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SERVICE ATTACHMENT 2
TOTHE
MASTER SERVICE AGREEMENT
INTERACTION ROUTING SERVICE

This is a Service Attachment to the Master Service Agreement dated September 29, 2011,
"Agreement", between the Department of Administrative Services (DAS) The Office of
Information Technology ("OITDAS") on behalf of the State of Ohio, and Qwest
Communications Corporation Qwest Communications Company, LLC D/B/A CenturyLink
QCC, Attention: Corporate Counsel, 1801 California Street, Suite 900, Denver, Colorado
80202.

WHEREAS, OITDAS desires to include additional Vendor Service Provider
services and the corresponding general provisions thereof; and

WHEREAS, the above named parties desire to execute this Service Attachment to
said Agreement.

NOW THEREFORE, in accordance with the Agreement, and in consideration of
the conditions and covenants contained herein, the Parties mutually agree as follows:

IN WITNESS WHEREOF, the Parties have executed this Agreement which shall be
effective on the date signed by the State, “Effective Date.”

QWEST COMMUNICATIONS STATE OF OHIO,
COMPANY, LLC, D/B/A CenturyLink DEPARTMENT OF ADMINISTRATIVE
SERVICES
= Signature %ignatm{/
Bk Davis on behalf F Daved ShH) STuART R. DAL
Printed Name Printed Name
?\"C.mief‘ )ﬂn:c_a unts Ma.v\.aac.f" C'Or/ﬂ'ﬁsi’ DA
Title d Title
L -23 = L2211 (z./28 /1
Date 4 Effective Date
oY=~ GIY{T3%
Federal Tax ID
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SERVICE ATTACHMENT 2
TOTHE
MASTER SERVICE AGREEMENT
INTERACTION ROUTING SERVICE

This Service A_t_ta_c_:hment provides the Subscribing Entity’s with the ability to purchase

Interaction Routing Services (“Services”) which are offered by CenturyLink
Communications Company, LLC D/B/A CenturyLink QCC, “CenturyLink”.

The following additional information is contained in the Appendix which is located at the
end of this document:
« Appendix I: Additional Service Information

« Appendix 2: Service Component Details
« Appendix 3: Serv1ce Features
. Appendlx 4 Customer Support Informatlon

1. Descrlptmn of Serv1ce

Interaction Routmg (prevmusly Qwest Q- Routmg) 18 the natural evolutlon of the call
center: environment, from the premises space to the. network- hosted: environment.
Interaction Routmg 1s a network-based Automatic Call D1str1butor (“ACD”) service that
provides your enterprise w1th a virtual contact center operdtion w1thout the compiex
mtegratlon of muitxple premlses -based platfonns = :

to agent sk1lls- based routlng, based on your busmess rules w1thout requlrmg premlses—
based equ1pment Interaction Routmg can be customized to adapt to the business needs of
your enterprise to manage inbound, outbound, -e-mail and Web- based ~transactions
through ‘Interaction Routing’s universal queuing and reporting Cdpabzhhes Interactlon
Routing: can route calls to any- agent, anywhere; whether. you are :using... Centrex,
Private Branch  Exchange - analog, ISDN, plain_ old telephone service, cellular, voice
over 1P or PC desktop phones ‘working in the office or at home. With Interaction
Routing’s virtual contact center capab111t1es agents can be centralized or Wldely dlspersed
and can be conﬁgured to support*even the largest of agent popula‘c}ons -

The fol]owmg addmonal mformanon is 1ocated 1n Appendlx 1
= How the Servwe Woxks '
« Call ﬂow

= Service Avaxlablhty and Reliability.

State of Ohio — Dept of Admin Services Page 3
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2. Service Components and Features

This Section contains an overview of the Service Components and Features associated
with the Interaction Routing service.

2.1 Service Components

The following text pr0V1des an- overview of the eomponents that make up the
CenturyLink Interaction Routing Service.. . A more detalled descrlptlon of the service
components is loeatcd in Appendix PR N oo

» ACD.iS an automatzc call dlstn‘outm that routes 1nbound telephone calls to an
agent or machine and has two mbound agent types ' -

2 o Quick Launch Agents are 1nbound agents usmg standard hunt groups for
3 call routing, -

- o Skllls Based Agents are mbound agcnts that are grouped by Sle group
' : CTI is an 1nterface between ACD and the Subsenbmg Ent1ty(s) database :

standard eali routmg environment.

. Outbound is ani application that dlals out and connects the outbound calt wﬂh a
: Pool of : agents when it locates alive voice. .o T

e Supervxsor Standalone (“Supew1sor”) is. . the management and reportmg
. functlonallty of the total application. - A

:_-: Workforce is an apphcatlon that enables the Subscubmg Entlty(s) to ;o
forecast and schedule stafﬁng requnements :

: . The Enhanced Desktop 1s an upgrade from the basm Qulck Launch desktop

2.2 Servnce Features

Alist of standald servace featmes xs 1ocated in Appendlx 3

State of Ohio ~ Dept of Admin Services Page 4
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3. Fee Structure

The pricing structure in this Section is based on the RFQ requ1rement whlch stipulated
that the pricing be based on a vendor hosted service.  There will be no deliverables
owned by the Subscribing Entity.

The Subscribing Entity(s) will pay. to- Centurylink all charges described in the
Service Attachment and . SOW for- Services - ordered by the Subscribing Entity.
Charges for Services. that. are ordered or may be ordered; by the Subscribing Entity(s)
pursuant to the TSR and/or SOW are’ ‘set forth below. Any Service component, service
or other charge not’ shown below will be fuliy documented in the SOW at CenturyLmk s
then current: rates. . . -

During the term of the Servzce Attachment the Subscrl’omg Enttty(s) w111 not be eligible
for any dtscounts or promotlons other than those specnﬁcaily set forth herem

Pucmg for vendor hosted Interactxon Routing is documented in. the ta’ole below for the
following services: . ‘ .

L. Interaction Routmg Bundled Agent Packages _ _
. Interachon Routmg Agent Paokage Mlgrattons e

. Interactlon Routmg Web Applications -
'.- Interactlon Routing Outbound -

In additlon the table ptovxdes cost mformatmn based on Month to Month (“MTM”), 12
h nt te :

Quick Launch Agent: . $30.00:1:--$73.00 $73.00 | $73. . .00 | $55.00
Skills Based Agent - $38.00-}-7:$95.00°] -$95.00 | $95.00" $95 00 {-:375.00] -$75.00
CTl Based Agent | $43.00} $120.00.| $120.00 $120.00 | $120.00:. $85.00 4~ $85.00

Web Bundie Standaione | - $59.00 | $745.00 | $145.00 | $745.00 | $145.00 | $100.00 | §100.00
Agent S : e
Outbound Only Agent $65.00 | $150.00 | $150.00 | $150.00:] $150.00 $105 00 | $105.00
Supervisor Standalone | $45.00 | $115.00 | $115.00 $115.00 | $115.00.{ $80.00 { $80.00
_Interaction Rouiting Agent Package Migrations

Basic to Skills “'$15.00 1 - $30.00 . .

Basic to CTI $15.00-1--$50.00 | $50.00. ...-.5350 00 $50.00 $50.00

Skills to CTI $15.00 | $30.00 | $30.
“Interaction Routing Web Applications |

Web Bundle Blended $25.00 $80.00

Agent Add On
{Includes Email, Chat, Call Ba
“interaction Routing Qutbound:
Cutbound Blended $38.00 $92.00 $962.00 $92.00 $92.00 $68.00 [ $68.00
Agent Add On

Th

State of Ohio — Dept of Admin Services Page 5
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Instruction, training and facilitation for Interaction Routing services are available at
additional cost. At present, CenturyLink offers more than 20 standard training classes,
consisting of lectures, demonstrations, classes on-site, and webinars, as well as on-line
instruction and facilitation. The Subscribing Entity(s) also have the option of customized
training.

The following tables provid_e_._priciﬁg for the varibusft_diri_ing options available.

Agent | aGs24 1 cs ] 05 |- NA- 12 | $750 $2,750 + T&L
(per class} .~ R I R D S
Agent Web: 2 TBD | Web | 0.5 1| 512w N/A | $38 - $50 per session

(per seat)

Supervisor

; o $7,0004 T8L.
(per class) TRt

- $531 (1-3 seats). .

;S.uperviso'r SRS .
ol o 3469 (4-8 seats) -

{per seat)

:Enterprise - AG800 [ We “1-'$38 - $50 per session
Overview - Web B N e T
Enterpiise | AGBI0C | CBT | 05 | NA | NA |7 NA .. . $38/CD

:‘:Overvie'w'- CBT :

Model A;
Enterprise
Administration
(per class) . R s _ . o - :
Model A; = *: 1 AGS01.1 LS -5, 6 Ve N/A s $53141-5 seats)
Enterprise D ETR o RS e oo E 5469 (6412 seats)
Administration R

(per seat)

AGBOT.

Strategies 513 . C8=:4.. B N/A 8 . |-2,100 $13,000 +T&L
(per class) S U B RS S

Strategies 513 LS 5 6 8 N/A $531 (1-3 seats)
{per person) $469 (4-8 seals)

*LS = Phoenix, *CS = Customer Site, *Web = Webinar, *CBT = Computer Based Training

Interaction Routing Desktop Applications — Service Description and Pricing

State of Ohio — Dept of Admin Services
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Unit MRC for Unit MRC for Unit MRC for

Interaction Routing Components Agreement with Agreement with Agreement with Unit NRC
One Year Term Two Year Term | Three Year Term

Desktop Applications
Genesys Agent Desktop $16.20 $16.00 $15.80 $15.00
per Concurrent Agent
Hosted Desktop Subscription {Simpiex) $510.00 $500.00 $495.00 $385.00
Hosted Genesys Agent Desktop
(Simplex) $20.20 $20.00 $19.80 N/A
per Conceurrent Agent
Hosted Desktop Subscription (Duplex) $950.00 $930.00 $920.00 $650.00
]'-lo_sted Gen_esy.s Agent Deskiop {(Duplex) $24.20 $24.00 $23.80 N/A
per Concurrent Agent
Enhanced Desktop (Quick Launch) $40.00 $32.00 $26.00 $10.00
Additional Applications
Call Recording per port $79.00 $59.00 $51.00 $75.00
Call Record?ng‘; Storage per port for each $10.00 $10.00 $10.00 N/A
twelve month increment
CTI Standalone Add per agent $30.00 $30.00 $30.00 $15.00
Application Support
Application Support Hourly Rate | - | - j - | $280.00/hr.

1 Call Recording allows inbound calls to Interaction Routing to be passed through a recording
system fo caplure agent interactions with their customers. Recordings are stored for up to six
months for retrieval.

2 Call Recording Storage provides storage of recorded calls beyond six months. Additional storage
is provided in annual increments up to seven years.

3 CTI Standalone Add provides CTI capabilities to a PBX for ACD routing without an internal or
premises CTI router. This feature is required if Customer needs to enter agent specific information
into the Configuration Management Environment (CME) and requires a PBX data link to the
Service platform.

4 Genesys Agent Desktop (“GAD”) supports agent and supervisory functionality. The GAD can
be located on a Customer provided server at Customer’s location or hosted on a CenturyLink virtual
server at a CenturyLink location. The desktop application can be modified to Customer’s specific
requirements. The details and charges for such modifications will be provided in an SOW,

(a)If the GAD is located on a Customer provided server, a Genesys Agent Desktop MRC will apply
for each Concurrent Agent.

(b)If the GAD is hosted on a CenturyLink virtual server, a Hosted Genesys Agent Desktop MRC for
each Concurrent Agent and a Hosted Desktop Subscription MRC will apply. The Hosted Desktop
Subscription provides simplex or duplex redundancy. Simplex allows the application to be installed
on a single server configuration within a CenturyLink hosting location. Failover is limited to single
server redundancy options. Duplex allows the application to be installed on multiple servers
allowing failover of the application between servers in addition to the single server failover
capabilities.

State of Ohio — Dept of Admin Services Page 7
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4. Equipment Discounts

Equipment is included above in the cost of Agent or Superwser seat; prices mclude TAPI
modems and software. Other restrictions may apply.

5. Service Specific Terms and Condltlons

This section contains the addltlona] Terms and Condltlons that are specific to the
Interaction Routmg serv1ces i

5.1 Professmnal Servrees

Each Interaction Rounng 1mp1ementat10n is a customlzed solutwn Wthh is:dependent
upon the unique. busmess needs of each Subscrrbmg Entrty - Prior to: placmg an:order in
the TSR: system, CentulyLmk Professional . Services: will  work eloser with
Subscnbmg Entity ‘to develop pr0v1de a Statement of Work (“SOW”) that wrlI fully
deta11 the foi]owm&, items:
e Description of Work. CenturyLlnk Professional Servrces team will+
" develop, implement, validate and deploy call-flow strategy = .. s
. __Drscovery Workshop/Requirements- Document - information obtamed from the
© + various entities on their call center operational busmess needs - :
.« .Strategy Development, Validation and Implementation ™ : -
- ++ CenturyLink Professional Services‘and. Subscnblng Entlty(s) Respon51b111tles and
- Deliverables : s
. Optlonal Serv1ces/Traln1ng :
ie Prlelng Informatlon '

The Agreement and thls Serwce_.-Attachment w111 also apply to and govern the rendermg
of alt Serv1ces or: work product produced n antrcxpatlon of and prlor to the Agreement

5.2 Orderlng Servnce .

. “Order Form” sha11 mean and refer to the authorrzed ferms for purchase by the
Subscribing Entlty(s) under the TSR system. : :

« All Services- are. subject to facilities~and capacity avax]ablhty and CenturyLink
reserves the right to reject any Order Form in its reasonable discretion.

. CenturyLmk will be obhgated to provide the Services only after such Order
Form is accepted by CenturyLink. " CenturyLink will document the Subscribing
Entity(s) orders and changes in CenturyLink’s records. The Subscribing Entity(s)
specifically agrees that all Order Forms relating to the Service submitted to
CenturyLink by the Subscribing Entity(s) during the Term of the Agreement
will be governed by the rates, terms and conditions set forth in the Agreement
and this Service Attachment.

State of Ohio — Dept of Admin Services Page 8
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5.3 Ownership; Grant Of License P
5.3.1 Vendor Hosted Services

As a vendor hosted service, all related computer programs, services and/or systems are
owned by CenturyLink (“CenturyLink Systems”) and will reside solely on the
CenturyLink provided network.  Because the business requirements may vary by
Subscribing Entity, each implementation may require custom system and software
development work in order to deliver thé hosted services.~Any required work will be
fully documented in the SOW prior to the issuance of a TSR order by the Subscnbing
Entity and will not result in a pl‘Q]eCt dehverable owned by the Subscrlbmg Entity, but
will be solely owned by CenturyLmk 2 - -

To the extent that any matenals creatwe contcnt tools mventxons spemﬁcatlons
methodolog1es “discoveries, works of authorship, * methods of operatmn, systems,
processes and/or designs, whether or not reduced to- practloe and - whether or not
patentable, or any other software, systems or hardware owrned by it or a third party
(“Subscribing Entity Content”) are: (1) required by Subscribing Entity to be mtegratcd
into the Centurylink Systems (2) are required by a Subscribing Entity to reside or run
on the CenturyLink provided network or (3) are otherwise necessary for the provision
of the services: prov1ded by CenturyLmk then CenturyLmk w111 fuily document
the assoelated costs to- the Subscrlbmg Entlty 111 the SOW : : g

532 CenturyLmk o R et
Content ' o

Any " T : S

(1) matenals creative content tools inventiohs speelﬁeatmns methodologxes

L dlscovenes - works of authorsh1p, methods of operatlon systems, processes and/or

" ‘designs, whether. or. not reduced to practice and whether or.not patentable,
'-:_developed by CenturyLmk in the.. perfomlance of the Services (including,
without limitation, formattmg code source code and object code of any software
and. the documentatmn “related . thereto, if any) and all ~modifications,
enhancements or. derwatwe ‘works " thereof (coHectlver, “Newly Developed
Materiais”) and -- S

(1) all pre- ex1st1ng “materials, creative: eontent tools mventlons specifications,
methodologies, processes-and/or designs, ‘whether or not reduced to practice and
whether or not patentable; provided. or.used by CentmyLmk in the performance
of the Services (including, without limitation, all formatting code, source
code and object code of any software owned or developed by CenturyLink prior
to the effective date of this Service Attachment) and all modifications,
enhancements or derivative works thereof (collectively, “Pre-Existing
CenturyLink Materials”) will be the sole and exclusive property of CenturyLink.

State of Ohio — Dept of Admin Services Page 9
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The Newly-Developed Materials and Pre-Existing CenturyLink Materials will be
collectively referred to in this Service Attachment as the “CenturyLink Content™. All
rights in and related to the CenturyLink Content, including, without limitation,
copyrights, trademarks, trade secrets, patents (including, without limitation, the right
to obtain and to own all worldwide intellectual property rights in and to the subject
matter embodied by or contained in the work product), and all other intellectual
property rights or proprietary rights” in and related to_such CenturyLink Content, are
hereby exclusively reserved by CenturyLmk It is expressly’ understood that, other than
expressly provided in thls Service Attachment, no right or title to or ownership of the
CenturyLink Content 18 transferred or granted to the Subscr1b1ng Entlty(s) under the
Agreement. o ~ : :

5.3.3 Content Llcenses

Subject to the: terms and cond1t1ons of the Agreement and thls Serv1ce Attachment
including, without limitation, upon payment in full by the Subsenbmg Entlty(s) of all
Service charges, CenturyLink hereby grants to the Subscnbmg Entity(s) during the term
of this Service Attachment a worldwide, non-exclusive, non- transferable license : to
use : the object code form of the CenturyLink Content on]y as it is- embedded 1111ked
bundled and/or. otherwrsc made an essential and: ‘necessary part of the Work product
by CenturyLink, or is otherwise" requzred to'be. used in: connectlon Swith, the work
product (“CenturyLink Content License”). The Subscrzbmg Entity(s) will not have the
right to hcense sublicense or otherwise transfer to others the right to use the work
product or the CenturyLink Content Any right not “expressly granted” by - the
CenturyLmk Content License heleunder 18 hereby expressly reserved by Centurnynk

5.3. 4 lntelleetual Property Indemmficatlon by CenturyLmk

As prov1ded in th:s subsectaon, CenturyLmk will - 1ndemmfy, defend and hold OIT
and the Subscribing Entlty(s) harmless against any. third party claim; a]legatlon or suit
against OIT and ' the Subscrlblng .Entity(s) allegmg that any Serv1ce(s) furnished
under this Service ‘Attachment 3 ‘(“Covered - Servxce(s)”) 1nfr1nges any patent or
copyright enforceable an the United - States or, mrsappropuates any trade ‘secret (the
“Allegatlon”) : ' .

CentmyLlnk’s entlre obllga‘oon to mdemmfy, defend and hold OIT and the
Subscribing Entity(s) harmless shall be to: (1) . defend OIT and the Subscribing
Entlty(s) against the Allegatron and. (11) pay all damages and costs that by ﬁnal

State of Ohio — Dept of Admin Services Page 10
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Subject to Ohio Revised Code Section 109.02, at CenturyLink’s option and expense,
CenturyLink may settle the Allegation.  After notification of such claim by the
Subscribing Entity(s), CenturyLink may: (i) procure for the Subscribing Entity(s) the
right to continue using the Covered Service; (i) replace or modify the Covered
Service to provide the Subscribing Entity(s) with a non-infringing service of like quality
and features; or (iii) if (i) or (ii) are not reasonably achievable, terminate provision of the
affected Covered Service.

CenturyLink’s obligations are expressly conditioned upon the following: (i) the
Subscribing Entity(s) will promptly notify CenturyLink in writing of the Allegation; (i1)
CenturyLink will have sole control of the defense or settlement subject to Ohio
Revised Code Section 109.02; and (iii) the Subscribing Entity(s) will cooperate with
CenturyLink in a reasonable way to facilitate the settlement or defense.

CenturyLink shall have no obligation under this paragraph for any Allegation that arises
from: (i) modifications to the Covered Service(s) made by the Subscribing Entity(s) or
at the Subscribing Entity(s) request; (ii) use of the Covered Service(s) except in
conformance to all instructions and documentation; (iii) combinations of the Covered
Service(s) with other products or services provided by the Subscribing Entity(s), third
parties or CenturyLink; or (iv) transmission of non-CenturyLink supplied content, data,
or other information.

THIS SUBSECTION SETS FORTH THE SOLE AND EXCLUSIVE REMEDY OF
THE SUBSCRIBING ENTITY(S), AND THE ENTIRE OBLIGATION AND
LIABILITY OF CENTURYLINK, AS TO ANY CLAIMS OF INFRINGEMENT
OR MISAPPROPRIATION  OF THIRD PARTY PROPRIETARY RIGHTS IN
CONNECTION WITH ANY SERVICES PROVIDED HEREUNDER.

5.3.5 Third Party Materials

The Services may be in support of and/or the work product may contain certain third-
party hardware or software components (“Third Party Materials”). All right, title and
interest in the Third Party Materials, including, without limitation, copyrights,
trademarks, trade secrets, patents, and other intellectual property or proprietary rights, are
exclusively reserved by CenturyLink, CenturyLink’s licensors and manufacturers and/or
the licensor’s suppliers and manufacturers. No right, title or ownership of or related to
the Third Party Materials is or will be transferred to the Subscribing Entity(s)
under this Service Attachment except to the extent a manufacturer or licensor permits
the pass-through and assignment of license rights. In such cases, Centurylink will
pass-through and assign to the Subscribing Entity(s) all applicable license rights
permitted by the manufacturer or licensor of the applicable Third Party Materials.

State of Ohio — Dept of Admin Services Page 11
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5.3.6 Restrictions on Use

The Subscribing Entity(s) is/are expressly prohibited from, and will use all reasonable
security precautions to prevent, by its own employees, agents and representatives and/or
any third party from: (i) modifying, porting, translating, localizing, or creating derivative
works of the CenturyLink Content or Third Party Materials; (i) decompiling,
disassembling, reverse engineering or attempting to reconstruct, identify or discover
any source code, underlying ideas, underlying wuser interface techniques or
algorithms of the CenturyLink Content or Third Party Materials by any means
whatever, or disclose any of the foregoing; (iii) selling, leasing, licensing,
sublicensing, copying, marketing or distributing the CenturyLink Content or Third Party
Materials, or (iv) knowingly taking any action that would cause any CenturyLink
Content or Third Party Materials to be placed in the public domain.

The CenturyLink Content and Third Party Materials are protected by the intellectual
property laws of the United States and other countries, and embody valuable confidential
and trade secret information of CenturyLink, CenturyLink’s licensor(s) and
manufacturers and/or its supplers. The Subscribing Entity(s) will hold the
CenturyLink Content and Third Party Materials in confidence and agrees not to use,
copy, or disclose, nor permit any of its personnel to use, copy or disclose the same for
any purpose that is not specifically authorized under this Service Attachment. The
Subscribing Entity(s) agrees that the licensors or manufacturers of Third Party Materials
and their suppliers are intended third party beneficiaries of the provisions hereof. This
provision will survive termination of this Service Attachment and/or the Agreement.

In order to ensure compliance by the Subscribing Entity(s), Centurylink will
include the language from this Section in the SOW.

5.3.7 Residual Rights in CenturyLink Know-How

Subject to CenturyLink’s confidentiality obligations set forth in the Agreement, nothing
herein will be deemed to limit CenturyLink’s right to use the ideas, concepts,
processes, techniques, expertise ‘and know-how retained. in the unaided memory of
CenturyLink as a result of its: performance of the Services hereunder

5.4 Voice Servnces

The Subscnbmg Entlty(s) must purchase under separate tcrms and condltlons the voice
service used in connectlon thh the Servwes : S
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5.5 Export Administration
To the extent the Subscribing Entity(s) may export any information, the Subscribing
Entity(s) agrees to comply fully with all relevant export laws and regulations of the
United States (“Export Laws”) to assure that no information, design, specification,
instruction, software, data, or other material furnished by CenturyLink nor any direct
product thereof, is: (a) exported, directly or indirectly, in violation of Export Laws;

or (b) intended to be used for any purposes prohibited by the Export Laws.

5.6 Compliance with Laws

The Subscribing Entity(s) must comply with all applicable requirements of federal, state
and local laws, ordinances, administrative rules and orders applicable to its use of the
Service, including but not limited to the Telephone Consumer Protection Act and the
Telemarketing and Consumer Fraud and Abuse Prevention Act.

5.7 Acceptable Use Policy

All use of the Services will comply with the CenturyLink Acceptable Use Policy
(“AUP™), which is posted at hitp://www.CenturyLink.com/legal/.  The AUP is
incorporated by reference and made a part of this Service Attachment. CenturyLink
may immediately suspend a Service for any violation of the AUP. CenturyLink may
change the AUP at any time and such change will be effective upon posting to the
website or other notice to OIT.

6. Taxes, Surcharges, and Governmental Fees

CenturyLink will not bill the Subscribing Entity(s) for taxes for which the Subscribing
Entity(s) has/have provided a valid certificate of tax exemption. CenturyLink may be
required to charge certain taxes, surcharges and governmental fees to the Subscribing
Entity(s), for which the Subscribing Entity(s) may be liable. Until Service is
provisioned, CenturyLink is unable to provide an itemized list of these taxes.
Surcharges and fees as rates differ by state, county, city, district, product,
component group code, product component, and application code. After  Service
is provisioned in accordance with this Service Attachment, applicable taxes,
surcharges and fees will be listed on the Subscribing Entity(s) billing statements.

7. Cost Recovery Fee

Interaction RoutingThe Service Provider will pay cost recovery fees for this Service per
Section 14 “Cost Recovery” in the Master Service Agreement (MSA.)

Additionally the Service Provider will submit all reports detailed in Section 14 “Cost
Recovery” in the Master Service Agreement (MSA.)

State of Ohio — Dept of Admin Services Page 13
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CenturyLink shall fulfill all reporting requirements as set forth in §8.4 of the Master
Service Agreement.

9. Service Level Agreement Requirements

The Service is subject to the Interaction Routing Platform Service Level Agreement
(“SLLA”} posted on CenturyLink’s web site at www.CenturylLink.com/legal, which is
effective as of the last signature date of this Service Attachment. The SLA provides
the Subscribing Entity(s) sole and exclusive remedy for service interruptions or service
deficiencies of any kind whatsoever for the Service. OIT and Subscribing Entity(s)
represents and warrants, or will represent and warrant as the case may be, that as of the
Effective Date of this Service Attachment, and prior to both executing the Order Form
and receiving the Service, that they (a) have had the opportunity to access and has in
fact read the SLA, and (b) understand the SLA and the amount of SLA credits
available therein. CenturyLink reserves the right to amend the SLA effective upon
posting to the web site or other notice to OIT.

10. Customer Support Informatlon

CenturyLink’s Dedicated” Servace 1nar1ager in Dubhn Ohlo will assign a primary
point of contact within. the Major Account Service Team (“MAST”) to support the
Subscribing Entlty(s) The. primary point of contact will serve-as'the interface to
internal orgamzatlons within CenturyLink to support the: tunely resolution and response
to inquiries, issues, and troubles posed by the Subscrxbmg Enuty(s) Addmonaily, after-
hours support for the Subscriblng Entity(s) will be supported. by a defined: team of
MARST" Service Spec1a11sts that will support all switched or dedicated. toll-free numbem
The after hours:support. team will answer the Board’s calls on a prlonty basis. MAST
managcment is-also. avallable to assist the primary pomt of contact and thc after-houts
team with backup and escalatlon support : - S A

Addmonal detaﬂ regardmg Service Contacts, Escalatlon Process Team Respon81b111t1es
and Team Mem‘ocrs is located in Appendlx 4 A o -

7o
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Appendix 1 - Additional Service Information "
This section provides an overview of the Interaction Routing Service which is provided
by CenturyLink.

How it works

The Subscribing Entity(s) dial an 8XX number or local number to reach the company.
The call is intercepted and pointed to the Interaction Routing telephony node, where it
is queued for routing instructions. Agent state is managed within the control complex,
which sends routing instructions to the telephony node. The telephony node then sends
the call back to the central office with routing instructions to the agent telephone.
When the agent answers the call, the original call is immediately connected to the agent
using 2B channel transfer within the primary rate interface. All calls through the
telephony node are tracked via the reporting system, providing real-time, historical,
and cradle-to-grave details. Management control of the system is available to the
company via the IP connection to the CenturyLink IP Network. Web and outbound calls
can be blended with inbound voice calls, or handled through dedicated agent logins.

Call Flow

The inbound call, either local or 8XX, is routed to the Interaction Routing ACD system,
where call treatment is provided per your business rules. In many cases, your existing
IVR can be the integrated into Interaction Routing, or you may take advantage of the
Interaction Routing network IVR capability. In either case, the call is routed, based
on your business rules, to the appropriate available agent. Interaction Routing has
visibility to all agents in the virtual call center universe, so there is no geographical
limitation in the selection ‘of an-agent. Once the agent is selected, Interaction Routing
places another call to that specnﬁc agent. ‘When the agent answers, the ACD system
connects the caller to the agent’ and steps out of the call flow. For. the. duration of the
call, INTERACTIon Routmg has v131b1hty to all agent act1v1ty and ca]l dxsposmon
until the caﬂ is termmated i s S L

Avallablllty/Rellablhty ' R

The Interaction: Routing platform is ’omlt on a highly avallable Ve1y rehable ACD
platfmm This. . platform load shares across redundant sides—in the event of a
processor failure the alternate processor picks up the load. 1mmcd1ately In addition to
the ACD system; Interaction Routing ‘has all the benefits of CenturyLmk s extremely
available, reliable voice and data delivery network. The CenturyLmk voice network is
fault tolerant and capable of routing calls around network failure points; so calls can be
delivered, desplte many types of network outages, The CenturyLmk data network is
based upon ‘world-class transmission systems in a fault-tolerant architecture. The benefit
is the advantage of a large, service-provider hosted ‘service with . a. rehable netwmk
dchvermg rich' featurc funct;onallty to any size call center. -
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This section provides a detailed description of the Interaction Routing Service
Components which are listed in Section 2 of this Service Attachment.

—

ACD is an automatic call distributor that routes inbound telephone calls to an
agent or machine. Routing can be through basic hunt groups or through
enhanced skills or business rules routing. ACD has two inbound agent types:

o Quick Launch Agents arc inbound agents using standard hunt groups for
call routing. Agents are grouped by primary function (i.e. customer
service, sales, billing, etc.) There are no skills, preferences, or business
rules available in this group.

o Skills Based Agents are inbound agents that are grouped by skill group.
This group includes all the capabilities of Quick Launch Agents plus Skills
and Business Rules. Agents can have multiple skills and preferences
(levels) within each skill group. Calls are routed based on the skill of the
agent anticipated to handle the call. Call routing can also include
Business Rules. This incorporates items like performance, account status,
etc. to be added to the routing strategies.

CTI is an interface between ACD and the Subscribing Entity(s) database.

It allows information to ‘be retrieved and sent to_an agent PC screen as the call is
transferred to. the agent Professional service 1s needed to enable this capability.
CTI Based' Agents include all the capab111t1es of Quick Launch and Skills Based
Agents.” CTI includes the" ‘Quick Launch desktop and telephone application
programrnmg mterfaces (“TAPI”) module : _

_Web is a gtoupmg of applxcauons that 1ntegrates web services' into a

':7 standard call routing environment. If you are on a chat line and want to speak to a
company representatwe ‘the Web application selects the md1v1dual to whom you
" “would talk.” It-also allows for automatic distribution.of email to agents. Web

~ has two agent opt1ons Web Bundled Standalone Agent and 'Web Bundied

Blended Agent. A special web desktop and TAPI devise is. 1ncluded Featmes
mclude web chat Web cail through web call back a:nd emaﬂ .

Outbound is-an. apphcat1on that d:als out and connects the outbound call w1th
a pool of agents when it locates' a live voice. This service.:includes
pred1ct1ve progressive, and preview modes for ‘the “dialing keys Predtetwe
dialing allows calls to be placed based on assumptions of agent and customer
avaxlab1l1ty This mcorporates agent handling time and establishes: call launch

" rates to‘allow agent access on live answer. Progresswe dialing allows for calls to

. be onglnated based on. ﬁxed call plans. - Typlcally this feature 1ooks for agent

* availability ‘oefore launchlng the next call. Preview dxalmg allows the ‘agent to
'3prev1ew the customer and then launch the call when tho agent is ready
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QOutbound has two agent options: Outbound Only Agent and Outbound Blended
““Agent Add On. 'An outbound déskfop and TAPI module is included with this
option.

Supervisor Standalone (“Supervisor”) is the management and reporting
functionality of the total application. Supervisor includes real-time, historical,
and cradle-to-grave reporting capabilities as well as group and functionality
management. Supervisor also includes the ability to administer the system
including modification of call flows and agent capabilities. Capabilities can vary
from manager to manager through the permission tables and are managed by the
overall center administrator. To become part of a calling group, the Supervisor
must also have one of the agent capabilities (Quick Launch, Skills, CTI, Web, or
Outbound). A GUI software package is included with each Supervisor.

Workforce™ is an application that enables the Subscribing Entity(s) to
forecast and schedule staffing requirements. Workforce provides a tool for
scheduling and forecasting workers as well as for managing that the schedule and
forecast are accurate (real time adherence). This feature is priced on a per agent
basis as an add-on feature. - ~Workforce .is. available either bundled or
standalone. WFM Bundle Add On provides scheduling, forecasting, and real time
adherence as a'package. WFM Schedule/Forecasting. ‘Add On, which provides
scheduling” and” forecasting capablhtles and: WEM Adherence whlch provides
real tlme adhez ence, 1s avaﬂable as standalone packages '

The Enhanced Desktop is an upgrade from the basw Quick Launch desktop
_Enhanced Desktop* enhances the standard Qu1ck ‘Launch desktop. with the
. inclusion of three addltlonai features: timed events phone book and modlﬁcatlon
S to attaehed data o : : :
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Th1s section pr 0v1des an overview of the Interaction Routing Service Featured as
referenced in Section 2 of this Service Attachment.

Call Processing

= Blended Inbound & Outbound Call Processing
« Outbound Campaign Management

= Predictive, Progressive & Preview Modes

Queue Processing
« Virtual Queues, Routing Strategy, Call Priorities, Delay Treatments
» Intraflow, Interflow

Message Processing

» Integrated Network [VR

«  System Announcements, Music Play
»  Multiple Message Profiles

» Personal Agent Announcements

« Digit Collection From Caller

Workforce Management
+ Forecast, Scheduling
» Real-time Adherence

Monitoring & Recording

» Next Call, All Calls Monitoring

« Call Recording (third-party)

* Real time Statistics Disp_lay_ R

«  Agent Desktop Statistics _

= Historical and On Demand Reports

Integrated Routmg v - ; 3
= Routing to Agent, Pldce Group, Queue, Extemal Destmatlon
« SkillsBased Routmg, ' :
. _-Percentage Distribution Routlng
- ' Load Balancing Between ACD Groups
. Busingss Factms Driven Routing
. Time/Day, Threshold, Quota, Priority -
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Internet Suite
"« ""Blended Tnbound, Outbound & Internet Contact to agent desk top
» Email Routing
»  Web Chat
¢« Web Call Through
»  Web Co-browse

State of Ohio — Dept of Admin Services Page 19
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Appendix 4 — Customer Support Information

This Appendix provides additional detail regarding Service Contacts, Escalation Process,
Team Responsibilities, and Team Members as referenced in Section 10 of this Service
Attachment.

Service Contacts - CenturyLink offers a consohdated Helpdesk to support Interaction
Routing to assist the Subscnbmg Ent1ty(s) T

Post~Sa1es Customer Serwce Prowded S Responsmle Party
- “How to" lnstructlons to customer:* N TP BUSIHSSS APP“CHUOT‘ He'PdGSK
- Instructions on a feature of functtonallty i UM 7:00am = 10: OO;Jm (Eanem)

- How to access, use and interpret product reports L |BTT-726-6875
o' How to set up or modify applications ' F’roducts currently supporﬁed

- Provide statuson an aIready ex:stlng application n trouble tlcket - EZRoute . :

- . Password resets. TQWCC

- General product :nformatlon on QWCC EZ Route, ' '. INTERACTIOH Rgutmg

© INTERACTION .Routing and related products.*
Customer requests; for additional products, features, functionality, etc.
will be referred to contact their Account Representative
». . Provide resolution for. connectivity or call problems; . SEy
+ . Customeris unable to'connect to application or apphcataon_ R

network, e QWCC - 866-793- 7822' :
i Customer is unabie {0 make local, LD, or iP/data transactmns . INTERACTlon Routmg 377-,_.
- Impairment of call quality or data transmission b 231_3933 1

“ Intermittent problems.
‘Pravide status on an already exustmg onnectwlty or network

R I XN B R

‘trouble ticket * : s
Provisioning services and light Suppoﬂ for CenturyLmk toll—free : Toli Free Prowsnonmg B s
customers - . IM:F 8:00am - 7:00pm (Eastern)

- “Dedicated routmg
- Enhanced features (l e Georoutlng
«  Toll-Free reservations .,
- Tol- Free Port status

. o _ _-"_-:'800 -860-7300 -
%a_ll_ociaﬂon; etc.). SOy .

Escalatmn CenturyLmk’s escaia‘uon procedure is demgned to ald in the resolutlon of
any and all servwe related 1ssues in an expedlent manner. - S

* Trouble Handlmg Procedures - InclUded in this section are CenturyLink’s
trouble resolution procedures This . information—is’ prov1ded for the Subscribing
Entity(s) to use as a general guideline. when reporting troubles. It is the goal of
CenturyLink to assist the Subscribing Entity(s) in determining critical applications and
resolution expectations, plus manage trouble resolution accordingly. CenturylLink’s
intention is to provide unequalled service and support to the Subscribing Entity(s).

» Escalation Procedures - CenturyLink’s trouble reporting procedures automatically
provide for timely, upward notification of problems not resolved with established
standards. The priority level determines the length of time before the first
management level is informed of a problem. Priority 1 outages require full

State of Ohio - Dept of Admin Services Page 20
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Subscribing Entity(s) may request increased escalation at any time that there 1s a
perception that the problem is not being properly handled.

» Trouble Resolution Procedures - In addition to providing an Account Team,
CenturyLink has a 24-hour, customer service support team. This provides enhanced
support services to larger and more specialized customers. This group is staffed 24
hours a day, 7 days a week, 365 days a year.

Team Responsibilities - MAST 1-800-524-5249. Responsibilities of the Major Account
Service Team (MAST):

« Network Surveillance
= Major Account Outage Notification Procedure
« MAST Escalations - Internal Escalation Intervals;

Every 60 Minules
Sites Down Hard)
High (Single Customer Site | Immediate | Immediate 60 Minutes Every 60 Minutes
Down Hard}
Medium (Partial Service Immediate | 30 Minutes 60 Minutes Every 2 Hours
Outage
Low {Intermittent Trouble) Immediate | 60 Minutes 60 Minutes Based Upon Request”

Team Members - The Major Account Service Team (MAST) 1-877-842-8669 is
designed to aid customers and quickly resolve service issues or line troubles.
Additionally, the CenturyLink GES Markets -Ohio Team is designed to help customers
with sales support, engineering, and billing issues.

CenturyLink deploys a dedicated Customer Account Team that is responsible for the
installation, administration, service, engineering and planning for existing and future
applications. The team consists of many CenturyLink professionals specializing in the
following areas:

Senior National Accounts Manager is responsible for overseeing the development,
implementation, maintenance and growth of the OIT/CenturyLink partnership. In
building a partnership with OIT, the SNAM will work for the client to develop key
strategies and build the relationship for open communication. SNAM maintains daily
contact with customers regarding contract, specifications, technical performance,
schedule, and cost.
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National Account Manager is responsible for working with Customers on new products, as
well as working with Customers on their future and existing needs. In an effort to meet
customer needs, the NAM works closely with: the account managers to ensure customer
satisfaction - e i

Account Support Speclallsts are responsr’ole for completmg all orders associated with the
installation, hlllmg and maintenance: of' customer serv1ce They are also responsﬂ)le for
processing customer servrce 1nqu1r1es e S

Sales Engmeer is 1espons1ble for all engmeermg funetxons regardrng network equ1p1nent and
apphcatron interface.. The. technical advisor is the-lead contact .on all': problem
resolution’ 1egard1ng these functions. The engineer is equipped 0 respond to information
regarding the latest. technology through eontlnuous update and trammg and serves as a
ehent technlcal adv1sor ' : - '

Servnce Manager supports Customers on trouble 1esolut10n to. servree 1nterruptrons or
scheduled outages.  He: works directly. W1th the Major Account Support T eam (MAST) to
quxckly and. effeetlvely Solve CenturyLmk issues.

Sales Support Manager is responsible for service dehvery fulfillment and serves-as the ﬁrst
point  of - escalation for . the- - Account Consultants - and ~ Service Managers for
prov1sron1ng, h1111ng and trou’ole 1nanage1nent R R .

and ex1st1ng teIecommumcanons progeets of programs Manages and d1reets all phases of
each pro;eet/program from rncepuon to eompletron : -

These resources. plus Customer Servrce Engmeermg, Brllmg, Fraud and Abuse and the
Network Management Team are available to support Customer’s: specrﬁc needs. Unlike
other larger carriers, CenturyLmk offers more ﬂexrblhty to custonnze your services quickly.

Hours - Normal busmess hours are from 8a1u to Spm EST - :

The Government Account Team should Teceive 'a]l service inquiries and trouble reports
during normal business hours. The MAST may also receive service inquiries or reports in
the event Customer is unable to reach the Government Account Team.
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STANDARD AFFIRMATION AND DISCLOSURE FORM
EXECUTIVE ORDER 2011-12K
Governing the Expenditure of Public Funds on Offshore Services

Al of the following provisions must be included in al invitations to bid, requests for proposals, state term
schedules, multiple award contracts, requests for quotations, informal quotations, and statements of work.
This information is to be submitted as part of the response to any of the procurement methods listed.

By the signature affixed hereto, the Contractor affirms, understands and will abide by the requirements of
Executive Order 2011-12K., If awarded a contract, both the Contractor and any of its subcontractors shall
perform no services requested under this Contract outside of the United States.

The Contractor shall provide all the name(s) and location(s) where services under this Contract will be
performed in the spaces provided below or by attachment. Failure to provide this information may subject
the Contractor to sanctions. If the Contractor will not be using subcontractors, indicate “Not Applicable™
in the appropriate spaces.

1. Principal location of business of Contractor:

6000 Parkwood P} Dublin, OH 43016
(Address) (City, State, Zip)

Name/Principal location of business of subcontractor(s):

Not Applicable
(Name) (Address, City, State, Zip)

(Name) (Address, City, State, Zip)

2. Location where services will be performed by Contractor:

6000 Parkwood Pl Dublin, OH 43016
(Address) (City, State, Zip)

Name/Location where services will be performed by subcontractor(s):

Not Applicable
(Name) (Address, City, State, Zip)

{(Name) (Address, City, State, Zip)

Page 1 of 2



DEPARTMENT OF ADMINISTRATIVE SERVICES Final Version (09/11)

3. Location where state data will be stored, accessed, tested, maintained or backed-up, by

Contractor:

Not Applicable
(Address) (Address, City, State, Zip)
Name/Location(s) where state data will be stored, accessed, tested, maintained or backed-up by
subcontractor(s):

Not Applicable
(Name) (Address, City, State, Zip)
(Name) (Address, City, State, Zip)
(Name) (Address, City, State, Zip)
(Name) (Address, City, State, Zip)
(Name) (Address, City, State, Zip)

Contractor also affirms, understands and agrees that Contractor and its subcontractors are under a duty to
disclose to the State any change or shift in location of services performed by Contractor or its
subcontractors before, during and after execution of any Contract with the State. Contractor agrees it
shall so notify the State immediately of any such change or shift in location of its services. The State has
the right to immediately terminate the contract, unless a duly signed waiver from the State has been
attained by the Contractor to perform the services outside the United States.

On behalf of the Contractor, I acknowledge that I am duly authorized to execute this Affirmation and

Disclosure form and have read and understand that this form is a part of any Contract that Contractor may
enter into with the State and is incorporated therein.

Contractor i ‘_J
Print Name: M D}uw‘s
Title: A ccov ML/I/la»\ agel
Date: |d= 27« Doiil
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