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Master Services Attachment for ServiceElite

Scope of Services : _ _

1BM- will provide you Services as described in this Attachment and, if applicable, its Statements of Work and Change
Authorizations to support your hardware and operating system software products {called “Eligible Machines, ™Eligible
Programs,” and together “Eligible Products”). This attachment and Schedule for ServiceEliterA82BGQ is valid for the
duration of five (5) years, consisting of five (5) one (1) year options: Services are available for Eligible
Products normally used for business, professional, or trade purposes, rather than personal, family, or household

purposes.

IBM will identify the Eligible Products, the Sérvices that apply to them, and the Services transaction contract period in
Schedules that reference this Attachment and any associated Statements of Work and Change Authorizations. Each
Schedule will also identify the Specified Locations at which the Services will be provided. A Specified Location may
be your entire information processing environment, or a portion thereof, which may be resident at multiple sites or a

single building.

The specific terms regarding Eligible Machine Services and Eligible Program Services contained in this Attachment
and its Statements of Work and Change Authorizations apply only when you have contracted for an associated
Eligible Machine maintenance Service or Eligible Program support Service as specified in a Schedule,

_IBM Responsibilities . _

When you contract for an applicable Service, IBM agrees to deliver the Service in accordance with the terms and
responsibilities identified in the Service description set out in this Attachment or an associated Statement of Work or
Change Authorization. For basic maintenance of IBM Machines, the Service description is set out in our. Agreement
(referenced in the signature block below.

Your Responsibilities

When you contract for an applicable Service, you agree:

1. to provide 1BM with an inventory in which you identify all Eligible Products to be covered at each Specified
Location and to notify IBM whenever you wish to move, add, or delete Eligible Products at an existing Specified
Location or set up new Specified Locations;

2. to return to IBM all defective CRUs (from covered Eligible Machines) within 15 days of your receipt of the
replacement CRU. A “CRU” is a Machine part which is designated as a Customer Replaceable Unit (e.g.
keyboards, memory, or hard disk drives). IBM provides CRUs to you for replacement by you;

3. that when the Service includes IBM providing you with access to electronic diagnostic tools,
information databases, or other Service delivery facilities, you will limit the use of these to only those
who are authorized to use them under your control and only in support of Eligible Products and
Services identified in Schedules: '

4. 1o provide IBM with information it requests which is related to its provision of the Services to you and
to notify IBM of any changes; , -

5. that you authorize International Business Machines Corporation and its subsidiaries (and their
successors and assigns, contractors) to store and use your business contact information wherever
they do business, in connection with IBM products and services or in furtherance of IBM’s business
relationship with you; )

6. to pay any communications charges associated with accessing these Services unless IBM specifies
otherwise in writing; and ’

7. to use the information obtained under these Services only for the support of the information
processing requirements within your Enterprise. _

8. to securely erase from any Machine that you return to IBM for any reason ali programs not provided'
by IBM with the Machine and data, including without limitation, the following: 1) information about
identified or identifiable individuals or legal entities (“Personal Data”) and 2) your confidential or
proprietary information and other data. If removing or deleting Personal Data is not possible, you
agree to transform such information (e.g., by making it anonymous or encrypting it) so that it no
longer qualifies as Personal Data under applicable law. You also agree to remove all funds from
Machines returned to IBM. IBM is not responsible for any funds, programs not provided by IBM with
the Machine, or data contained in-a Machine that you return to IBM. You acknowledge that, to
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perform its responsibilities under this Agreement, IBM may ship all or part of the Machine or its
software to other IBM or third party locations around the world, and you authorize IBM to do so.

Automatic Inventory Increase for Machine and Software Maintenance Services

If specified as a selected option in the Schedule, IBM will automatically increase the inventory count and associated
Services at Specified Locations per the terms set out below.

OPTION #1 - MACHINE MAINTENANCE SERVICES

IBM will automatically increase the inventory count and associated Machine maintenance Services whenever:

1. an Eligible IBM Machine is added to the inventory. if the Machine is under warranty when added, maintenance
' Services will commence at warranty exit. If the Machine is not under warranty when added, maintenance
Services will commence at the later of a) the date of installation or b) the previous yearly anniversary of the start
of the transaction contract period (what does this mean). 1BM Machines specifically excluded from coverage at
transaction contract period start will remain outside the scope of this Section unless you request IBM add them
during the transaction contract period. However, all Eligible IBM Machines added to your inventory during the
transaction contract period will be included in the inventory count and receive maintenance Services as set out in

this Section.

2. an Eligible non-IBM Machine, of the same type as other non-IBM Machines already covered at that Specified
Location, is added to the inventory. If the Machine is under warranty when added, maintenance Services will
commence -at warranty exit. If the Machine is not under warranty. when added, maintenance Services will
commence at the later of a) the date of installation or b) the previous yearly anniversary of the start of the
transaction contract period.

The maintenén(:e Services that apply for these Machines.will be the same as that which you are receiving for all other

~.. .Eligible Machines of the same type at the Specified Location.

Newly installed IBM Machines of the same type for which you have already selected Warranty Service Upgrade will
-be added at date of actual installation and will be covered at the same Warranty Service Upgrade support level.

If at any time either of us requests a review of the inventory count, each of us will provide reasonable cooperation to
the other in updating the last formal inventory.

OPTION #2 - SOFTWARE SERVICES

IBM will automatically increase the inventory count and associated software Services whenever an Eligible Program
licensed for use on an Eligible IBM Machine is added to the inventory. The software maintenance Services that apply
for these programs will be the same as that which you are receiving for all other copies of the Program licensed for
use on Eligible IBM Machines of the same type at the Specified Location.

These software Services will commence immediately upon addition of the Eligible program to the inventory except
that for software maintenance Services, a) if the Program is covered under the Agreement for Acquisition of Software
Maintenance when added to the inventory, then software maintenance Services via ServiceElite will commence at the
expiration date of that support period, or b) if the Program is not covered under the Agreement for Acquisition of
Software Maintenance when added to the inventory, then software maintenance Services via ServiceElite will
commence immediately and After License Fees may apply.

I at any time either of us requests a review of the inventory count, each of us will provide reasonable cooperation to
the other in updating the last formal inventory.

Charges and Payment
Your charges are calculated taking into account your Service selections, price protection option, payment option, and

for prepayments, length of the prepay period. You agree to pay by electronic funds transfer to an account provided
by IBM or other means as agreed by both of us.
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PRICE PROTECTION FOR ENTIRE. TRANSACTION CONTRACT PERIOD, INCLUDES PROTECTION FOR
NEWLY ADDED MACHINE TYPES.

For the entire transaction contract period, charges for included Eligible Product configurations and Services will not
increase.. All newly added Eligible Products and Services, as well_as_changes to existing Eligible Product
configurations an Services, will assume the charge rate that applied for these at transaction contract period start.
Eligible Products and Services that become generally available during the transaction contract period will be added at
the charge rate that applied on their initial availability date. You will receive the benefit of a decrease in applicable
charges for amounts which become due on or after the effective date of the decrease. 1IBM

Price Increases

At the beginning of a new contract transaction period charges will be limited to the applicable then current GSA
Schedule. )

FOR EACH TRANSACTION PACKAGE, THE FOLLOWING CHARGE ADJUSTMENT TERMS APPLY.

Total Services charges may be adjusted whenever:
1. areview of the inventory count indicates a change from the last accounting; or

2. - a Specified Location, Eligible Machine type, or Service is added, deleted, or changed.

For all Service charges based on usage, upon IBM's request you will immediately provide IBM with the actual meter
. reading recording the actual usage. :

IBM may charge you directly for certain expenses IBM incurs in performance of a Service for you {e.g. actual travei
and living expenses, out-of-pocket expenses). 1BM will not incur these expenses without your prior approval.

Renewal and Termination

IBM wili automatically renew Services unless you request otherwise. For each transaction the Schedule will specify
the.number of years (0 or greater) in the Renewal Contract Period. Whenever this number is greater than 0, 1BM will
renew the applicable Services at the end of the transaction contract period for the number of years specified.
Thereafter, IBM will automatically renew the Services for same length periods unless you notify IBM in advance of
your desire to change the length of the renewal. You or IBM can select not to renew by providing written notification
(at least one month prior to the end of the current transaction contract period) to the others of its decision not to
renew. Nonrenewal notification sent to you by IBM or received by IBM from either you will result in IBM ceasing to
provide you the applicable Services at the end of the current transaction contract period.

In the case of renewals, charges are recalculated at the start of each renewal period. The new charges will be based
on the length of the Renewal Contract Period and then current charges associated with your contracted a) Services,
b) price protection option, and c) payment option.

You have committed to continue Services for the entire transaction contract period. However, you may terminate
Services for an Eligible Product, on notice to IBM, if you permanently remove it from productive use within your
Enterprise. You may also terminate Services immediately prior to the start of any fiscal year for which funds have not
been appropriated. You agree to request such funds from the applicable legisiative body.

Termination adjustment fees will not apply and you will receive a credit for any remaining prepaid period associated
with Services you terminate in accordance with this provision.

Governing Law

As pertains to your contracted Services, the laws of your State govern our Agreement, this Attachment, and
associated Statements of Work and Change Authorizations.
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Services

Warranty Service Upgrade _ N
For certain Eligible Machines, you may select a Service upgrade from the standard typé of warranty Service for the
Machine. IBM provides Service for Machines as described in our Agreement but charges for the upgrade in type of

Service during the warranty period.

Certain Machine types may require the installation and use of remote connecitivity tools and equipment for direct
problem reporting, remote problem determination and resolution.

You may not terminate the Service upgrade or transfer it to another Machine during the warranty period. When the
warranty period ends, the Machine will become part of your standard inventory count and will convert to maintenance
Service at the same type of Service you selected for warranty Service upgrade.

Maintenance of IBM Machines
IBM will provide Service for Machines, as described in our Agreement, for those Eligible IBM Machines specified in
the Schedule.

Maintenance of Non-IBM Machines

IBM will provide Service for Machines, as described in our Agreement, for those Eligible non-IBM Machines specified
in the Schedule. Unless specified otherwise in the Schedule, Service is provided only for the manufacturer's base
configuration for each covered Machine model. You are responsible for following the manufacturer's and IBM's
provided guidelines pertaining to operator responsibilities, maintenance procedures, and supplies prior to placing a
Service request. .

Repair of non-IBM Machines is subject to the availability of repair parts and any technical support required of the
original manufacturer. Repair parts will be functionally equivalent to those replaced. They may be new or used and
may have been manufactured by other than the original manufacturer. You may request that IBM use repair parts
manufactured by the original manufacturer when these are available, but there may be an additional charge for these
‘parts.*

IBM’s support does not cover:

1. Machine installation, engineering change activity, or preventive maintenance;

2. correction of date related errors. IBM will make the final determination of whether a date related error is the
source of the problem;

3. service of microcode or firmware;

4. service of features, parts, or devices not supplied by either a) the Machine's original manufacturer or b) IBM
during the performance of this Service;

service for accessories, supply items, and certain parts, such as batteries, frames, and covers;

service of a Machine damaged by misuse, accident, modification, unsuitable physical or operating environment,
or improper maintenance by you;

7. service of a Machine with removed or altered Machine or parts identification labels;
failures caused by a product for which IBM is not responsible; or

service of Machine alterations.

Upon written notice, IBM may terminate coverage for an Eligible non-IBM Machine due to lack of available repair
parts or lack of original manufacturer technical support.

Eligible non-1BM Machines must meet IBM’s safety and serviceability requirements. IBM reserves the right to inspect
a Machine within one month from the start of Service. If the Machine is not in an acceptable condition for Service,
IBM will notify you and terminate coverage.

You agree to provide IBM one month's written notice prior to terminating coverage for a Machine being permanently
removed from productive use within your Enterprise.

IBM Software Maintenance for 0S/400, i5/0S and Selected Products
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IBM will provide software maintenance support, as described below, for those Eligible Programs for which you are
licensed and for which you order this Service.

General:

1. 1BM makes available to you the most current commercially available version, release or update to all of the
Programs for which you acquire support under this Service, should any be made available. Information on
ordering versions, releases or updates can be found at http://www.ibm.com/servers/eservers/ess, and selecting
the Entitled Software Update (“EUS”) screen tab.

2. IBM provides you with assistance for your a) routine, short duration mstal!atron and usage (how-to) questions
and b} code defect related questions.

3. IBM provides assistance via telephone and, if available, electronic access, only to your information systems (IS)
technical support personnel during normal business hours (normal business hours are 8 am. to 5 p.m. in the
local time zone where you receive this Service, Monday through Friday, excluding national holidays). This
assistance is not available to your end users. IBM provides Severity 1 assistance 24 hours a day, every day of
the  year. Consult the IBM Software Support Guide, which may be found at
http://techsupport.services.ibm.com/quides/handbook.html for details. A 24x7 (every day of the year) all severity
option is available at extra charge.* During normal business hours, IBM’s response time objective is two hours
for voice and electronic problem submissions. For voice problem submissions during other than normal business
hours, IBM’s response time objective for. critical problems (Severity 1) is two hours and if you select the 24x7 all
-severity option, four hours for non-critical problems. For electronic problem submissions during other than normal
business hours, IBM's response time objective is within two hours of the start of normal business hours on the
next business day. IBM's initial response (either voice or electronic) may result in resolution of your problem or it
will form the basis for determining what additional actions may be required to achieve technical resolution of your
problem. 1BM is not responsible for delays in electronic response dellvery caused by systems and network

problems.

4. In some instan.ces, IBM may request that you allow it to remotely access your system to assist you in isolating
the software problem cause. You will remain responsible for adequately protecting your system and all data
contained therein whenever we remotely access it with your permission.

5. - This Service does not include assistance for a) the design and development of appllcatlons b) your use of
Programs in other than their specified operating environment, or c) failures caused by products for which IBM is

not responsible under this Service; and

6. This Service is provided by United States personnel solely for servers that are located within the United States.
For calls that originate from outside of the United States: 1) toll free telephone access is not available, 2) “8:00
a.m. to 5:00 p.m. in the local time zone” is defined as the time zone where your designated Point of Contact
resides, Monday through Friday (excluding national holidays), 3) replies or other return communication to the
caller will be via electronic means only, 4) software “traps” or other tools that may be necessary to diagnose
problems wiil be sent only to the United States server location, and 5) the diagnosis and repair of data encryption
will be discussed only with personnel at the United States server location.

Eligible Programs:
Licensed programs for which this Service is available are listed at_htip://www.ibm.com/services/sli/swm/ or may be

obtained from your IBM marketing representative. The listing of Eligible Programs contains the last date of service for
each respective release of licensed programs. 1BM will support only current releases. It is your responsibility to
insure that, when calling in for service, your software is current.

Software Maintenance After License Fee: The Software Maintenance After License fee is a one time charge to
resume Software Maintenance if you a) did not renew this Service prior to the end of the then current support period
or b) terminated this Service. The new support period in such an instance begins on the date that IBM accepts your
order.

IBM Software Maintenance for AIX Operating Systems
IBM will provide software maintenance suppori, as described below, for those Eligible Programs for which you are
licensed and for which you order this Service.

General:

1. IBM makes available to you the most current commercially available version, release or update to all of the

Programs for which you acquire support under this Service, should any be made available. Information on
ordering versions, releases or updates can be found at http://www.ibm.com/servers/eservers/ess, and selecting

the Entitled Software Update ("EUS”) screen tab
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2. IBM provides you.wi{h assistance for your a) routine, short duration installation and usage (how-to) questions
and b) code defect related questions.

3. IBM provides assistance via telephone and, if available, electronic access, only to your information systems (IS)
technical support personnel during normal business hours (normal business hours are 8 a.m. to 5 p.m. in the
Iocal time zone where you receive this Service, Monday through Friday, excluding national holidays). This
assistance is not available to your end users. IBMprovides Severity 1 assistance 24 hours a day, every day of
the year. Consult the IBM Software Support Guide, which may be found at ) ‘
hitp:/techsupport.services.ibm.com/guides/handbook.html for details. A 24x7 (every day of the year) all severity
option is available at extra charge.* During normal business hours, IBM’s response time objective is two hours
for voice and electronic problem submissions. For voice problem submissions during other than normal business
hours, IBM’s response time objective for critical problems (Severity 1) is two hours and if you select the 24x7 all
severity option, four hours for non-critical problems. For electronic problem submissions during other than normal
business hours, IBM's response time objective is within two hours of the start of normal business hours on the
next business day. IBM's initial response (either voice or electronic) may result in resolution of your problem or it
will form the basis for determining what additional actions may be required to achieve technical resolution of your
problem. IBM is not responsible for delays in electronic response delivery caused by systems and network

problems.

4. In some instances, IBM may request that you allow it to remotely access your system to assist you in isolating
the software problem cause. You will remain responsible for-adequately protecting your system and ail data
contained therein whenever we remotely access it with your permission.

5. This Service does not include assistance for a) the design and development of applications, b) your use of
Programs in other than their specified operating environment, or ¢) failures caused by products for which 1BM is
not respensible under this Service; and

6. This Service is provided by United States personnel solely for servers that are located within the United States.
For calls that originate from outside of the United States: 1) toll free telephone access is not available, 2)“8:00
a.m. to 5:00 p.m. in the local time zone” is defined as.the time zone where your designated Point of Contact
resides, Monday through Friday (excluding national holidays), 3) replies or other return communication to the
caller will be via electronic means only, 4) software “iraps” or other tools that may be necessary to diagnose
problems will be sent only to the United States server location, and 5) the diagnosis and repair of data encryption
will be discussed only with personnel at the United States server location.

Eligible Programs: Licensed programs for which this Service is available are listed at_
hitp://www.ibm.com/services/sl/swm/ or may be obtained from your IBM marketing representative. The listing of
Eligible Programs contains the last date of service for each respective release of licensed programs. IBM will support
only current releases. It is your responsibility to insure that, when calling in for service, your software is current.

Software Maintenance After License Fee: The Sofiware Maintenance After License fee is a one time charge to
resume Software Maintenance if you a) did not renew this Service prior io the end of the then current support period
or b) terminated this Service. The new support period in such an instance begins on the date that IBM accepts your
order.

Managed Technical Support

Scope of Work

The IBM Managed Technical Support is comprised of the services described herein (called “MTS Services”) which
includes, as activities, various service elements designed 16 provide support to you. )

Under the IBM Managed Technical Support, IBM will provide a Delivery Project Manager who will assist you in
coordinating and managing technical support for your Eligible Machines (IBM and non-iIBM) and Eligible Programs
covered by MTS Services.

The MTS Services is comprised of the foliowing activities:

a) Delivery Management composed by various Service Elements:;
b) a set of deliverables created based on your managed technical support requirements.
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Definitions

a)

b)

Eligible Machines and Eligible Programs mean respectively 1) Machines that are specified as Eligible Machines
and Programs which are specified as Eligible Programs which are covered under MTS Services. .

Service Element means a basic building block-of activities which is designed to meet your specific requirements.

-General Services

The responsibilities detailed in this section will apply to the contracted MTS Services

Project Management

1BM Delivery Prbject Management Responsibilities -

The purpose of this activity is to identify an IBM Delivery Project Manager who will establish a frémework to
communications, reporting, procedural and contractual activities under the IBM Managed Technical Support Services
engagement. The IBM Delivery Project Manager will:

a)
b)
c)

establish and maintain communications through your Point of Contact
conduct quarterly regular status meetings throughout the technical support engagement ; and

prepare Status Reports

Your Point of Contact Responsibilities

. Prior to the start of the Services- you will designate a person (called “your Point of Contact’) to whom all
communications relative to the Services will be addressed and who will have the authority to act on your behalf in all
matters regardmg the MTS Services. Your Point of Contact will:

a)
b)

c)

d)‘

e)

f)
g)

serve as the interface between the IBM Delivery Project Manager and all your departments, organizations and
locations participating in the MTS Services.

Be responsible for providing responses to requests within an agreed upon timeframe as requwed by IBM to
perform the MTS Services.

coordinate, manage and be responsible for the activities of your personnel

communicate o the IBM Delivery Project Manager any changes that may materially affect IBM's provision of the
MTS Services

coordinate resolution of issues rarsed by the IBM Delivery Project Manager and, as necessary, escalate such
issues within your organization;

ensure that tasks assigned to personnel within your organization will be completed; and

as required, participate in status meetings with the IBM Delivery Project Manager.

Your General Responsibilities

You will:

a)

b)

c)

Provide suitable office space, supplies, furniture, high-speed connectivity to the Interet, and other facilfties for
IBM’s personnel at no charge to iIBM while working on your premises.

Be responsible for the content of any database, the selection and implementation of controls on its access and
use, backup and recovery and the security of the stored data. This security will also include any procedures
necessary to safeguard the integrity and security of software and data used in the MTS Service from access by

unauthorized personnel; and

Ensure that current hardware and software support agreements, maintenance and license agreements are in
place with applicable Service Providers for those products and services upon which IBM is relying to provide the
MTS Services described herein.

Z125-7227-08 Page 7 of 54



- Inventory Review

The purpose of this Serviée element as part of the Delivery Management Service activity, js to include the.
tracking of Eligible Machines (IBM and non-IBM) installed and Eligible Programs for reporting purposes. You are
responsible for the notifying IBM of any inventory that is added, moved, deleted from the original base.

IBM Responsibilities
Activity 1 — Inventory Review

IBM wil:
a) Prepare and review a listing of Eligible Machines and Eligible Programs in your hardware and software
environment on a quarterly basis.

b) Recommend any suggestions from a technical point of view.
Your Responsibilities

You agree to:

a) Provide IBM 30 day’s notification to modify any information on any additions/deletions/changes made to your
hardware and software environment.

b) Ensure that your Point of Contact reviews any applicable recommended suggestions as provided by the IBM
Delivery Project Manager.

Suppor't Line

IBM will provide you remote assistance with the operation of supported products and system environments. In
addition, you may order certain optional features which are enhancements to this Service. These terms also apply for
each of these optional features unless IBM specifies otherwise.

Definitions

Customer Critical Problem means a problem for which you have no known work around resuiting in a critical
disruption in your business operations.

Full Shift means 24 hours a day, seven days a week, including national holidays.
Off Shift means all hours outside of Prime Shift.

Prime Shift means 8 a.m.to 5 p.m. in the local time zone where you receive the Service, Monday through Friday
(excluding national holidays).

Supported Products means those products and system environments identified in the Supported Products List for
your support groups located at IBM's Internet address http://www.ibm.com/services/sl/products or as otherwise
provided by IBM. The Supported Products List will change periodically to reflect Supported Product additions (for
example, adding new products) or deletions (for example, deleting products at their end of currency date).

IBM Responsibilities
IBM will provide you remote assistance (via telephone from IBM's support center or via an electronic search and
questioning capability) in response to your requests pertaining to the following:

For all Supported Products in your covered support groups
1. basic, short duration installation, usage, and configuration questions; and

2. questions regarding IBM Supported Product publications.

For all IBM software Supported Products in your covered support groups —

1. code-related problem questions;
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2. diagnostic information review to assist in isolation of a problem cause (for example, assistance interpreting
traces and dumps for installation and code related problems); and

3. for known defects, available corrective service information and program fixes which you are entitled to receive
under the terms of the IBM license.

When you report a problem with covered non-IBM software Supported Products, IBM will provide a primary point of
contact for all support requests. IBM will assist you by providing level 1 and level 2 support, which includes
assistance for installation usage and configuration questions and provide general guidance on product
documentation. IBM will also assist with isolating the problem cause and provide you recovery information, if
available, from the vendor. For known defects, iBM will provide corrective service information and program fixes, if
available and IBM is authorized to provide to you. If a new (unknown) defect is identified, IBM will report it to the
appropriate vendor and notify you of our actions. At this point IBM will consider its support requirement fulfilled since
resolution of these defects is the responsibility of the vendor. ’

For the Linux support groups, IBM may make available new fixes to the Red Hat and SUSE Enterprise releases of
the Linux operating system open source components for IBM supported Linux distributions. IBM may make available
emergency source code fixes as new defects are reported. IBM is not a Linux distributor and does not distribute
patches, maintenance updates or refreshes. You must receive maintenance updates and refreshes directly from the
Linux distributor.under the terms of their license. IBM will make these new source code fixes available to the Linux
distributor and the open source maintainer for inclusion and distribution as errata updates and patches. IBM will
support and maintain these new source code fixes until such time that the Linux distributor or open source maintainer
incorporates them or develops an alternate fix and distributes as errata update or patch. At such point IBM will
consider its support requirement fulfilled. .

Response Criteria . :

If not initially answered by a-Service technician, IBM will use commercially reasonable efforts to respond, by
telephone, to Support Line Service calls from you within two hours during Prime Shift. IBM's initial response may
result in resolution of your request or it will form the basis for determining what additional actions may be required to
achieve technical resolution of your request. If you select Full Shift coverage during Off Shift IBM will use
commercially reasonable efforts to respond to Support Line Service calls which you specify to be Customer Critical
Problems within two hours and all other Support Line Service calls within four hours.

Electronic Support )

You will also be able to electronically submit Support Line Service requests for Supported Products, provided you
have Internet access. IBM will use commercially reasonable efforts to respond to each electronic Service request
from you within two hours of receipt during Prime Shift. For electronic Service requests received during Off Shift, IBM
will use commercially reasonable éfforts to respond within two hours of the start of Prime Shift on the next business
day. IBM is not responsible for delays in response delivery caused by systems and network problems.

Your Responsibilities
You agree to:

1. ensure you are properly licensed to all software and have a current subscription (where required) for the
Supported Products for which you request assistance;

2. refrieve and review a current Supported Products List on a regular basis to verify whether there have been any
additions or deletions within your covered support groups;

3. ensure that any access codes IBM provides to you are used only by your authorized personnel;

designate a technically qualified representative (called "Primary Technical Contact”) who will be your focal poini
to whom IBM may direct general technical information pertaining to your Supported Products. Your Primary
Technical Contact and each caller must have sufficient technical knowledge of your Supported Product.
environment to enable effective communication with IBM's support center;

5. provide IBM with. all relevant and available diagnostic information (inciuding product or system information)
pertaining to software problems you request assistance with;

6. if necessary, provide IBM with appropriate remote access to your system to assist you in isolating the software
problem cause. You will remain responsible for adequately protecting your system and all data contained therein
whenever IBM remotely accesses it with your permission; and

7. provide IBM with written notice of changes to your machine inventory within one month afier the change occurs.
Such changes may cause a revision to your charges for this Service. {Note: This responsibility does not apply for
Enterprise Support.)
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Enterprise Support

If you select Enterprise Support you will receive Support Line Service coverage, as described above, for all
Supported Products that are part of your business systems environment. You agree to provide IBM an initial inventory
of your Supported Products, including the machines on which they are installed, and inform 1BM of inventory changes
(additions/removals) prior to each yearly anniversary of the start of the transaction contract period. Your machine and
Supported Product install base at the start of each contract year will be used to determine charges for that year.

Linux Product Subscription Option

For Supported Products in the Linux support group, you may also order this subscription option as an added Support
Line Service feature. Under this feature, 1BM will assist you in the ordering and receipt of eligible Linux subscription
products. You will identify a subscription coordinator who will be the focal point for all your Linux supplier-licensed
subscription product orders and deliveries under this Support Line Service feature.

The Linux supplier-licensed software is directly distributed and ficensed to you by the Linux supplier under the terms
and conditions of the supplier's end user license agreement ("EULA"). While IBM may have placed the order with
supplier for the supplier-licensed software on your behalf, as a convenience for you, you acknowledge and
understand that IBM is neither a party to the EULA nor a distributor, licensor, or reseller of the Linux supplier-licensed
software. While the Linux supplier may provide you with certain-warranties, representations, or indemnities under the
EULA, IBM is not providing, whether express or implied, any warranty, representation, indemnity, or other license with
respect to the Linux suppilier-licensed software and is merely providing Services under this agreement on your behalf
at your request. Without limiting the generality of the foregoing, IBM is providing no indemnity for any claim or alleged
claim that all or any portion of the Linux supplier-licensed software may infringe a third party's intellectual property

right.

Termination

You may terminate Support Line Service for any support group or any optional feature on one month’s written notice
to IBM after it has been contracted for at teast one year. However, you may not terminate Support Line if you have
elected to continue feature support. IBM may withdraw Service for a support group on the Supported Products List on
three months' written notice to you. Other changes: to the Supported Products List {for example, addition of new
products or deletion of products at their end of currency date) will be posted to the Supported Products List at
http:/fwww.ibm.com/services/sl/products as they occur. If IBM withdraws or either of us terminate a Support Line
Service or optional feature as provided herein, and it is a Service or feature for which you have prepaid and IBM has
not yet fully provided to you, upon your request you will be provided a prorated credit.* This will apply if IBM
withdraws support for an entire support group but not if IBM simply withdraws support for individual products. For the
Linux Product Subscription Option, termination by you is not subject to prorated refund or credit for the prepaid
charges. ‘

Machine Control Program Remote Support

This remote support Service is provided only for Machine Control Programs. The term "Machine Control Program”
("MCP") means code delivered with an IBM Machine that executes below the external user interface (i.e. is
implemented in a part of storage that is not addressable by user programs).

IBM will provide you remote assistance (via telephone from IBM's support center or via electronic access) in response
to your routine installation, configuration, and usage (how-to) questions pertaining to MCPs on your covered IBM
Machines. This assistance is provided during normal business hours (8 a.m. to 5 p.m. in the local time zone where
you receive the Service, Monday through Friday, excluding national holidays). For an additional charge,* you may
upgrade your Service hours of coverage to 24 x 7.

Remote Support does not include assistance for 1) the design and development of code, 2) your use of a MCP in
other than its specified operating environment, 3) use on other than the specified machine, or 4) failures caused by
products for which IBM is not responsible under this Service. This Service does not include on-site assistance at your
location.

!

pSeries Software Services

Alert for pSeries provides automatic daily notification of the following for selected IBM Products: 1) High Impact and
Pervasive Authorized Program Analysis Reports (called "HIPER APARS"), 2) any Program Temporary Fixes we
discover to be defective (called "PE PTFs"), 3) latest available fixes, and 4) security advisories. IBM provides
notification via e-mail for up to three different addresses of your choice.

IBM Responsibilities
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IBM will provide you Alert notifications regardihg eéch of your specified pSeries systems based on the parameters
you choose when setting up this Service. If you implement IBM Service Agent, IBM will tailor the maintenance
information that it provides to you for your specific environment.

Your Responsibilities

If you do not currently have an IBM Registration 1D, you agree to obtain one at _
https://www.ibm.com/account/profile/us?page=reg.The IBM Regisiration ID must be used o 1) access the Alert Web
site, 2) set up your preferences for Alert notifications, and 3) indicate which type of notifications you choose to

~ receive.

zSeries Software Services

SoftwareXcel enterprise edition for zSeries provides you with the following package of Services:
1. remote assistance with the operation of supported Programs within specific product groups running under
designated operating systems.

Definitions
The following definitions apply for this assistance:
Full Shift means 24 hours a day, seven days a week, including national holidays.

Off Shift means all hours outside of Prime Shift.

Prime Shift means 8 a.m. to 5 p.m. in the local time zone where you receive the assistance, Monday through Friday
(excluding national holidays).

‘Supported Products means those products contained within designated product groups that run under identified
operating systems for the zSeries hardware platforms. Supported Products are identified in the Supported Products
List located at IBM's Internet address groups, and operating system groups for the zSeries hardware platforms that
are eligible for this assistance. The Supported Products List will change periodically to reflect Supported Product’

" additions (for exampie, adding new products) or deletions (for example, deleting products at their end of currency
date). IBM may withdraw support for products on the Supported Products List at any time without written notice to
you.

‘IBM Responsibilities
IBM will provide you remote assistance (via an electronic search and questioning capability) for the following requests
related to Supported Products:

basic, short duration installation, usage, and configuration questions;**

a
b. code-related problem quesﬁbns;***

¢. questions regarding IBM Supported Product publications;**
d

diagnostic information review to assist in isolation of a problem cause (for example, assistance interpreting
traces and dumps for installation and code-related problems);** and

e. for known defects, available corrective service information and program fixes which you are entitled to receive
under the Program Sérvices terms of our Agreement i

** Note: For an additional charge, you may receive this assistance via telephone from our support center.

*** Note: This assistance is also available via telephone from our support center. Telephone assistance is included in
your Program license charge. In addition, IBM provides you the capability to have IBM and you concurrently view
your code-related problem data.

Response Criteria
_IBM will use commercially reasonable efforts to provide a response to each of your requests as follows:

a. for other than code-related problems, i. within two hours of electronic receipt during Prime Shift and if received
during Off-Shift, within two hours of the start of Prime Shift on the next business day (IBM is not responsible for
delays in response delivery caused by systems and network problems), and ii. if you order the telephone support
upgrade, within two hours of telephone receipt during Prime Shift and if you order Full Shift telephone coverage,
within two hours of telephone receipt during Off-Shift for those requests which you specify to be Customer
Critical Problems and within four hours of telephone receipt during Off-Shift for all other requests (Customer
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Critical Problém means a problem for which ydu have no known work around resulting in a critical disruption in
your business operations); and

~b. for code-related problems, within one hour of electronic or telephone receipt during available support hours when
premium response is requested. Available support hours within the contiguous United States and Puerto Rico
are during Prime Shift. Available support hours within Alaska and Hawaii are during the hours of 11 a.m. to 8
p.m., Eastern Time, Monday through Friday (excluding national holidays).

IBM's initial response may result in resolution of your request or it will form the basis for determining what
additional actions may be required to achieve technical resolution of your request.

Your Added Responsibilities
You agree to:

ensure you are properly licensed to all Programs for which you request assistance;

retrieve and review a current Supported Products List on a regular basis to verify whether there have been any
additions or deletions of products within your product groups;

meet the prerequisites we specify for electronic access to IBMLink;

provide IBM with all relevant and available diagnostic information (including product or system information)
pertaining to problems you request assistance with; and

e. provide IBM with appropriate remote access to your system to assist you in isolating the problem cause. You will
remain responsible for adequately protecting your system and all data contained therein whenever IBM remotely

accesses it with your permission;
2. Alert which provides electronic notification of and information about, potential problems with selected IBM
Products. IBM provides you -~

. a. automatic electronic notification of High Impact and Pervasive Authorized Program Analysis Reports (called
"HIPER APARs") and any Program Temporary Fixes ("PTFs") IBM discovers to be defective (called "PE
PTFs"),

b. information regarding the installation of new releases of Products or installation of preventive service
packages,

access to Product cross-reference information,
d. the abiliiy to order PTFs and request their electronic or physical delivery, and

e. the ability to order some preventive service packages;

3. Resolve which provides electronic Services to assist you in identifying and resolving problems with the operation
of your Eligible zSeries Machines and eligible Programs installed on them. IBM provides you --

a. tracking of Authorized Program Analysis Reports (called "APARs") and PTFs,

b. the ability to electronically report code-related problems to the IBM support center and receive an electronic
response, :

access to Product cross-reference information,
access to information on the maintenance of Products and diagnostic information on non-IBM problems,

access to eligible Program technical information databases, including a question and answer library,

N S

the ability to order PTF’s electronically and request electronic or physical delivery,

information regarding the installation of new releases of Products or installation of PTFs, and

> @

the ability to report a suspected hardware problem to iBM electronically; and

4. monthly status reports.

Note: Charges for SoftwareXcel enterprise edition for zSeries are based on the largest processor and each additional
processor, at each of your Specified Locations, with installed Programs for which you order this Service. All
processors at your Specified Locations must be covered under this Service. You must provide IBM with written notice
of changes to your processor inventory within one month after the change occurs.
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This 1) Attachment, 2) its applicable Transaction Documents (e.g., Statements of Work, Schedules, and Change
Authorizations), and 3) the IBM Customer Agreement (or an equivalent agreement in effect between us)
identified below comprise the complete agreement regarding the Services described in this Attachment and its
applicable Transaction Documents and replace any prior oral or written communications between Customer and
IBM. In entering into this Attachment, neither party is relying on any representation that is not specified in the
Attachment or the documents specified in the preceding sentence, including without limitation any
representations concerning: 1) estimated completion dates, hours, or fees to provide any Service; 2) the
experiences or recommendations of other parties; or 3) results or savings Customer may achieve. Each party
accepts the terms of this Attachment by signing this Attachment (or another document that incorporates it by
reference) by hand or, where recognized by law, electronically.

As used in this Attachment, “you” and “your” refer to the transaction contracting entity that is part of the
Enterprise identified below. .

Agreed to: - Agreed to:

Enterprise name: International Business Machines Corporation
Miami-Dade County

By ] By

Authorized signature ] Authorized signaturé
Name (type or print): Name (type or print):
Date: ' Date:
Enterprise number: 2323000 Referénce Attachment number: MA82BGQ
Enterprise address: Reference Agreement number: TBD
IT Contracts and Procurement Officer : .
111 NW 1° Street Suite 1375 . IBM address:
Miami, FL 32218-1974 PO Box 12195 BLDG 203

3039 Cornwallis Road
RTP, NC 27709

Z125-7227-08 , ' : Page 13 of 54



Optional Master Services Attachment for SerVIceEllte Statement of
Works

IBM Maintenance & Teéhnicél Support provides the following optional Services. The County can requeét thé optional
support services at any time during the term of this agreement. The Statement of Works will be prowded at the then
current document release (Z125-XXXX-XX) of the terms and conditions. ,

» ,‘ Hard Drive Retention Option

® Enhanced Parts Inventory

= IBM Software Support Services Account Advocate

* |BM Soitware Support Services Enhanced Technical Support

=  IBM Software Support Services Custom Technical Support

® 'Managed Maintenance Solutions for Cisco Products

= Managed Maintenance Solutions for Avaya

* Managed Maintenance Solutions for Juniper
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IBM Statément of Work for ServiceElite

Hard Drive Retention Option

Under this option, IBM will modify Service for Machines as described in our Agreement to allow you to retain a
defective hard drive that is replaced in the course of Service by us. If your reported problem requires the replacement
of a hard drive, a replacement hard drive will be supplied by us and the removed defective hard drive will be provided

to you as your property for disposal by you.

Machineé covered under this option must aiso be under IBM warranty or separately covered by Machine
maintenance Service with us. If you have selected Automatic Inventory Increase for Machines and Software
Maintenance Service — Machine Maintenance Service, Option #1, that selection will also apply to this option except
this Service will commence upon a Machines addition to inventory regardliess of the Machines warranty status.

The schedule will identify the Eligible Machines by Specified Location, and period for which you have contracted this
Service. '
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IBM Statement of Work for ServiceElite

Enhanced Parts Inventory

Machines must be covered under IBM warranty or an IBM maintenance services agreement to be eligible for this
Service.

IBM will establish and maintain an inventory of spare Machine parts to be used in maintenance repair services
performed by IBM on your Eligible Machines specified in the Schedule. IBM will identify whether the parts are to be
stored at your Specified Location or an IBM location. The parts remain IBM property until IBM installs them in your
Eligible Machines.

1BM will:

1. perform reviews for purposes of restocking parts removed for use in repairs and deleting parts no longer needed;

2. for parts to be stored at your Specified Locétion, have IBM service technicians provide the initial and restocking
inventory; and

3. have an IBM service technician remove ali remaining parts inventory at your Specified Location when this
Service is terminated. )

Whenever both of us agree to store Eligible Machine repair parts at your Specified Location, you also agree:
1. to provide secure storage space for all parts stored at your Specified Location;

2. to provide IBM service technicians easy access to the secure storage space so that they may promptly store,
inspect, and remove the parts whenever they deem.necessary; and

3. that while in storage,

a. you are responsible for the parts and will be separately charged for any parts that IBM finds to be missing,
used, or damaged, and

b. parts remain the property of IBM and will be subject to IBM parts control procedures and must be made
available for return to IBM upon our request.

When parts are stored at your Specified Location, you agree to notify IBM, in writing, whenever you change the
location of Machines supported under this Service or the location of the stored parts.

While the parts are stored at your Specified Location, you agree that you will be separately charged for any parts IBM
removes and installs into a Machine not covered by warranty or Maintenance of Machines as specified in a Schedule.

Termination - You may terminate this Service for any or ali Machines on three months’ written notice to IBM,
however you will be billed an additional month’s charge for each Machine terminated.
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IBM Statement of Work for ServiceElite

IBM Software Services — Account Advocate

IBM Software Support Services — premium support - account advocate support comprises three Enhanced Service
Modules: Priority Access, Priority Response, and Priority Handling, that will provide you with premium remote voice
and.electronic entry into and handling within IBM's product support structure. This Service also enhances your
support under your (“Base Support Contracts”) and provides a single point of entry into IBM’s support structure for
reporting problems relating to your Eligible Machines and Programs. This Service also provides you access to a
Priority Support Team which includes an Account Advocate.

You must maintain Base Support Contracts for all Eligible Machines/Programs for which you select this coverage.
This service description details the support enhancements (above your Base Support Contracts) to which you are
entitled for your covered Eligible Machines/Programs. Unless changed in this service description, the provisions of all
the Base Support Contracts remain in effect.

This specific Service is intended for Machines physically located within the United States. This service description
details the support enhancements (above your Base Support Contracts) to which you are entitied for your Account
Advocate Eligible Machines/Programs.

This service description is structured that general account advocate terms are set out in the main body of the text and
product unique Account Advocate terms are set out later in the text by product group. Only those activities specified
in this service description are inciuded with the account advocate service; other tasks for which you request support
will be contracted separately for an additional charge.

Definitions
Basevsubport Contracts are those Base Support Contracts which are eligible, including IBM SupporiLine, IBM

Software Maintenance for 0S/400, 15/0S and Selected Products, IBM Software Maintenance for AlX Operating
Systems, IBM Passport Advantage, IBM Hardware Maintenance and IBM ServicePac.

Account Advocate - is a member of the Priority Support Team that is responsible for ensuring the provision of all
aspects of the Account Advocate Service outline under this Service:

Eligible Machines/Programs are those IBM software and hardware products eligible for this Service as identified at
IBM’s Internet address_http://www-1.ibm.com/services/sl/products/ or listed in your IBM schedule of services. When
accessing internet address, refer to the enhanced technical support Service for Eligible Machines/Programs.

Eligible Machines/Programs are grotped by Operating System (OS) and the Server types on which the OS is
installed.

The following is a list of Eligible Machines/Programs for the designated eligible OS:
s AIXIOSA400/i50S - IBM System i5, IBM Server iSeries, IBM System p5, and IBM Server pSeries

» Linux - IBM System i5, IBM Server iSeries, IBM Server pSeries, IBM System p5, IBM Server xSeries, IBM
System x3, and x86 based OEM .

+  Microsoft - IBM Server xSeries, IBM System x3, and x86 based OEM

Enhanced Service Modules means collectively Priority Access, Priority Response and Priority Handling.
Full Shift —is all hours inclusive of Prime Shift and Off Shift.

Non-United States based customer representatives — are all customer personnel that do not reside in the United
States placing calls to the IBM support structure. .

Off Shift - is all hours outside of Prime Shift.

Periodic Service Status Update - a mutually agreed to scheduled conference call between your Point of Contact
and the assigned Account Advocate. :

Primary Technical Contact (PTC) - is your representative to whom IBM may direct general technical information
pertaining to the Services. The PTC must have sufficient technical knowledge of Eligible Programs and Eligible
Machines environment to enable effective communication with IBM's Support Center.
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Prime Shift - is 8 a.m. to 5 p.m. in the local time zone where you receive the Service, Monday through Friday
(excluding national hohdays) ‘

- Priority Access - is the process by which you report problems to the Priofity Support Team relating to your Eligible
‘Programs/Products and other associated IBM products for which you maintain a current IBM support contract.

Priority Handling - is for those covered Eligible Programs/Products the Priority Support Team will engage and
coordinate all the appropriate resources to resolve your reported problems.

Priority Response - is IBM base support response time commitments are enhanced under this Service.

Priority Support Team - is IBM’s team of personnel that will provide a singie‘ point of entry for your voice and
electronic queries in support of the Enhanced Service Modules under this Service.

Response Time - is the elapsed time between receipt by the Priority Support Team of a problem submission, and the .
acknowledgement of the submission. IBM's initial response may resuit in technical resolution of your problem or it
may form the basis for determining what additional actions are required. Refer to the IBM Software Support
Handbook for call handling process by severity at:- htip://techsupport.services.ibm.com/guides/beforecontacting.htmi

Server Location — is the physical location of the Eligible Machines éupported under this Service: All Eligible
Machines must be physically located within the United States.

Service Modules - collectively is Priority Access, Priority Response and Priority Handling Service modules define
what your remote support service will provide.

IBM Responsibilities -
Service Modules — Priority Access

IBM will provide an Account Advocate who is a member of the Priority Support Team and who will work with your
- designated Point of Contact (“POC") to establish and maintain a framework for technical communications and

contractual activities.

The Account Advocate will:
1. review the Services contract and any other applicable‘documentation as part of a welcome call;

2. review your Eligible Programs/Products under the Service;

3. review the primary escalation path for your Eligible Programs/Products; and
4. schedule Periodic Service Status Update calls with your desighated POC.
Enhancedv Service Modules

Priority Access

IBM will provide you with direct access to a team of skilled resources known as the Priority Support Team
who will provide an initial point of contact for your problem submissions related to your Eligible
Machine/Programs and other IBM products associated with servers for which you have purchased
support under this Service. You may submit problem management records (via remote voice or
electronic problem reporting). Your remote voice response support is achieved using your Direct Access
Code ("DAC”) when you submit a problem. If the problem is related to an Eligible Program(s) instailed on
a machine for which you have purchased support under this Service, you will receive Priority Handling as
set out below. If the reported problem is related to another IBM software or hardware product associated
with a server for which you have purchased support under this Service, the Priority Support Team will
engage the appropriate specialist team on your behalf. This engagement requires that you have a valid
support contract for that IBM product. Once the specialist support team for that product is engaged,
service will be provided under the terms and conditions of that contract (not this Account Advocate
Service). The Priority Support Team role will be limited to providing an escalation path as required.

Priority Response

Your problem submissions to the Priority Support Team for Eligible Machines/Programs will receive
. enhanced Response Times as detailed below. These Response Times detail how quickly the Priority
Support team will respond based on the Severity of the problem and the time that you report it. IBM's
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initial response may result in resolution of your problem or it will form the basis for determining what
additional actions may be required to achieve technical resolution of your problem. Response Times for
Off Shift problem submissions are only valid if you have contracted for coverage during Off Shift. Non-
United States based customer representatives are limited to problem submissions via electronic means
only and coverage hours are limited to U.S. Prime Shift. This Service is provided by United States
personnel solely for servers that are located within the United States. For calls that originate from outside
of the United States: 1) toll free telephone access is not available, 2) “8:00 a.m. to 5:00 p.m. in the local
time zone” is defined as the time zone where your designated Point of Contact resides, Monday through
Friday (excluding national holidays) 3) replies or other return communication to the caller will be via
electronic means only, 4) software “traps” or other tools that may be necessary to diagnose problems will
be sent only to the United States server location, and 5) the diagnosis and repair of data encryption will
be discussed only with personnel at the United States server location.

For telephone assistance: .

e Severity ("Sev’) 1 Calls — Thirty (30) minutes Response Time during Prime Shift and thirty (30)
minutes during Off Shift. :

Sev 1 Calls are defined as a system down situation. Customer is unable to use the product which
has a critical impact on operations. No backup is available.

e Sev 2 Calls — One (1) hour Response Time during Prime Shift and two (2) hours during Off Shift.
Sev 2 Calls are defined as customer is able to use the product, but operations are severely
restricted by the problem. . ’

* Sev 3 & Sev 4 Calls — Two (2) hours Response Time during Prime Shift and four (4) hours during
Off Shift. =
Sev 3 Calls are defined as customer is able to use the product with some restrictions on the
function that is available. These restrictions do have an impact on oveérall operation.

Sev 4 Calls are defined as problems that cause little or no impact to the operations. A way to
circumvent the problem has been found. - »
For electronic assistance: '

* Al Sev levels - Two (2) hour Response Time for submissions received during Prime Shift. For
submissions received during Off Shift, Response Time is within two (2) hours after the start of
Prime Shift on the next business day. 1BM is not responsible for delays caused by systems and
network problems.

IBM will use commercially reasonable efforts to achieve the Response Time objectives set out above.
However, IBM's failure to do so wili not constitute a breach, material or otherwise, will not result in 1BM
being liable for damages, service level credits or other amounts, and will not otherwise provide any
additional rights to you.

Priority Handling

The Priority Support Team will provide priori‘ty handling of your reported problems related to Eligible

Machines/Programs on servers for which you have contracted this Service. Non-United States based
customer representatives are limited to problem submissions via electronic means only and coverage
hours are limited to U.S. Prime Shift. All such communication shall be in the English language only.

The Priority Support team will; ‘

1. perform initial problem determination and problem source identification;

. engage the appropriate specialist support resources when required;

monitor the progress of your problem submissions for Eligible Machines/Programs;

. coordinate service resources as necessary; and

oA W N

ensure provision of follow-up status that is appropriate to the severity level assigned to the submitted
problem. This includes invoking IBM’s predefined escalation guidelines until the problem is resolved.
Target status update intervals are as follows-
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Sev 1: Follow up with the customer every four (4) hours, or as mutually agreed.
Sev 2: Follow up with the customer (during Prime Shift) daily or as mutually agreed.

Sev 3 and Sev 4: Follow up with the customer (during Prime Shift) when progress has been
made.Your

Your Responsibilities
You agree to:

1. participate in the Accourit Advocate welcome call;

2. maintain, for the duration of this Service, the appropriate base support contracts (including coverage
hours) for all Eligible Programs/Products to be covered by this Service. If you terminate any of your
base support contracts (or change the coverage hours), you must immediately notify the IBM Account
Advocate who will help to determine the appropriate changes to your coverage under this Service;

3. designate a Point of Contact (POC) in the U.S. who will be the focal point for all communication with
IBM’s Account Advocate relative to this Service and who will have the authority to act on your behalf
in matters regarding this Service. Your POC will:

a) inform the IBM Account Advocate of any hardware or software changes to your Eligible
Programs/Products environment within thirty (30) days of the change occurring. Failure to
provide timely updates may result in Service delays or lack of coverage, and

b) designate a contact that will be the focal point for problem submissions by you to the Priority
“Support Team; .

4. obtain and provide infi)_rmation, data, decisions and approvals, within.three (3) business days of IBM’s
request, unless _both parties mutually agree to an extended response time;

5. ensure the appropriate personnel for activities, described in this Service, are made available by your
organization. This includes your being able to help resolve issues via escalation within your
organization; ) ;

6. review on a regular basis, the product listings at http://www-1.ibm.com/services/sl/products/ to
determine whether there have been any additions or deletions (for example, products removed at
their end of currency date) that may impact the product support you are receiving under this Service.
Questions regarding such changes shouid be directed to your Account Advocate; and

7. supply your DAC code in order to receive support on your Eligible Programs/Products.

Termination

You may terminate this Service on one month written notice to IBM after the initial contract year.
Termination of this Service does not terminate or modify any of your base support contracts. Since this
- Service requires you to have base support contracts in place for all IBM Eligible Programs/Products to be
covered by this Service, you may not terminate the associated base support contract during the initial
contract year; thereafter, if you terminate the associated base support contract, you must also terminate
the applicable Account Advocate Service support.
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IBM Statement of Work for ServiceElite
IBM Software Support Services — Enhanced Technical Subport

1. Scope of Work

IBM Software Support Services - Enhanced Technical Support (“ETS”) compnses four Enhanced Service
Modules: Priority Access, Priority Response, Priority Handling and Proactive Support, that will provide
you with premium remote voice and electronic entry into and handling withiri IBM’s support structure and
will assist you with managing your product environment. This Service also enhances your support under
your IBM Base Support Services for all Eligible Machines and Programs for' which you select ETS
coverage. It provides a single point of entry into IBM’s support structure for reporting problems relating to
your Eligible Machines and Programs and access to a Priority Support Team which includes an ETS
Advocate.

You must maintain Base Support Services for all Eligible Machines and Programs, and Storage devices
for which you select ETS coverage. Unless changed in this ETS Statement of Work (SOW) description,
the provisions of all the Base Support Services remain in effect. This Service is based on your Server
Location as listed in the Schedule for ServiceElite (“Schedule™).

2. Definitions

AlX, 0S/400, i5/0S — means IBM System i5, IBM Server iSeries, IBM System p5, IBM Server pSeries,
and'IBM Power Systems. :

Alert for AlX, 0S/400 and i5/0S — is a web based IBM tool that provides notiﬁcation of potential system
- problems. :

Base Support Services — are those Base Support Services which are eligible including, 1BM Support
Line, IBM Software Maintenance, IBM Passport Advantage, IBM Hardware Maintenance and 1BM
ServicePac. .
Eligible Machines and Programs — are those IBM software and hardware products eligible for this

Service as identified at IBM's Internet address: http://www-03.ibm.com/services/sl/products/ Refer to the
Enhanced Technical Support Service for Eligible Machines and Programs

Eligible Machines and Programs for servers are grouped by Operating System (“OS”) and the server
types on which the OS is installed; Eligible Machines and Programs for storage devices are grouped by
IBM storage classification.

ETS Advocate — is the individual technical support member of the Priority Support Team that is
responsible for ensuring the provision of all of the aspects of ETS outlined in the Proactive Support
section of this Service description.

Enhanced Service Modules — collectively includes Priority Access, Priority Response Priority Handling,
and Proactive Support.

Full Shift — is all hours inclusive of Prime Shift and Off Shift.

Linux — means supported Linux ‘products running on the following systems: IBM System i5, IBM Server
iSeries, IBM Server pSeries, IBM System p5, IBM Power Systems, IBM Server xSeries, IBM System x3,
and-x86 based non-IBM hardware.

Maintenance Level Report (“MLR”) — is a listing of your current maintenance levels on your Eligible
Machines.

Microsoft — means supported Microsoft products running on the following systems: IBM Server xSeries,
IBM System x3, and x86 based non-IBM hardware.

Z2125-7227-08 Page 21 of 54



Non-United States based customer representatives ~ are all customer personnetl that do not reside in
the United States (U.S.) placing calls to the IBM support structure.

Off Shift — fs all hours outside of Prime Shift.

Performance Management for AIX, 0S/400 and i5/0S — is a web-based IBM tool which collects data in
order to provide performance reports and graphs.

Primary Technical Contact (“PTC”) — is your U.S. based representative to whom IBM may direct
general technical information pertaining to the ‘Services. The PTC must have sufficient technical
knowledge of Eligible Machines and Programs within your environment in order to enable effective
communication with the IBM support center.

Prime Shift — is 08:00 a.m. to 05:00 p.m. in the local time zone where your designated PTC is physically
located, Monday through Friday (excluding nationat holidays).

Priority Access — is a set of services described under the heading of “Priority Access” below. It is the
process by which you report problems to the Priority Support Team relating to your Eligible Machines and
Programs for which you maintain current IBM Base Support Services.

Priority Handling — is a set of services described under the heading “Priority Handling” below. It is for
those covered Eligible Machines and Programs, the process by which the Priority Support Team will
engage and coordinate all the appropriate resources to resolve your reported problems.

Priority Support Team (“PST”) — is the group of ETS technical support specialists, who are responsible
for activities set out in the Priority Access, Priority Response and Priority Handling sections of this Service
description. Members of this team will also assist the assigned ETS Advocate with the activities set out in
the Proactive Support section of this Service description as appropriate.

Proacti\}e Support — the designation by IBM of an ETS Advocate who will provide and engage in
proactive support activities designed to assist your IT staff in managing your Eligible 'Programs and
Product environment.

Response Time — is the elapsed time between receipt by IBM technical support of your submission, and
the acknowledgment of the submission. 1BM'’s initial response may result in technical resolution of your
problem or it may form the basis for determining, if applicable, additional actions which may be required.
Please refer to the IBM Software Support Handbook for call handling process by severity at:
http:/techsupport.services.ibm.com/guides/beforecontacting.html

Server Location — the physical location of the Eligible Machines supported under this Service. All
Eligible Machines must be physically located within the U.S.

3. IBM Responsibilities

3.1 ETS Service Modules

This Service is solely for servers that are located within the U.S. For calls that originate from outside of
the U.S: 1) toll free telephone access is not available, 2) “08:00 a.m. to 05:00 p.m. in the local time zone”
is defined as the time zone where your designated U.S. based point of contact resides, Monday through
Friday (excluding national holidays), 3) replies ‘or other return communication to the caller will be via
electronic means only, 4) software “traps” or other tools that may be necessary to diagnose problems will
be sent only to the U.S Server Location, and 5) the diagnosis and repair of data encryption will be
discussed only with personnel at the U.S. Server Location, 6) all support will be provided in the English
language.

3.1.1  Priority Access

IBM will provide you with direct access to a team of skilled resources known as the PST who will provide
an initial point of contact for your problem submissions related to your Eligible Machines and Programs
and other IBM products associated with Servers for which you have purchased support under this ETS
Service. You may submit problem management records via remote voice or electronic problem reporting.
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Your remote voice response support is achieved using your Direct Access Code (‘DAC’) when you
submit a problem. . :

3.1.2 Priority Response

The PST will use commercially reasonable efforts to respond by telephone within the target Response
Times to your problem submissions under this Service for Eligible Machines and Programs as. detailed
below. These Response Times detail how quickly the PST will respond based on the Severity of the
problem and the time that you report it. IBM’s initial response may result in resolution of your problem or it
will form the basis for determining what additional actions may be required to achieve technical resolution
of your problem. Response Times for Off Shift problem submissions are only valid if you have contracted
for Base Support Services with Off Shift coverage.

a. For telephone assistance:

1. Severity (“"Sev”) 1 Calls ~ 30 minutes Response Time during Prime Shift and 30 minutes during
Off Shift. :

(a) Sev 1 Calls are defined as a system down situation. Customer is unable to use the product
which has a critical impact on operations. No backup is available.

2. Sev 2 Calls — One hour Response Time during Prime Shift and two hours during Off Shift.

(a) Sev 2 Calls are defined as customer is able to use the product, but operations are severely
restricted by the problem.

3. Sev 3 and Sev 4 Calls — Two hours Response Time during Prime Shift and four hours during Off
Shift.

(a) Sev 3 Calls are defined as customer is able to use the product with some restrictions on the
function that is available. These restrictions do have an impact on overall operation. :

(b) Sev 4 Calls are defined as problems that cause little or no impact to the operations. A way to
circumvent the problem has been found. '

b. For electronic assistance:

1. All Sev levels - Two hour Response Time for submissions received during Prime Shift. For
submissions received during Off Shift, Response Time is within two hours after the start of Prime
Shift on the next business day. I1BM is not responsible for delays caused by systems and network
problems.

3.1.3  Priority Handling .

The PST will provide priority handling for your voice and electronic reported problems related to Eligible
Machines and Programs on Servers which you have covered by this ETS Service. The PST will:

a. perform initial problem determination and problem source identification;
engage the appropriate support specialist resources as required;
monitor the progress of your problem submissions;

coordinate service resources as necessary; and

ensure provision of follow-up status for Eligible Machines and Programs that is appropriate to the
severity level assigned to the submitted problem. This includes invoking IBM’s predefined escalation
guidelines until the problem is resolved. Target status update intervals are as follows:

® o o T

1. Sev 1: Follow up with the customer every four hours, or as mutually agreed.
2. Sev2: Follow up with the customer (during Prime Shift) daily or as mutually agreed.

3. Sev3and Sev 4: Follow up with the customer (during Prime Shift) when progress has been
made. '
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If the reported problem is for Eligible Machine(s) and Program(s) under hardware for which you have
purchased support under this Service, or if the reported problem is related to another IBM software or
hardware product associated with a. server and or storage device, the PST will engage the appropriate
specialist team on your behalf and will advise you when that is complete. The PST role will be limited to
providing an escalation path as required.

3.1.4 Proactive Support Services

IBM will designate an ETS Advocate who is a member of the PST to provide support for your Eligible
Machine and Programs. The ETS Advocate and PST will perform the proactive support activities
designed to assist your IT staff in managing your Eligible Machines and Programs environment. The ETS
Advocate will also work with your PTC to establish and maintain a framework for technical
communications and contractual activity reporting.

Additionally the ETS Advocate will:

a. remotely, via conference call, conduct an initial welcome call. The purpose of this call is to ensure
your ability to access the Priority Access, Priority Response, and Priority Handling aspects of this
ETS Service. The ETS Advocate will also provide information relating to the proactive aspects of the
ETS Service and schedule the initial remote operational review meeting;

b. rémotely, via conference call, conduct an operational review meeting (on a mutually agreed date) with
your designated PTC and personnel to accomplish the following:

1. review the ETS terms and any associated documents,
2. review any documentation sent to you as part of the ETS operational review process,

3. document the Eligible Machines and Programs and associated producf inventory (including your
' server logical partitioned environment) to be supported under ETS based upon your completed
initial review documentation,

review your documented backup and recovery processes,
review your documented software change control processes,

review the current support structure within your organization, and

N o o s

schedule the initial setup of the appiicable tools, if applicable under this Service.

' C. create and deliver one copy of the Technical Support Plan to your PTC within 30 days of the initial
. remote operational review meeting. The Technical Support Plan will include information about your
Eligible Machines and Programs and ETS deliverables as applicable;

d. conduct annual reviews of the Technical Support Plan during the course of the ETS Service period;

e. maintain an inventory listing of your Eligible Machines and Prograrhs and associated software and
their release levels for those Servers for which you have purchased ETS;

f.  perform an initial test of all appropriate remote support electronic connections to your Eligible
Machines and Programs environment and assist in verifying the 1BM supplied diagnostic tools that
require them are available for use as documented in the Technical Support Plan;

g. create and deliver monthly to your PTC one copy of an ETS Monthly Review Package which
summarizes all of your service reports and provide an update from the previous monthly call. The
ETS Monthly Review Package will include one copy of a Service Activity Report which summarizes
your Eligible Machines and Program problem submissions; ' '

h. schedule monthly status conference calls with your PTC to review your account status in terms of the
monthly documentation provided by IBM as part of ETS and any of your planned changes to your
Eligible Machines and Programs;

i. provide proactive notification concerning technical information, related to your Eligible Machines and
Programs and ETS supported environment, both as it becomes available and as determined by the
PST to be applicable and not otherwise available to you. This includes information on software fixes
and updates and tips and techniques associated with your ETS supported environment;
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provide problem isolation on your reported problems that relate to Eligible Machines and Programs;
and

upon request the PST will remotely assist U.S. your based customer representatives via telephone
with your installation of generally available fixes for your Eligible Machines and Programs under this
Service. '

3.1.5 Your Responsibilities

You agree to:

a.

maintain, for the duration of this ETS Service, the appropriate Base Support Services (including
coverage hours) for all products to be covered by ETS. Refer to the product group unique sections
below for the specific Base Support Services requirements applicable for each product group. If you
terminate any of these Base Support Services (or change the coverage hours), you must immediately
notify the IBM ETS Advocate who will help to determine the appropriate changes to your coverage
under this ETS Service; '

prior to making available to IBM any facilities, software, hardware-or other resources, obtain any
licenses or approvals necessary for IBM or its subcontractors to use, access and modify such
resources to the extent necessary for IBM to perform the Services. Where approval, acceptance,
consent or similar action by either party is required under this SOW, such action will not be
unreasonably delayed or withheld; >

ensure you have ali appropriate rights and licenses for all ETS Eligible Machines and Programs for
which you request the Service; :

designate a PTC in the U.S. who will be the focal point for all communication with IBM’s ETS
Advocate relative to this ETS Service and who will have the authority to act on your behalf in matters
regarding ETS. Your PTC will:

1. participate in the ETS welcome call,

2. supply the eligible environment details per the documentation that you will receive as part of the
ETS operational review process, '

3. participate in the initial remote operational review meeting to review the information you have
provided relative to your Eligible Machines and Programs and associated product inventory
(including your server logical partitioned environment), backup and recovery processes, software
change control processes, and current support structure,

designate your primary OS for ETS that is most critical to your enterprise,

inform the IBM ETS Advocate of any hardware or software changes to your Eligible Machines
and Programs environment within 30 days of the change occurring. Failure to provide timely
updates may result in ETS service delays or lack of coverage,

6. identify enhanced support applications and critical outage scenarios,

provide IBM with all relevant and available diagnostic information (including product or system
information), decision and approvals pertaining to problems with ETS Eligible Machines and
Programs for which you request assistance within three business days of IBM's request, unless
both parties mutually agree to an extended response time,

8. designate a U.S. Prime Shift contact that will be the focal point for problem submissions by you to
the PST, and ’

9. participate in monthly status calls with IBM’s ETS Advocate or assign a back-up.

utilize the established ETS procedures for problem submissions, as detailed in the Technical Support
Plan, for all ETS service requests. You may submit problem requests using the procedures of your
Base Support Services, however, if you do so, the Priority Access, Response Times and Priority
Handling terms of ETS will not apply to such problem submissions;
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f. ensure the appropriate personnel for activities, set out in this ETS Service description, are made
available by your organization. This includes your belng able to help resolve issues via escalation
within your organization;

g. download and install any tools that the PST recommends to your organization and that both parties
mutually agree are necessary for the efficient implementation of this ETS Service. Details of these
tools will be discussed during the initial remote operational review meeting. Tools supplied by IBM are
to be used only for purposes of ETS;

h. have an electronic connection capablie of sending the data report to IBM and permit it to do so in
- order to allow the effective use of the service tools referenced above;

i. be responsible for the installation of fixes and for adequately protecting your ETS Eligible Machines
and Programs and data contained therein whenever IBM remotely accesses them;

j- provide an appropriate electronic connection (such as an Internet connection) meeting the
prerequisites IBM specifies and sign up for an iBM reglstratlon ID at:
https:/iwww.ibm.com/account/profile/us?page=reg

4. Termination

You may terminate ETS Service on one month’s written notice to IBM after the initial contract year.
Termination of ETS does not terminate or modlfy any of your Base Support Services. You may not
terminate the associated Base Support Services during the initial contract year; thereafter, if you
terminate the associated Base Support Services, you must also terminate the applicable ETS Service.

5. Reporfs

IBM grants Customer an irrevocable, nonexclusive, worldwide paid up license to use, execute, reproduce,
display, perform and distribute within Customer's Enterprise only copies of the Technical Support Plan,
and other reports ("Materials") that will be delivered under this SOW. IBM or its suppliers will own all
right, title and interest including ownership of the copyright in the Materials. All Customer pre-existing
materials remain the sole propérty of the Customer.

6. ETS Product Group Sections follow below.

These sections provide terms and conditions and Service descriptions specific to each indicated product
group that governs provision of ETS in support of such groups.

64 AIX, 0S/400, i5/08

Purchasing ETS for this product group on an Eligible Machine entitles you to the appropriate enhanced
service levels set out under the ETS Service Modules above in the main body of this service description
for any combination of these OS products that are installed on your Eligible Machines as listed in your
Schedule of Services.

The following additional Proactive Support Services will be provided for this product group.

6.1.1  Performance Management (“PM”) Summary Status Reports for AIX, 0S/400, i5/0S
The ETS Advocate and/or the PST will: :

~a. assist you in installing and activating 1IBM Service Agent and PM fof AlX, 0S/400 and/or i5/0S;
b. collect performance data related to the ETS Eligible Machines 'and Programs;

c. provide you with a PM Summary Status Report that includes your monthly management summary
graph report for up to three logical machines installed in each of your ETS Eligible Machines; and

d. assist you with the interpretation of PM reports for AIX, 0S/400, and/or i5/0S; other corrective actions
necessary to resolve performance problems may require additional fees under a separate contract.
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6.1.2 Preventative Maintenance for AIX, 0S/400, i5/0S
- IBM will:

a. assist you in installing IBM Service Agent;
| b. assist you in activating Alert for AlX, 0S/400 and i5/0S;

- €. provide you with monthly Alert Reports tailored to your ETS eligible service opérating system
instances;

d. assist you on the interpretation of Alert reports and provide you with the related recommendations;

e. provide additional maintenance information for your ETS Eligible Machines and Programs that is not
already detailed in the Alert reports. This information may include:

1. warnings of highly pervasive problems ("HIPER") problems and the associated fixes Program
Temporary Fixes (“PTFs”) which address or circumvent these problems,

2. standard new release / upgrade information on your Eligible Programs upon request by you; and;
3. tips and techniques associated with your ETS Eligible Machines and Programs.

f.  provide a monthly MLR; your ETS Advocate will create and deliver monthly to your PTC, one copy of
the MLR; and

g. provide information on microcode and firmware updates for the ETS Eligible Machines.

6.1.3 YourRésponsibilities

The following additional Responsibilities are in effect for this product group.

You agree to:

a. activate, per IBM's instructions, the IBM Service Agent, PM and Alerts for AIX, 0S/400 and/or i5/0S
data collection software;

b. have a current 24x7 all severity options covered under a Software Maintenance (SWMA) contract on
all of your Servers, and any additional AlX Licensed Program Products (* LPP’s”} listed on your
detailed Schedule of Services;

c. have a 24x7 Machine Control Program Remote Support (* MCPRS") contract for your Hardware
Management Console (*HMC”) attached to an iSeries or pSeries eligible Server;

d. have a 24x7 IBM Hardware Maintenance contract for all Servers under this Service; and

€. be responsible for the installation of microcode, firmware and fixes which IBM recommends to you.

6.2 Linux

- Purchasing ETS for this OS type product group entitles you to the appropriate level of enhanced service
for your environment based on levels set out above in the ETS Service Module section of this service
description as modified in this section.

6.2.1 Proactive Support

The ETS Advocate will include in your monthly ETS review package, one copy of the Linux server fix
information.

6.2.2 Your Linux Responsibilities
The following additional Responsibilities are in effect for this product group.

You agree to:
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a. have a current 24x7 MCPRS contract in place if you require service for your HMC attached to an
iSeries or pSeries eligible Server;

b. have a current 24x7 Support Line or ServicePac for Linux contract in place;

¢. have SWMA for AlX and OS/400 and i5/0OS products for any LPP’s listed on your detailed ETS
~ Schedule of Services; and

d. have a current 24x7 IBM Hardware Maintenance for your Eligible Machines covered under this
contract.

6.3 Microsoft

Purchasing ETS for this OS type product group on Eligible Machines entitles you to the appropriate level
of enhanced service set out above in the main body of this service description as modified in this section.

6.3.1 Proactive Support

The ETS Advocate will include in the ETS Monthly Review Package, one ‘copy of the monthly Microsoft
security bulletin. ’ :

6.3.2 Your Microsoft Responsibilities
The following additional Responsibilities are in effect for this product group.

You agree to:

a. have a current IBM Hardware Maintenance contract for your ETS Machines covered under this SOW;
and

b. maintain a 24x7 Support Line or ServicePac contract for Microsoft Windows.

6.4 Server Hardware

. The server hardware group is not available for purchase as a separate product group. You will
automatically receive ETS Service when you purchase ETS for this eligible OS product group for an
Eligible Machine.  This product group will provide enhancements to the IBM Hardware Maintenance
contracts that are in effect for those Machines.

6.4.1  Priority Handling
The following amendments are in effect for Priority Handling as applied to Server hardware.
For reported Sev 1 Hardware problems, the PST will:

a. route any reported problems that should be handled by local IBM service representatives to those
resources and advise you of this course of action. The local service specialists will take ownership of
these routed problems. The PST will provide an escalation path as needed for routed problems;

b. provide Priority Handling for all other Sev 1 hardware problems; and

c. handle non-Sev 1 Hardware problems reported to the PST per the description for non-eligible
reported product problems.

At your discretion, you may utilize the standard problem reporting procedures for hardware problems
associated with your Eligible Machines per the procedures detailed in your Base Support Services.

6.4.2 Proactive for Server Hardware

The following amendments are in effect for Proactive Handling as applied to Server hardware.

For reported Sev 1 server Hardware problems only, the PST will:

Z125-7227-08 Page 28 of 54



a. include the status of reported Sev 1 problems which were reported using your DAC and directly
handled by the PST as identified above under Priority Handling for Server Hardware in your ETS
Monthly Review Package.

6.5  Storage Machines

ETS for Storage devices is available for a selection of Storage devices. With ETS for Storage, you will
receive an enhancement to your Base Support Services for Eligible Storage Machines.

6.5.1  Priority Handling for Storage Hardware
The following amendments are in effect for Priority Handling as applied to Storage hardware.
For reported Sev 1 Storage hardware problems, the PST will:

a. route any reported problems that should be handled by local IBM service representatives to those
resources and advise you of this course of action. The local service specialists will take ownership of
these routed problems. The PST will provide an escalation path as needed for routed problems;

b. provide Priority Handling for all other Sev 1 Storage hardware problems; and

¢. handle non-Sev 1 Storage hardware problems reported to the PST per the description for non-eligible
reported product problems.

At your discretion, you may utilize the standard problem reporting procedures for hardware problems
associated with your Eligible Machines and/or storage devices per the procedures detailed in your Base
Support Services.

6.5.2 Proactive for Storage Hardware
The following amendments are in effect for Proactive Handling as applied to Storage hardware.
For reported Sev 1 Storage hardware problems only, the PST will:

a. include the status of reported Sev 1 Storage hardware problems which were reported using your DAC
as identified above in the Priority Handling for Storage Hardware in your ETS Monthly Review
Package.

6.5.3 Your Storage Responsibilities
You agree to:

a. have a 24x7, Full Shift Support Line or ServicePac for those Storage Software programs which
require this type of support;

b. have a SWMA for those Storage programs which require this type of support; and

c. have a 24x7, Full Shift IBM Hardware Maintenance for those eligible storage machines to be covered
by this ETS SOW.
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IBM Statement of Work for ServiceElite

IBM Software Support Services Custom Technical Support

IBM Software Support Services — custom technical support (CTS) provides customized proactive remote
technical support for a range of products as defined in this SOW. It is comprised of four CTS Service
Modules: Priority Access, Custom Response, Priority Handling and Custom Proactive Support, that will
provide you with premium remote voice and electronic entry into, and handling within, IBM’s product
support structure, and will assist you with managing your eligible product environment. CTS provide you
with access to a dedicated Priority Support Team which includes an assigned CTS Technical Solutions
Manager. This Service also enhances your support under your IBM base maintenance contracts (“‘Base
Support Contracts”) for Eligible Machines and Programs for which you select CTS coverage. It provides a
single point of entry into IBM’s support structuie for reporting problems relating to your Eligible Machines
and Programs and access to a Priority Support Team which includes a CTS TSM.

You must maintain Base Support Coniracts for all Eligible Machines and Programs for which you select
CTS coverage. '

This Service description is structured such that general CTS terms and customized service options.are
set out in the main body of the text and product unique CTS terms and customized service options are set
out later in the text by product group. Only those activities specified in this Service description are
included with.the CTS Service; other tasks for which you request support will be contracted separately for
an additional charge. v

Definitions:
Alert for AIX, 0S/400 and i5/0S — is a web based I1BM tool that provides notification of potential system
problems. '

' Base Support Contracts —are those Base Support Contracts which are eligible including IBM Support
'Line, IBM Software Maintenance for 08S/400, i5/0S and Selected Products, IBM Software Maintenance
for AIX Operating Systems, IBM Passport Advantage, IBM Hardware Maintenance and 1BM ServicePac.

CTS Technical Solutions Manager (TSM) means the individual technical support member of the Priority
Support Team that is resporisible for ensuring the provision of all of the aspects of CTS outlined in the
Custom Proactive Support section of this Service description.

Eligible Machines and Programs (Eligible Machine/Programs) - are those 1BM software and hardware
machines and programs eligible for this CTS Service as identified at IBM's internet address:

http://www-1.ibm.com/services/sl/products/.

Eligible Machines/Programs are grouped by Operating System (OS) and Servers on which the OS is
Installed. Following is a list of eligible Servers for the designated eligible OS:

e AlX, 0S/400 and i5/0S - IBM System i5, IBM Server iSeries, IBM System p5, and IBM Server
pSeries

e Linux— IBM System i5, IBM Server iSeries, IBM Server pSeries, IBM System p5, IBM Server
xSeries, ' .

IBM System x3, and x86 based OEM
* Microsoft - IBM Server xSeries, IBM System X3, and x86 based OEM.

CTS Service Modules - collectively Priority Access, Custom Response, Priority Handling, and Custom
Proactive Support.

Custom Proactive Support means the services described below under the heading “Custom Proactive
Support” below.
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Custom Response means the set of services described under the heading of “Custom Response” below.
Full Shift - is all hours inclusive of Prime Shift and Off Shift. -

Maintenance Level Report (“MLR”) — is a listing of your current maintenance levels installed on your
Eligible Machines.

Non-United States based customer representatives — are all customer personnel that do not reside in
the United States placing calls to the IBM support structure.

Off Shift - is all hours outside of Prime Shift.

Performance Management for AlX, 0S/400 and _i57OS ~ is a web-based IBM tool which collects data in
order to provide performance reports and graphs. -

Primary Technical Contact — is your representative to whom IBM may direct general technical
information pertaining to the Services. The Primary Technical Contact (“PTC”") must have sufficient
technical knowledge of Eligible Machines and Programs within your environment in order to enable
effective communication with the IBM support center.

Prime Shift - is 8 a.m. to 5 p.m. in the local time zone where your designated Point of Contact is
physically located, Monday through Friday (excluding national holidays).

Priority Access - is the set of services described under the heading of “Priority Access” below.
‘Priority Handling - is the set of services déscribed under the heading of “Priority Handling”.

Priority Support Team - is the group of CTS technical support specialists who are responsible for
activities set out in the Priority Access, Custom Response, Priority Handling and Custom Proactive
Support sections of this Service description. Members of this team will also assist the assigned TSM with
the activities set out in the Custom Proactive Support section of this Service description as appropriate.

Response Time - is the elapsed time between receipt by the IBM technical support of a submission, and
the acknowledgment of the. submission. IBM’s initial response may result in technical resolution of your
problem or it may form the basis for determining, if applicable, additional actions which may be required.
Please refer to the IBM Software Support Handbook for call handling process by severity at:

http://techsupport.services.ibm.com/guides/beforecontacting.hfml

Server location — is the physical location of the Eligible Machines supported under this Service. All
Eligible Machines must be physically located within the United States.

-IBM Responsibilities

Each of the CTS Service Modules can be ordered separately for each of your Eligible
Machines/Programs and will be reflected in your Schedule of Services.

CTS Service Modules

Priority Access

IBM will provide you with direct access to a dedicated team of resources referred to as the Priority
Support Team who will provide an initial point of contact for your problem submissions related to your
Eligible Machines/Programs and other IBM products associated with Machines and/or Storage Devices
for which you have purchased support under this CTS Service. You may submit problem management
records via remote voice or electronic problem reporting. Your remote voice response support is
accessed using your unique Direct Access Code (DAC) when you submit a problem. If the problem is
related -to an Eligible Machines/Programs, .you will receive Priority Handling as set out below. If the
reported problem is related to another IBM software or hardware product associated with a Machine for
which you have purchased support under this CTS Service, the Priority Support Team will engage the
appropriate specialist team on your behalf. This service module requires that you have a valid Base
Support Contract(s) for those IBM product(s). Once the support team for that product is engaged, service
will be provided under the terms and conditions of that contract and not this (CTS Service). The Priority
Support Team role will be limited to providing an escalation path as required.
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Custom Response

In response to your problem submissions under this Service for Eligible Machines/Programs, the Priority
Support Team will use commercially reasonable efforts to respond by telephone within the- target
Response Times as detailed below. Response Times for Off Shift problem submissions are only valid if
you have contracted for coverage during Off Shift. Non-United States based custom representatives are
limited to problem submissions via electronic means only and coverage hours are limited to U.S. Prime
Shift. This Service is provided by United States personnel solely for servers that are located within the
United States. For calls that originate from outside of the United States: 1) toll free telephone access Is
not available, 2) “8:00 a.m. to 5:00 p.m. in the local time zone” is defined as the time zone where your
designated Point of Contact resides, Monday through Friday (excluding national holidays), 3) replies or
other return communication to the caller will be via electronic means only, 4) software “traps” or other
tools that may be necessary to diagnose problems will be sent only to the United States server location,
and 5) the diagnosis and repair of data encryption will be discussed only with personnel at the United
States server location.

Standard Response Objective:
1. For telephone assistance:

» Severity (“Sev”) 1 Calls — Thirty (30) minutes Response Time during Prime Shift and thirty (30)
minutes during Off Shift.

e Sev 2 Calls — One (1) hour Respdnse Time during Prime Shift and two (2) hours during Off Shift.

" & Sev3&Sev 4 Calls -~ Two (2) hours Response Time during Prime Shift and four (4) hours during
Off Shift.
2. For electronic assistance:

- & All Sev levels - Two (2)-hour Response Time for submissions received during Prime Shift. For
submissions received during Off Shift, Response Time is within two (2) hours after the start of
Prime Shift on the next business day. IBM is not responsible for delays caused by systems and
network problems.

Optional Response Objective: If selected, this set of optional Response Time objectives will
replace standard ’

Response Time objectives
For telephone assistance:

_* Severity (“Sev”) 1 Calls - Fifteen (15) minutes Response Time during Prime Shift and thirty (30)
minutes during  Off Shift. :

e Sev 2 Calls — One (1) hour Response Time during Prime Shift and two (2) hours during Off Shift.

» Sev 3 & Sev 4 Calls - Two (2) hours Response Time during Prime Shift and four (4) hours during
Off Shift.

For electronic assistance:

¢ Al Sev levels - Two (2) hour Response Time for submissions received during Prime Shift. For
submissions received during Off Shift, Response Time is within two (2) hours after the start of
Prime Shift on the next business day. IBM is not responsible for delays caused by systems
and network problems.

IBM will use commercially reasonable efforts to achieve the Response Time objectives set out above.
However, IBM’s failure to do so will not constitute a breach, matefial or otherwise, will not result in IBM
being liable for damages, service level credits or other amounts, and will not otherwise provide any
additional rights to you. '

Priority Handling
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The Priority Support Team will provide priority handling of your voice and ‘electronic reported problems
related to Eligible Machines/Programs on Servers which you have covered by this CTS Service. For Non-
United States based customer representatives all problem submissions and additional communication
with the Priority Support Team will be restricted to electronic problem reporting/fhandling. All such
communication shall be in English language only.

The Priority Support Team will:

1. perform initial problem determination and problem source identiﬁcaﬁon;

engage the appropriate support resources when required;

monitor the progress of your problem submissions for Eligible Machines/Programs;

coordinate service resources as necessary for Eligible Machines/Programs; and

SRR

ensure provision of follow-up status reports? Updates? for Eligible Machines/Programs appropriate to
the severity level assigned to the submitted problem. This includes invoking IBM’s predefined
.- escalation guidelines until the problem is resolved. Target status update intervals are as follows:

a. Sev 1: Follow up with the customer every four (4) hours, or as mutually agreed.
b. Sev 2: Follow up with the customer (during Prime Shift) daily or as mutually agreed.

¢.  Sev 3 and Sev 4: Follow up with the customer (during Prime Shift) when progress has been
made.

Custom Proactive Support

IBM will designate a.CTS TSM who is a member of the Priority Support Team to provide support for your
Eligible Machine/Programs. The CTS TSM and Priority Support Team will perform proactive support
Aactivities designed to assist your IT staff in managing your Eligible Machines/Programs environment. The
CTS TSM will also work with your PTC to establish and maintain a framework for technical
communications and contracting activity reporting. : :

* Additionally the CTS TSM wil:

1. remotely, via conference call, conduct an initial welcome call. The purpose of this call is to ensure
your ability to access the Priority Access, and Priority Handling aspects of this CTS Service. The CTS
TSM will also provide information relating to the proactive aspects of the CTS Service and schedule
an initial operational review meeting;

2. remotely, via conference call, conduct an operational review meeting (on.a mutually agreed date) with
- your designated PTC and personnel to accomplish the following:

a. review the terms governing CTS and any associated documents,

b. review any operational review documentation sent to you as part of the CTS operational review
process,

c. document the Eligible Machine/Programs and associated product inventory (including your server
logical partitioned environment) to be supported under CTS based upon your completed initial
review documentation,

d. review your documented backup and recovery processes,
e. review your documented software change control processes,
f.  review the current support structure within your organization; and

g. schedule the initial setup of the applicable tools, if applicable under this Service;

*Optional Support: The selection of optional onsite Operational review meeting(s) will result in this
Operational Review being onsite at your designated location. Additional onsite Operational Reviews
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10.

11.

may also be selected. If selected, the number and duration of any onsite Operational Reviews will be
updated in your Schedule. : :

create and deliver one copy of the Technical Support Plan to your PTC within 30 days of the initial

remote operational review meeéting. The Technical Support Plan will include information about your
Eligible Machines/Programs and CTS deliverables as applicable. The Technical Support Plan is a

Type 1l Material; :

conduct annual remote review(s) of the Technical Support Plan during the course of the CTS Service
period; '

maintain an inventory listing of your Eligible Machines/Programs and associated software and their
release levels for those Servers for which you have purchased CTS,

perform' an initial test of all appropriate remote support electronic connections to your Eligible
Machines/Programs environment and assist in verifying that the IBM supplied diagnostic tools that
require them are available for use as documented in the Technical Support Plan;

create and deliver monthly to your PTC one copy of a CTS Monthly Review Package which
summarizes all of your service reports and provides an update from the previous monthly call. The
CTS Monthly Review Package is a Type Il Material and will include one copy of a service activity
report which summarizes your Eligible Machines/Programs problem submissions for which you have

purchased CTS;

*Optional deliverables: By selecting this option, the CTS TSM will increase the frequency with
which-you automatically receive one copy of the Service Activity Report. Based on your selection, the
CTS TSM will provide the service activity report either weekly or twice monthly. The frequency that
you will receive these reports will be-updated in your Schedule. The Service Activity Report is a Type
11 Material;

schedule monthly status conference calls with your PTC to review your account status in terms of the
monthly documentation provided by IBM as part of CTS and any of your planned changes in your
eligible CTS supported environment: and .

* Optional additional conference calls: By selecting this option the CTS TSM will increase the
frequency of the scheduled status conference call with your PTC and designated personnel to twice
monthly or weekly. The optional frequency of status calls will be updated in your Schedule;

provide proactive notification concerning technical information, related to your Eligible
Machines/Programs and CTS supported environment, both as it becomes available and as
determined by the Priority Support Team to be applicable and not otherwise available to you. This
includes information on software fixes and updates and tips and techniques associated with your CTS
supported environment;

provide problem isolation on your reported problems that relate to Eligible Machines/Programs;
and

upon request by you, IBM will remotely assist U.S. based customer representatives via telephone
with installation of generally available fixes for your Eligible Programs under this Service.

Your Responsibilities

You agree to:

1.

maintain, for the duration of this CTS Service, the appropriate Base Support Contracts {(including
coverage hours) for all products to be covered by CTS. Refer to the product group unique sections
below for the specific base maintenance contract requirements applicable for each product group. If
you terminate any of these Base Support Contracts (or change the coverage hours), you must
immediately notify the IBM CTS TSM who will help to determine the appropriate changes to your
coverage under this CTS Service;

ensure you are properly licensed for all CTS Eligible Programs for which You request the Services;
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designate a U.S. based Primary Technical Contact (PTC) who will be the fo'cal'point for all
communication with IBM’s CTS TSM relative to this CTS service and who will have the authority to
act on your behalf in matters regarding this service. Your PTC will do each of the following on your

behalf—
a. participate in the CTS welcome call;

b. supply the eligible environment details required by the documentation that you will receive as part
of the CTS service initiation process; :

C. {Sanicipate in the technical operational review meeting to review the information you have
provided relative to your Eligible Machines/Programs and associated product inventory (including
your Server logical partitioned environment), backup and recovery processes, software change
control processes, and current support structure;

d. designate your primary eligible product for this Service (i.e. the eligible operating system "OS”
that is most critical to your enterprise);

e. inform the CTS TSM of any hardware or software changes to your Eligible Machines/Programs
‘environment within thirty (30) days of the change occurring. Failure to provide timely updates
may result in CTS service delays or lack of coverage;

. identify eligible critical machines and critical outage scenarios;

g. provide IBM with all relevant and available diagnostic information (including product or system
information), decisions and approvals pertaining to problems with CTS Eligible Machines and
Programs for which you request assistance within three business days of IBM'’s request, unless
both parties mutually agree to an ‘extended response time; ' v

h. provide IBM with all relevant and available diagnostic information (including product or system
information), decisions and approvals pertaining to problems with CTS Eligible Machines and
Programs for which you request assistance within three business days of IBM’s request, unless
both parties mutually agree to an extended response time;

i deéignate a U.S. based Prime Shift contact that will be the focal point for problem submissions by
you to the Priority Support Team; and

j-  participate in the scheduled status calls with IBM’s CTS TSM or assign a back-up to do so.

utilize the established CTS procedures for problem submissions, as detailed in the Technical Support
Plan, for all CTS service requests. You may submit problem requests using the procedures of your
Base Maintenance Contract(s), however, if you do so, the Priority Access, Priority Response Times

and Priority Handling terms of this CTS service will not apply to such problem submissions;

ensure the appropriate personnel for activities, set out in this CTS service description, are made
available by your organization. This includes your being able to help resolve issues via escalation
within your organization;

review, on a regular basis, the Eligible Machines/Programs listings at http://www-
1.ibm.com/services/sl/products/ to determine whether there have been any additions or deletions (for
example, products removed at their end of currency date) that may impact the product support you
are receiving under this CTS service. Questions regarding such changes should be directed to the
CTS TSM;

download and install any tools that the Priority Support Team recommends to your organization and
that both parties mutually agree are necessary for the efficient implementation of this CTS service.
Details of these tools will be discussed during the initial operational review meeting. Tools supplied by
IBM are to be used only for purposes of CTS service:;

provide an electronic connection capable of sending and receiving data to and from in order to enable
IBM’s performance of the Services. If this connection is not provided and maintained, IBM is released
from it's obligation to deliver remote Services;

ensure that any access codes whenever provided to you by IBM are used only by your authorized
personnel;

Z125-7227-08 Page 35 of 54



10. be responsible for adequately protecting ydurb CTS Eligible Machines and all programs and data
contained therein whenever IBM remotely accesses your systems; :

11. give IBM your authorization to remotely access the CTS Eligible Machines in order to enable IBM’s
performance of the Services;

12. use the information obtained under the Services only for the support of the information processing
requirements within your Enterprise; and

13. sign up for an IBM registration ID at: https://www.ibm.com/account/profile/us?page=reg

Termination

You may terminate CTS service on one month written notice to IBM after the initial contract year.
Termination of this CTS service does not terminate or modify any of your separate base maintenance
contracts. Since this CTS service requires you to have Base Maintenance Contracts in place for all
products to be covered by CTS, you may not terminate the associated Base Maintenance Contract during
the initial contract year; thereatfter, if you terminate the associated base maintenance contract, you must
also terminate the applicable CTS service.

CTS Product Group Sections follow below. These sections provide terms and conditions and Service
descriptions specific to each indicated product group that governs provision of CTS in support of such
groups. .

AIX, 0S/400 and i5/0S Product Group

‘Purchasing CTS for this product group on an iSeries or pSeries Server entitles you to the appropriate

customized enhanced service levels set out above in the main body of this service description for any
combination of these OS products that are-installed on your Eligible Machines as listed in your Schedule

of Services. '
Prerequisite Base Maintenance Contracts

Mandatory: 24 x 7 All Severity Software Maintenance (SWMA) for AlX, OS/400 and i5/0S products
installed on your covered Machines and any additional AIX LPP’s listed on your detailed schedule of

services.

Mandatog: 24 x 7 Machine Control Program Remote Support (MCPRS) for your Hardware Management
. Console (HMC) attached to an iSeries or pSeries Eligible Machine. )

Mandatory: 24 x 7 IBM base maintenance for all Machines covered under this Service.

The following additional Proactive Service Deliverabies will be provided for this product group.
CTS Eligible inventory for AIX, 0S/400 and i5/0S

You will receive Services for the Eligible Machines and Licensed Program Products (LPPs) that are
.identified as such within the IBM Schedule for ServiceElite. The Eligible Machines with 0S/400, i5/0S
and AlX installed may not be changed for the duration of the .Charge Period unless this Service is
‘amended to reflect a change in inventory and the appropriate CTS charges are updated in the Schedule.
An initial inventory of the Eligible Machines is listed in the Schedule for Services.

* Optional coverage: By selecting this option, you will enhance your eligible inventory coverage for AlX,

- OS/400 and i5/0S by receiving coverage for newly acquired Machines and LPPs which will be considered
as part of your enterprise and will be added to this SOW, without additional charge, for the charge period.
However, any newly acquired Eligible Machines or LPPs that are procured through acquisition or merger
will be subject to an additional charge and must be added through the Schedule. If selected, this
inventory growth option will be updated in your Schedule.

Z125-7227-08 Page 36 of 54



IBM Responsibilities:
The following additional IBM Responsibilities are applicable to this product group.

Custom Proactive Support - Performance Management (PM) Summary Status Reports for AIX,
08/400 and i5/0S:

The CTS TSM/Priority Support team will:

1. if requested, assist you in installing and activating IBM Service Agent and PM for AlX, OS/400 and/or
i5/08S; ‘

collect performance data related to the CTS Eligible Machines and Programs;

3. provide you with a Performance Management (PM) Summary Status Report which is a Type I
Material that includes your monthly management summary graph report for up to three (3) logical
machines installed in each of your CTS Eligible Machine(s); and

4. assist you in the interpretation of PM for AlX, 0S/400 and/or i5/0S reports; other corrective actions
necessary to resolve performance problems may require additional fees under a separate contract..

Optional: Detailed Performance Management (PM) Status Reports AIX, 0S/400 and i5/0S:

By selecting this option, you will enhance your PM Summary Status Reports for AIX, 0S400 and i5/0S by
also receiving PM Detailed Reports. Your CTS TSM will assist with registration to. receive Performance
Management Detailed Reports for your AIX, 0S/400 and i5/0S instances on eligible System i and/or
System p Machines. These reports provide detailed analysis of how each operating system instance is

- utilizing the resources (CPU, Memory, DASD, efc.) that are assigned to it. The detailed reports will be
available for the total number of OS instances that you have selected. The number of PM Detailed
Reports for which you are eligible will be updated in your Schedule. The Performance Management (PM)
Detailed Reports are considered a Type Il Material. ’

Preventative Maintenance for AIX, 0S/400 and i5/0S
IBM will:

1. if requested, assist you in installing IBM Service Agent;
2. assist you in activating Alert for AIX, 0S/400 and i5/0S:

3. provide you with monthly Alert reports tailored to your CTS eligible service operating system
instances; i

assist you on the interpretation of Alert reports and provide you with refated recommendations;

provide additional maintenance information for your CTS Eligible Machines/Programs that is not
already detailed in the Alert reports. This information may include:

a. warnings of Pervasive or "HIPER" problems and the associated fixes (PTFs) which address or
circumvent the problem;

b. standard new release / upgrade information on your Eligible Programs upon request by you; and
c. tips and techniques associated with your CTS Eligible Machines and Programs;
6. provide a monthly Maintenance Level Report.

Your CTS TSM will create and deliver monthly to your PTC, one copy of the Maintenance Level
Report (MLR). The MLR is a Type Il Material; and

7. provide information on microcode and firmware updates for the Eligible Machines.
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Proactive Remote Environment Review for AIX

This CTS service element for AIX, will provide a proactive review based on the number of operating
system instances that require this Service. For each eligible operating system instance that.you identify,
the Priority Support Team will conduct a Proactive Remote Review on a mutually agreed upon time once

"~ a month to accomplish the following —

1. areview of your script file from your target system;

2. review and propagate the results as follows via the web site as applicable;
software cdnﬁguration currently installed on your server;
hardware configuration currently installed on your servér;

d

e

f.  system configuration results including mounted file systems;

g. network parameters including your TCP/IP network settings and per adapter information;
h

displays of “assets” installed in a system, such as processors and disks;

hardware anélysisvof microcode, firmware and patches, if applicable;

j- software analysis, displays a list of file sets installed on the system, updates to them, if
applicable;

k. summary of known fixes that have not yet been installed on your éystem; and

I, summary of Critical, High-Impact or Pervasive problems.

Optional: Proactive Remote Review for 08/400 and i5/0S8

This option if selected will provide a proactive review based on the number of Operating System
instances that require this Service. For each eligible operating System instance that you identify, the
Priority Support Team will conduct a remote review of your designated production licensed Logical
Partition (LPAR) environment based upon a mutually agreed schedule. All such reviews must be
conducted during Prime Shift hours. The purpose of this review will be to check for possible error
conditions in these environments and determine if further actions (such as PTF installations or operational
changes) are recommended in order to reduce potential impacts to your systems and operations. A
Remote Review Status Report of any findings, conclusions or recommendations will be forwarded to your
PTC for their review and actions

Your Responsibilities: ‘

The following additional responsibilities are in effect for this product group

You agree to:

1. be responsible for any communications charges you incur associated with this Service:

2. be responsible for the installation of microcode, firmware and fixes which 1BM recommends; and

3. activate, per IBM instructions, the IBM Service Agent and problem management alerts for AlX,
0S5/400 and i5/0S data collection software. .

Linux

Purchasing CTS for thls Operatlng System type product group on an Eligible Machine entitles you to the
appropriate level of enhanced service for your environment based on levels set out above in the main
body of this service description as modified in this section.

Prerequisite Base Maintenance Contracts for CTS: Linux
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Mandatory: 24x7 Machine Control Program Remote Support (MCPRS) if you require service for your
Hardware :

Management Console (HMC) attached to an iSeries or pSeries Eligible Machine.
Mandétory: 24x7 Full Shift Support Line or ServicePac for Linux. n
Mandatory: Software Maintenance for any Linux LPP’s listed on your deteiled CTS Schedule of services.

Mandatory: Linux maintenance support from IBM or one of the non-IBM Linux distributors (e.g. Red Hat,
SUSE). : .

Mandatory: 24x7 IBM base maintenance for your Eligible Machines covered under this contract.

Proactive Support

The CTS TSM will include in your monthly CTS Review Package, one copy of the Linux server fix
information.

Microsoft

Purchasing CTS for this Operating System type product group on an Eligible Machine entitles you to the
appropriate level of enhanced service set out above in the main body of this service description as
modified in this section.

Prerequisite Base Maintenance Contracts for CTS: Microsoft
Mandétory: 24 x 7 IBM base maintenance for your CTS Machines covered under this contract.

Mandatory: 24 x 7 Support Line or ServicePac for Microsoft Windows.

Proactive Support

The CTS Advocate will include in your monthly CTS Review Package, one copy of the monthly Microsoft
Security Bulletin which is a Type Il Material.

Server Hardware

The server hardware group is not available for. purchase as a separate product group. You will
automatically receive CTS Service when you purchase CTS for this eligible operating system product
group for an Eligible Machine. This product group will provide enhancements to the base maintenance
contract that are in effect for those Machines.

Priority Handling
The following amendments are in effect for Priority Handling as applied to Server hardware
For reported Sev 1 Hardware problems, the PST will:

1. route any reported problems that should be handled by local IBM service representatives to those
resources and advise you of this course of action. The local service specialists will take ownership of
these routed problems. The PST will provide ‘an escalation path as needed for routed problems;

provide Priority Handling for all other Sev 1 hardware problems; and

handie non-Sev 1 Hardware problems reported to the PST per the description for non-eligible
reported product problems.
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At your discretion; you may utilize the standard problem reporting procedures for hardware problems
associated with your Eligible Machines per the procedures detailed in your base maintenance contract.

Proactive for Server Hardware
The following amendments are in effect for Proactive Handling as applied to Server hardware:
For reported Sev 1 Server Hardware problems only, the PST will: '

~ 1. include the status of reported Sev 1 problems which were reported using your DAC in your Monthly
CTS Review Package.

Storage Machines

CTS for Storage Devices is available for a selection of Storage devices. With CTS for Storage, you will
receive an-enhancement to your Base Support Contracts for Eligible Storage Machines.

Prerequisite Base Maintenance Contracts for CTS: Storage

Mandatory: 24 x 7 (every day of the year), Full Shift Support Line or ServicePac for SAN/NAS for those
Storage Software programs which require this type of Base Support Contract.

Mandatory: 24 x 7 (every day of the year), Full Shift Support Line or ServicePac for Disk/Tape for those
Storage Software programs which require this type of base support contract.

Mandatory: Software Maintenance for SAN Volume Controller for those Storage programs which require
this type of Base Support Contracts. .

Mandatory: 24x7 (every day of the year), Full Shift IBM base maintenance for those eligible storage
machines to be covered by this CTS contract.

Priority Handling for Storage Hardware
The following amendments are in effect for Priority Handling as applied to Storage hardware.
For reported Sev 1 Storage Hardware problems, the PST will:

1. route any reported problems that should be handied by local IBM service representatives to those
resources and advise you of this course of action. The local service specialists wili take ownership of
these routed problems. The PST will provide an escalation path as needed for routed problems;

2. provide Priority Handiing for all other Sev 1 hardware problems; and

3. handle Non-Sev 1 Storage Hardware problems reported to the PST per the description for non-
eligible reported product problems.

At your discretion; you may utilize the standard problem reporting procedures for hardware problems
associated with your Eligible Machines/storage devices per the procedures detailed in your base
maintenance contract.

Proactive for Storage Hardware
The following amendments are in effect for Proactive Handling as applied to Storage hardware:
For reported.-Sev 1 Storage Hardware problems oniy, the PST will:

1. include the status of reported Sev 1 problems which were reported using your DAC in your Monthly
CTS Review Package.
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1BM Statement of Work for ServiceElite
Managed Maintenénce Solutions for Cisco Products

Managed Maintenance Solution for Cisco Products

For those Eligible Cisco Machines specified in the Schedule, IBM will provide Managed Maintenance
Solution for Cisco Products (hereinafter referred to as “Service” or “MMS for Cisco Products™) consistent
with your selected Service level. In addition, for Cisco machine code installed on covered Eligible Cisco
Machines, IBM will support each major release and version of the Cisco software for the contracted
period or until the announced Cisco End of Software Maintenance date.

IBM is delivering ‘IBM MMS for Cisco Products’, a Collaborative Service for Cisco equipment, which
includes 1IBM MMS service deliverables and Cisco services components. IBM is providing support for
your Cisco products as a Cisco Global Gold and Global Service Alliance Partner. IBM may engage Cisco -
for manufacturer's support to resolve your hardware / software problems. In the event you want to
contact Cisco as the original product manufacturer, you must contact IBM and IBM will arrange a three-
way conversation with you, Cisco and IBM. Under all circumstances,

IBM remains responsible for coordinating the call, resolving any issues that you may have and otherwise
providing support to you. ’

- IBM requires up to thirty days to implement support on all Eligible Cisco Machines you add to this contract
or relocate while under this contract. However, IBM will make a commercially reasonable effort to provide
support to you sooner if you have a specific Service request.

The Schedule will identify the Eligible Cisco Machines by Specified Location, Service support level, and
period for which you have contracted this Service. All Eligible Cisco Machines by type at a given
- Specified Location must be maintained at the same Service support level. Eligible Cisco Machines will
not be automatically added to your covered inventory and this Service will not automatically renew. You
may request to add or continue Service for Eligible Cisco Machines but such will be accomplished by
issuance of a new Schedule that will document the new prepaid period and the charges that apply for
such.

Service Definitions

“Advance Replacement” means shipment of réplacefnent FRU(s) in advance of receipt of
failed/defective FRU(s).

“Field Replacement Unit (FRU)” means any component or sub assembly of an item or unit of Hardware
that can reasonably be replaced at your location. FRU(s) may also be subject to size and weight
limitations. '

“Four- Hour Response” means: (i) for Advance Replacement Service, the four (4) hour time period
commencing upon IBM’s problem diagnosis and determination that a FRU is required and ending when
the FRU is delivered on-site; and (ii) for On-Site Service, means the four (4) hour time period
commencing upon IBM’s problem diagnosis and determination that remedial On-Site Service is required
" and ending when IBM's personnel arrive on-site.

“Hardware” means those Eligible Cisco Machines that you currently have covered under this Service
contract. .

-“Intrusion Prevention System (IPS) Support” means access to a library of signature files used by your

Cisco IPS enabled machine to monitor and analyze traffic in real time for malicious or unauthorized
anomalies and misuse such as viruses, worms, denial-of-service attacks and other internal and external
threats that could degrade network performance. You may order this support as an optional feature
under this MMS for Cisco Products.
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“Local Time” means local time Monday through Friday (excluding our observed holidays).
“Remedial Hardware Maintenance” means diagnosis and on-site replacemént of Hardware
components with FRU(s). :

“Software” means supported releases of those Cisco software programs which are installed on the
Hardware and for which you maintain a current valid paid license. '

“Two-Hour Response” means: (i) for Advance Replacement Service, the two (2) hour time period
commencing upon IBM’s problem diagnosis and determination that a FRU is required and ending when
the FRU is delivered on-site;. and (ji) for On-Site Service, the two (2) hour time period commencing upon
IBM’s problem diagnosis and determination that remedial on-site Service is required and ending when
IBM’s personnel arrive on-site. ’

Service Supbort Levels (applicable level for each Eligible Cisco Machine, including IPS Support if
selected, will be identified in the Schedule)

Advance Replacément Services: .
1) MMS for Cisco Products 8x5xNext Business Day:

Advance Replacement to arrive on the next business day provided that IBM's determination of Hardware
failure has been made before 3:00 p.m. Local Time. If you make a request after 3:00 p.m. Local Time,
IBM will ship the Advance Replacement the next business day.

2) MMS for Cisco Products 8x5x4:

‘Advance Replacement on a Four-Hour Response basis between 9:00 a.m. and 5:00 p.m. Local Time the
same business day, provided that IBM’s determination of Hardware failure has been made before 1:00
p.m. Local Time. If you make a request after 1:00 p.m. Local Time, IBM will deliver the Advance
Replacement the morning of the next business day.

3) MMS for Cisco Products 24x7x4:

Advance Replacement on a Four-Hour Response basis twenty-four (24) hours per day, seven (7) days
per week, including observed holidays.

4) MMS for Cisco Products 24x7x2:

Advance Replacement on a Two-Hour Response basié twenty-four (24) hours per day, seven (7) days
-per week, including observed holidays.

On-Site Services:
1) MMS for Cisco Products On-Site 8x5xNext Business Day:

‘Next-business-day Remedial Hardware Maintenance, together with parts, fabor and materials, by 5:00

p.m. Local Time provided IBM’s determination that on-site Service is required has been made before 3:00
- p-m. Local Time the prior day (otherwise, second business day will be provided for calls placed after 3:00
p.m. Local Time).

2) MMS for Cisco Products On-Site 8x5x4:

Four Hour Response for Remedial Hardware Maintenance service between 9.00 a.m. and 5.00 p.m.
Local Time the same business day, together with parts, labor and materials, provided IBM'’s determination
that on-site Service is required has been made before 1:00 p.m. Local Time.

3) MMS for Cisco Products On-Site 24x7x4:

Four Hour Response for Remedial Hardware Maintenance twenty four (24) hours per day, seven (7) days
per week including observed holidays, together with parts, labor and materials.

4) MMS for Cisco Products On-Site 24x7x2:
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Two Hour Response for Remedial Hardware Maintenance twenty four (24) hours per day, seven (7) days
per week including observed holidays together with parts, labor and materials.

Note: IBM will use commercially reasonable efforts to provide you with the Service support level you
select. Some elements of the Service are subject to geographic and weight restrictions depending upon
your location. You can check to see where a specific level of Service is available by accessing the Cisco
Service Availability Matrix at: http://www.cisco.com/cgi-bin/front.x/agents/SAM/cca_sam_landing.cgi

FRUs will be shipped using Cisco preferred carriers, freight prepaid by Cisco. If you would like to use the
services of an alternative carrier then this will be at your expense. Cisco will provide you with Advance
Replacement(s) that are either new or equivalent to new. Advance Replacement and On-Site Services
are not available for certain consumables (for example, cables, power cords and mounting hardware).

IBM Responsibilities:
IBM will:

1. perform initial problem determination remotely via the IBM Remote Support Center for every
Hardware and Software Service request;

2. for On-Site Service levels, dispatch a Service technician if, at IBM's sole determination, on-site
support is required for a Hardware problem;

3. for Advance Replacement Service levels, engage Cisco whenever IBM determines that a failed
"~ Hardware component or chassis requires that Cisco ship a replacement to you, for installation by you;

4. for Intrusion Prevention System (IPS) Support, provide you access to network signature files and
signature file based network layer protection used to protect against threats that could degrade your
network performance;

5. assist in providing work-around solutions to reported Software problems, or work with Cisco to
implement a patch to newly reported problems; :

6. provide you with Software updates and, if you have paid for a Feature Set Upgrade license with
support, updates for such Feature Set Upgrade, when the updates are available and you request
them from IBM. Software updates and any supporting documentation will be made available from the
Cisco.com Software Center (www.cisco.com/software) or on physical media such as CDROM.
Applicable supporting documentation, if available, is limited to one copy per Software release. You
can, however, purchase additional copies from Cisco;

7. authorize you for access to the IBM Remote Support Center (RSC) which is available 24 hours per
day, 7 days per week to assist with your Hardware and Software use, configuration and trouble
shooting issues and access to Cisco.com; and

8. authorize you for electronic access to Cisco Connection Online ("CCO”). CCO provides you with
technical and general information on Cisco Hardware and Software, access to Cisco’s online
Software library, and solutions to known Software problems.

Your Responsibilities
You agree to:
1. .contact IBM for all Service requests;

2. follow all Cisco and IBM provided guidelines (such as operators manuals and call placement
procedures) pertaining to operator responsibilities, maintenance procedures, and supplies prior to
placing a Service request;

3. upon request, provide IBM temporary access to your Hardware via modem or the Internet for remote
problem diagnosis and correction. You are responsible for supplying the modem and telephone lines
required at your facility and providing IBM temporary user access to the Hardware while under your
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control. You remain responsible for the security of your information. _You agree to maintain
procedures for reconstruction of lost or altered files, data, and programs;

for Advance Replacement Service levels, perform all on-site activities to remove and replace a failed
component or chassis for which a replacement has been sent to you by Cisco to resolve a reported
Hardware problem. In addition, you agree to repackage the failed component or chassis in the same
container the advance exchange replacement arrived in, carefully following the enclosed Cisco return
material authorization packaging instructions. You will be responsible to pay the then current list
price, indicated on the Cisco Web site, for any failed part that is not returned to Cisco (or in transit to
Cisco with proof of return shipment on file) within ten calendar days from the delivery of the
replacement to your Specified Location; o '

upgrade to the most current Software level which contains corrective code to correct a reported
Software problem or if needed to assist with problem determination:

provide IBM with one month’s written notice for moves, additions, or deletions of Hardware. You also
agree to notify IBM of any modification to the Hardware or Software configuration, including upgrades
or changes to FRUs not in the original configuration, within thirty (30) days of such modification; and

when requested, provide a list of all your personnel that you have authorized to use IBM and Cisco
resources (e.g. RSC, OCO, Cisco.com) under this Service.

In addition, for On-Site Services

You agree to:

1.

provide an appropriate work environment and reasonable access including working space with heat,
light, ventilation, electric current and outlets, and local telephone extension in proximity to the
Hardware for the use of Service personnel;

back-up Software images and configurations on a regular basis and provide those images and
configurations to Service personnel in connection with Remedial Hardware Maintenance;

ensure all Hardware is installed below ten (10) feet. For Hardware installed above four (4) feet,
provide ladders that reach the height of the Hardware;

provide Terminal File Transfer Protocol (TFTP) capabilities or Internet access for the purpose of
downloading Software images by Service personnel; and

provide safety and security protection for Service personnel when they must work at your unmanned
sites.

IBM’s Service support does not cover:

1.

2
3.
4

o

6.
7.
8
9.
10. electrical or site work external to the Hardware;

performing Hardware or Software installation, configuration, or customization;
furnishing of any Hardware and/or memory upgrade required to run new or updated Software;
service of features, parts, devices, or software not supplied by either Cisco or IBM;

furnishing accessories and supply items or replacing expendable parts (such as cables, power cords,
and rack mounting kits);

service of Hardware damaged by misuse, accident, modification, unsuitable physical or operating
environment, or improper maintenance by you;

service of Hardware used other than as specified in applicabie Cisco—éupplied documentation;
service of Hardware with removed or altered machine or parts identification labels;
failures caused by a product for which IBM is not responsible;

service of Hardware alterations;
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11. service of Hardware that is installed outdoors or that is installed indoors but requires special
equipment to perform such service (e.g. hoist, harness, ladder in excess of 8 feet);

12. pre-assembly of FRUs shipped to you under ah Advance Replacement Service level; or

13. Advance Replacement Service at any unmanned site where your representative is unavailable to .
receive the FRU. .

Hardware must meet IBM's safety and serviceability requirements. IBM reserves the right to inspect
Hardware within one month from the start of Service. If the Hardware is not in an acceptable condition for
Service, IBM will notify you and you may either 1) have the Hardware restored for a separate charge or 2)
terminate coverage and pay I1BM for inspection and Service charges incurred on your behalf.

Upon written notice, 1BM may terminate coverage for Cisco products due to lack of Cisco technical
support or available repair parts. Section 7, “Renewal and Termination” of the referenced Attachment

does not apply to this Service.
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IBM Statement of Work for ServiceElite
Managed Maintenance Solutions for Avaya Products

For those Eligible Avaya Machines specified in the Schedule, IBM will provide Managed Maintenance
Solution for Avaya Products (hereinafter referred to as “Service” or “MMS for Avaya Products”) consistent
with your selected Service level. In addition, for Avaya machine code installed on covered Eligible Avaya
Machines, IBM will support each major release and version of the Avaya Software for the contracted
period or until the announced Avaya End of Software Maintenance date whichever occurs first.

IBM requires up to sixty (60) days to implement support on ali Eligible Avéya Machines you add to this
contract or relocate while under this contract. However, IBM will make a commercially reasonable effort
to provide support to you sooner if you have a specific Service request.

The Schedule will identify the Eligible Avaya Machines by Specified Location, Service support level, and
period for which you have corntracted this Service. All Eligible Avaya Machines by type at a given
Specified Location must be maintained at the same Service support level. Eligible Avaya Machines will
not be automatically added to your covered inventory and this Service will not automatically renew. You
may request to add or continue Service for Eligible Avaya Machines but such will be accomplished by
issuance of a new Schedule that will document the new prepaid period and the charges that apply for
such. : .

Service Definitions:

. “Avaya Web Portal” means Avaya Networks’ web-based support available at the URL:
http://iwww.avaya.com/support that provides customer access to a database of Software releases,
technical tools, frequently asked questions, documentation, technical notes, product information, bug
reporting and resolution.

“Hardware” means those Eligible Avaya Machines that you currently have covered under this Service
contract. :

“Major Failure” means a failure that results in one of the following conditions: Attendant console outage,
controller or processor outage, 25% outage of trunks, stations, data peripherals, or special service
network capabilities due to the failure of Avaya products.

“Local Time” means local time Monday through Friday (excluding our observed holidays).

“Remedial Hardware Maintenance” means diagnosis and on-site replacement of CERTAIN Hardware
components with FRU(s).

“Field Replacement Unit (FRU)” means any component or sub assembly of an item or unit of Hardware
that can reasonably be replaced at your location.

“Software” means supported releases of those Avaya Software programs which are-installed on the
Hardware and for which you maintain a current valid paid license.

Service Support Levels: applicable level for each Eligible Avaya Machine, will be identified in the
Schedule

On-site services:
1) MMS for Avaya Products On-Site 9x5 Next Business Day:

Next-business-day Remedial Hardware Maintenance, together with parts, labor and materials, by 5:00
p.m. Local Time provided IBM’s determination that on-site Service is required has been made before 5:00
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p.m. Local Customer Time the prior business day (otherwise, second business day will be provided for
calls placed after 5:00 p.m. Local Time).

2) MMS for Avaya Products On-Site 24x7-

Remedial Hardware Maintenance without response time objectives, twenty four (24) hours per day, seven
(7) days per week including observed holidays, together with parts, labor and materials.

Note: IBM will use commercially reasonable efforts to provide you with the Service support level you
select. Some elements of the Service are subject to geographic and weight restrictions depending upon
your location. You can check to see where a specific level of Service is available by contacting your IBM

representative.

IBM Responsibilities:
1BM will:

1. perform initial problem determination remotely via the IBM Remote Support Center for every
Hardware and Software Service request;

2. Notify Customer of detected failures, fault conditions and alarms within 15 minutes of receipt of
service affecting alarms. NOTE: The 15 minute notification is a service level objective target for IBM
and not a guarantee. Notification intervals are not commitments for resolution time of reported

troubles;
3. answer questions regarding product problems;
provide recommendations for Software updates to c-lear fau!ts;

5. respond to, diaghose, and clear system-generated Major Failure alarms received via Avaya EXPERT
Systems Diagnostic Tools on Avaya products that support that functionality;

answer genefal usability questions regarding functionality of Avaya products;

dispatch a Service technician if, at IBM's sole determination, on-site support is required for a
Hardware problem; ' '

8. assist in providing work-around solutions to reported Software problems, or work with Avaya to
implement a patch to newly reported problems;

9. provide monitoring of Internet Protocol Telephony (IPT) platform and data network;
10. provide you with Software updates and Product Correction Notices (PCN):

a. Software Updates will be Customer installable, remote installable or technician installable
depending on the product and the delivery will be billed for as necessary. Software Updates are
generally downloaded via an electronic interface and do not contain any new or additional
features beyond what was provided in the current Software release. Software Updates within a
major release typically include maintenance fixes only, but may introduce new optional features.
Remote access is required to detect and provide Software updates on certain products and
systems; :

b. For certain Avaya designated Software applications only, you will be entitled to receive Software
upgrades as well as updates. Eligible products will be designated on the applicable Schedule.
You must maintain a valid Avaya license to receive upgrades;

11. authorize you for access to the IBM Remote Support Center (RSC) which is available 24 hours per
day, 7 days per week to assist with your Hardware and Software use, configuration and trouble
shooting issues and access to Avaya.com;

12. provide you with the temporary use of equipment, including but not iimited to, the Secure Intelligent
Gateway (SIG) which is installed behind your firewall. You may choose to install another firewall
between the SIG and your network provided the SIG is still able to interrogate and receive events and
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13.

alarms for all IP endpoints and to all supported products. Use of this equipment is provided by this
Service. 1BM and/or Avaya retain ownership of this equipment for the duration of this Service. '

authorize you for electronic access to the Avaya ‘Web Portal Online at . }
(“hitp-//www.avaya.com/support’). Web Portal provides you with technical and general information on
Avaya Hardware and Software access, in addition to Avaya’s online solutions to known Software

_problems. Access restrictions may apply.

Your Responsibilities:

You agree to:

1.
2.

10.

11.
12.

13.

contact IBM for all Service requests;

follow all IBM and Avaya provided guidelines (such as operators manuals and call placement
procedures) pertaining to operator responsibilities, maintenance procedures, and supplies prior to
placing a Service request; :

designate a single point of contact (SPOC) for IBM. The SPOC will have a thorough understanding of
business requirements and technical environment, and will be authorized to make decisions on your

behalf;

verify and arrange for installation for all applicable network connections and provide all circuit
information (i.e. IP address, subnet mask, gateway, machine names, modem numbers) including
network diagrams;

instéll a dedicated remote access methodology for those appropriate systems prior to the
commencement of Service. Remote access is made possible with traditional 1FB, POTS, etc, for
modem equipped machines or with network connectivity to networked machines;

remain responsible for the security of your information. You agree to maintain procedures for
reconstruction of lost or altered files, data, and programs;

upgrade to the most current Software level which contains corrective code to correct a reported
Software problem or if needed to assist with problem determination;

when requested, provide a list of all your personnel that you have authorized to use IBM and Avaya
resources (e.g. RSC, OCO, Avaya.com) under this Service:

back-up Software images and configurations on a regular basis and provide those images and
corifigurations to Service persennel in connection with Remedial Hardware Maintenance;

provide safety and security protection for Service personnel when they must work at your unmanned
sites; : '

provide a secure environment for equipment provided by IBM Ql" Avaya (e.g. SIG);

within 30 days after the termination of the MMS for Avaya Products, customer will: 1) deliver at Your
expense all Avaya provided equipment (e.g. SIG) at the supported site (Specified Location) to a
location in the United States designated by IBM, in the same condition as when originally delivered to
the supported site, reasonable wear and tear excepted; and 2) discontinue all use and return to
Avaya all copies of software (including backup copies) provided as part of this Service. If all Avaya

- equipment and software is not received by the designated location within 30 days after the

termination of Service date, IBM will arrange for preparation and shipment of such Avaya equipment
and software to the IBM designated location at customer’s expense. You will be invoiced separately
for such expenses.

provide a VPN connection for the SIG to ailow IBM to interrogate and receive events and alarms for
all Eligible Products. Commencement of the delivery-of Services will not begin until IBM deems this
Customer activity complete. IBM shall not be responsible for the delivery of these Services without
this connectivity in place and available for use. )
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14. be responsible for the distribution and safekeeping of the digital certificates which provide access to
Your web portal. You are also responsible for notifying IBM should a digital certificate be
compromised, so that IBM can resolve that digital certification and reissue a new one to You.

15. provide an out of band access (1 Measured Business line (MB), to the SIG for backup purposes.

Hardware must meet IBM’s safety and serviceability requirements. I1BM reserves the right to inspect
Hardware within one month from the start of Service. If the Hardware is not in an acceptable condition for
Service, IBM will notify you and you may either 1) have the Hardware restored for a separate charge or 2)
terminate coverage and pay IBM for inspection and Service charges incurred on your behalf.

Upon written notice, IBM may terminate coverage for Avaya products due to lack of Avaya technical
support or available repair parts.

Contract Termination by You:

For Eligible Avaya Machines the first year of prepaid coverage is non-cancelable. For multi-year prepaid
coverage, you may terminate Service after the first year on 30 days written notice to IBM, if you
permanently remove it from productive use within your Enterprise.

Otherwise, if you choose to terminate this contract and all prepaid coverage, you may do so by providing

" 30 days written notice to IBM, after the Services have been under contract for at least one year, and
paying an adjustment fee equal to 11 months charges or the number of months remaining in the prepay
term if less than 11 months.

* You will receive a credit, adjusted to the prepay discount for the new end date, for any remaining prepaid
_period associated with Services you terminate in accordance with this provision.
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IBM Statement of Work for ServiceElite
Managed Maintenance Solutions for Juniper Products

For those Eligible Juniper Machines specified in the Schedule, IBM will provide Managed Maintenance
Solution for Juniper Products (hereinafter referred to as “Service” or “MMS for Juniper Products”)
consistent with your selected Service level. In addition, for Juniper machine code installed on covered
Eligible Juniper Machines, IBM will support each major release and version of the Juniper software for the
contracted period or until the announced Juniper End of Software Mamtenance date, whichever occurs

first.

IBM will in its discretion decide whether provision of the Service requires simultaneous communication
among you, IBM and Juniper.

IBM requires up to thirty (30) days to implement support on all Eligible Juniper Machines you add to this
contract or relocate while under this contract. However, IBM will make a commercially reasonable effort
to provide support to you sooner if you have a specific Service request.

The Schedule will identify the Eligiblie Juniper Machines by Specified Location, Service support level, and
period for which you have contracted this Service. All Eligible Juniper Machines by type at a given
Specified Location must be maintained at the same Service support level. Eligible Juniper Machines will
not be automatically added to your covered inventory and this Service will not automatically renew. You
* may request to add or continue Service for Eligible Juniper Machines but.such will be accomplished by
issuance of a new Schedule that will document the new prepaid period and the charges that apply for

such

Service _De‘ﬁnitions ;
. “Customer Support Center” means Juniper Networks’ web-based support available at the URL:

http://www. juniper.net/support that provides customer access to a database of Software releases,
technical tools, frequently asked questions, documentation, technical notes, product information, bug

reporting and resolution

“Advance Replacement” means shipment of replacement FRU(s) in advance of receipt of

failed/defective FRU(s).

“Field Replacement Unit (FRU)” means any component or sub assembly of an item or unit of Hardware

that can reasonably be replaced at your location. FRU(s) may also be subject to size and weight

llmrtatlons

“Four- Hour Response” means: (i} for Advance Replacement Service, the four (4) hour time period

commencing upon IBM's problem diagnosis and determination that a FRU is required and ending when
the FRU is delivered on-site; and (i) for On-Site Service, means the four (4) hour time period

commencing upon IBM’s problem diagnosis and determination that remedial On-Site Service is required

and ending when IBM’s personnel arrive on-site.

“Hardware” means those Eligible Juniper Machines that you currently have covered under this Service
contract.

“Local Time” means local time Monday through Friday (excluding our observed holidays).

“Remedial Hardware Maintenance” means diagnosis and on-site replacement of Hardware
components with FRU(s).

“Software” means supported releases of those Juniper software programs which are installed on the
Hardware and for which you maintain a current valid paid license.
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Service Support Levels (applicable level for each'Eligible Juniper Machine will be identified in the
Schedule)

~Advance Replacement Services:

1) MMS for Juniper Products 9x5xNext Business Day:

Advance Replacement to arrive on the next business day provided that IBM’s determination of Hardware
failure has been made before 3:00 p.m. Local Time. If you make a request after 3:00 p.m. Local Time,
" Juniper will ship the Advance Replacement the next business day.

2) MMS for Juniper Products 9x5x4:

Advance Replacement on a Four-Hour Response basis between 9:00 a.m. and 5:00 p.m. Local Time the
same business day, provided that IBM’s determination of Hardware failure has been made before 1:00
p.m. Local Time. If you make a request after 1:00 p.m. Local Time, IBM will deliver the Advance
Replacement the morning of the next business day.

On-Site Services:
1) MMS for Juniper Products On-Site 9x5xNext Business Day:

Next-business-day Remedial Hardware Maintenance, together with parts, labor and materials, by 5:00
p.m. Local Time provided IBM’s determination that on-site Service is required has been made before 3:00
p-m. Local Time the prior day (otherwise, second business day will be provided for calls placed after 3:00
-p.m. Local Time). '

2) MMS for Juniper Products On-Site 24x7x4:

Four Hour Response for Remedial Hardware Maintenance twenty fo;Jr (24) hours per day, seven (7) days
per week including observed holidays, together with parts, labor and materials.

Note: IBM will use commercially reasonable efforts to provide you with the Service support level you
select. Some elements of the Service are subject to geographic and weight restrictions depending upon
your location. You can check to see where a specific level of Service is available by contacting your IBM

representative.

FRUs will be shipped using Juniper preferred carriers, freight prepaid by Juniper. Advance
Replacement(s) that will be provided to you will be either new or equivalent to new. Advance
Replacement and On-Site Services are not available for certain consumables (for example, cables, power
cords and mounting hardware).

IBM Responsibilities
IBM will:

1. perform initial problem détermination remotely via the IBM Remote Support Center for every
Hardware and Software Service request;

2. for On-Site Service levels, dispatch a Service technician if, at IBM’Vs sole determination, on-site
support is required for a Hardware problem;

3. for Advance Replacement Service levels, whenever IBM determines that a failed Hardware
component or chassis is required, ship a replacement to you, for installation by you;

4. assist in providing work-around solutions to reported Software problems, or work with Juniper to
implement a patch to newly reported problems;

5. provide you with available Software updates on supported Software when the updates are available
~ and you request them from IBM. Software updates and any supporting documentation will be made
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available from the Juniper.com Software Center (www.juniper.com/s’oftWare) or on physical media
such as CDROM. Applicable supporting documentation, if available, is limited to one copy per
Software release. You can, however, purchase additional copies from Juniper;

authorize you for access to the IBM Remote Support Center (RSC) which is available 24 hours per
day, 7 days per week to assist with your Hardware and Software use, configuration and trouble
shooting issues and access to Juniper.com; and

authorize you for electronic access to Juniper Customer Service Center (CSC) Online
(“httpz//www_juniper.net/support”). CSC provides you with technical and general information on
Juniper Hardware and Software, access to Juniper’s online Customer Service Center and solutions
to known Software problems. Access restrictions may apply.

Your Responsibilities

You agree to:

1.
2.

contact IBM first for all Service requests;

follow all Juniper and 1BM provided guidelines (such as operators manuals and call placement
procedures) pertaining to operator responsibilities, maintenance procedures, and supplies prior to
placing a Service request;

upon request, provide IBM temporary access to your Hardware via modem or the Internet for remote
problem diagnosis and correction. You are responsible for supplying the modem and telephone lines
required at your facility and providing IBM temporary user access to the Hardware while under your
control. You remain responsible for the security of your information. You agree to maintain
procedures for reconstruction of lost or altered files, data, and programs;

- for Advance Replacement Service levels, perform all on-site activities to remove and replace a failed

component or chassis for which a replacement has been sent to you by IBM to resolve a reported
Hardware problem. In addition, you agree to repackage the failed component or chassis in the same
container the advance exchange replacement arrived in, carefully following the enclosed IBM return

" material authorization packaging instructions. You will be responsible to pay the then current list

price, indicated on the IBM Web site, for any failed part that is not returned to IBM (or in transit to IBM
with proof of return shipment on file) within thirty (30) days from the delivery of the replacement to
your Specified Location;

upgrade to the most current Software level which contains corrective code to correct a reported
Software problem or if needed to assist with problem determination;

provide IBM with one month's written notice for moves, deletions or additions of Hardware. You also
agree to notify IBM of any modification to the Hardware or Software configuration, including upgrades
or changes to FRUs not in the original configuration, within thirty (30) days of such madification.

- Failure to update this information may result in a lower level of service until the update is submitted

and processed; and additional charges may apply.

when requested, provide a list of all your personnel that you have authorized to use IBM and Juniper
resources under this Service. You are responsible to maintain your list and adding or removing
personnel as necessary.

maintain a backup of the conﬁguvration that can be used to restore a Machine.

provide to IBM the following information for each Juniper Eligible Machine covered by this Service.
i) px;oduct license key or serial number;

i} configuration;

ii) installation address; and

iv) Location contact person.
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Customer must provide the ébbve Juniper Eligible Machine information to IBM in the purchase order for
each Juniper Eligible Machine. "

In addition, for On-Site Services

You agree to:

1.

provide an appropriate work environment and reasonable access including working space with heat,
light, ventilation, electric current and outlets, and local telephone extension in proximity to the
Hardware for the use of Service personnel, at no charge to IBM.

back-up Software images and configurations on a regular basis and provide those images and
configurations to Service personnel in connection with Remedial Hardware Maintenance;

ensure all Hardware is installed below ten (10) feet. For Hardware installed above four (4) feet,
provide ladders that reach the height of the Hardware;

provide Telnet File Transfer Protocol (TFTP) capabilities or Internet access for the purpose of
downloading Software images by Service personnel; and

provide safety and security protection for Service personnel when they must work at your unmanned
sites at no charge to IBM. ' :

IBM’s Service support does not cover:

1.

2.
3.
4

o

© N o

- S0
- O

12.
13.

performing Hardware or Software installétion,, configuration, or customization;
furnishing of any Hardware and/or memory upgrade required to run new or updated Software;
service of features, parts, devices, or software not supplied by either Juniper or IBM;

furnishing accessories and supply items or replacing expendable parts (such as cables, power cords,
and rack mounting kits, etc.);

service of Hardware damaged by misuse, accident, modification, unsuitable physical or operating
environment, or improper maintenance by you; :

service of Hardware used other than as specified in applicable Juniper-supplied documentation:
service of Hardware with removed or altered machine or parts identification labels;
failures caused by a product for which IBM is not responsible;

service of Hardware alterations;

. electrical or site work external to the Hardware;
- service of Hardware that is installed outdoors.or that is installed indoors but requires special

equipment to perform such service (e.g. hoist, harness, ladder in excess of 8 feet); -
pre-assembly of FRUs shipped to you under an Advance Replacement Service level; or

Advance Replacement Service at any unmanned site where your representative is unavailable to
receive the FRU.

Hardware must meet IBM's safety and serviceability requirements. IBM reserves the right to inspect
Hardware within one month from the start of Service. If the Hardware is not in an acceptable condition for
Service, IBM will notify you and you may either 1) have the Hardware restored for a separate charge or 2)
terminate coverage and pay IBM for inspection and Service charges incurred on your behalf.
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Upon written notice, IBM may terminate coverage for Juniper products due to lack of Juniper technical
support or available repair parts. Section 7: “Renewal and Termination” of the referenced Master Services
Attachment does not-apply to this Service.
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