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SERVICE ATTACHMENT 6
TO THE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

This Service Attachment (the “Service Attachment”) to the Master Service Agreement
effective May 20, 2010, (“Agreement”) is by and between the Office of Information
Technology (“OIT”), an office within the Department of Administrative Services (“DAS”), on
behalf of the State of Ohio (the “State™), and SBC Global Services, Inc. dba AT&T Global
Services, on behalf of AT&T DataComm, Inc. (“AT&T” or “Vendor™).

The State and Vendor a;
as the “Parties”
Agreement.

The addition of Service At aged Care Services.

2. As of the Juiy 1, 2011, Managed Care Services provided under Service
Attachment 3 effective March 27, 2007 and Amendment to Service Attachment 3
effective July 24, 2009 to the Master Service Agreement effective December 7
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SERVICE ATTACHMENT 6 o
~ TOTHE ;
MASTER SERVICE AGREEMENT

MANAGED CARE SERV]CES

2006 will be discontinued and shall be governed by the Master Service
Agreement effective May 20, 2010 and this Service Attachment 6.

3. Terms and conditions provided under this Service Attachment will be effective
during the next biennium that starts July 1, 2011 and ends June 30, 2013.

newable at the end of

supplement the
tended as additional
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SERVICE ATTACHMENT 6
TG THE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

1. Description of Services

This section provides an overview of the Managed Care Services provided by AT&T
under this Service Attachment.

The Managed Care Services

Customized _
reports detailing Servxce-zng ’E?énalhes when appropriate.

¢ Proactive Issuance of Credits on behalf of the Subscribing Entity - AT&T will
pay appropriate credits for service impacts to the Subscribing Entity for missed
SLAs for services covered under this Service Attachment.
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SERVICE ATTACHMENT 6
TO THE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

3. Fee Structure

This Section describes how the cost assomated with the Managed Care Services for the
telecommunication services covered un ice Attachment are to be charged to
the Subscribing Entlty(s) The' ‘Care_Services has been already
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SERVICE ATTACHMENT 6
TO THE _
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

5. Performance Penalties

This section provides an overview of the Credits that are to be provided under this
Service Attachment as Performance Penalties for General services. The amount of the
Credits provided to the Subscnbmg Entity(s) is dependant on the Service Qutage Type

Credit Amounts
The following tables provide the credit amounts for the following service type and length
of the outage:

) Ememet and General SOMACS Services
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SERVICE ATTACHMENT 6
TO THE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

Ethernet and General SOMACS Services Credit Amounts

Ethernet Services T1 Circuit 56K Circuit
Length of - MTTR MTTR MARCS
Individual MO]‘lﬂlly Mﬂnthly Enrhanced
Average T1

Circuit Outage Average

$12.00
$23.00

$45.00

9.0 to 13 hrs

13.1 to 24 hrs
Over 24 hrs &
Chronic

- Measurement categorie any two performance standards
for a rolling 6-month period w ¢ months, the State shall have the

option to terminate this Service Attachment for cause.

The State may terminate this Service Attachment for cause by providing written
notification to AT&T. AT&T will have 90 days after receipt of this notification to
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SERVICE ATTACHMENT 6
TO THE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

transition services and vacate State premises unless a shorter time period is agreed to
by both Parties. The 91* day or the mutually agreed to transition period end date will
be defined as the “Effective Termination Date”.

For Scope Change

AT&T may 1n1t1ate any o thefo t0.this Serv1ce Attachment upon
. thlrty (30) days i

State shall be responsible for the' phy Fits Facilities.

OIT Project Executive
The State will provide an official point of contact for management of the INOC via the
position of OIT Project Executive or his/her designee. The OIT Project Executive will be
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SERVICE ATTACHMENT 6
' TOTHE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

the state’s liaison to the INOC responsible for the day-to-day operations and decision- -
making. -

Locations

The INOC is located at the State
Adams Dr, Columbus Ohio

Center (“SOCC”), 1320 Arthur E
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SERVICE ATTACHMENT 6
TO THE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

¢ Billing Summary
o Management Charges
o Telecom Charges

¢ Detail of Billing Charges
c Management

o :
o Past Due Tick ' ‘
o CPE Cause Code Tickets | i
o Excluded Tickets i
o Productivity j
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SERVICE ATTACHMENT 6
TO THE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

o Informational (“INF”) Tickets: Report of any tickets created for Informational
purposes & removed from the MTTR. Examples include tickets created during
agent training, duplicate tickets created on any report, and tickets on any c1rcu1ts
reported in error by the end user.

rations Guide referenced in this

LATA bourida‘ry
InterLATA - Refers“tosco Jatd*or voice, from one LATA to
another, which can be within a state or from statc to state (interstate).
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SERVICE ATTACHMENT 6
' TO THE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

SLA

The following definitions provide additional informatjon specific to the SLA’s described
herein:

e Latency — In a network, Iatency, a synonym for delay, is an expression of how
much time it takes fo sofdaty from one designated point to
' ng.a packet that is returned

fi ract, and shall perform no
services required under this Contract outside of the United States.

B. The Service Provider also affirms, understands, and agrees to immediately
notify the State of any change or shift in the location(s) of services performed
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SERVICE ATTACHMENT. 6
TO THE
MASTER SERVICE AGREEMENT

-MANAGED CARE SERVICES

by the Service Provider or its subcontractors under this Contract, and no
services shall be changed or shifted to a location(s) that are outside of the
United States.

C. If Service Prov1der or any of its subcontractors perform services under this
rmance of such services
1e State is not obhgated

:
|
?
1
]
i

. Notwithstanding the fi ough F, the Parties agree that the |
Executive Order provisions above do not apply to:.

(1) Services that are incidental to the total cost of the Contract; or
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SERVICE ATTACHMENT 6
TOTHE
MASTER SERVICE AGREEMENT

MANAGED CARE SERVICES

(2) “Follow the Sun” services where support will be provided on a 24 hour
basis. :

Customer has requested that AT&T sign

achment first, and AT&T has agreed to

of Customer’s signa
signed copy 1s re

Federal Tax IB;

Vendor Document
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APPENDIX 1

DESCRIPTION OF MANAGED CARE SERVICES

Appendix 1 provides detailed descriptions of the Standard Service Features of the AT&T
Managed Care Services which are provided under this Service Attachment and detailed in
the Operations Guide which is referenced in this document.

Help Desk
Under the INOC, AT&T provides
at the State of Ohio Compu
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APPENDIX 1

DESCRIPTION OF MANAGED CARE SERVICES

Testing

INOC testers perform non-intrusive and intrusive tests to determine status of a circuit as
well as monitor circuits and pull statistics when a problem is intermittent. For services
that require involvement of specialized work centers, the INOC testers will coordinate
trouble resolution with the appropriate centers.

Hours of Operation
Standard business.
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APPENDIX 1

DESCRIPTION OF MANAGED CARE SERVICES

Fault Management
Duties of the AT&T personnel regarding restoration of a Subscribing Entity(s) services
supported in this Service Attachment as identified in this Service Attachment after an
outage include the following:

¢ Remote and on-site resolution of the trouble

Proact1ve remote momtormg bepr when possible, and will be further

organizations of AT&T alI-LE_} setvice i)ursuant to all services
managed through the INOC.
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APPENDIX 1

DESCRIPTION OF MANAGED CARE SERViCES

AT&T Program Executive

AT&T will provide an official point of contact to OIT for support via the position of
Program Executive or his’her designee. Specific duties will be detailed in the
Operations Guide referenced in this document and include the following:

¢ Contribute to development of the OIT and AT&T relationship:

On-site AT&T INOC personnel will be permitted to work on other customers’ problems
from the INOC with prior permission from the OIT Project Executive. This Service
Attachment will not prevent AT&T from using other personnel provided to State of Ohio
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APPENDIX 1

DESCRIPTION OF MANAGED CARE SERVICES

under this Service Attachment but not located on-site to perform similar services for
others.

Customized Reporting

The INOC will provide a suite of custom1zed monthly reports detailing Service Level
Performance and Penalties as define orting Capabilities section of this Service
Attachment. :

tg0113 Oppty ID 1-H6ZFIG 06/22/2011 - 20 rdf 6/23/11




APPENDIX 2

FEE STRUCTURE DESCRIPTION

Appendix 2 provides a detail breakdown of services and costs related in support of the
SOMACS, InterLATA Multipoint and IntraLATA Multipoint Agreements,

SOMACS Fee Description:

This chart is to demonstrate th
under this Service Attachme

Managed Care Services provided

- S3331[ $10669.
. $37550 | . $74.50 |

‘75$74 50

In addition to the
- Monthly Charges.
- circuit contained in State of OH [
category of Monthly Charges shall b ‘ultlplymg the number of each type of
- circuit by the Monthly Charge therefore, and adding all of the resulting products. AT&T
- shall calculate each category of Monthly Charges. The AT&T INOC Monthly Charges
and the AT&T Bill Coordination Charge will be collected by AT&T each month as the
SOMACS Contract billing Coordinator. In the case of the IXC Monthly Fee, AT&T as
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APPENDIX 2

FEE STRUCTURE DESCRIPTION

the SOMACS Contract Billing Coordinator will transfer such amounts collected by
AT&T each month for payment to Qwest from the Total Backbone Recovery amount.

The AT&T INOC fee also covers the AT&T SOMACS backbone network ‘multiplex
charges as identified in the Cont 1)6, 1996 and OIT will no longer
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APPENDIX 3

SERVICE LEVEL AGREEMENT DESCRIPTION

Appendix 3 provides a definition and performance standards for the SLA’s as described
in Section 4 of this Service Attachment.

1. Help Desk Call Answer
The Help Desk will answer calls within the following time frames:
80% within 60 seconds '

1 call management

'ontract tickets for the

month to calculate T
"«  Count the number of t1ckets summed to calculate Number of Tickets.
e Total Duration / Number of Tickets = MTTR

AT&T will provide monthly statistics to OIT that itemize these measurements as
indicated in the "Reporting Requirements" Section of this Service Attachment and
detailed in the "Operations Guide" referred to in this document.
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APPENDIX 3

SERVICE LEVEL AGREEMENT DESCRIPTION

3. Network Availability

SOMACS
Network Availability will be 99.925% over all SOMACS Contract circuits supported

under thls Semce Attachment N is end to end state of Ohio network

closed in 4

hours or less,

All of these measurerrt‘ents--r.exg e Subscribing Entity or from

customer provided equipment
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APPENDIX 3

SERVICE LEVEL AGREEMENT DESCRIPTION

5. MARCS Performance Measurements ,

MARCS will be eligible for INOC credits relative to the resolution of standard T1
maintenance issues and/or MARCS Enhanced Service credits for trouble resolution of the
MARCS Enhanced Services as identified in Service Attachment 6. Ticket duration for
standard T1 trouble resolution will be included in the overall INOC MTTR, Network
Availability, Maximum Durati i culations. Ticket duration for

'MARCS Enhanced Ser INOC MTTR, Network

Availability, Max1mum
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APPENDIX 3

SERVICE LEVEL AGREEMENT DESCRIPTION

MARCS Performance Requirements
State understands and agrees that the MARCS Performance Requirements exceed the
normal AT&T operating standards. However, AT&T will work with the State to
maintain the performance levels required by this application. These Performance
Requirements are added to the Synchronous Optical Network Infrastructure Contract only
for the circuits supporting the MARCS Networ

it delay. requlrerngznt for MARCS is 7 mllhseco
lcast sites). AT&T shaﬂ take all steps necessar

(BER) of 10

rate requirement

excess of 10 7.
those statistics available to . ;
appropriate staff to meet this measurement. If a major redesign or additional
infrastructure is required, then AT&T shall provide details of options available to
MARCS including the associated costs to MARCS. '

tg0113 Oppty ID 1-H6ZFIG 06/22/2011 26 rdf 6/23/11




APPENDIX 3

SERVICE LEVEL AGREEMENT DESCRIPTION

MARCS Circuit Installation

Circuit installations shall provide connectivity from the remote site smart jack to the
central equipment smart jack and shall not exceed the postalized rate stipulated in the
Synchronous Optical Network Infrastructure Contract, Appendix 3, Tables 3 and 4 unless
special construction is required by the Local Exchange Carrier. If special construction is
required, then tariff rates shall ilI inform AT&T of scheduled

Latency measurement will consist of measiiringthe time it takes to “ping” or travel from
the origination to termination ports for the connection in question. Latency is measured
by averaging sample measurements taken during a 30 day period between network
tennmatlng equipment to which the customer ports are attached when the AT&T network
is available.
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APPENDIX 3

SERVICE LEVEL AGREEMENT DESCRIPTION

Packet Delivery Rate (“PDR”)
¢ Bronze Service — 99.50%
"~ & Silver Service — 99.90%

PDR is a function of bandwidth, error pe ce, congestion and other factors. PDR is
expressed as a percentage of Bthﬁ -the network that successfully
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