project meetings.

Provide business and functional requirements and
extracts to all necessary data repositories.

Review and confirm PAETEC’s understanding of all
applicable business processes and data models,

QA-P-83010-01 -LF1
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Prototype Development

Build initial prototype environment leveraging
PAETEC’s Hosted PINNACLE instance.

Use an initial subset of data to facilitate a series of
data modeling and process modeling discussions.

Begin discussions that document necessary changes
to refine data model and business role configurations
to support production build,

Provide PAETEC access 10 50U data.

Review source data for inconsistencies and identify
resolution strategy.

Attend webinars to gain understanding of
PINNACLE as it relates to Customer data, data
relationships and processes.

Configure PINNACLE for Production Use

Using knowledge gained from profotype, refine and
implement desired data and process model:

Consult with customer to identify, understand and
map Customer production data to meet the
specifications of the PINNACLE data impotts.

Provide guidance to customer for reviewing records
imported into PINNACLE.

Export data from current data sources and update as
necessary.

Develop and execute PINNACLE imports and enter
any additional configuration data required directly
into PINNACLE.

Ensure data relationships are accurate.

Develop test plans that validate the data against the
mapping documentation and business process.

Document workflow procedures based on new
service delivery model.

Provide Training and Complete Final
Testing/Build

Provide Train-the-Trainer training on the procured
and implemented PINNACLE application modules.

Provide Application Administration training to

include the following:

- Job Scheduling

- User Security

- Report Publishing

. Customization capabilities within the
PINNACLE application (field labels, online
help, window presentation, efc )

Review data conversion.

Finalize data conversion and identify post-conversion
data issues and develop resolution strategies (jointly
with customer).

L

Provide User Training as needed.

Run cyclical test to replicate month-end and year-
end processing.

Run Stress tests: Data entry, queries,
repotts.

exports and

Review data conversion and perform tests.
Document changes for conversion test runs.
Convert final data.

Finalize data conversion and identify post-conversion
data issues and develop resolution strategies (jointly

with PAETEC).

Test and validate all functionality.

QA-P-83010-01-LF1
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Application Project Initiatives

[ PAETEC Responsibilities

| Customer Responsibilities

Service Manager

Work with Customer to establish a central repository
for tracking and managing the deployment,
configuration and ownership of services.

Assist Customer with data conversion and data load
activities related to service configurations.

Train appropriate Customer Project Team members
how to manage activation, deployment,
configuration, ownership and reporting for all
service types.

Provide documentation and access to existing
support systems to assist with analyzing current
business processes, understanding the inter-
relationship and validating the integrity of ali
existing service data,

Provide complete data set and all required data
relationships for service configuration information,
service owners, locations and applicable charges.

Define the parameters and data entry requirements
for managing the lifecycle of services that will be
maintained in PINNACLE.

Define access requirements for the various types of
end-users, managers and customers that will manage
or analyze records in Service Manager and configure
User Security model in PINNACLE.

Usage Manager

Work with Customer to setup and test the processing
and rating of usage files.

Work with Customer to automate the processing,
maintenance and analysis of usage records and
external vendor charges as applicable.

Train appropriate Customer Project Team members

how to:

- Process usage files from polling devices and/or
externa) vendor files.

. Automate usage record processing on a
scheduled basis.

- Implement and test usage file parsing and
processing routines.

. Configure rate plan schedules for local,
interstate and international usage.

- Perform usage processing activities including
daily processing, exception processing, usage
analysis, North America NPA/MNXX updates,
and Local NPA/NXX updates.

Define business requirements for processing usage
records.

Provide usage file specifications and associated rate
schedules.

Install and test usage polling devices, if applicable.

Define external vendor file specifications as
applicable.
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Invoice Manager

Work with Customer to facilitate the implementation
for managing the lifecycle of processing invoices and
managing vendors.

Work with Customer to setup and test the processing of
vendor invoices,

Train appropriate Customer Project Team members

how to:

- Configure business rule options to manage the
lifecycle of invoiced charges from data loading
through approvals, payments and cost allocation.

. Process and load [77] paper and {27] electronic
invoices.

. Establish a baseline for charges and service
inventory for reconciliation and analytical

PUFPOSES.
- Manage the reconciliation and dispute processes.

Coordinate access to the following hardcopy andfor
electronic vendor records; Customer Service
Records, two months of vendor invoices and vendor
contracts.

Work with vendors to migrate invoice media to
electronic formats and consolidate wherever
possible.

Define business requirements for managing vendor
activities including contracts, requests for service,
payments and disputes and sefup associated business
rules in PINNACLE.

Enter data from paper invoices.

Define internal cost allocation requirements if
applicable.

Chargeback Manager

Watk with Customer to facilitate the implementation
of internal chargeback activities.

Train appropriate Customer Project Team members how

o

- Execute monthly chargeback activities including
output for General Ledger and/or Billing
Receivable systems if application integration is
included in contract scope.

. Establish credit limits and managing individual
paytnents.

. Define secutity privileges to run and access
billing reports online.

Define business requirements for billing internal
customers.

Provide file layout for GL & BR Feed if custom
integration is included in coniract scope.

Define end-user access and authentication
requirements for reviewing invoices on-line.

Publish and review reporis and validate end-user
access.

Train internal customers On accessing online invoices
and other published billing reports.

Service Desk Manager

Work with Customer Project Team members to
configure PINNACLE to manage the lifecycle of
service orders and incidents.

Review business requirements and workflow for
managing and reporting on service requests, incidents
and large projects.

Train appropriate Customer Project Team members how

to:

- Configure data entry and workflow processes,
including routing of tasks and email notification
rules.

. Configure service catalog offerings and enable
electronic service requests from internal
customers.

- Define and configure Quality Assurance
associated to the completion of wotkflow tasks.

Define business requirements and workflow for

managing service request, incidents and large projects.

Define data entry and workflow processes for each
service type and type of transaction.

Configure business rules for scheduling work force
resources, workflow tasks, project tracking,
processing service orders and incidents.
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Inventory Manager

Work with Customer Project Team members to
configure and implement a framework for tnanaging
the lifecycle of physical inventory.

Review business requirements and workflow
processes for managing physical inventory, and
allocating associated costs if applicable.

Train appropriate Custorner Project Team members how

to:

- Configure master inventory catalog and
warehouse distribution/return processes.

. Define and configure procurement requests and
purchase orders and receive inventory into
warehouses.

- Configure calendar and notifications to manage
warranty schedules.

Define business requirements and workflow for
managing the lifecycle of physical inventory.

Define cost allocation requirements, if applicable.

Identify, load and validate data for creating warehouse
inventory and assigned inventory.

Define, configure and load characteristics for all
tracked serialized equipment.

Infrastructure Manager

Work with Customer Project Team members to
establish a central repository to track and manage the
physical elements of the communications
infrastructure.

Review business requirements for managing the
communications infrastructure.

Review workflow for managing and tracking the
communcations infrastructure.

Train appropriate Customer Project Team members how

to:

- Configure and manage outsidefinside cable plant.

- Configure and maintain cable paths from point of
provisioning through provisioned service
locations.

- Manage cable reassignments.

- Configure and maintain network-provisioning
devices and associated port assignments &
reassigninents.

- Load, validate and refine communications
infrastructure data modet.

Define business requirements and workflow processes
for managing the communications infrastructure.

Identify, load and validate communications
infrastructure data,
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Optimization Manager

Familiarize Customer Project Team members on the
relational framework of the business functions
managed within PINNACLE.

Review analytical requirements defined by Customer.

Work with Customer to facilitate the implementation
of configuring, executing and publishing queries,
reports and dashboards to maintain real-time insight
into financial and operational activities managed
within PINNACLE,

Train appropriate Customer Project Team members how

to:

- Configure user security model for end-user report
ACCESS.

- Publish and schedule reports, including options
for reporting criteria, ad-hoc gueries and
dashboards.

- Analyze information provided by reports and
dashboards.

Define analytical requirements relative to gach
managed business activity.

Define, configure and grant permissions to directory
structure for generating report files.

Define and configure user access requirement.

Validate end-user access and review of various reports
and dashboards.

Build any custom reports.

E911 Manager

Work with Customer Project Team members to
automate the creation of the Automated Location
Tdentifier (ALI) transactions in accordance o the
industry standard file format specifications for Insert
(‘T"), Change (‘C") and Delete (‘D) records as published
by the National Emergency Number Association

{(NENA).

Review compliance requirements with named resources
for supporting E911 and workflow for managing E911.
"Train appropriate Custormer Project Team members how
10:

- Configure business rules to format NENA ALY
records and review the results of ALI
transactions.

- Use the Job Scheduler to automate the export of
ALI transactions,

Define compliance and workflow requirements for
supporting E911.

Activate buildings in PINNACLE as required to
generate NENA records.

Validate results from building activations,
modifications to service records and results from
service orders transactions (move/add/change and
disconnects).
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Carrier Integration Manager

Work with Customer Project Team members to
automate the communication between PINNACLE
and the designated set of 27VENDOR_NAME??
Operational Service Support (OS8) systems for
provisioning services and/or downloading data files on
leased services resolving incidents.

Configure master feature tables related to carrier’s
provisioning systems by service type.

Configure Feature Templates to streamline workflow
processes by service type.

Setup and test integration to carrier

Train appropriate Customer Project Team members how

to:

- Configure and maintain Feature tables related to
catrier’s provisioning systems by service fype.

- Configure and maintain Feature Templates o
streamline workflow processes by service type.

Coordinate access to carrier’s OSS systems.

Define workflow activities for managing the various
activities with carriers to include, move, add, change
and disconnect service orders and resolving incidents.

Validate processing of service orders and resolution of
incidents with carrier.

Resolve issues related to importing data files from
carriers and/or receiving incident notifications from
carriers.

Telephony Integration Manager

Work with Customer Project Team members 1o
develop and implement a solution for telephony
integration to the 77SWIT CH_TYPE?? platform for
29477 Telecommunication provisioning systems.

Review business requirements for managing changes
on telecommunication systems.

Configure master feature tables related to Customer
switch for provisioning telephone services and/or
autherization codes.

Train appropriate Customer Project Team members how

to:

Authorization Code Integration:

T Provision authorization codes on telephony
system.

- Use Credit Limits to automate deactivations and
reactivations of authorization codes.

Switch Audit:
Execute switch audit process.

Switch Provisioning:
_ Configure Feature Templates 0 streamline

workflow processes.

- Execute switch audit process.

- Provisioning telephone services on telephony
system.

Define business requirements for managing changes on
telecornmunication systems.

Assist with installation and testing of telephony
integration components.

Assess effectiveness of automated workflow activities.

Authorization Code Integration:
" Define business requirements for provisioning

authorization codes.

. Define business rules for creating and managing
authorization codes.

- Schedule and validate credit limits for
authorization code.

Switch Aundit:

_ Define business requirements for auditing and
reconciling services provisioned on teiephone
systems,

- Schedule and validate switch audit processes.

Switch Provisioning:
- Provide file format specifications for provisioning

telecommuntication syster.

- Provide file format specifications for processing
records from telecommunication provisioning
system.

- Configure Feature Templates to streamline
workflow processes.

- Validate switch-provisioning activities.
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Application Integration Manager

Work with Customer Project Team members tfo
configure and test the exchange of data between
PINNACLE and 77THIRD PARTY_SYSTEM??.

Document business requirements for interfacing
applications.

Format data records and lookup tables that will govern
system-to-system integration.

Install triggers and views to support exchange of data
between defined systems.

Install and test user interface features that govern
system-to-system integration.

Test system-to-system integration through a series of
defined transactions.

77 [Specific requirements must be documented.] 7?7

Train appropriate Customer Project Team members how

to:

- Manage transactions and communication between
systems.

- Troubleshoot integration issues.

27 [Specific requirements must be documented.} 7?

Define  business
applications.

requirements  for  interfacing

Define file formats for integrating to designate
system.
Validate exchange of data between systems.

77 [Specific requirements must be documented.] 77
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PAETEC Implementation Team Roles & Responsibilities

PARTEC shall agree to assign resources to facilitate the following roles and responsibilities
applicable to the PINNACLE implementation:

e DProject Lead
¢ Field Consultant
¢ Technical Consultant

The following sections provide clarification on the specific responsibilities associated with each
role.

Project Lead

Summary:

The project lead’s primary role is to assist the customer’s project manager throughout the lifecycle of the
project. The project lead’s role may expand or contract due to customer resource constraints, skills or
requirements. Project leads are knowledgeable of project management methodology, specifically as it
applies to the implementation of PINNACLE. The project lead is focused on ensuring that the most
effective and efficient path is taken for a successful and timely completion.

Scope of Responsibility:
Establish the leadership for implementing PINNACLE.
Establish a close working relationship with the customer Project Manager.
Assist in defining and publishing the project scope.

Responsible for delivering on contractual commitments.

1

2

3

4

5. Identify and coordinate the required PAETEC resources.

6. Assist with coordinating and managing project resources.

7. Author and manage the PINNACLE project plan.

8. Coordinates logistics for conference calls and on-site engagements.
9. Ensure timely resolution to all reported customer issues,

10. Assists in project budget management issues.

11. Communicate status of project milestones.
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Field Consultant

Summary:

The field consuliant provides technical leadership to ensure a timely and successful implementation.
The field consultant provides support in completion of the systems setup, including mstalling and
configuring the PINNACLE application. The field consultant’s primary goal is to ensure the
customer can effectively use every facet of PINNACLE that has been licensed to support their
business requirements.

Scope of Responsibility:
1. Provides subject-matter-expertise to facilifate:
a. All business (process) modeling activities.
b. All data modeling activities.
¢. All data load activities.
d. Site agsessment activities
e. Fit and gap analysis activities
f.  Assess end-user product proficiency
2. Identifies necessary customizations to meet business requirements.
3. Conduct customer training:
a. Train the trainer
4. Gather custom reports requirements as contractually required.
Leads the PINNACLE application build activities.

6. Focus is on enabling customer autonomy after production cutover.

Technical Consultant

Summary:

The remote-based technical consultant augments the capabilities of the field consultant to ensure
timely and cost effective resolution to implementation issues and deliverables. As necessary, the
technical consultant will come on-site to assist the project team with implementation activities.

Scope of Responsibilities:
1. Provide remote back office support for the Field Consultant.

2. Assist with:
a. Process modeling activities.
b. Data modeling activities.
¢. Dataload activities.
d. System setup and configuration activities.
e. Assess end-user product proficiency.
3. Assist with customer fraining.

4. Develops custom reports as defined by the terms and conditions of the contract, customer-defined
specification and Field Consultant.
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Customer Implementation Team Responsibilities

The Customer shall agree to assign named resources to facilitate the following roles and
responsibilities to ensure a successful and timely implementation. The roles and responsibilities
may be shared across multiple named resources and/or in some instances consolidated onto a
single named resource.

Executive Sponsor

Project Manager

Representatives from the Service Support and Service Delivery Teams

Database Administrator

System Administrator

Data Analyst

e & 2 & & @

The following sections provide clarification on the specific responsibilities associated with each
named role.

The Executive Sponsor shall be responsible for:

Assuming ultimate responsible for the project.

Championing the project through the organization’s service support and service delivety teams.
Ensuring implementation objectives are properly aligned to business goals.

Accepting responsibility for problems escalated by the project manager.

Facilitating official sign off on all project-related documents.

* & & & &

The Project Manager shall be responsible for:

Establishing the leadership for implementing the PINNACLE application.
Working with the assigned PAETEC Project Consulting team.
Ensuring all Service Support and Service Delivery teams that will be using PINNACLE provide
sufficient representation as part of the core implementation team.

e Working with customer’s application manager(s) to develop, test and schedule training
activities for each section.

o Make best efforts to assure all members of the core implementation team:

e Understand and agree to the contracted implementation objectives and milestones.

Understand and agree to follow the recommendations outlined in Guiding Implementation Best
Practices.

Establish priorities of implementation and allocation of resources.

Use the implementation toolkit.

Follow the proper chronology for configuring the system.

Convey all additional resource requirements to internal higher-level management.

Monitor and journal all current and any additional customization requirements.

Journal all implementation issues in a designated document for periodic review.

Work with their respective operational support unit(s) to develop process flow diagrams as needed.
Work with their respective operational support unit(s) to make sure all end-users read

their training references and review the corresponding video tutorials.

* & & & = » B @
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o Working with the assigned PAETEC Project Lead to:

Manage modifications to the Project Scope and Project Plan.

Provide documentation and periodic status information to management.

Coordinate all logistics involved in facilitating on-site engagements. (e.g. parking,

training rooms, overhead projector, web conferencing sessions, schedules etc.).

Coordinate and authorize all meetings for the entire project.

Ensure all hardware, software and personnel resources are made available in a timely manner.
Identify and ensure all customization requirements are properly documented.

Coordinate any contract modifications.

Manage communication flow amongst all assigned resources and management.

¢ & o & =

The Service Support & Service Delivery Team Representatives shall be responsible for:

s Becoming application experts regarding how to effectively use PINNACLE to improve
the overall effectiveness and efficiencies of their respective service support and service
delivery teams.

o Work with the Project Manager to ensure proper representation is provided to:

Understand each respective team’s current business processes.

Participate in the data modeling and process modeling activities.

Identify any concerns related to the implementation of PINNACLE in a timely manner.

Define the business rules that will drive the configuration of the data model and business processes.
Make sure all concerns by each respective support team are addressed and answered in a

timely manner.

Work with the other support team members to isolate problems and facilitate resolution.

Take responsibility for personalizing the default PINNACLE training references to

accommodate Customer’s specific business requirements.

s« & & & @

The Database Administrator shall be responsible for:

e Providing Oracle DBA suppott to help setup, configure the two initial database instances.

- Instance 1: Test/Build/Training database that will used to formalize the data model
and business processes.

- Instance 2: Production Instance that will be used to formalize data build.

Facilitate upgrades, maintenance releases and patches to the PINNACLE database.

Database Recovery.

Refresh the designated “Production instance” as needed.

Estimate sizing requirements for final production build based on reviewing the

designated “build instance”.

Provide system support for monitoring and testing system performance throughout the project.

o Log of all errors that shall be used as reference when resolving issues with PAETEC.

e & & @

-
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o Possesses a general understanding of?

¢
*

[ ]

The syntax of the Oracle Structured Query Language (SQL) and PL SQL.
Operating system directories, file formats and relational databases.
Oracle database management tool.

The System Administrator shall be responsible for:

L

Managing the Business Continuity plan and executing the disaster recovery procedures.
Work with the Database Administrator to:

- Facilitate data exports from existing system(s).

- Facilitate the build of the data Load files.

Work with the Database Administrator to isolate performance problems.

Validate connectivity with polling devices [Usage Manager Only].

Validate connectivity with end-user workstations.

The Pata Analyst shall be responsible for:

Following the chronology of steps to properly configure and load PINNACLE.
Configuring data load files based on Customer’s specific import requirements.
Possessing a general understanding of:

- The syntax of the Oracle Structured Query Language (SQL) and PL SQL.
- Qperating system directories, ASCII file formats and relational databases.
- An Oracle database management tool.

- An ASCII editor such as UltraEdit.

- FTPing files between UNIX and DOS-based operating systems.

Ensure all data is validated before the production phase of the system.
Configuring end-user access privileges and other security requirements.

Guiding Implementation Best Practices

The following outline provides an overview to help customers understand the best practices to
completing an effective implementation in the most timely and efficient manner possible.

Both PAETEC and Customer Project Team members assigned to assist with the implementation
of PINNACLE should agree to follow these guiding principles.

1.

2.

3.
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The Customer shall work with the PAETEC project team to establish and publish
measurable business goals as early in the implementation as possible.

The assigned PAETEC Project Lead shall provide periodic project status reports that
assess progress against defined business goals.

The named project team resources assigned to implement PINNACLE shall use the
PINNACLE implementation toolset to document business rules, enable data modeling
and guide the loading of data.
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4. The Customer agrees to leverage the PINNACLE base functionality as much as possible
and follow the established standards of the PINNACLE technology framework when
incorporating site-specific customizations.

5. The Customer agrees to follow the implementation plan to implement a structured,
phased deployment.

6. The named project team member facilitating the role of Project Manager shall use best
efforts to actively involve end-users throughout the implementation.

7. The PAETEC project team members shall lead a “Train-the-Trainer’ program in
preparation for the assigned Customer resources to provide successful end-user training
and deployment.
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Customer

Product

Runtime Software

Platform

Maintenance Fee

Expiration Date

PAETEC Software Corp.
One PAETEC Plaza
600 WillowBrook Office Park
Fairport, NY 14456
(585) 340-2900

MAINTENANCE AGREEMENT

Customer
Address

PINNACLE Service Manager Module
(for up to xxx lines and xxx sites)

PINNACLE Usage Manager Module

PINNACLE Invoice Manager Module
(for up to $X, XXX, XXX.00/annual communications spend, XX Vendors)

PINNACLE Chargeback Manager Module

PINNACLE Service Desk Manager Module

PINNACLE Inventory Manager Module

PINNACLE Infrastructure Manager Module

PINNACLE Optimization Manager Module

PINNACLE E911 Manager Module

PINNACLE Carrier Integration Manager Module

PINNACLE Telephony Integration Manager Module — Authorization Code
(for SWITCH_TYPE within xxx sites)

PINNACLE Telephony Integration Manager Module ~ Switch Provisioning
(for SWITCH_TYPE within xxx sites)

PINNACLE Telephony Integration Manager Module — Switch Audit
(for SWITCH_TYPE within xxx sites)

PINNACLE Application Integration Manager Module

Oracle 10g Database Standard Edition ~ supplied by
Server - To be determined Client - Windows 2000/XP
Year 1 No Cost

Year2  $xxxx, payable 12 months after signing
Year 3 $xxxx, payable 24 months afier signing

36 months after signing



Customer

By

Signature

Printed Name

Title

Date

PAETEC Software Corp.
By
Signature
Printed Name
Title
Date




1. Maintenance Services

The foliowing services are provided by PAETEC under software maintenance:

* PAETEC will receive telephone inquiries from the Customer and will provide telephone
consultation to address the correction of program errors and malfunctions of the Product
and Runtime Software.

* Monthly updates for the vertical and horizontal coordinates to be used by the Customer
for rate calculation. [FOR COST MANAGER ONLY]

» Distribution of any upgrades and enhancements of the Runtime Software that are
received by PAETEC.

* PAETEC will support graphical user interface customizations that are developed by
PAETEC for all enhancement and maintenance releases. This does not apply to major
releases.

* [FOR INVOICE MANAGEMENT ONLY] Post implementation, PAETEC will
provide vendor invoice electronic format updates for the following vendors:

AT&T

Alltel

Bell South
Cingular
Comcast
Metrocall

Nextel

PAETEC

Qwest
SBC/Ameritech
Sprint Long Distance
Sprint PCS
Sprint Local
Time Warner
USA Mobility
Verizon

Verizon Wireless
Verizon Business

The Customer will provide Internet access to Product production software and live data files to
PAETEC.

2. Other Services
Other services may be ordered by the Customer pursuant to a consulting agreement

to be entered into by PAETEC and the Customer that will provide for charges at PAETEC's then
prevailing rates.



3. Term

The initial term of this agreement will be for the period specified above. Thereafter
the term of this agreement will be automatically extended for additional one-year terms unless the
Customer gives a notice of termination to PAETEC at least 90 days prior to the expiration of the
then current term. The maintenance fee for each additional term will be charged at PAETECs then
prevailing rate and be payable at the beginning of the term.

4. Maintenance Fee

The maintenance fee will be payable within 30 days after receipt of PAETEC's
invoice. The maintenance fee is payable in U.S. dollars and does not include any taxes. If PAETEC
is required to pay sales or other taxes, the Customer will reimburse PAETEC the amount of taxes
paid by PAETEC. The Customer will pay a late charge of the maximum amount permitted by
applicable state law on unpaid amounts due PAETEC. Collection costs incurred by PAETEC,
including reasonable counsel fees, will be reimbursed by the Customer.

5. Termination

PAETEC may suspend performance of maintenance services and terminate this
agreement if the Customer fails to make payment of the maintenance fee when due or fails to
perform its obligations under this agreement or under its Product licenses with the Customer.
PAETEC may terminate this agreement if PAETEC is no longer providing maintenance services to
its customers. The Customer may terminate this agreement if PAETEC fails to carry out its
obligations hereunder.

6. Limitation of Liability

PAETEC's liability, regardless of the form of action, will not exceed the amount
paid by the Customer for the particular services involved in any claim made by the Customer. Any
claim arising out of or in any way connected with this agreement must be commenced within one
year from the date upon which the cause of action occurred. In no event will PAETEC be liable to
the Customer for indirect, special, consequential or punitive damages incurred by the Customer or
any other person or organization including, without limitation, damages for delay, increased
expenditures, increased operating costs, loss of revenues, profits, data or use, even if PAETEC has
been advised of the possibility of such damages.



7. General

This agreement constitutes the entire agreement between PAETEC and the
Customer relating to maintenance services provided by PAETEC to the Customer. There are no
representations or warranties, expressed or implied, made by PAETEC with respect to the services
to be performed hereunder, No change will be made in any of the terms of this agreement, nor any

the Customer will have any liability for the failure to carry out its obligations in the manner
specified herein due to any circumstances beyond its control. All notices and consents required or
permitted herein will be made in writing and will be mailed by overnight mail or by fax to the



State of West Virginia RFQ# ISCK0009
Exceptions to 1.19 General Terms and Conditions

1.19.5 Indemnification:

PAETEC Software respectfully takes exception. We wil] negotiate a commercially
reasonable indemnification that provides for indemnification against third party claims
and losses. Provision 1.19.5 appears to be overly broad.

1.19.15 Liquidated Damages:

PAETEC Software respectfully takes exception. We will negotiate commercially
reasonable remedies, consistent with past practice and applicable law, for the failure to
timely perform. However, we cannot agree to uncapped liabilities,

1.19.16 Record Retention (Access & Confidentiality):

PAETEC Software respectfully takes exception. We will keep confidential al
proprietary, personal, and confidential data provided to us. We will indemnify for any
breach by us, our employees, or our subcontractors. We will not indemnify for breaches
by state officials, employees, or contractors, when they have authorized access. We think
the provision is overly broad.



