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1. introduction Statement of Work

1 introduction

This Statement of Work (“SOW") defines the AudioCodes Live services that AudioCodes Inc.
{“AudioCodes”) agrees to provide to Yuba County, CA, at 915 8th Street, Marysville, CA 95901
("Customer"). When mutually executed, this SOW becomes contractually binding upon Customer
and AudioCodes effective as of the date of execution by the last signing party and shall continue in
effect for a period of sixty (60) months {the “Commit Period”).

This SOW is subject to the provisions of the Master Services Agreement attached herein by reference
https://www.audiocodes.com/media/rv4nlt5c/master-managed-services-agreement-inc-
september-2023 .pdf (hereinafter called “Agreement”) and forms an inseparable part thereof. In case
of any discrepancies between the terms and conditions of the Agreement or this SOW, the SOW shall
prevail and govern.

By signing below, the parties agree to be bound by the terms of this SOW and respectively represent
that the signatories are duly authorized to enter into this SOW. Unless otherwise defined herein, all
terms used in this SOW are to be interpreted in accordance with their definitions and other
provisions in the Agreement.
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2.1

2.1.1

AudioCodes Live Essentials — Enterprise Edition

Service Description

Overview

“AudioCodes Live Essentials” is a solution for enterprise end-customers, that includes a suite of
hardware, software, and applications that delivers the voice infrastructure for Microsoft Teams.

SBCs can be hosted by AudioCodes in the cloud or deployed in the Customer’s physical premises,
data center or on Customer’s cloud (e.g., AWS or Azure), and are hereafter referred to as a "site";
whereas a Customer location that has no AudioCodes connectivity products will be referred to as a
"location”. The number of users is defined as the number of UC users that can make and receive calls
to/from the PSTN, either via a central SBC and/or distributed SBCs connected to the UC system.
Additional sites per project, where AudioCodes products are deployed on the Customer’s premises
or data center(s}, e.g., for local PSTN breakout, may be offered at an additional cost.

The end-to-end service will include project management, planning & design, implementation,
remote cutover and operation of all AudioCodes equipment.

As part of the operational support structure, the Customer will also have access to AudioCodes
technical support team for 24x7 assistance.

The service model is one of service desk to service desk; with the Customer responsible for first line
end user support and incident handling, with qualified incidents being escalated to AudioCodes.
Tier 1 support will be provided by Customer to its internal customers and users and will engage
AudioCodes on behalf of these users.

Tool, where Customer may perform certain configuration changes independently. All other
changes must be made by AudioCodes through a formal CCM (Customer Change
Management) task.

@ Access to the service by the Customer is limited to the AudioCodes-provided Self-Service

Direct access to the underlying equipment (e.g., SBCs, Gateways) is restricted to
AudioCodes personnel only.

Service functionality and service availability are strictly limited to the scope defined in this
Statement of Work.

P For the purpose of billing, a User is defined as a Direct Inward Dialing (DID) phone number
¢ that can be used by the Customer to make and receive calls via the Public Switched
Telephone Network (PSTN).
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Pilot

AudioCodes will provide the AudioCodes Live Essentials buildout and services for a period of up to
sixty {60} days (Pilot), at a cost listed in the Pricing section. Audiocodes will provide a Professional
Services Engineer and a Project Manager to lead and perform the required service attributes. Upon
successful completion of the Pilot, the remainer of this SOW will be fully executed. If the Pilot is
deemed unsuccessful, the customer has the option to opt out of the remainder of the SOW.

Design, build, and make necessary connections to direct routing infrastructure
Design, and initial setup, of the Customer’s Microsoft Phone System Tenant
Migrate 70 Pilot Users to the Teams Phone System

Use new AudioCodes provided DiDs

During the Pilot Program, the AudioCodes will work to ensure the success of the Pilot Program.
Success criteria to be shared by the customer during kick off meeting. The success of the Pilot
Program is determined at the Customer’s discretion. At the conclusion of the Pilot Program, should
the customer agree to move forward to Phase 2, invoicing will follow the Deployment and Invoicing
Schedule defined later in his document. If the customer does not move forward with Phase 2 after
30 days, the customer will return all provided equipment.

Pilot Program Terms & Assumptions
*  60-month contract invoicing will start at end of Pilot Program.
s Analog device must follow AudioCodes SOR Process

s  Pilot Program costs are non-refundable

®  (Carrier services Monthly Recurring costs will be included in the Pilot, at no cost, for up to
$100 per month. Any costs incurred beyond $100 per month will be paid by Customer.
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Success Criteria

o Successful migration of 70 pilot users with no critical issues

 Stable call quality over a defined test period

¢ Integration with Microsoft Phone System completed

+ Functionality of new AudigCodes DIDs or porting confirmed

213 Service Deliverables

The following one-time and ongoing services are applicable:

ONE-TIME DEPLOYMENT SERVICES

®

.

Project Management.
Planning and Design.

Product shipping and delivery by AudioCodes (in case of hardware appliance hosted by
Customer) - (Incoterms 2020 CIP*). DDP shipping is optionally available at extra cost.

Remote Implementation

Onsite installation of AudioCodes devices. Optional (extra cost)
Customer Onboarding

Knowledge Transfer

Set up initial SIP trunks and/or generic script (up to 3)

Remote commissioning/cutover

ONGOING OPERATIONAL SERVICES

B ® 8 B B B 3B B

24x7 Maintenance (AudioCodes service desk)

Advance Hardware Replacement

Proactive Monitoring Service (24x7x365)

Backup & Recovery

Software Upgrades, including maintenance releases as required for incident Management
Self-service tools for setting up SIP connections and number management

Self-service reporting

Change and Configuration Management (CCM)

* CIP (Carriage and Insurance Paid To) definition: Seller is responsible for delivering goods to the first
carrier or another person stipulated by the seller at a named place of shipment, at which point risk
transfers to the buyer. The seller is responsible for the transportation costs and insurance associated
with delivering goods at least to the named place of destination.

Table 1: Service Options

Service : Supported
SERVICE FUNCTIONALITY
Central SBC type and hosting location ] AudioCodes Multi-tenant, connecting to Customer Teams
| tenant on GCC
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Service Supported

Additional SIP connections (e.g., for Standard connections {not additional): AudioCodes Carrier
Trunks, MS-Teams, or PBXs) Services and Microsoft Teams

On-premises SBC/GW/SBA/ATA (MP) No

products

. ONE-TIME DEPLOYMENT SERVICES

Site-to-site Connectivity for Customer’s WebSocket Tunnel
dedicated products z

Product shipping No
Physical, on-site installation by i N/A
AudioCodes (for on-premises products)
Microsoft Teams Phone System ' No
Emergency Services Setup é

' ONGOING OPERATIONAL SERVICES
Calling Plan Services (see Appendix B: - Yes; Telnyx
- Calling Plan Services) :
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2.2

221

2.2.2

Planning and Deployment Services

The planning and deployment services include an AudioCodes project manager, who will be assigned
to oversee the deployment process, as well as coordinate all AudioCodes activities with the
Customer and ensure that the project deployment proceeds according to the agreed schedule.
Customer-specific requirements will be scoped and defined.

Project Management

AudioCodes will provide a project manager (PM) to lead the team in delivering the project with
respect to time and scope. PM tasks include but not limited to the following:

Coordination of requirements gathering

Status updates

Managing status updates, and participation in meetings
Coordination of product delivery

Management of Project Plan

Risk Mitigation

Noooun bk w N

Assignment of Technical Resources

The Project Manager is responsible for developing and maintaining the Customer Interface
Document (CID), which outlines the mutual processes and methods for the operation and
maintenance of the service. The CID will cover various service-related elements, including:

Alarm profiles
Escalation contact information

The AudioCodes Services Portal (e.g. for incident ticketing)

®mo#w o ®m =

The change request process.

This document will be regularly updated as needed throughout the project lifecycle.

Planning and Design

The AudioCodes solution design expert will identify the unique requirements of Customer to plan
the smooth interconnection of the Customer’s local network to the SIP/PSTN trunks and other
systems. Customer requirements will be related to aspects, including but not limited to routing,
manipulation, security, and resiliency.

The design of the site voice architecture {including equipment requirements), in collaboration with
the Customer, will be performed once the order is received by AudioCodes. This design may also
determine the amount of AudioCodes equipment to be installed to meet Customer requirements,

The Planning and Design service includes the following components:
1. Discovery sessions with the Customer's IT staff for deep-dive requirements scoping.

2. Requirements Analysis.

3. Network Design — ensure the goal of a tailored and optimized solution that fits precisely with
the capacity, call routing, security, redundancy, and performance requirements.

4. Test Planning — providing generic test plan, based on Customer design requirements, to be used
during the solution implementation.

5. SBC implementation Questionnaires — creating and generating customized Site Questionnaires
as necessary.
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2.2.3

2.24

2.2.5

On-site Installation {Optional at Extra Cost)

Where products {such as SBCs, PRI Gateways, ATAs, etc.) in Customer premises, on-site installation
can be provided during local business hours at extra cost (limited to where AudioCodes offers on-
site, physical installation). This includes one visit by a certified technician to perform physical
placement {rack and stack), connection of power and Ethernet cabling and verifying basic hardware
functionality. The on-site technician will configure the local IP address of the AudioCodes devices
and verify network connectivity. it is assumed that the necessary accommodations will be made in
order to connect to SIP trunks, allowing early implementation. Also, remote IP connectivity will be
configured and should be made available for further remote configuration.

#  Any AudioCodes equipment installed in Customer premises {or DC) must comply with
the AudioCodes’ product instaliation and safety regulations (e.g., temperature,
humidity, dust, electromagnetic interference). If equipment breaks down due to non-
compliance with these environmental regulations, it shall be invoiced at the non-
discounted price (MSRP).

# Onsite installation services are only provided during business hours. If such services
are required outside normal business hours, contact your AudioCodes sales
representation for a quotation.

# An additional fee may also apply, in case of rescheduling, expediting, and cancellation
of on-site Installation Services.

Remote Implementation

This service is provided remotely (during Customer business hours for a single time zone, to be
agreed in advance during project kickoff) once the AudioCodes product(s) have been physically
installed and are available on the network. Products configured in this service include: OVOC
(normally hosted in AudioCodes cloud), SBC, Gateways, ATAs (MPs). It provides the configuration of
AudioCodes equipment and systems necessary for setting up the voice infrastructure and includes
the following:

1. Review AudioCodes software version levels and upgrade as necessary.

2. Implement and configure AudioCodes products based on Customer requirements, upon which
were agreed during planning and design phase.

3. Basic functional testing for up to 2 hours.

4. AudioCodes will verify the basic maintenance and operations of AudioCodes Services (based on
test planning) and will ensure the proper operation of the AudioCodes Services.

5. Itis assumed that the relevant Customer infrastructure personnel (e.g., telephony, IT) will be
available to configure Customer’s third-party applications and support the remote
implementation.

Remote Cutover {Commissioning) Service

This service provides a dedicated “Go-Live” support to ensure a smooth transition into the
production environment and includes the following:

1. Includes one (1) cutover event for each SBC site and up to three (3) additional cutovers per
location due to Teams user migrations.

2. Support functional testing and resolve integration issues for a smooth cutover.

3. Assist in fault isolation during cutover, review call failure logs and traces to mitigate issue
impact.

4. Integration and testing support with actual Customer “production” environment.

5. Modification of configuration as a result of testing in production environment.
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2.2.6

2.2.7

2.2.8

228

2.3

23.1

Customer Onboarding to Operational Service

AudioCodes provides one-time setup to build the necessary framework and process to support an
AudioCodes Live Customer. The tasks include the following:

1. Review and customization of Customer Interface Document (CID).

2. Set up connectivity between AudioCodes monitoring system and other service components.
3. Creation of specific operating processes to ensure efficient delivery of service.
4

. Customer onboarding.

Knowledge Transfer

Provide basic knowledge transfer to Customer IT in the following areas for the purpose of supporting
(Tier 1) the end users:

1. Overview of AudioCodes Live services.
2. Usage of tools on Live Platform.

3. Operations and Administration.

Geographical Considerations

AudioCodes provides this service which can be hosted by AudioCodes on Azure, or by the Customer
on a public cloud {e.g., AWS or Azure}, or Customer premises (i.e., in Customer data centers or co-
locations). The service can be consumed anywhere in the world; however, we suggest considering
the following information:

1. In some countries and regions, there may be regulations, such as not allowing toll-bypass or not
allowing user information, such as call-related data (e.g., [P addresses and phone numbers from
CDRs) to be transmitted or stored outside of the country. Customer is responsible for verifying
that usage of the service is in compliance with such local regulations.

2. Information is being sent to the AudioCodes Network Operating Center (NOC)when the
environment is Customer-hosted, using secure access to the Customer's environment, for
obtaining statistics (e.g., for reporting and/or troubleshooting).

Assumptions

1. The Planning and Deployment services outlined in this SOW assumes that all implementation
work will be carried out during local business hours (typically 8:00-17:00), whereas if such work
needs to be provided outside business hours, an additional cost will be incurred, unless
mutually agreed otherwise.

2. Customer infrastructure personnel (e.g., telephony, IT) will be available to support the remote
implementation activities.

Operational Services

Overview of Operational Services

Operational Services (following deployment) includes continuous monitoring and maintenance
support by the AudioCodes Network Operations Center (NOC). Tickets may be opened by both
AudioCodes (driven via proactive monitoring) and by Customer should they observe an issue.
AudioCodes Services Portal is used exclusively to open and manage tickets (Services Portal User
manual can be found here). AudioCodes will deliver a short, remote training session to cover usage
of the Services Portal.
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2.3.2

2321

2.3.2.1.1

2.3.2.3.2

if changes are required by the Customer, AudioCodes will perform them as part of AudioCodes
Change and Configuration Management. Such changes should be reviewed on a regular basis, and
AudioCodes will implement the changes according while making best effort to align with Customer's
Change Management process as part of the included Change and Configuration Management (CCM)
service.

Backup and Restore service is provided. In case of service malfunction, data restoration may be
performed. Planned software upgrades are delivered as necessary to ensure that the service can be
delivered continuously. As well, self-service reporting is available.

Maintenance Support (Incident Management)

1. The Service Desk is available 24x7 {24 hours a day, 7 days a week) for problems of Urgent and
High Priority Level, and Monday-Friday, 8:00 AM - 5:00 PM Customer local time, {Holidays
excluded) for problems of all other priority levels.

2. The service model is one of service desk to service desk; with the Customer or their Partner
responsible for first line end user support and incident triage, with qualified incidents being
escalated to AudioCodes.

3. Provide updates of maintenance or fix releases as required for incident Management for the
AudioCodes products.

4. Handle and resolve {remotely) service-related incidents, including configuration changes as
workaround, in order to restore service.

5. Restore service (where impacted) due to service malfunction, including workaround solutions.
6. Collect logs/traces from each AudioCodes device to enable prompt Incident management.

7. Provide status updates to Customer. Follow up status until incident ticket is closed.
Pre-reguisites for Customer-hosted SBC

Central Log Service

When SBCs are hosted by the Customer, logs will be sent via a secure connection to AudioCodes’
cloud-based log service. This allows quicker resolution of incidents that may occur.

In case SBC debug recording is not being sent to the central log service, Customer must
allow AudioCodes support personnel to connect to affected SBC for incident analysis (e.g.,
in cases where it’s necessary to capture network traffic, for example, due to media issues).

Service Server

1. In case Customer doesn’t allow the connection to AudioCodes central log service, a dedicated
Service Server will be deployed and maintained by the Customer in the Customer network with
network access to AudioCodes managed SBC products.

2. The purpose of this Service Server is to:
e Capture the historical logs of AudioCodes SBC products.
* Provide environment for troubleshooting and debugging including various tools.

s Backup AudioCodes SBC products.

3. The Service Server must be allocated and maintained by the Customer (when AudioCodes
product is hosted in Customer’s environment), otherwise it may impact AudioCodes ability to
manage and support the product and may impact the agreed resolution targets.

-10-
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2.3.2.1.3 Remote Connectivity

In the case of Customer-hosting, AudioCodes requires a bi-directional WebSocket tunnel (or a
permanent site-to-site VPN} from AudioCodes’ cloud to the managed products and to the Service
Server. The purpose of this connection is to allow:

1. Proactive monitoring of the SBC/Gateway.
2. Reports related to SBC/Gateway.
3. Access to SBC/Gateway for maintenance support and troubleshooting.

Access to managed SBC must be provided by the Customer (when SBC is hosted in
Customer's environment), otherwise AudioCodes will not be able to proactively monitor
and support the product, nor provide to the Customer reports related to product and may
impact the agreed resolution targets.

2.3.2.2 Maintenance Support Priority Definitions

The priority level given to a service request {support call) is based on the information provided by
the Customer. 'Service Impact' refers to the AudioCodes service functionality that is affected and not
due to other third-party equipment.

Table 2: Priority Levels and Impact

Priority Level Service Impact

Urgent (P1) . ® Service is down, or service is unavailable, or severely degraded.
‘oo ® Noworkaroundexists.
High (P2) % Service has been partially degraded and/or affects multiple users {(e.g.,

. upto 20% of users).

i # Ability to administer the service is lost.
... = Noworkaround exists. e I
Medium (P3) & Ability to administer the service is affected and wor exists.

lowpa) | ® Notaffecting service or performance.
| | & General questions or requests for information. |

2.3.2.3 Response and Resolution Times

The following times listed in the table below apply only for incidents due to AudioCodes components
and their related services. Response time is the time from when a ticket is created to when a
response is received. Resolution time is the time from when a ticket is created to when the incident
is resolved (i.e., service is restored).

Table 3: Priority Levels and Response and Resolution Times

‘F"l;iori‘ty ul.e\‘legl : Response Time ‘ Resolution fimé
! Urgent (P1) £ 1 hour (24x7) <12 hours (24x7)
Medium (P3) © <2BusinessDays(9x5)  <30days
Low (Pa) < 2 Business Days (9x5) Best effort

233 Incident Management Assumptions

1.  Automated response to new tickets will be sent within 15 minutes.

B S
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234

10.

11.
12.

13.

95% of incidents shall meet resolution target.

Customer acknowledges and agrees that the timeframes for P3 and P4 priority tickets set forth
in the above Table are on a “best efforts” basis and AudioCodes’ failure to respond to, restore,
or resolve any Support Reguest within the timeframes set forth therein shall not constitute a
breach of the Agreement so long as AudioCodes uses its best efforts to comply with such
timeframes.

Service level compliance is measured on a monthly basis.

For the avoidance of doubt, the terms “resolution time” and “restoration time” are used here
interchangeably and are defined as the time to restore service due to the specific incident.

Incidents must be notified by creating tickets in AudioCodes Services Portal and escalated by
phone (toll-free hotline numbers will be provided) to AudioCodes helpdesk (for Urgent and
High priorities).

The above given Response Times are measured from the time that a ticket is opened in
AudioCodes’ ticketing system (Services Portal) and phone call notification to AudioCodes
helpdesk hotline (for Urgent & High priorities).

The above Restoration/Resolution Times assume that the progress in restoring service is not
impeded or delayed by the Customer.

The above given Resolution Time are applied based on 24/7 absolute time periods for Urgent
and High Priority incidents and business hours for Medium or Low Priority incidents.

When products are hosted by Customer:

¢ AudioCodes needs to have remote connectivity, in order to meet above times for Incident
Resolution; otherwise, these times shall be considered “best effort” objectives.

» AudioCodes needs to log in to the managed device, in order to provide data and software
solutions.

» The on-premises AudioCodes product is connected to AudioCodes central log service.
Incidents due to poor quality should be based on a significant amount of user complaints.

Restoring service {e.g., software, network configurations) to last previously known good
version, release, or configuration prior to incident being reported, shall be deemed acceptable
for purposes of restoring service to pre-incident levels.

Once the service is restored with its core functionality, or in case the incident is seen to have
less impact, AudioCodes may reclassify the priority of the ticket with Customer consent.
AudioCodes shall take measures accordingly to the then new applicable Response, and
Resolution Times and Status Update Cadence.

incident Management Exceptions

The following cases will not count as SLA non-compliance and should be excluded from Incident
Management compliance calculations.

1.

Actions or incidents by third-party entities that are external to AudioCodes service, including
Service Providers, Cloud Providers, and any third-party Software (including cloud-based), resuits
of actions by the Customer or incidents due to Customer’s Networking and Security
Infrastructure.

Service is impeded or blocked by factors outside AudioCodes’ reasonable control, such as due
to government action, hacking or terrorism.

In case AudioCodes does not have continuous remote connectivity and access to Customer-
hosted service components.

-12 -
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23.5

23.6

4. If the Customer does not agree to allow AudioCodes support personnel to connect to affected
SBC for incident analysis that requires AudioCodes Debug Recording to capture network traffic
for incident analysis (e.g., due to media issues). This is only refevant for services that include a
managed SBC on-premises.

5. Long-term resolution of problems requiring R&D/QA (AudioCodes or other vendor), e.g., bug
fixes/formal release, where a workaround solution exists.

6. Ordered capacity is exceeded.
7. Hardware replacement is required.

8. Time consumed due to Customer infrastructure issues in order to connect remotely to
AudioCodes device. This is only relevant for services that include managed products on-
premises.

9. Acts or omissions attributable to Customer and/or any of its partners or providers (e.g.,
providers of DC or Cloud), public Internet, SIP trunk, Internet connectivity (e.g., ExpressRoute,
etc.), including improper use by the Customer (or any of its partners or providers) of the service.

10.Events due to Force Majeure.

11.Any Routine (planned) Maintenance events, where scheduled downtime is mutually agreed in
advance or Emergency Maintenance events.

12.Incident arising from service (separate from the AudioCodes Service) that is not contracted
herein or not in live production {e.g., service that has not been fully deployed / accepted, proof
of concepts, and lab or testbed environments).

13.Incident arising from known issues outside AudioCodes service components (e.g., SBC) from
third-party services or infrastructure, (e.g., operating systems or software}.

Advance Hardware Replacement {AHR)

AHR is a hardware spares service that allows a replacement unit to be sent in case of a faulty device,
before the defective hardware is returned to AudioCodes. Once an RMA ticket has been created and
approved, the following activities are performed:

1. Shipment of the Field Replacement Unit {(FRU) to the Customer site, the time of which is
dependent on the time of the request.

2. For countries and regions that support in-country AHR (see list below), the FRU will typically
arrive either the next business day (NBD) or on the following business day (2BD).

3. For countries that do not support in-country AHR, arrival times are dependent on importation
and clearance issues. Receiving party is responsible for Customs clearance and payment as
AudioCodes ships Incoterms 2020/DAP.

4. Customer is responsible for replacement and return of defective hardware.
5. List of Countries with In-country AHR: Australia/New Zealand, Brazil, China, EU, UK, India, Israel,
Japan, USA/Canada.

AHR is applicable to Customer hosted cases where AudioCodes Hardware is shipped to
Customer’s site(s).

In case any equipment provided by AudioCodes is to be moved from the site to where the
equipment was originally shipped, Customer will notify AudioCodes by opening a change
request ticket.

Proactive Monitoring Service

The AudioCodes Monitoring Service offers monitoring of AudioCodes service elements by the
AudioCodes Network Operating Center (NOC). The monitored elements may include, for example,
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2.3.6.1

2.3.6.2

SBCs and Gateways. The goal of AudioCodes Remote Monitoring is to ensure the availability and
performance of service by performing the following tasks:

1. “Reliable 7x24x365 fault monitoring on deployed devices from AudioCodes

2. identification and notification of faults by automated ticket generation, phone and/or email
(depending on alarm priority).

3. Service based on monitoring alarms and events via secure link to AudioCodes-managed cloud.

4. The following Alarm Types (these are examples — actual alarms may differ for given project) are

monitored:

a.  Trunk alarms (D-Channel, LOF, AlS, etc.).

b.  Communication alarms (SIP Proxy, Proxy set, NTP server, LDAP server, SAS Emergency
mode, etc.).

¢, Equipment alarms (Fan-tray, Power Supply, Board Fatal Error, Temperature, Hardware
failure, Ethernet link, Ethernet Group, WAN link, Board reset, Cold start, Software reset,
etc.).

d.  Processing Error alarms {Call resources, Controller failure, Board overload, Active alarm
table overflow, Operational state change, etc.).

e.  Environmental alarms {(Media processing overload, TLS certificate expiry, etc.).

f.  Quality of Service alarms (HA System fault, HA System switchover, etc.).

Escalation Procedure

1.

h.

@ o oa o T

Upon detection or notification of an issue, the AudioCodes service desk will use remote
diagnostics to notify the Customer. AudioCodes will open a support ticket within its
problem tracking system (Services Portal}, with the following information:

Support ticket number

Support ticket priority

Affected Device

IP address

Incident / problem statement

Time problem occurred

Site details / contact info

Comments: Any additional info that can possibly add value

A detailed escalation procedure will be defined together with the Customer {documented in CID)
upon service initiation.

Automated Ticketing

in case service-impacting incidents are detected by remote monitoring, one or more of the following
steps will be performed (depending on the alarm profile):

Now s owN e

Notify Customer regarding incident.

A support ticket will be automatically, in addition to notification being provided to Customer.
Follow up on receipt of monitored alarm.

Connect to device to troubleshoot.

Investigate issue to verify root cause, correct, and escalate to Customer as necessary.
Perform analysis of logs, traces and processor dumps.

Resolve in case incident is due to AudioCodes service components, otherwise escalate to

Customer as necessary.
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2.3.7

238

In case an incident of a far-end device or third-party service provider {e.g., SIP trunk,
Customer LAN/WAN, etc.), the Customer will be responsible to notify and cooperate with
such parties in order to ensure cooperation and information flow in order to resolve the
issue and/or restore service.

Change and Configuration Management

Requests Initiated by Customer

Configuration and Change Management (CCM) Services are available to support system
administration work, which cannot be performed by self-service tools. These activities may be
performed outside of normal working hours and are to be scheduled and agreed in advance with the
Customer.

CCM requests should be submitted by Customer via AudioCodes ticketing system (Services Portal)
as a change request (CCM request) using the form in Appendix C: Change Request Form.

The typical lead time for a CCM request is 1 business-week.

Additional minor configuration changes may be included as well {up to 2 hours effort}); for complex
changes (e.g., adding new SIP trunk} CCM hours may be ordered at extra cost.

The following changes are included {assuming reasonable usage):
Changing NAT {when Customer has firewall changes).
Changing proxy IP.

Changing device IP.

VPN tunnel changes.

Routing changes.

Dial plan and manipulation changes.

Carrier transport interface change - single carrier.

¥ OB @ B 0B B o# =

Manipulation of failover path to new carrier.

& DID/Toll Free additions / changes to existing numbering groups.

in case of non-standard changes or additional capacity requests, it will be considered a non-standard
CCM request and your AudioCodes sales representative can provide you with a price quotation.

Capacity extensions for AudioCodes devices hosted by Customer may require a purchase
order for one time setup in case a larger device is required {see pricing section) using the
relevant part code e.g., “AL-SUF”.

All requests requiring a purchase order need to be submitted at least two (2) weeks (10 business
days) in advance of change implementation, to allow for additiona! time due to processing, change
management review and planning.

Requests Initiated by AudioCodes

in case changes to the Services are performed by AudioCodes and which may impact service to
Customer, a notification of such changes will be sent to Customer two (2) weeks ahead of the
scheduled maintenance window.

Backup and Restoration

in case of a service outage, AudioCodes will restore the system to the last known, good configuration
{backup - please see note below) to bring it back into service.
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2.3.9

2.3.10

AudioCodes will perform scheduled backups of the managed SBC/Gateway application. This service
also includes verifying the correct operation of the SBC/Gateway backup system and resolution of
backup-related issues. However, when products (other than SBC/Gateway) or their underlying
infrastructure (e.g., virtual machines) are hosted by the Customer, the Customer is responsible for
their backups. AudioCodes can provide information on how to back up non-SBC solutions and/or
underlying platforms in the Customer's environment.

In case of a service outage, AudioCodes will back up the SBCs and restore the system to the
last known, good configuration to bring it back into service.

Software Upgrade Service

Service software upgrades are provided as needed for necessary fixes and ongoing maintenance
support. In cases of potential service impact, upgrades are coordinated with the Customer in
advance.

Self-service Reporting

Customer has access to a self-service reporting portal for incident tickets, as well as access to the
Live Platform for call statistics {(e.g., successful calls, failed calls, and call quality). The Live Platform
portal also includes predefined reports. These reports can be run manually or according to a fixed
schedule. Report categories help the Customer quickly analyze different aspects of calls made within
the Services, for example, monthly reports per customer usage.

The following report examples are shown for illustration purposes only (the actual report may differ
based on services rendered).

Figure 1: Customer Overview

o a avie Chasis

Figure 2: Call Statistics

e
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The Live Platform portal includes predefined reports. These reports can be run manually or according
to a fixed schedule. Report categories help the Customer quickly analyze different aspects of calls
made within the Services, for example, monthly reports per customer usage.
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23.11

2.4

24.1

Phone Number Management {Additions, Changes, and Deletions)

Following onboarding of Customer to AudioCodes Live, Customer shall manage and maintain the
phone number (DID) inventory in the Live Platform Portal using the self-service tools. In order to
provide PSTN calling to users, their DID numbers must be uploaded by the Customer via the Live
Platform, which will result in such numbers being defined automatically in the SBC servicing those
numbers — thereby allowing calls to/from these numbers to be routed and allowing the actual users
to be billed correctly.

There are three (3) types of phone numbers that are billed monthly: (1) DIDs, which are limited to
one concurrent call through the SBC (with one additional forwarded call transferred back through
the SBC), (2) Service Numbers, which support two or more concurrent calls to and from a group of
users sharing the same E.164 phone number or a unique main number (e.g., call queues, shared
calling, auto-attendants, IVRs, and BOTs, hunt groups, etc.}, and (3) Contact Center Numbers, which
can be used in conjunction with resource accounts for Dynamics 365 Contact Center, auto-
attendants, etc.

w All phone numbers (DIDs) must be created, changed or deleted via the Live Platform;
otherwise calls to and from these numbers will fail or be routed incorrectly.

# DIDs must conform to the E.164 numbering plan format: [+] [country code] [subscriber
number including area code] and can have a maximum of fifteen digits.

# DIDs are limited to the number of incoming concurrent calls that were selected by
Customer; for multiple incoming calls, see information about Service and Contact
Center Numbers above.

# Service Numbers and Contact Center Numbers will be supported in a future release.

Roles and Responsibilities

AudioCodes Roles and Responsibilities

1. Assign a Point of Contact (POC) during the setup phase, who will coordinate and/or perform the
required services, as well as coordinating with the Customer as necessary.

2. Setup of bi-directional Site-to-Site permanent VPN (or WebSocket Tunnel for SBC and Service
Server) remote connectivity from AudioCodes’ NOC to the Service Server and to the Managed
products {Alternatively the SBCs support Web-Socket tunnel connectivity).

3. Verify that AudioCodes product(s) configuration is correct.

4. Review AudioCodes software version levels and upgrade as necessary (as part of the
implementation in the deployment phase).

S. Review and confirm as appropriate the Customer provided circuit, network and application
information required to properly connect and configure the AudioCodes equipment.

6. Verify the basic maintenance and operations of AudioCodes product(s).

7. Ensure the proper operation of the AudioCodes product(s), by assisting the Customer to
validate the UC, the network, media, security, PSTN settings by executing a functional test plan,
including basic call completion, routing and feature tests.

8. Where applicable {(when hosted by AudioCodes), setup and configuration of the Cloud entities
necessary for the correct operation of AudioCodes devices.

9. When optional on-site installation service is ordered, AudioCodes will unpack and mount the
AudioCodes products to be implemented on the equipment rack in its permanent location, as
well as connect cabling for power and Ethernet interfaces as supplied by Customer.

10.Provide technical support and manage operations of AudioCodes equipment,

11.Manage and maintain AudioCodes own managed service infrastructure.
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242

2421

12.All services, documentation, and meetings will be provided in the English language.

Customer’s Roles and Responsibilities

1
2
3
4

. Common to all environments

Customer-hosted environment {Cloud/DC/On-premises)

AudioCodes-hosted environment {AudioCodes cloud)

. Manage and maintain all vendor systems {except for that of AudioCodes), contractors, and

partners (e.g., carriers or networking contractors) that interface with AudioCodes'
infrastructure.

Failure to meet the outlined responsibilities may have an adverse impact on the timely,
successful completion of the project and may result in additional charges. AudioCodes may
also need to charge a fee for cancellations and rescheduling.

Customer Onboarding to AudioCodes Live services and move to Production status requires
prior establishment of connectivity between Customer network and AudioCodes,
otherwise AudioCodes will not be able to proactively monitor and support the product, nor
provide to Customer reports related to product. Consequently, this may impact the agreed
resolution targets. The Customer may waive this pre-requisite for the managed service
infrastructure only by written request or email to AudioCodes prior to onboarding to
AudioCodes Live.

Commaon to All Environments

Provide complete information using AudioCodes provided site questionnaire(s).

Submit all appropriate Customer site information {i.e., company name and street address,
company telephone and e-mail address, etc.) and communicate all changes that may arise.

. Procure and own the Microsoft server licenses and Microsoft Office 365 licenses required for

Phone Service, e.g., E3 or E5, as well as any user licenses.

Procure direct Microsoft support for Microsoft products.

5. Assign a single technical point of contact (POC) to provide Tier 1 level support activities

8.
9.

(including end-users).
Single Technical POC to report support problems and service requests on behalf of Customer
sites, subsidiaries, and agencies to AudioCodes.

Availability, as required, of relevant IT personnel (such as network, telephony, and UC
administrators), vendors (such as the PBX or other voice applications), and service providers
(such as the telephone company and/or SIP Service Provider) must be available, if requested by
AudioCodes, at the time of implementation, for configuration and testing of other products
equipment and networks with which the AudioCodes products interact.

Protocol information and addressing for all supported protocols.

Fully operational Customer Telco connections/trunks.

10.Ensure connectivity (including logical and physical connections to rack where AudioCodes

products are installed) and must provide the related specifications for AudioCodes approval in
advance of the implementation and deployment of AudioCodes products.

11.Maintain the phone number (DIDs) inventory defined via Live Platform (DID additions, changes,

and deletions).

12.1TSP / PSTN call minutes,
13.PSTN number ranges (DID ranges).
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2.4.2.2

14.valid certificates from the Certificate Authority. For required certificate for Microsoft Direct
Routing, see Certificate for SBC Direct Routing.

15.Telephone and / or data circuit lines that are mapped and fully connected and installed.
16.Devices such as IP Phones and headsets will be physically installed by Customer.
17.User end-device configuration and support {e.g., phones).

18.Selection, design, deployment and support for endpoint devices, such as smartphones, tablets,
IP phones, room conferencing.

19.Local configuration, provisioning, and support of phone devices, headsets, handsets and other
clients, which is outside of the scope of this service. The Customer will need to configure DHCP
and other services to support legacy phone devices. Note that we can advise on how to
configure DHCP to support IP phones and meeting devices.

20.Provide end-user training.

21.Bring your own SIP trunk to connect to the SBC. Credentials need to be provided (e.g., IP
addresses, usernames, passwords, etc.}).

22.Provisioning of sufficient SIP trunk channels to cater for the expected call traffic.

Customer-Hosted Environment

1. Allocate servers and virtual machines for AudioCodes products {e.g., SBC, etc.), where the
products provided by AudioCodes must be installed according to AudioCodes technical
requirements.

2. Allocate storage {disks) where relevant.

3. Allocation of Service Server with minimum requirements: Windows Server 2019 (or newer
version), additional Data hard-disk with at least 100GB for small setups {i.e., up to 2 AudioCodes
SBCs with low traffic), at least 250GB for medium setups (i.e., up to 10 AudioCodes SBCs with
low or medium traffic) or at least S00GB for large setups (i.e., more than 10 SBCs). Service
Server's applications (provided by AudioCodes): NXlog Syslog Service, Wireshark, AC IN{ editor,
AC Syslog Viewer, WinSCP, Windows 1IS Service, Notepad++, OVOC-ARM Backup tasks, etc.

4. Maintain all underlying physical hardware, storage, virtual machines, operating systems (e.g.,
security patches and anti-virus/anti-malware protection) that are allocated by the Customer.

5. Customer is responsible for managing and maintaining the underlying servers, virtual machines
for AudioCodes application software and third-party applications — including Operating System,
patches, licenses, anti-virus and anti-malware programs.

6. If required, set up WebSocket Tunnel {or a bi-directional Site-to-Site permanent VPN) remote
connectivity from AudioCodes’ NOC to the managed products.

7. Allocate other products or networks to which the AudioCodes products must be connected and
properly configured.

8. Provide AudioCodes remote access to Customer network and telephony equipment.

9. Provide on-the-ground assistance, including personnel that can perform basic tasks, under the
guidance of AudioCodes remote technical support staff, such as power reset, removing / adding
modules or USB dongle, downloading and editing files from the AudioCodes website, and
connecting the AudioCodes device via a serial cable to an available PC with keyboard and
monitor.

10. Availability, as needed, of relevant IT personnel {such as network, telephony, and Teams
administrators), vendors (such as the PBX or other voice applications), and service providers
(such as the telephone company and/or SIP Service Provider) must be available, if requested by
AudioCodes, at the time of implementation, for configuration and testing of other products
equipment according to vendor recommendations and networks with which the AudioCodes
products interact.

-19 -



2. AudicCodas Live Essentials ~ Enterprise Edition Statement of Work

11.Physically manage and maintain AudioCodes HW equipment according to vendor
recommendations.

12.Ensure local on-site resource provides access in case of AudioCodes on-site instaliation.

13.Unpack, mount and install the AudioCodes equipment as specified in AudioCodes user
documentation (e.g., in rack or other permanent location) unless on-site implementation is
provided by AudioCodes.

14.Provide proper power and grounding that is connected to AudioCodes equipment, using the
cables shipped with the equipment or an appropriate substitute.

15.Provide WAN connectivity, for example, MPLS connection to the data center(s).

16.Supply and connect Ethernet interfaces (Fast-Ethernet or Gigabit connection based on product
specs) to AudioCodes products.

17.Collect and provide specific network configuration and technical information as requested. Such
information may include, but may not be limited to the following:

a) Customer Network Diagram which will include the location of the AudioCodes, as well as
non-AudioCodes device(s) that are relevant to the voice network.

b) Network service parameters, such as E-1 or T-1 framing and line coding, frame relay DLCI
numbers, channel mapping, or telephone numbers.

¢) Interface configuration and addressing information for other products with which the
installed AudioCodes products will interoperate.

18. Customer network should meet minimal requirements to run VolP adequately, including
support of high-quality IP voice and video calls {(both two-party and conference calls). Note that
a Microsoft-compliant Network Readiness Assessment for VolIP is available from AudioCodes at
extra cost.

19.Ensure that sufficient bandwidth is available, no blocking due to Firewalls and Proxy Blockers,
proper QoS configured on data networking equipment {e.g., routers and switches), lack of
impairment due to jitter, delay, and packet loss, etc., all according to the best practices and
recommendations of AudioCodes and Microsoft. Any voice or video quality issues, related to
the network infrastructure’s readiness for voice, or any voice or video issues related to the
configuration of the network and security infrastructure, is under the Customer’s responsibility,
and is outside the scope of AudioCodes’ responsibility.

20.Ensure network security requirements and parameters are met, such as firewall rules, NAT
configuration, etc.

21.Configure all other vendor products as needed.
22.Ensure local on-site resource availability to provide access to AudioCodes (when required).

23. Apply policies as required {such as local IP addresses) and make available on the Customer
network.

24.Update DHCP/DNS with any new scope options or DNS records.
25.For Remote Implementation, provide remote access to AudioCodes products.
26.For On-site Implementation, provide physical access to the building and AudioCodes products.

27.For the sake of clarity, the title to physical hardware remains with AudioCodes at all times,
while Customer is responsible for preserving any AudioCodes products, or any other additional
equipment provided and owned by AudioCodes as detailed in this SOW, intact and in a safe
place. Customer must maintain appropriate insurance coverage for above products and
equipment for the duration of the term.

28.Customer may use the products only for the purpose and in conjunction with the managed
services infrastructure and not for additional purposes of any kind.
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2.4.2.3

2.5

2.5.1

2.5.1.1

2.5.1.2

Part
Number

: Project Setup
AL-SBCU- |
S-INTG-FEE | completely hosted in the cloud by AudioCodes. Must be included for

AudioCodes-Hosted Environment

1. Bring own SIP trunk to connect to the SBC in AudioCodes cloud. Credentials need to be provided
{e.g., IP addresses, usernames, passwords, etc.).

2. Provisioning of sufficient SIP trunk channels to handle the expected call traffic.

3. Ensure network security requirements and parameters are met, such as firewall rules, NAT
configuration, etc.

Pricing

Generic part numbers are provided in this chapter as general guidance; in case of any
discrepancies between the part numbers in this chapter and AudioCodes’ latest price book,
the latter will prevail.

Non-Recurring Costs

pilot

The pricing for the Pilot will be invoiced and paid upon signature. The one-time fees paid for the Pilot
are part of the cost of the overall buildout and will be removed from the Production one-time fees,
when the Pilot is considered successfully completed. Pilot costs are denoted in the tables below.

Professional Services for Setup

Each project is covered by one-time costs for initial setup and ongoing site deployment. These
include planning and design (requirements scoping, design), CiD / process development, setup of
central management, management connectivity, implementation, testing, and overall project
management. in case additional on-prem MediaPack or SBA devices are required, a non-recuring fee
for Live Product setup is required.

Table 4: Description of One-time Professional Services

Description  Quantity . 'Price

lntegratibh feé for Live Essentials for multi-tenant solution T 1 T 52’000

 first-time setup of AudioCodes Live Essentials.

Site Setup
AL-SBCU- AudioCodes Live Essentials non-recurring setup fee for each 1 $3,500
SUF-S © Customer site with less than 500 users. Includes delivery, remote
| setup of necessary AudioCodes hardware or software per site. Local
duties and taxes may apply.
2.5.1.3 One-time Fees Schedule
Table 5: One-time Professional Service Setup
Part Number = Description Quantity Price
| N/A | N/A N/A N/A

-1
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2.5.1.4 Additional One-Time Services {at extra cost)
The following one-time services may be required at extra cost, depending on the complexity of the
project.
Table 6: Additional One-time Services
Part Number ~ Description
PS-PLAN-DESIGN-CUST Planning and design of additional customized options.
PS-IMPL-CUST Implementation of additional customized options.
| PS-CSM-CUST Client Service management.
PS-PROJ-MGMT Project management.
Table 7: Carrier Services One-time Professional Service Setup
Part Number Description Quantity Price
CPLAN-SUF-CUST Calling Plan service, Custom setup and onboarding first- = 1 $2,000
- time customer SIP telephony projects {one-time). " .
PILOT ONE-TIME FEE j :
{ CPLAN-PORTIN- Calling Plan service, Custom Port-IN Includes L1 } $250
i CUST . professional services , Availability and price are ;
- country-specific. Per site per porting event (one-time).
CPLAN-PORTIN- - Calling Plan service, Port-IN per DID, Availability and © 70 S0
DID | price are country-specific. (one-time). WAIVED ‘ :
. PILOT ONE-TIME FEE
2.5.2  Recurring Operational Costs {Monthly Service Fees)
Fixed recurring price is based on users (or add-on sessions additional SIP connections) for
AudioCodes equipment and recurring services, such as remote device monitoring, proactive
maintenance support, service reports, backup/restore, and hardware replacement.

& If additional on-premises MediaPacks or SBA devices are required, an extra monthly
fee using the Live Product service must be ordered.

u If additional on-premises SBC or Gateway (GW) devices are required, an extra monthly
fee using AL-UC-ADDSITE must be ordered. For hardware-based SBCs, additional ACM
fees apply for the hardware component (see the latest AudioCodes ACM price book).

# Service Numbers and Contact Center Numbers will be supported in a future release.

2.5.2.1 Ppilot
The Monthly Recurring Fees will be waived for the duration of the Pilot (up to 60 days). Once the
Pilot is determined to be successful, the Production Monthly Recurring Fees will begin.

2.5.2.2 Monthly Per-User Fees

The service will be billed on a per user per month (PUPM) basis, based on DIDs in the SBC dial plan,
as the sum of the users multiplied by the monthly rate for the given volume {e.g., AL/SU/300-
500/M36 or AL/SU/300-500/M12).
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Minimum User Commit Per Month: Monthly invoicing will be calculated on either the Minimum
User Commit {listed below} or Actual User Count, whichever is more.

Table 8: Monthly Per User Fee

Part Number Description Quantity Price Per

: Month
AL/SU/501- Monthly fee for AudioCodes Live Essentials (SBC) for unified 70 S0
2K/M36 . communication. Pricing is for a single user, for ordering in 501- .

. 2000 users range and for a committed period of 60 months.
- Quantity must include the overall users that have access to the
. applicable service that is using AudioCodes SBC in the
- organization.
 Pilot (up to 60 days)
Assumes a connection to Customer’s Teams tenant in GCC.
- S0 Per User Per Month
 PILOT ONE-TIME FEE _
' AL/SU/501- Monthly fee for AudioCodes Live Essentials (SBC) for unified 200 $360
2K/M36 - communication. Pricing is for a single user, for ordering in 501- |
- 2000 users range and for a committed period of 60 months.
- Quantity must include the overall users that have access to the
- applicable service that is using AudioCodes SBC in the
_ organization.
. Months 16
~ Assumes a connection to Customer’s Teams tenant in GCC.
$1.80 Per User Per Month

AL/SU/501- Monthly fee for AudioCodes Live Essentials (SBC) for unified 1,100 $1,980
2K/M36 communication. Pricing is for a single user, for ordering in 501- ?

{ 2000 users range and for a committed period of 60 months.

- Quantity must include the overall users that have access to the

- applicable service that is using AudioCodes SBC in the

organization.

_ Months 7-60

~ Assumes a connection to Customer’s Teams tenant in GCC.

$1.80 Per User Per Month

2.5.2.3 Hosting Fees

When the SBC is hosted by AudioCodes (Multi-Tenant environment), a monthly recurring fee applies
as follows:
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Per user:
Part Description - Quantity  Price Per
Number ; Month
AL-ADA- Monthly fee add-on per user for hosting SBC on AudioCodes data 70 S0

| u/M36 . center, for all AudioCodes Live programs (except for AL-CX} for
. minimum 36 months commitment.

. Pilot (up to 60 days)

Assumes a connection to Customer’s Teams tenant in GCC.

$0 Per User Per Month

PILOT ONE-TIME FEE ;
AL-ADA- Monthly fee add-an per user for hosting SBC on AudioCodes data 200 $112
u/m36 ~ center, for all AudioCodes Live programs (except for AL-CX) for : :

- minimum 36 months commitment.

Months 1 -6
. Assumes a connection to Customer’s Teams tenant in GCC.
- $0.56 Per User Per Month

i

AL-ADA- Monthly fee add-on per user for hosting SBC on AudioCodes data 1,100 $616
U/M36 . center, for all AudioCodes Live programs (except for AL-CX) for :
" minimum 36 months commitment.
Months 7 - 60
- Assumes a connection to Customer’s Teams tenant in GCC.
: $0.56 Per User Per Month

2.5.2.4 Recurring Fees Schedule

Table 9: Recurring Fees Schedule

Part Number Description Quantity = Price Per

Month
CPLAN-DID/M Calling Plan service, per-user per-month fee, includes DID and 70 | SO

. Emergency for supported countries.
Pilot {up to 60 days)

$0 Per DID Per Month (included in Pilot)
. PILOT ONE-TIME FEE

CPLAN-DID/M ' Calling Plan service, per-user per-month fee, includes DID and £ 200 $100
Emergency for supported countries. !
Months 1~ 6
$0.50 Per DID Per Month

CPLAN-DID/M Calling Plan service, per-user per-month fee, includes DID and 11,100 $550
Emergency for supported countries. ;

Months 7 - 60
$0.50 Per DID Per Month
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Part Number Description Quantity  Price Per
, ‘ . Month
CPLAN-PLAT- Calling Plan service, platform FEE per DID 70 SO
FEE/M Pilot {up to 60 days) i
SO Per DID Per Month (included in Pilot)
PILOT ONE-TIME FEE ; ; ,
CPLAN-PLAT- Calling Plan service, platform FEE per DID 1 200 $200
FEE/M Months 1-6 '
$1 Per DID Per Month :
CPLAN-PLAT- Calling Plan s Months 7 - 60 1,100 $1,100
FEE/M $1 Per DID Per Month Service, platform FEE per DID ’
. CPLAN-MONTH-  Calling Plan service, Custom charge for actual aggregated usage . 1 $100
| USAGE of SIP telephony services.
$100 Per Month for Actual usage costs {(actual costs only will be
invoiced)
253 Service Extension

Service capacity {e.g., additional users, sessions, channels, etc.) may be increased according to a flat
fee for a certain capacity or using a “pay-as-you-go” model.

Customer should check with AudioCodes’ sales representative, who can advise if a purchase order is
necessary and, if so, can provide a quotation.

For any service extension, a CCM request should be submitted by Customer via AudioCodes ticketing
system {Services Portal) as a change request (CCM request) using the form in Appendix C: Change
Request Form.

2.54  Deployment and Invoicing Schedule
Customer shall be invoiced monthly, starting at the time of and according to the actual ordered or
deployed units {e.g., users, sessions, minutes, etc.) or according to the commitments in the table
below, whichever occurs first. Should Customer not meet the Minimum Commitment as described
below, not due to AudioCodes act or omission, AudioCodes shall have the option to bill Customer
for the balance of the applicable Minimum Commitment for the full Commit Period.
Table 10: Invoicing Schedule
Start Date Minimum Monthly Invoice Monthly Invoice Monthly Invoice 7
Commitment units immediately upon immediately upon months from Start
{user/session, etc.} Start Date Start Date Date
Months 1 ~2{Up to 60 Months3 -6 Months 7 - 60
days)
PO date 70 Users/70 DIDs (Up 100% of NRC {no L N/A N/A
{Pilot) to 60 days) monthly invoice for
Pilot)
Completion of 1,100 Users N/A 200 or actual users, 1,100 or actual users,
Pilot {(Production) whichever is more whichever is more
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2.5.5

2.6

Assumptions

1.

In case service components are hosted at AudioCodes’ {or its third party} data center, the
Recurring Costs related to AudioCodes’ hosting as detailed in section 2.5.2.2 will be invoiced for
the full capacity, starting immediately upon AudioCodes’ notification that the hosted
components (e.g., virtual machines) have been allocated and are ready for service.

Once per month, AudioCodes shall measure the Customer’s service parameters (i.e., the
number of monthly "Acquired Telephone Numbers" or "Provisioned Users") and invoice the
Customer for the calculated Monthly Service Fees in accordance with agreed pricing as per this
SOW or as agreed in a separate quotation.

SBC sessions provided for SIP trunk/Product add-on must be ordered in advance by Customer;
additional sessions require a purchase order (your AudioCodes sales representative can provide
you with a price quotation).

Pricing does not include private connections {e.g., Azure ExpressRoute for interconnecting
between Azure and Customer infrastructure) and it will be quoted based on specified
requirements.

. For the purpose of dimensioning, it is assumed that the service will be used only by the

Customer (and not resold), and that the ratio of users to maximum concurrent calls is 5:1,
whereas the number of the Call Attempts Per Seconds (CAPS) may be limited by the capabilities
of the selected product.

An additional add-on fee applies when the solution is hosted by AudioCodes — contact
AudioCodes for a quotation.

The definition of a user is one that has access to the applicable service that uses AudioCodes
SBC in the organization.

AudioCodes hosted service and its associated fee is independent of the SW license provided
during contract period.

The hosted software can be deployed by the Customer, or any other third party, in the
Customer’s data center/cloud at any point of time during the contract period and will expire per
the contract term. Alternatively, AudioCodes can re-deploy the hosted software in the
Customer’s data center/cloud for an agreed re-deployment fee.

10.The hosted software in AudioCodes Cloud/data center that is provided as part of the unit (e.g.,

users, sessions, or minutes) per month fee is identical {has same functionality) to the one that
can be re-installed in the Customer’s data center/cloud.

Payment Terms

1.

The monthly pricing includes AudioCodes products, operational services, and maintenance
services to cover the operational phase. The minimum number of users or sessions per
Customer project is 200 (Months 1 - 6)/1,100 (Months 7 — 60} users, committed in advance (the
“Minimum Commitment”).

One-time Professional Services setup and integration fees are non-refundable. Such fees will be
invoiced upon PO receipt and shall be paid within 30 days from invoice.

The Recurring Costs will be invoiced as per section (see section 2.5.4) above and not earlier
than hardware shipment (if any) and shall be paid within 30 days from invoice. For avoidance of
doubt, the Commit Period for all the units shall be counted as of the initial invoicing date of the
full Minimum Commitment.

For example: in case the Minimum Commitment is 300 units for 36 months, and invoicing is
executed as per Table 10 above, the total invoicing period would be 42 months {180 days + 36
months of Commit Period).
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5. At the end of the first Service Period, following Customer onboarding to service, AudioCodes
will calculate Monthly Service Fees from date of the Customer onboarding and the Monthly
Service Fees will be calculated at pro-rata for the first partial calendar month of service.

6. The Monthly Service Fees shall not be reduced due to a failure to provision the services to
certain Users or other entities, when not due to AudioCodes default.

7. In case of purchase by means of a private offer through the Microsoft Azure Marketplace, the
payment terms will be agreed upon by the Customer and Microsoft and all payment shall be
made by Customer to Microsoft through the Azure Marketplace. In such cases, items will be
charged upon PO submission on the Marketplace, regardless of the deployment/invoice
schedule.
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3 General Terms

1. This document, as part of a proposal, is valid for a period of 30 days (after the proposal has
been sent).

2. All prices are List Prices (MSRP) in USD unless otherwise indicated.

In case on-site activities not covered in this Schedule are required, travel and related
expenses shall be billed separately upon written agreement of both parties.

4. Any significant change in site topology (during Deployment Services or during ongoing,
contracted services) shall be treated as a new Project and shall be quoted separately.

5. Significant changes to the one-time Professional Services setup and processes (e.g., process
changes, ticketing changes, equipment monitoring changes, etc.) shall be agreed by both
Parties in writing. These do not include changes to notification and escalation lists, changes
covered under CCM service, or changes in the number of the sites or devices.

6. Significant delays in the Professional Services setup or in the Site Deployment Services
{projects) due to delays caused by Customer or insufficient information provided by
Customer may lead to extra billing claims from AudioCodes side to cover AudioCodes’
additional costs which will have prior approval in writing. AudioCodes shall advise Customer
in writing in each such case where delay may result in unexpected costs on AudioCodes side.

7. Any service functionality and activities not listed in this SOW are to be considered beyond the
scope of this SOW, unless they are specified in a formal quotation for AudioCodes
Professional Services and/or in a mutually agreed project plan.

All services, documentation and meetings will be provided in the English language.
9. This offer is subject to the terms and conditions of the Agreement.

10. The Planning and Deployment services outlined in this SOW assume that all implementation
work will be carried out remotely and during local business hours (typically, 8:00-17:00). If
such work needs to be provided outside business hours, an additional cost will be incurred,
unless mutually agreed otherwise.
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4 Term and Termination

1. This SOW will become effective upon signing by both Parties as of the last signature date and
will remain effective until its expiry or termination.

2. The services are offered for the Commit Period (as defined above). Thereafter, the SOW shall
continue for successive terms of twelve (12) months {the “Renewal Terms”} unless a party
gives written notice of termination to the other party of at least three (3) months before the
end of the Commit Period or any Renewal Term thereafter. In the Renewal Terms AudioCodes
prices may vary, in which case the Customer shall be provided with an updated quotation
three (3) months prior to the renewal.

3. This SOW may be terminated by either Party only under the termination provisions of the
Agreement.

4, Al termination and other notices from Customer under this SOW must be communicated to
AudioCodes in writing or by e-mail.

5. Upon termination or expiration, the Customer shall allow AudioCodes to disconnect the
service. In case any hardware appliances hosted by Customer were provided by AudioCodes
to the Customer, the Customer shall return any such equipment provided to AudioCodes, in
its original package, in the same conditions Customer received it (standard use and wear
accepted) and at AudioCodes expense. In case of early termination or termination for breach
by Customer, the return of any equipment provided under this section will be at Customer’s
expense. Should any part of the equipment not be returned within thirty (30} days from
expiration or termination, the Customer shall pay an unreturned product fee, as detailed
under AudioCodes current price list. Balances which remain unpaid five {5) business days
after the due date may be subject to late charges as detailed in the Master Service
Agreement. The Customer agrees to pay all costs and expenses, including without limitation
reasonable attorneys’ fees, incurred by AudioCodes in collecting past due balances.
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5 Details and Signatures of the Parties

AudioCodes Inc.

Signature:

__ Name of authorized signatory:

Position:
. Date:
For and on behalf of Customer

Signature:

Ty T T T S —
_Positi

Yuba County Information Technology

// : i‘ APPROVED AS TO FORM
By: L A
7 4

COUNTY Cé)UNSEL

Name:

Title: ke 7 Imﬂ%sﬂ;
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6 Appendix A: Microsoft Partner Association
Approval

As AudioCodes is a Microsoft global partner, we kindly request that the Customer approve the
following sections. Customer may choose not to approve, however in doing so Customer
acknowledges that AudioCodes will make Microsoft aware of the fact that AudioCodes and Customer
are involved in a potential deal that is related to Customer’s Azure environment.

CPOR: By signing this SOW, Customer acknowledges that AudioCodes is assisting the Customer’s
organization to deploy Microsoft cloud services and will seek association to Customer’s Microsoft
Customer Tenant under the Microsoft Partner Incentives program in connection with the services
provided to the Customer. If Customer does not agree to accept the association request of the
Microsoft Claim Partner Of Record {CPOR), this section should be deleted.

PAL: This section is relevant in case AudioCodes components are hosted in Customer’s Azure cloud.
By signing this SOW, Customer acknowledges that AudioCodes is assisting the Customer’s
organization to deploy Microsoft cloud services and Customer may be requested to provide
AudioCodes partner access to their Azure resource, which would then be associated with the
AudioCodes’ Microsoft Cloud Partner ID. If Customer does not agree to the Microsoft Partner Admin
Link (PAL), this section should be deleted.

None of the aforementioned provides any new data to Microsoft. It simply provides
Microsoft with the information that a partner {AudioCodes) is actively involved in a
Customer’s Azure environment.
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7.1

7.2

7.3

Appendix B: Calling Plan Services

Overview

The Calling Plan Service solution supplies unlimited, non-blocking Tier 1 grade Calling Plan Service
for secure PSTN calling with the AudioCodes best-of-breed session border controllers (SBC) via one
of our Calling Plan Partners.

The service is offered with Tier 1 carrier grade service around the world, providing a large footprint
and ensuring excellent call quality. The environment is completely elastic with dynamic trunking to
provide economy of scale and resources. AudioCodes Live with Calling Plan Service also supports
local emergency calling (e.g., E911).

The service model is one of service desk to service desk; with the Customer responsible for first line
end user support and incident handling, with qualified incidents being escalated to AudioCodes.
Tier 1 support will be provided by Customer to its internal customers and users and will engage
AudioCodes on behalf of these users.

Pricing Information

1. Calling Plan services can only be ordered in conjunction with one of the other AudioCodes Live
services. The minimum commitment is either 12 months or a duration that corresponds with
the additional Live service, whichever is greater.

2. For first-time Calling Plan projects that are purchased as a separate order in addition to another
AudioCodes Live service, a setup and integration fee (CPLAN-SUF-CUST) is required.

3. The DID porting and activation fees must be selected according to the plan and country
selected. The monthly DID fee is determined according to the plan and country selected.

4. A separate order line must be included for each selected country.

DID Number Quantity and Billing Adjustment

The Customer is ordering Direct Inward Dial (DID) numbers for the calling plan as shown under “Qty
of DIDs” in the table below, based on a budgetary estimate that includes a 30% buffer above the
originally projected quantity. As long as the actual number of DIDs does not exceed this estimate,
AudioCodes will invoice based on the actual number of DIDs used.

if the actual required number of DID exceeds the budgetary estimate that includes a 30% buffer
above the originally projected quantity or if DID numbers for additional countries are required,
Customer shall submit a Quantity Change Order (QCO) that will be filled out together with the
AudioCodes project delivery team using the form in Appendix C: Change Request Form along with a
new purchase order prior to provisioning additional numbers.

Table 11: Estimated DIDs
Country . Agreed Unit Price Qty of DIDs (budgetary estimate) ;
u.s. 5150 70 (Pilot (up to 60 days); 200 (Months 1~ 6); 1,100 |
. {months 7 - 60}
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7.4

7.5

7.5.1

7.5.2

General Notes

1.

AudioCodes is not a telecom provider. AudioCodes is acting as an agent of aggregated telecom
services such as, among others, Telagility Inc and/or Telnyx LLC and/or Volli Communications
Inc. or other service providers and the services are subject to their specific terms of service.
Any of the service providers is either directly licensed by the local in country telecom
regulatory authorities in the countries served or acting as an authorized agent of a regulated
entity in the served country.

When porting or activating new DIDs to the service, Customer is responsible for providing the
paperwork needed to comply with local regulations. E.g., Street address, Customer Service
Record (CSR) from current provider, Billing Telephone Number {BTN), business licenses etc. A
list of country-specific documents required for porting/new number activation is provided by
AudioCodes at the time of port/new number request.

Where available, public utility numbers (e.g., 311), enhanced emergency calling capabilities are
included as part of the monthly DID fee.

DID and Usage rates are secured wholesale on the open market and are subject to change at
any time.

Calling Plan services can only be ordered in conjunction with one of the other AudioCodes Live
services. The minimum commitment is either 12 months or a duration that corresponds with
the additional Live service, whichever is greater.

For first-time Calling Plan projects that are ordered separately from another AudioCodes Live
service, a setup and integration fee {CPLAN-SUF-CUST) is required. Contact AudioCodes for a
quotation.

The DID porting and activation fees must be selected according to the plan and country
selected. The monthly DID fee is determined according to the plan and country selected.

A separate order line must be included for each selected country.

Roles and Responsibilities

AudioCodes Roles and Responsibilities

b

1. Open and manage calling plan provider account on behalf of the Customer.

2. Set up SIP trunks from Customer or AudioCodes service SBC's to the calling plan provider

3.

4. Submit port request in the Calling Plan provider management portal includes all the required

Provide documentation and forms necessary for porting numbers.

documentation.

Acquire new DIDs on behalf of and per customer requests.

6. Provide maintenance support (Tier 2) to Customer on behalf of Calling Plan provider.

Invoicing the Customer and collecting country and regulation taxes on behalf of the calling plan
provider on the calling plan services

Providing call records and billing reports to the Customer.

Customer Roles and Responsibilities

1.

Filling out and returning any documentation and forms requested by AudioCodes for porting
numbers.

Providing Tier 1 support for Customer’s internal users.

3. Submitting incident reports to AudioCodes (via AudioCodes service desk}, in case Tier 2 support

is required.
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7.6

7.6.1

7.7

4. Submitting porting requests to (losing) carrier and providing AudioCodes with proof of porting
request acknowledgement from {losing) carriers.

Customer must verify that all porting requests are acknowledged and approved by losing
carrier. Possible reasons for porting rejection by losing carrier are: wrong DID, wrong or
mismatching company details, wrong or missing account number, number range
incomplete, or wrong or missing authorized contact.

Calling Plan Providers

The following references the Terms of Service for our partners Calling Plan Service.

TELNYX:

TELNYX LLC. is the regulated service provider directly providing the carrier services to the Customer.
AudioCodes serves as the Customer’s agent for performing of certain management functions such
as ordering the carrier services on behalf of the Customer, billing, and collection functions on behalf
of TELNYX and shall not be the provider of any of the carrier services.

By signing this SOW: (1} Customer is agreeing to be bound by Telnyx LLC's {("Telnyx"} Terms &
Conditions of Service ("Telnyx T&C's"} as referenced here: https://online.audiocodes.com/telnyx-
terms-and-conditions; and {2) Customer is a direct party with Telnyx with respect to the Telnyx T&C's
and agrees to comply with all obligations of a 'Customer' as defined therein. Telnyx is an intended
third-party beneficiary of the foregoing, and any amendments to the foregoing provision shall
require Telnyx's prior written consent.

Prohibited Use and Compliance with Law

1. Prohibited Activities

Customer agrees not to use the Services for any illegal, abusive, or unauthorized purpose,
including but not limited to:

a. Initiating or transmitting unlawful autodialed calls/texts, “robocalls” or spam
communications, including those defined by regulatory bodies such as the Federal
Communications Commission (FCC) and Federal Trade Commission (FTC) (USA), Ofcom
{UK), Canadian Radio-television and Telecommunications Commission (CRTC) (Canada),
Australian Communications and Media Authority (ACMA) (Australia), and equivalent
authorities in other jurisdictions,

b, Violating any applicable laws or regulations related to telecommunications {including to
the extent used for telemarketing, advertising, or commercial solicitation), autodialed
calls or “robocalls”, call spoofing, or consumer protection, including but not limited to:
¢+ USA: Telephone Consumer Protection Act {TCPA), Telemarketing Sales Rule {TSR),
Telephone Robocall Abuse Criminal Enforcement and Deterrence Act {TRACED Act},
STIR/SHAKEN, FCC and FTC rules, and applicable state laws

¢  UK: Communications Act 2003, Ofcom CLI spoofing regulations (2025)

¢  EU: European Electronic Communications Code {EECC) and General Data Protection
Regulation (GDPR).

¢+  Canada: CRTC Unsolicited Telecommunications Rules and STIR/SHAKEN rules.

¢  Australia: ACMA’s Reducing Scam Calls and Messages Industry Code.

¢  Asia, Africa, Latin America: Any applicable national laws, including anti-fraud and
cybercrime statutes, especially in regions identified by the UN as emerging scam
call hotspots
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¢.  Transmitting fraudulent traffic or engaging in behavior that may result in traffic being
blocked by downstream providers or flagged as unlawful.

2. Monitoring and Enforcement

Provider reserves the right to monitor traffic and usage patterns for the purpose of detecting
and preventing fraudulent or unlawful activity. Customer shall cooperate with AudioCodes
and Provider and any relevant authority in any investigation related to suspected violations.

3. Termination for Cause

Provider and/or AudioCodes may suspend or terminate Services immediately, without prior
notice, if:

a. Customer is found to be using the Services in violation of this section,

b.  Customer’s traffic is deemed to present a risk to the network, reputation, or compliance
status of Provider, or

a. Such termination is necessary to comply with applicable law, regulation, or enforcement
action by a governmental authority.

4. Indemnification

AudioCodes shall defend, indemnify, and hold harmless Customer, its elected and
appointed councils, boards, commissions, officers, agents, and employees from any liability
for damage or claims for damage for personal injury, including death, as well as for property
damage that arise out of, pertain to, or relate to the negligence, recklessness, or willful
misconduct of AudioCodes, which may arise from the intentional or negligent acts or
omissions of AudioCodes in the performance of services rendered under this Agreement by
AudioCodes, or any of AudioCodes's officers, agents, employees, contractors, or sub-
contractors.
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8 Appendix C: Change Request Form

AUDIOCODES CHANGE REQUEST FORM

REQUESTER COMPANY: <CUSTOMER>
SITE NAME:

SITE LOCATION/ADDRESS:

SERVICE REQUEST NUMBER:

DEVICE IP ADDRESS:

CREATION DATE:

CHANGE REQUEST NUMBER: CREATION DATE:
REQUESTOR:

Name:

Title:

E-mail:

Phone:

REASONS FOR PROPOSED CHANGE:
"] Routing Changes

[] carrier Changes

["] Number Manipulation

[T quantity Change Order

[] other (specify):

Ticket Number:

DESCRIPTION OF CHANGE:
Attachments [_]Yes [ ] No

DOCUMENTS/DELIVERABLES REQUIRING UPDATE:
Description:

Expected Implementation date/time: Date: Time: Timezone:

ESTIMATE OF IMPACT:
I minimal ] Moderate I major

Cost to Implement:
Hours/Days

DECISION: [ ] Approved [ ] Rejected [ ] Defer Untit:

Reason:

[Client Name] [AudioCodes Name]
[Client Title] [AudioCodes Title]
Date Date
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9

Appendix D: Acronyms and Abbreviations

Table 12: Acronyms and Abbreviations

Abbreviation

Meaning
Al Artificial tnte!hgence
AIS V ";”’Alarm !ndrcatlon Srgnaly
ATA I Analog Telephone Adapter -
BYOC - MWBrmg Your Own Carrier k
f” CCM - Conflguratron Change Management
CDR - HfWCaII Detail Record
CIP ’Carnage and Insurance Pard to o
CPOR . Claim Partner Of Record -
DAP | 'Dehvered At P!ace
CRM - Customer Relatlonshlp Management ~~
DB - Data Base S
DC o Data Center ”
DHCP T Dynamrc Host Confrguratron Protocol
D!D - Drrectlnward Drahng
DLCl EMData Link Connectlon Identrﬂer
: DNS i{‘Domaln Name Server
DTMF - Dual Tone Multr Frequency
GW | Gateway -
HA ‘ N ngh Avarlabrhty
HTTP R Hyper Text Transfer I;rotocol -
HTTPS o “’Hyper Text Transfer Protocol Secure ‘‘‘‘‘
HW - Hardware
“!P Internet Protocol
ITSP N Internet Telephony Servuce Provrder
IVA »fgmlntelhgent Virtual Agent
MIVR Interactive Voice Response
KPI ;' Key Performance lndicator
LAN - Local Area network
LDAP Lughtwerght Drrectory Access Protoco!
M N HmMeetmg Insrghts
Mra o In- meetmg Voice Assrstant
, MP MediaPack
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Abbreviation ;
MRC |

MS

- MSRP
NAT

NOC

NTP ;

PAL

PBX
PSAP

PSTN

‘ SAS

Network Operatron Center

k Network Time Protocol

Meaning

Monthly Recurring Cost

Mncrosoft
Manufacturer s Suggested Retarl Pnce

Network Address Tra nslate

Partner Admm Lmk

Prrvate Branch eXchange

: Pubhc Safety Answermg Pomt
Publrc Swrtched Telephone Network

: Standalone Survrvabrlrty

. SOW

§TTS

SiP

uc

WAN

SBC

Sessron Border Controller

SMTP/IMAP

sw

Teams

Umfred Commumcatrons

Sessron Inmatron Protocol
Srmple Marl Transfer Protocol/lnternet Message Access Protocol ¢

Statement Of Work

S ftwa

Mrcrosoft Tea ms

uso
VCICP

Text To Speech

Unrted States Dollar

Voca ClC Professronal

VPN :

Wrde Area Network

| WebRTC

Web Real-Trme Communrcatlon

Vlrtual prrvate Network
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