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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, located 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/rvanitsc/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

2.2

2.2.1

AudioCodes Live Voca CIC — Enterprise Edition

Customer Definitions

Customer Enterprise with a single or multi-tenant organization

Service Description

Overview

Voca Q10 The Microsoft Teams Contact Center That's Actually Bullt for Teams

AudioCodes Voca Conversational Interaction Center (CIC) is a certified Microsoft Teams contact
center platform—purpose-built from the ground up using Microsoft Azure Communication Services
(ACS) and Microsoft Teams Phone Extensibility.

Voca CIC isn’t a bolt-on, It’s a native Teams experience. Agents handle calls, chat, email, SMS, and Al
interactions—all from a single screen inside Teams. Supervisors manage queues, IVRs and IVAs, and
manage flows without IT help. The IT team gets 99.999% uptime for voice interaction services, deep
reporting, and multi-tenant controls—all delivered as a managed service or hosted in the customer’s
Azure cloud.

Every deployment offers the full range of contact center capabilities: conversational [VRs, IVAs, real-
time dashboards, call queues, skills, reports, automation flows, call recording and CRM integration.
Agent interfaces are clean and role-based, and licensing is transparent: CIC1 for lightweight CX
agents, CIC2 for CX voice agents, CIC3 for voice & digital CX teams. To learn more about the available
features of each CIC bundle, please visit the Voca CIC webpage on the AudioCodes website.

Voca CIC is built for flexibility. It's used at large enterprises like UCF (handling 800,000 calls annually
across 40+ departments), Berry Global (Fortune500 multi-national enterprise), and Vanderlande
(who replaced another Teams CCaaS after experiencing downtime). Thanks to built-in Al and
omnichannel multitasking, teams can add virtual agents, automate call summaries, and handle
mutltiple channels without complex integrations.

In 2024, Omdia called Voca CIC “the only true MultiCaa$ offer for Microsoft Teams,” recognizing its
use of the same underlying Azure APls and SDKs as Teams Phone itself.

After being named Best Microsoft Teams Contact Center in the 2024 CX Today Awards, Voca CIC
have followed up in 2025 with a win for Best CX Deployment and a Highly Commended recognition
for Best CX Partnership with AT&T.

Standards and Certifications:

AudioCodes is committed to providing enablement of full GDPR and HIPAA compliance. For more
information, refer to the document GDPR and HIPAA-Ready Notice for AudioCodes Voca Solution.

Voca CIC is certified by Microsoft and tested against strict security and compliance guidelines, It
holds M365 SaaS Application Security certification and meets standards like SOC 2, GDPR, PCI DSS,
FIPS and ISO certifications including ISO 27001 (Information Security), 1SO 9001 (Quality
Management), 1SO 14001 {Environmental Management), 1SO 45001 (Occupational Health and
Safety), and 1SO 27701 (Privacy Information Management). For more information, refer to the
document AudioCodes Voca CIC - Cloud Security Architecture Overview.

Penetration tests are conducted multiple times a year, with results available on demand. Voca CiC
delivers what others promise: a reliable, modern, and fully integrated Teams contact center—ready
on day one.
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2.2.3

2.2.4

AudioCodes Voca CIC has the following Microsoft certifications:

#  Microsoft Teams Certified Contact Center solution

Microsoft 365 Saa$ Security and Compliance Program

¢ Solution certified for

M385 Soas Security & :
Microsoft Teams

Compliance Certified

The Managed Service for Voca CIC includes implementation services during the deployment phase
(e.g., project management, planning and design, setup, and cutover to production} and ongoing day
two services (e.g., technical support and configuration changes).

pilot

AudioCodes will provide the AudioCodes Live Voca buildout and services for a period of up to sixty
{60) days (Pilot), at a cost listed in the Pricing section. 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.

Voca CIC Properties

® A Voca Tenant is defined as an instance of Voca CIC having unique sets of properties that
serve a single end-customer having a single site, multiple agent desks, or multiple sites. Such
properties may include:

s  Role-based access permissions {e.g., using Microsoft SSO login credentials)
@ Al Receptionist and Auto Attendants flows

¢  Voca CIC Flow Designer - CRM integration

® Call queues

¢ Skills

=  Agents (Workers) and supervisors

s Omnichannel flows

s  Historical reports and Reporting API

s Real-time dashboards

s Additional components such as working hour sets, prompts, connected DIDs, etc.
s Active Directory synchronization

@ Microsoft Teams Presence synchronization

«  Email integration

»  3"-party bot integration {e.g. Microsoft Copilot)

&  Single or multiple Voca Tenants may be provided within a Voca environment. An end-
customer could have multiple Tenants (e.g., to serve multiple sites or contact center desks).

Service Deliverables

The following one-time and ongoing services are applicable:

ONE-TIME DEPLOYMENT SERVICES
&  Project Management
#  Planning and Design

# Remote Implementation
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2.2.5

Customer Onboarding
Knowledge Transfer

Set up initial SIP trunks

Remote commissioning/cutover

ONGOING OPERATIONAL SERVICES

®  24x7 Maintenance (AudioCodes service desk)

@  Proactive Monitoring Service {24x7x365)

Backup & Recovery
Change and Configuration Management (CCM)

Service Seat Occupation and Fair-Use Guideline

Seat Occupancy
Seat occupancy is defined per CIC type as follows:

CIC1: Each named agent permanently occupies one seat
w  CIC2 & CIC3: A seat is occupied when an agent:
+ Islogged into Voca Flex or Voca Worker Applications or Microsoft Teams

® Receives an inbound call processed by Voca CIC on any device

Outbound calls made outside the Voca Flex or Voca Worker Applications do not occupy a seat.

Automatic Safety Net

When all seats are occupied, exceeded calls are auto-forwarded to a predefined number and are
logged for upsizing reviews.

Tenant Purity

Each Voca CIC tenant is either 100% CIC1 or any mix of CIC2/CIC3 licenses.

IVR/IVA sessions limit

Voca CIC bundles include IVR/IVA sessions limited on a concurrent session basis, respective of a
specific CIC bundle type. IVR/IVA limits are as follows:

#  CIC1: 1 concurrent [VR/IVA session
®  CIC2 & CIC3: 2 concurrent IVR/IVA sessions each (callback included)

For additional concurrent IVR/IVA sessions an optional addon applies, capped at maximum
+1 IVR/IVA session per CIC seat.

VA Services Add-on for CIC Bundles

Up to 30 seconds per Flow Designer Speech input block and up to 250 characters per Flow Designer
Text-To-Speech block. Limits apply per block, not across the entire flow.

Reporting API for historical data

A maximum 12 API requests per 1-day intervals

Concurrent Call Sessions and SIP Trunk Connections

Each Voca CIC seat of type CIC1, CIC2 and CIC3 includes 3 SBC sessions provided by AudioCodes.
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Up to 3 SIP connections are included per region from AudioCodes Voca CIC {e.g., to connect to a UC
provider or to the PSTN) as part of the standard Voca CIC service.

2.2.6  Service Options

Table 1: Service Options

Service Z Supported
‘Host‘ing LocatickJn‘ | ’ AQdioCodes Azure
HAPalr forPrtvate Cloud (Customer’s . Not Apbi;cable (AudloCodes Cloud) -
Azure) deployments
PSTN Calling Method © Microsoft Direct Routing
CallRecording for IC2& CIC3 (o~ Yes/aC2

additional cost)

Recording Storage: AudioCodes Cloud or . AudioCodes Cloud
Bring your own Storage {BYOS)

Voca CIC Tenant Setup Single Tenant

Optional Services

IVA Services/Conversational IVR Add-on for = NA
CIC Bundles

Extra IVR/IVA Session for CiC bundles No
(limited to max. +1 session per CIC seat)

CRM Integration® and 3rd-party bot Yes
integrations/Custom Flow Design services

: Additional SIP connections? (e.g., for . Standard connections {not additional): AudioCodes Carrier

Trunks, MS-Teams, or PBXs beyond 3 . Services and Microsoft Teams
included) — applicable to Direct Routingor
SiP-based Calling

Voca CIC Premium Technical Success No
Manager for 5 hours per month 3

1 CRM Integration and other custom flow design services require technical scoping and will be charged by
additional Voca CIC PS Engineering Hours.
2 additional SIP connections available for extra cost of 2 Voca CIC PS engineering hours per each SIP Connection.

-6-
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2.3.2

Planning and Deployment Services

Overview

The planning and deployment services include the assignment of an AudioCodes project manager to
oversee the deployment process, coordinate all AudioCodes activities with the Customer, and ensure
the project progresses according to the agreed schedule. Customer-specific requirements will be
scoped and defined during this phase.

Once the order is received, AudioCodes will collaborate with the Customer regarding the design of
the site voice architecture, including equipment requirements. This design process may also
determine the amount of AudioCodes equipment needed to meet the Customer's requirements.
Service effort required for end user migration (from legacy voice solution) is outside the scope of
this SOW.

Planning and Deployment Phase Elements;

i. Project Management

2. Planning and Design, which may include:

® Understand overall network topology

#  Collect End Customer specific requirements

®  Gather site requirements to determine the required contact center flows
s CRM, omnichannel, 3-party bot and Reporting API integration

® Determine deployment methodology

Remote implementation of Voca CIC and AudioCodes SBC {for connectivity)
Remote Commissioning/Cutover

Customer Onboarding

A A O

Typical Project Breakdown:

%

Planning & Design: 15%
Implementation: 70%

Knowledge Transfer & Customer Onboarding: 5%

& ® =B

Commissioning, Cutover, and Customer Onboarding: 10%

S Delays caused by the Customer that extend the timeline (e.g., beyond 90 days) may result
! in additional billing to cover extra costs incurred by AudioCodes. AudioCodes will inform
the Customer in writing if delays may lead to unexpected costs.

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 are not limited to the following:

Coordination of requirements gathering

Status updates

Managing status updates, and participation in meetings
Management of the Project Plan

Risk Mitigation

AN A I A

Assignment of Technical Resources
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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:

Escalation matrix information
®  The AudioCodes Services Portal {e.g. for incident ticketing)
@  The change request process

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

Planning and Design

As part of the Planning & Design service, AudioCodes will conduct a workshop that is comprised of
requirements scoping, high-level and low-level design, and runbook/process development.

1. Discovery sessions with the Customer's IT staff for deep-dive requirements scoping
2. Requirements Analysis

3. Integration Planning — planning for properly configuring the AudioCodes solution

4

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

5. Device/Site/Group implementation Questionnaires — creating and generating customized Site
Questionnaires as necessary
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Remote Implementation

The system is configured according to the design that covers the customer requirements gathered
before setting up the services. In the case of a private cloud deployment, it is assumed that the
environment has already been set up and connected to the network (i.e.,, once the required
infrastructure, such as servers, virtual machines, etc., is in place) by the Customer:

1.  Implement and configure AudioCodes service based on customer requirements, upon which
were agreed during planning and design phase.

Basic functional testing for up to 2 hours.

Technical information gathering.

Creation of multi-tenant Voca environment {where required}

Configuration of first Voca tenant.

Setup SIP connectivity between Voca to the customer’s UC application.

Configure PSTN routing to Voca.

Configure Microsoft Teams Presence and Active Directory synchronization.

e ®moM o s W

Configure email settings for Voca voicemail and scheduled reports.

ok
=4

Configure Contact Center flow* (per customer’s design):

s Role-based access permissions {e.g., using Microsoft SSO login credentials)

e« Al Receptionist and Auto Attendants flows

e  [VR or IVA flows including automation

e Voca CIC Flow Designer - CRM Integration

¢  Call queues

s Skills

»  Agents (Workers) and supervisors

s Omnichannel flows

@ Historical reports and Reporting API

»  Real-time dashboards

»  Additional components such as working hour sets, prompts, connected DIDs, etc.

s Active Directory synchronization

s Microsoft Teams Presence synchronization

s  Email integration

¢  3"-party bot integration (e.g. Microsoft Copilot)

* In case the implementation scope requires additional PS hours, e.g., configuration of additional
IVR, IVA, CC flows, APl or CRM integration, configuration of additional Voca tenants or CC desks, it

should be treated as a non-standard CCM request (see Section 2.4.5, Change and Configuration
Management).
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2.3.6

2.3.7

238

2.4

24.1

Remote Cutover {(Commissioning) Service

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

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

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

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

4. Madification of configuration as a result of testing in production environment

Customer Onboarding to Operational Service

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

1. Review of support process for Incident Management

2. Review of the Customer Interface Document (CID)

3. Provide the Customer with access to AudioCodes Live Voca CIC
4

First End-Customer onboarding

Knowledge Transfer

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

1. How to open support tickets using AudioCodes Services Portal (service desk)

2. How to configure contact center flows
3.

How to create tenants in multi-tenant environments

~~, AudioCodes will provide basic training—typically up to four hours and recorded when
possible—to support the customer in configuring additional contact center desks or flows
in English. Where available, pre-recorded materials will be shared, and live sessions may
be conducted in local languages.

For more comprehensive training, customers are encouraged to enroll in the official
VCICP training program. For details, please refer to the VCICP class schedule.

Geographical Considerations

AudioCodes provides this service by AudioCodes on Azure. The service can be consumed anywhere
in the world; however, 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., IP 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.

Operational Services

Overview of Operational Services

AudioCodes Live includes a suite of operational services:

1.  24x7 Global Contact Center

-10-
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Remote Technical Support (Tier 2-4)

Online ticketing and ticket reporting

24x7 Proactive Monitoring and Alert Notification

CCM — Change Configuration Management for AudioCodes services
Backup/Restore

S

Technical Success Manager (optional)

242  Maintenance Support (incident Management)

1. The Service Desk is available 24x7 {24 hours a day, 7 days a week) for problems of Urgent
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. Handle and resolve (remotely) service-related incidents, including configuration changes as
workaround, in order to restore service,

Restore service (where impacted) due to service malfunction, including workaround solutions.

Provide status updates to Customer until the incident ticket is closed.

2.4.2.1 WMaintenance Support Priority Definitions

The priority level given to a service reguest (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

System is down or service is unavailable or severely degraded and directly
due to contracted service.

The service has failed for multiple users

Safety issue.

The service has been degraded for multiple users directly due to
contracted service.

Ability to administer the service is lost.
) No work around exists.
Medium m  Ability to administer the service is affected and work around exists.

Urgent

]

2 E B B

High

' Low - Not affecting service or performance.
General questions or requests for information.

2.4.2.2 Response and Resolution Times

The following times listed in the table below apply only for incidents due to AudioCodes components
and the related services. Response time is the time from when a ticket is created to when a response
is received. Resolution time is the time when a ticket is created to when the incident is resolved (e.g.,
service is restored).
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Table 3: Priority Levels and Response and Resolution Times

Priority Level ; Response Time Resolution Time
Urgent <ihour(24x7)  <12hours (24x7) |
igh — - ., hou rs(gxs) — . o hour5(24x7) R
Medtum | < 2 Business Days {9x5) H | £30days
Low e 5ZBu5|ne55Days( 9x5) S ot

-12-
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Incident Management Assumptions

10,

i1
12.

Automated response to new tickets will be sent within 15 minutes.
95% of incidents meet the 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 Request 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/Resclution Times assume that the progress in restoring service is not
impeded or delayed by the Customer.

The above given Resolution Times 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 in Customer’s private cloud:

a.  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 resolutions.
Incidents due to poor quality should be based on a significant amount of user complaints.

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.

-13-
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24.4

Incident Management Exceptions

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

1.

10,

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),
results 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.

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

Ordered capacity is exceeded.

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.

Events due to Force Majeure.

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

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).

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

-4
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2.4.5

2456

24.7

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 B: Change Request Form.

The typical lead time for a CCM request is 3 business days.
The following standard changes are included (assuming reasonable usage):

Service modifications (Flows, IVR/IVAs, Call Queues, Skills and Agents, Reports, Omnichannel)
Third-party Phone System integration

Additional languages

g B & ®B

Creation of additional Voca tenants

For Optional, extra-cost changes that are considered non-standard CCM requests, a price quotation
should be provided by the AudioCodes sales representative upon request.

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 additional 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

AudioCodes will perform scheduled backups of the managed service application and data. This
service also includes verifying the correct operation of the backup system and resolution of backup-
related issues.

Planned Bursting (Optional)

The Planned Bursting feature is a mechanism that allows Voca CIC Customers to temporarily exceed
the originally ordered number of licensed seat or session count for a fixed period (e.g., seasonal
spikes in demand). The usage of burst Agent seats/sessions (“bursting”) can be enabled on an
optional basis, charged at 1.5 times the original license selling price.

A price quotation should be provided for Bursting by the AudioCodes sales representative upon
request. To submit a non-standard change request, the customer should follow the process defined
in CCM section 2.4.5.

# Bursting is made available on a monthly basis, for a maximum of three months, and
must be ordered at least 14 business days prior to the planned burst start date.

& The number of Agent seats/sessions when bursting is enabled is limited to 150% of
pre-ordered agent seats/sessions.

-15-
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Service Availability

The service availability of the Live Voca application is 99.99%. Voice-only services are 99.999% per
Microsoft Teams Phone uptime commitment.

When hosted on AudioCodes Azure, the platform availability is based on Azure Virtual Machines
(VM) Service Level Agreement (SLA) with uptime of 99.99%, subject to the availability provided by
Microsoft. Refer to https://azure. microsoft.com/en-us/support/legal/sla/virtual-machines/vl 9/

Service Availability Exceptions:

#  During any Routine {planned) Maintenance events, where scheduled downtime is mutually
agreed in advance or Emergency Maintenance events.
During planned/agreed changes.

Acts or omissions attributed to Customer or any of the other providers, for example,
providers of DC or Cloud, public Internet, SIP trunk, Internet connectivity {e.g., ExpressRoute,
etc.), including improper use by the Customer of the service.

#  Events of Force Majeure.

216 -
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24.9

2.5

2.5.1

252

Premium Technical Success Manager Consultancy (Optional)

The AudioCodes Technical Success Manager (TSM) is a trusted technical advisor, responsible for
defining Live Voca CIC service strategy for customers. AudioCodes TSM can help customers achieve
complex automation or personalization flows (IVRs and IVAs), as well as providing consultancy and
configuration services for seamless agent experience. A price quotation should be provided by the
AudioCodes sales representative, based on 5 monthly consultancy hours.

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. Initial setup of the AudioCodes Voca CIC.

3. Provide technical support and manage operations of Voca CIC.

Customer’s Roles and Responsibilities

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.

1. Provide company contact information using AudioCodes provided site questionnaire(s), such
as company name, address, telephone, or e-mail address, and communicate all changes that
may arise.

2. Collect and provide any specific network configuration and technical information requested
by AudioCodes in order to set up the service.

3. Provide Tier 1 level support activities, report support incidents on behalf of Customer sites,
subsidiaries, and agencies to AudioCodes.

4. Provide End User training.
Provide Call Flow information in case of contact center migration.

& Provide prompts/text to record for the IVR (TTS, auto-generated prompts may be used
otherwise). Customers using their own prompts or Music on Hold audio must provide the
prompts in WAV or MP3 file format.

7.  For Private Cloud solution in Microsoft Azure adhere to:

https://online.audiocodes.com/hubfs/Files/AudioCodes-Voca-CIC-Private-Cloud-and-
Survivable-CC-Requirement.pdf
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2.6 Pricing

o 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.

-

2.6.1 Overview

Pricing is separated into the following two (2} parts:

2  Non-recurring professional fees.

= Monthly recurring fees (per Agent/Session)

2.6.2 MNon-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

1.  Project integration fee — covers Service Setup and Integration fee, including defining
processes for notification, escalation, and incident management.

2. Remote setup fees for building Voca single or multi-tenant environment (per customer’s
requirement) in AudioCodes cloud.

Customer may configure additional Voca CIC desks or flows on additional Voca tenants
freely and independently at no additional cost. AudioCodes will provide any training
{normally up to 4 hours and recorded if possible) necessary to support the customer in
configuring additional contact center desks or flows. In case the customer would like
AudioCodes to configure any additional Voca CIC desks or flows beyond the standard
implementation, the additional work will be considered a CCM request to be charged per
hour {during business hours) using the CPN AL/Voca/PS/1H.

3,  The following setup fees are applicable for Live Voca CIC:

Table 4: One-time Professional Service Setup

Part Number Description - Quantity Price

AL/VOCA/INTG/FEE | Integration fee for AudioCodes Live Voca CIC, 1 $5,000
including calling integration - should always be
included for 1st time setup of Managed Services

AL/VOCA/SUF/S Setup fee for AudioCodes Live Voca CIC - End- 1 - $3,000
| customer onboarding by AudioCodes ‘

' PILOT ONE-TIME FEE
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2.6.3 Recurring Costs

1. The pricing model for Live Voca CIC is based on the selected bundle type (CIC1, CIC2 and CIC3)
monthly fee for a commitment of 12 or 36 months.

2. The following recurring fees are applicable for Live Voca-CIC:

2.6.3.1 Pilot

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.

Table 5: Recurring Costs for Operational Service

Part Number Description _Quantity - Unit Total

; ; Price Term
‘ AL/VOCA/CIC2/M36 :‘ Monthly per concurrent agent fee for Voca CIC2 - 10 60.00 $36,000

. minimum of 36 months commitment

Extended MSRP reflects 60 months service

-19 -
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2.6.4  Service Extension
Service capacity (e.g., additional agents, sessions or higher CIC bundle tiers) may be increased.
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 B: Change
Request Form.
265 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., Agents). 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 6: Invoicing Schedule
Start Minimum Commitment  No. of Units to be Invoiced at ~ No. of Units to be Invoiced at
Date units {e.g., Agents) . <ENTER LATER DATE> from <ENTER LATER DATE> from
‘ Start Date ; Start Date

PO date One-Time fee (as noted N/A {(no monthly invoice for N/A

(Pilot) | above);10channels Pilot) '

PO date | 10 Channels ? N/A N/A

{Produc | i !

tion) !
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2.6.6

Assumptions

1.

Upon signature of this SOW, Customer will place a purchase order for the recurring and
one-time Professional Services costs. AudioCodes shall invoice one-time costs immediately
upon receiving the purchase order.

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

AudioCodes SBC Sessions are provided for the exclusive use of the Live Voca CIC service, at a
ratio of 3 SBC Sessions for each Voca CIC seat that is allocated, whereas the number of the
Call Attempts Per Seconds (CAPS) may be limited.

For the purpose of dimensioning the service, AudioCodes assumes fair usage of the built-in
Cognitive Services included in the Live Voca CIC service, namely, use of Speech-to-Text,
Natural Language Understanding and Text-to-speech is limited to operate within IVR, IVA and
other call flows.

The performance of Conversational Cognitive Services from Microsoft (or any other Cognitive
Service provider), provided as part of the Voca CiC service, is dependent on the accuracy
levels of the Cognitive Service provider.

For any interaction of Voca call flows with an external database, CRM, or any other external
information source, AudioCodes will need to verify that the relevant APi(s) and Web
Service(s) are in place, provided that the relevant documentation is provided by the
customer.

For any call flows or scenarios which are considered ‘complex’, AudioCodes requires a clear
design document, which must be mutually approved prior to implementation of complex
scenarios in the Voca CIC service.

The Voca Contact Center capabilities, namely, Voca Worker Application, Skill-based Routing
and Real-time reports, are designed to operate only for Voca agents that are licensed and
enabled as Microsoft Teams users with Phone System license.

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

1. The pricing includes AudioCodes components, operational services, and maintenance services
to cover the operational phase. The minimum number of units per Customer project is 10
Sessions/agents, committed in advance (the “Minimum Commitment”).

2. 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.

3. The Recurring Costs will be invoiced as per section (see the Deployment and Invoicing
Schedule section) above 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.

4. Atthe 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.

5. 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.

6. 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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4 General Terms

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

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

3. 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.
This offer is subject to the terms and conditions of the Agreement.

18. 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). I
such work needs to be provided outside business hours, an additional cost will be incurred,
unless mutually agreed otherwise.
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5 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.

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 Commiit 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.

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

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

Upon termination or expiration, the Customer shall allow AudioCodes to disconnect the
service. 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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6 Details and Signatures of the Parties

AudioCodes Inc.

Signature:

_Name of authorized signatory

For and on behalf of Customer

Signature:

~ Name of authorized signatory

Z LZ APPROVED AS TO FORM
By: //

C 2 COUNTY COUNSEL
Name: A7 /(Mz_@__ SNl

By
Title: L7 44,4‘%%/
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7 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.




8. Appendix B: Change Request Form Statement of Work

8 Appendix B: 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:
D Routing Changes

{] carrier Changes

["] Number Manipulation

"] other (specify):

Ticket Number:

DESCRIPTION OF CHANGE:
Attachments [ JYes [ | No

DOCUMENTS/DELIVERABLES REQUIRING UPDATE:
Description:

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

ESTIMATE OF IMPACT:
{1 Minimal ] Moderate [T major

Cost to Implement:
Hours/Days

pEeCISION: [ | Approved [ ] Rejected [T] pefer Until:

Reason:

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

Appendix C: Acronyms and Abbreviations

Table 7: Acronyms and Abbreviations

Al
ATA

CCM

Abbreviation
AlS :

BYOC

Meaning
Artrflaal lntelllgence

AIarm lndlcatlon S:gnal

Analog Telephone Adapter

Brmg Your Own Carner

; Confrguratlon Change Management

CDR
cp

DAP

. DB

DC

| DHCP

DID

DNS
DTMF

CRM

GwW

f Camage and Insurance Pald to

CPOR !

DLCH g
Domam Name Server

f Dual Tone Multl Frequency

Call Detall Record

C|a|m Partner Of Record

! Dellvered At Place

Customer Relatlonshlp Management |
Data Base |
Data Center i

Dynamlc Host Conflguratlon Protocol

: Dlrect Inward Dlalmg

Data Lmk Connectlon ldentlfler

Gateway

| High Avarlablht

HA
HTTP

f’ Hyper Text Transfer Protocol

HTTPS

! Hyper Text Transfer Protocol Secure

HW

Hardwa re

ITSP

Internet Protocol

lnternet Telephony Servrce Prowder

VA

‘ lntelhgent Virtual Agent

IVR

Interactive Voice Response

KP1

Key Performance Indicator

LAN

Local Area network

LDAP

Lightweight Directory Access Protocol

Mi

| Meeting Insights

Mia

In-meeting Voice Assistant

MP

MediaPack
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NTP

Abbreviation
MRC

MS

MSRP Manufacturer s Sugge ted Retarl Prrce
NAT

NOC

Monthly Recurring Cost

Meaning

Mlcrosoft

Network Address Translate

Network Operation Center

Network Tlme Protocol

PAL N

'PSAp‘ S
PSTNH SRR |
:;SAS e

Partner Admm L|nk

anate Branch eXchange

; Pubhc Safety Answenng Pomt

Publlc Swrtched Telephone Network
¢ Standalone Survwabrhty

: Sessron Border Controller

SBC

SIP

SMTP/IMAP
| SOW !

SW

Teams ;
uc
TS

usb

VCIcp
VPN
WAN

Voca ClC Professronal

Virtual prlvate Network

! Sessron lnmatron Protocol

Srmple Marl Transfer Protocol/lnternet Message Access Protocol

Statement of Work

Softwa re

Mlcrosoft Teams

Umfled Commumcatlons

Text To Speech

Umted States Dollar

Wlde Area Network

WebRTC

{ Web Real-Tlme Commumcatlon
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