OFFICE OF MAMACEMENT
& ENTERPRISE SERVICES

( 'MES State of Oklahoma
\, Office of Management and Enterprise Services

ADDENDUM1TO
STATE OF OKLAHOMA CONTRACT WITH GRANITE TELECOMMUNICATIONS,
LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

This Addendum 1 (“Addendum™) is an Amendment to the Contract awarded to Granite
Telecommunications, LLC in connection with Oklahoma Statewide Contract No. 1014 (“Solicitation”) and
is effective November Z (2 , 2018.

Recitals

Whereas, the State issued a Solicitation for proposals to provide telecommunication products and services
for Oklahoma state entities and affiliates, as more particularly described in the Solicitation;

Whereas, Granite Telecommunications, LLC (“Granite™) submitted a proposal which contained various
other Contract Documents; and

Whereas, the State and Granite have negotiated the final terms under which Granite will perform the
Services under the Contract.

Now, therefore, in consideration of the foregoing and the mutual promises set forth herein, the receipt and
sufficiency of which are hereby acknowledged the parties agree as follows:

1. Addendum Purpose.

This Addendum memorializes the agreement of the parties with respect to negotiated terms of the
Contract that is being awarded to Granite Telecommunications, LLC as of even date with execution of
this Addendum. The parties agree that Supplier has not yet begun performance of work contemplated
by the Solicitation.

2. Negotiated Documents of the Contract.

2.1.  The parties have negotiated certain terms of the Contract as follows:

i. hosting terms as contained in Attachment A to this Addendum titled, “Hosting
Agreement”;
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revisions to the acceptable use policy initially proposed by Granite as contained in
Attactiment B to this Addendum titled, “Privacy, Moderation of Use, and Acceptable
Use Policy™;

revisions to the Letter of Agency initially proposed by Granite as contained in
Attachment C to this Addendum titled, “Commercial Account Form and Letter of
Agency”;

certain additional terms to. the Solicitation as contained in Attachment D to-this
Addendum titled, * Negotiated Additional Terms to the Solicitation™;

révisions to the master service agreement initially proposed by Granite as contairied in
Attachment E to this Addendum titled, *Master- Sewice,Agreement_’"';

revisions to the POTS services schedule- A initiafly proposed by Granite as contained
in Exhibit A to Attachment E to this Addendum titled, “Service Schedule A POTS
Services™

tevisions to the. broadband. service schedule B initially proposed by Grahite as-
contained in Exhibit B to Attachment E to. this Addendum titled, “Service Schedule B:
Broadband Services™;

revisions to the access services schedule C initially proposed by Granite as contained
in Exhibit C to Attachment E to this Addenduin titled, “Service Schedule C Access
Services™

revisions to the VoIP-seivices schedule D initially proposed by Granite as contained: in
Exhibit D to Attachment E to this: Addéndum fifled, “Service Schedile D VoIP.
Services™

revisions to the.access services-off-net-services SLA initially proposed by Gratite as

-contained -in: Exhibit E to Attachment E to this Addendum fitled, *Access Services

(Off-net Services) Service Level Agreement™;

revisions to the access services on-net services SLA initial[y proposed by Granite as

contained in Exhibit F to Attachment E to this Adderdum titled, A ccess Services (On-
net Services) Service Lével Agreement™

revisions to the VoIP services SLA initially proposed by Granite as contained in
Exhibit G to Attachment E to this Addendum titled, “VoIP Service Level Agreement”;

and

f'evisi'o’n’s to the broadband services SLA initially proposed by Granite-as contained in
Exhibit: H'to Attacliment E to this Addendum titied, “Broadband. Seivices Service
Level Agreement.”

Accordin'gly,-any reference to a Contract Document refers to such .Contract Docuinent as it
may have been amended. If and to the extent any provision is in: multi_ple_ documents arid
addresses the same or substantially the samé subject matter but does not create an actual
conflict, the more recent provision is deemed to supersede earlier versions,



3.

Interpretation:

3.1.  Inthe event'of any inconsistencies between the:documents comprising the:Contract to
Granite,-and only'to the extent of such inconsistencies, the interpetation of the Gontract shall
be controlled by the following order of precedence:

i. .Addendum 1 and-attachments therein;.
il. The Solicitation;
iif, Other contract award documents, including but not limjted to'the Purchase Order,
required certification statements,.change orders, license, and other similar
agreements; and
iv. Thesuceessful bid.

Ifthere is-a-conflict betweer the terms of any.Contract Document afid applicable Oklatioma
law; rules or regulations, such laws, rules and.regulations shall prevail over the cornflicting
terms.of the Centract Document.

4. Except for acquisition subject to E-Rate and OUFS Participation, the Supplier agrees to pay an

State.of @klahoma by and through the Office of
Maragément and erpnse Sérvices:

Name: James Reese, I

administrative fee in the suni of1.0% of the combined.total quarterly expenditures, as evideniced by

the aggregate amount of Acquisitions under this-Contract. -All products prices shall beinclusive of
the administrative fee. Notwithstanding anything to the contrary lierein, the State reserves the-right to

increase or decrease;the administrative fee as long as the Supplier has an obligation under this
Contract-without further requirement for an Amendment and shall provide written notice of such
change tothe Suppliér. The administrative fée amonnt shall be noted on the quarterly “Contract
Usage Report™ and paid by the Supplierto the Oklahoma Office of Managf.-.mént-and, Enterp'riSé

Servicés within thirty (30) calendar ddys of the quarterly reporting period stated under the section,

below titled “Contract Usage Reporting Requirements.™ The: Supplier shall list this.Contract number
and identify the reporting year and quarter (for example, ITSW1014 4th Qtr. 2014)on the check stub
of eacli administrative fee paid hereunider.

Granite affirmatively acknowledges ittakes no exception to the Solicitation and that it will not ask the
State, any agency, or Custonier to éxecute additional documents not listed above in connection with

this Contract

o v/ /(/é (/4 7
vyt rancn U

Title:  Chief Information Officer Title: Chief Operating Officer

Date: __| \I/AI o’l 14 Dater 1 ! Z LPI 1§




Attachment A to
Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

HOSTING AGREEMENT

This Hosting Agreement (“Hosting Agreement™) is a Contract Docuiment. in’ connection with the.
Contract issued as a result-of Oklahoma Statewide Contract No. 1014 (the “Contract™) and entered
into between Granite Telecommunications, LLC (“Vendot”) and the State of Oklahoma by and
through the Office of Management and Enterprise Services (“State” or “Customer”), the terms of
which are incorporated herein. This Hosting Agreement is applicable to any Custorer Data stored
or hosted by Vendor in connection with the Contract. Unless otherwise indicated. herein,
capitalized terms used in this Hosting. Agreement without; definition shall have the respective
meanings specified in theé Contract.

L Definitions

a, “Customer Data” shall mean all data supplied by or on behalf of a Customer in
connection with the Contract, excluding any cornifidential information of Vendor.

b. “Data Breach” shall riiean-the unauthorized access by an unauthorized person that
results in the use, disclosure or theft of Customer Data.

<. “Non-Public Data” shall mean Customer Data, other than Personal Data, that is not
subject to distribution ‘to the public as public information. It is deemed to be
‘sensitive and confidential by Customer because it contains information that is
exempt by statute, ordinance or administrative rule from access by the general
public as public information. Non-Public Data includes any data deemed
confidential pursuant to the Contract, otherwise identified by Customer as Non-
Public Data, orthat a reasonable person would deem confidential.

d. “Persotal Data” shall mean Customer Data that contains 1) any combination of an
individual’s name, social security numbers, driver’s license, state/federal
identification number, account numiber, credit or debit. card number and/or. 2)
contains_ electrotiic protected health information that is subject to the Health
Insurance Portability and Accountability Act of 1996, as amended.

e. “Security Incident” shall mean the-attempted or successful unauthorized access,
use; disclosure, modification, or destruction of information or interference with the
hosted environment used to perform the services,



II.

II1,

Customer Data.

a. Customer will be responsible for the accuracy and completeness of all Customer

Data provided to Vendor by Customer. Customer shall retain exclusive ownership

of all Customer Data. Non-Public Data: and Personal Data shall be deemed to be

Customer’s confidential information. Vendor shall restrict access to Customer Data
to their employees with a need to knew (and advise such employees of the.
confidentiality and non-disclosure: obligations assumed herein).

. 'Vendor shall promptly notify the Customer upon receipt of any requests from

unauthorized third patties which in any way might reasonably require access fo
Customer Data or Customer’s use of the hosted environment, Vendor shall riotify
the Customer by the fastest means available and also in writing pursuant to Contract
notice provisions and the notice provision herein, Except to the extent required by
law, Vendor shall not respond to subpoenas, service or process, FOIA requests, and
other legal request related to Customer without first notifying the Customer and
obtaining the Customer”s prior approval, which shall not be unreasonably withheld,
of Vendor’s proposed responses. Vendor agrees to provide its completed resporises
to the Customer with adequate time for Customer review, revision and approval.

¢. Vendor will use commercially réasoniable efforts to prevent the loss of or damage

to Customer Data in its possession and will maintain -cOmmercial'ly reasonable
back-up procedures and copies to facilitate the reconstruction of any Customer Data
that may be lost or damaged by Vendot. Vendor will promptly netify Customer of

any loss, damage to, or unauthorized access of Customer Data. Vendor will use

commercially reasonable efforts to reconstruct any Customer Dita that has been
lost or damaged by Veridor as a result of its negligence or wiliful misconduct. If
Customer Data is lost or damaged for reasons other than as a result of Vendor's
negligence or willful misconduet, Vendor, at the Customer’s expense, will, at the

request of the State, use commercially reasonable efforts to reconstruct any-

Customer Data lost or damaged.

Data Seeurity

a. Vendor will use commercially reasonable efforts, consistent with industry

standards; to provide security for:the hosted environment and Customer Data and
to. protect against both unauthorized access to the hosting -environment, and
unauthorized communications between ‘the hosting environment and the
Customer’s browser. Vendor shall implement and maintain appropriate:
administrative, technical and organizational security measures to safeguard against
unauthorized access, disclosure or theft of Personal Data. and Non#P'ublic Data.
Such security measures shall be in accordance with tecognized industry practice



IV.

and. not less stringent than the measures the service provider applies to its own
personal data and non-public data of similar kind.

b. All Personal Data anid Non-public Data shall be encrypted at rest and in transit
with controlled access. Unless otherwise sti_ptilat_ed', the service provider is.
responsible for enciyption of Personal Data.

¢. Vendor represents and warrants to the Customer that the hosting equipment will be

routinely checked with & commercially available, industry standard software
application with up-to-date virus definitions, Vendor will regularly update the virus
definitions to ensure that the definitions are as up-to-date as is commercially
reasonable. Vendor will promptly purge all viruses discovered during virus checks.
If there is.a reasonable basis to believe that a virus may have been transmitted to
Customer by Vendor, Vendor will promptly notify Customer of such possibility in
a.writing that states the nature of the virus, the date on which transmission may
have occurred, and the means Vendor has used to remediate the virus. Should the
virus propagaté to Customer’s IT infrastructure, ‘Vendor is responsible for costs
incurred by Customer for Customer to remediate the virus,

d. Vender shall provide its services to. Customer and its users solely from data centers
in the U.S. Storage of Customer Data at rest shall be located solely in data centers
in the:U.S. Vendor shall not allow its personnel ot contractors to store Customer
Data on portable devices, including personal computers, except for devices that afe
used and kept only at its U.S. data centers. Vendor shall permit its personnel and
contractors to access Customer Data remotely only as required to fulfill Vendor’s
obligations under the Contract.

e. Vendor shall allow the Customer to audit conformance to the Contract terms, The
‘Customer may perform this audit or contract with a third party at its discretion and
at Customer’s expense.

f. Vendor shall perform an independent audit of its data centers:at least annually at its
expense, and provide a redacted version of the audit report ipon request. Vendor
may remove its proprietary information from the redacted version. A Setvice
Organization Control (SOC) 2 audit' report “or approved equivalent sets the
minimum level of a third-party audit.

Security Assessment

a. The State requires any entity or third-party vendor hosting Oklalioma Customer
Data to submit to a State Certification and Accreditation Review process to assess
initial security risk. Vendor submitted to the review and met the States minimum
security standards at time the Contract was executed. Failure to maintain the State’s



minimum security standards during the term of the contract, including renewals,.
constitutes a material breach.

b. Tothe extent Vendor requests a different sub-contractor than the third-party hosting
vendor already approved by the State, the different sub-contractor is subject to the.
State’s approval. Vendor agtees not to migrate State’s data or otherwise utilize the
different third-party hosting vendor iri connection with key business functions that
are Vendor’s obligations under the contract until the State approves the third-party
hosting vendor’s State Certification and Accreditation Review, which approval
shall not be unreasonably withheld or delayed. In the event thie third-party hosting
vendor-does not meet the State’s requirernents under the' State Certification and
Accreditation Review, Vendor acknowledges and agrees it may not utilize the third-
party vendor in connection with key business functions that. are Vendor’s
obligations under the contract, until such third party meets such reqijirements.

‘Security Incident or Data Breach Notification: Vendor shall inform Customer of any
Security Incident or Data Breach

a. Vendor may need to communicate with: outside parties tegarding a Sectrity
Incident, which may include contacting law enforcement, fielding media inquiries
and seekmg external expertise -as :mutually agreed upon, defined by law or
contained in the Contract. If a Security Incident involves Customer Data, Vendor
will coordinate with Customer prior to any such communication.

b. Vendor shall report a Security Incident to the Customer identified contact set forth
herein within five (5) days of discovery of the Security Incident or within a ‘shorter
notice period required by applicable law or regulation (i.e. HIPAA requires notice
to be provided within 24 hours).

¢. Vendor shall: (i) maintain processes and procedures to identify, respond to and
analyze Security Incidents; (i) make summary information regarding such
procedures available to Customer at Customer’s request, (iii) mitigate, to the extent
practicable, harmful effects of Security Incidents that are known to Vendor; and
(iv) documents all Security Incidents and their outcomes.

d. If Vendor has reasonable belief ot actual knowledge of a Data Breach, Vendot shall
(1) promptly notify the appropriate: Customer identified -contact set forth heréin
within 24 hours or sooner, unless shorter time is required by applicable law, and (2)
take commercially reasonable measures to address the Data Breach in a timely
manner,



VI.  Breach Responsibilities: This section only applies when a Data Breach occurs with
respect to Personal Data or Non-Public Data within the possession or control of
Vendot.

a. Vendor, unless stipulated otherwise, shall promptly notify the Customer identified.
contact within 2 hours or sooner, unless sh‘orter time is required by applicable law,
if it confirms that there is, or reasonably believes that there has beer a Data Breach,
Vendor shall (1) cooperate with. Customer as reasonably requested by Customer to’
investigate and resolve the Data Breach, (2) promptly implement necessary
remedial measures, if necessary, and (3) document responsive actions taken related
to the Data Breach, including any post-incident review of events and actions taken
to make changes in business practices in providing the sérvices, if necessary:

b. Unless otherwise stipulated, if a Data Breach is a direct result of Vendor’s breach
of its obligation to-encrypt Personal data and Non-Public Datd or otherwise prevent.
its release, Vendor shall bear the costs associated with ( 1) the investigation and
resolution of the Data Breach; (2) notifications to- individuals, regulators or others
required by state law; (3) credit monitoring services reqitired by state or federal
law; (4) a-website ot toll-free numbers and call center for affécted individuals
requ;red by state law — all not to exceed the agency per record per person cost
calculated for data breaches in the United States on the most recent Cost of Data
breach Study: Global Analysis published by the Ponemon. Institute -4t the time of
the data breach; and. (5). complete all corrective actions as réasonably- determined
by Vendor based on root cause,

c. If a Data Breach is a direct result of Vendor’s breach of its-obligations to encrypt
Personal Data and Non-Public Data or otherwise prevent its rélease, Vendor shall
indemnify and hold harmless the Customer against all penalties assessed to.
Indemnified Parties by governmental authorities in connection with the Data
Breach.

VII. Notice: Contact information for Customer for notifications pursuant this Hosting
Agreement are consistent with the Contract with a copy sent to:

Chief Information Officer.
3115 N. Lincoln Blvd
Oklahoma City, OK 73105

And
Chief Information Security Officer

3115 N. Lincoln Blvd.
Oklahoma City, OK 73105



And

OMES Information Services General Counsel
3115 N. Lincoln Blvd
Oklahoma City, OK 73105

VIII. Vendor Representations and Warranties: Vendor represents and warrants the
following

a. The product and services provided under this Ho‘sting' Agreement do not infringe a
third party’s patent or copyright or other intellectual property rights.

b. Vendor will protect. Customer’s Non-Public Data and Personal Data from
unauthorized dissemination and use with the same degree-of care that each such
party uses.to, protect its.own confidential information and, in any event, will use no
less than a reasonable degree of care in protecting such confidential information,

¢. The execution, delivery and performance. of the Contract, the- Hosting Agreemient
and any ancillary .documents and the consummation of the transactions
contemplated by the Contract or any ancillary documients by Vendor will. not
violate, conflict with, or result in a breach of any provision of, or constitute a default
(or an event Which, with notice.or lapse of time or both, would constitute a default)
under, or result in the términation: of, any written contract or other instrument
betweéen Vendor and any third parties retained or utilizéd by Vendor to provide
goods or services forthe benefit of the Customer.

d. Vendor shall not knowingly upload, store, post, €-mail or otherwise transmit,
distribute, publish or disseminate to or theugh the Hosting Environment any
material -that contains software viruses, malware or other surreptitious code
designed to interrupt, destroy or limit the functionality of any computer software or-
hardware or telecommunications equipment or circumvent any “copy-protected”
devices, orany other harmful or disruptive program.

IX. TIndemnity

a. Vendor’s Duty of Indemniifjcation. Vendor agrees to indemnify and shall hold the
State of Oklahoma and State, its officers, directors, employees, and agents harmless
from all liabilities, claims, damages, losses, costs, expenses, demands, suits and
actions of third parties (including without limitation reasonable attorneys’ fees)
(collectively “Damages™) (other than Damages. that are the fault of Customer)
arising from or‘in connection with Vendor’s breach of its express representations
‘and warranties in this Hosting Agreement and the-Contract.. If a'third party claims
that any portion of the products or services provided by Vendor under the terms of




the Contract or this Hosting Agreement infringes that party’s patent or copyright,

Vendor shall defend and indemnify the State of Oklakioma and Customer against
the claim at Vendor’s expense and pay all related costs, damages, and attorney’s
fees incurred by or assessed to, the State of Oklahoma and/or Customer. The State
of Oklahoma and/or Customer shall promptly notify Vendor of any third party
claims and to the extent authorized by the Attoiney General of the -State; allow
Vendor to control the defense and any related settlement negotiations. If the
Attorney General of the State of Oklahoma does not authorize sole control of the
defense and settlement negotiations to Vendor, Vendor shall be granted
authorization to equally participate in any proceeding related to this section but
Vendor shall remain responsible to indemnify Customer and the State of Oklahoma
for all associated costs, damages and fees incurred by or-assessed to the State of
Oklahoma and/or Customer. Should the software become, or in Vendor’s opinion,

be-likely to become the subject of a claim or an injunction preventing: its use as

contemplated under-this Hosting Agreement, Vendor may, at its option (i) procure
for the State the right fo continue using the software or (ii) replace or modify the

software with a like of similar product so that it becomes non-infringing,

X. Termination and Suspension of Service:

a,

In the event of a termirniation of the contrdct, Vendor shall implement an ordely
return of Customer Data in a mutually agreeable format at a time agreed to by the.
parties and the subsequent secure disposal of State Data.

During any petiod of service suspension, Vendor shall hot tike any action to

intentionally erase any Customer Data.

In the event of termination of any services or agreement in entirety, Vendor shall
not take any action to intentionally erase any Customer Data for a period oft

i. 10 days after the effective date of termination, if the termination is: in
accordance with the contract period

il. 30 days afier the effective date of termination, if the termination is. for
convenience

iii. 60 daysafter the effective date of termination, if the termination is for cause

After such period, Vendor shall have no obligation to maintain or provide any
Customer Data and shall thereafter, unless legally prohibited or otherwise
stipulated, delete all Customer Data in its systems or otherwise:in its possession or
under-its control.



d. The State shall be entitled to any post termination -assistance generally made
available with respect to the services.

e. Vendor shall securely dispose of all requested data in-all of its:forms, such as di'sk,_
CD/DVD, backup tape and paper; when requested by the Customer. Data shall be
permanently deleted and shall not be recoverable, according to National Institute of
Standards and Technology (NIST)-approved methods. Cettificates of destruction
shall be provided to Customer. '



Attachment B to
Addendum 1 to _
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC |
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The Privacy, Moderation of Use, and Acceptable Use Policy (Aceeptable Use Policy) is
hereby amended as set forth below aud supersedes all prior documents submitted by
Granite Telecommunications, LLC or discussed by the parties. In the event of a conflict
between this Policy and Attachment A Hosting Agreement, the Hosting Agreement in
Attachment A will govern. '

PRIVACY, MODERATION OF USE AND ACCEPTABLE USE POLICIES

1. Privacy Policy.

Lt Privacy. ‘Granite is committed to respecting gach Customer’s privacy. Oncé Customer chooses to
provide -personally identifiable information; if any, it will only be used in the context of Customer’s business
rélationship with Granite.

12 Personaily Identifiable Information. Thetypes of personally identifiable information collected
include, but ate not limited to, name, usérname, contact and billing information- and/or transaciion -and credit card
information. Data collected online may also be combined with information provided during ownership registration of
Granite products and services. In order to tailor subsequent communications and continuously improve products and
services, Granite may ask .Customer to voluntarily provide information regarding Customer’s businéss interésts,
demographics, product experience and contact information. Granite strives to keep Customer’s personally identifiable
information accurate. Every. effort is made to provide:Customer with online access to Customer’s registration data'so
that Custorer may update or correct Customer's information at any time. Granite is committed to ensuring the
security”-of Customer's information. To prevent unauthotized access, maintain data -accuracy and. ensure the
appropriate use of such information, appropriate procedures aie. in place to safeguard and secure the information
collected. Granite uses eicryption when collecting or transferring sensitive data such as credit card informatior.

L3 Use of Information. Granite. will not: sell, rent, or lease Customer’s pefsonally identifiable
information to others. Unless required by applicable-law, Granite will only share Customer’s personally identifiable
information with business parthers who are acting on Granite's behalf to complete Services requested by Customer.
Such business partners are governed by Granite’s privacy policy with respect to the use of this personally identifiable.
information. Unless required by applicable law, should a person or entity not govemed by Granite’s privacy policy
require Customer’s personally identifiable information, Customei’s perinission will be obtained before releasing any
personaily identifiable information. If Customer chooses to share such personally identifiablé iiiformation, the use of
that personally identifiable information will be governed by such person or entity’s respéctive pivacy policy. Granite:
uses Customer’s information to better understand Customer’s needs and .continuously improve the fevel of service.
provided. Specifically, Customer’s information is used to help complete-a transaction, 1o comrmumicate back to
Custoiner, to update Cistomer on services and 'beneﬁ'ts, and to personalize Granite’s. website,

1.4 Storage'of Information. As part of Services, Granite may store and process Customer’s personal
information, including but not limited to data, texts and/or voicemails in enérypted form at location{s) in ‘the United
States; This information will be stored at & secure location(s) with limited access by designated employees; it will be
password protected; it-will not be provided to third parties without your conserit; it will be deleted at your requiest; -and
it will be provided to law enforcement officials if required in accordance. with the laws of the United .States.
Customer’s petsonal ififormation will be protected to the same degree as required by Canadian law, if applicable;
Customer agrees to the storage and processing of its data in the United States.

{070051-001/000295]2-1Y Page 1 0f 2

Privacy, Maderation-of Use and Acceptable Use Policies
& Granite- Telecommunications, L1.C, January 2017, All rights reserved.




2. Moderatior of Use Policy. The use of any Seérvices that cause a disruption in the network integrity of
Granite’s and/ or its Providers” networks and systems, whether directly orindirectly, isstrictly prohibited. This may

.include, but is not limited to, IRC sérvers, adult-content servers, bBots, webpages hosted ‘odi any Granité servers (if

applicable), servers conriected to a Granite provided circuit or shared networks.

3. .Acceptable Use Policy (“AUP"). Customer agrees that it shall not use Services in any llegal, fraudulent, .

and/or unauthorized manner, 1nclud1ng, but not fimited to (provided, the following is not exhaustive and is provided
solely as guldancc o Customcr) ‘the following: Customer shall (@ comply with all: -applicable laws, regulations and
rulings regarding the us¢ of Services; (b) comply with the Contract Dotument stemmiing from Statewide 1014 between
Grariite and The State of Oklalioma, in¢luding atl appendtces, schedules, atachments, and exhibits (*Contract™) ; (c)
not infringé on the intellectual property rights.of any person or entity; (d) not violate the privacy of others; andfor {e)

‘not otherwise violate this AUP.

4. Remedies: Risk of Loss:

4.1 Notice. Granite vigarously pursues.all instances of abuse Tf Customer feels it has been attacked or
spammed, please notify Granite and approptiate action can be taken.

{070051-001/00029512-1} Page2of 2

Privacy, Moderation of Use'and Acceptable Use Policiés

@ Granite Telecommunications, LLC; January 2017, All righits reserved,




Attachment C to
Addendum 1 to

STATE OF OKLAHOMA CONTRACT WITH GRANITE

TELECOMMUNICATIONS, LLC

RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The Letter of Agency is hereby amended as set forth below and supersedes all prior documents submitted by Granite

Telecommunications, LLC or discussed by the parties.

P S
\(El?mte

Commercial Account Form and Letter of Agency - POTS

Sales Rep.:

Date:
Customer Name:

Contact Name:

Phone No.: - -
Corporate Address:
Street

City State Zip

Billing Address (if different from above):
Street

City State Zip

Main Telephone Number: - -

QO If using Granite’s services for multiple locations, attach list of
phone numbers and locations.

Customer chooses Granite for:

O LOCAL PLAN
0%-50% discount from tariff rates
for local access charges, certain
local features, local usage and
certain one-time charges.*

U REGIONAL / INTRALATA

O NATIONAL PLAN
$0.019/minute state to state long
distance.

O VOICEMAIL
O TOLL FREE / 800 SERVICES
(attach Responsible Organization

Change Authorization form)

Features or Special Instructions (“As Is” or
specify):




Letter of Agency
By signing below, the Custoiner agrees as follows:

1. Foreach of the telephone numbers listed; and for'each of the service types designated, the undersigned, on behalf of
Custorner, warrants that he / she is'authorized to change communications providers for Customer, and that by signing
below, Customer selects Granite Telecommunications, LLC {Granite) as its communications-provider,

2. Customer appoints Granite to affect the changes described here.and to author:lze Granite to:handle all arrangements
necessary to-order, change andfor maintain Customer’s communications services.

3. This agency will remain in effect until terminated by the Customer.

Authorized Signature Date

Printed Name- Title.

*Up 10 50% discount available in AT&T (formerly SBC and BellSouth} service territories, up to 30% discount available in OQwest
service territory, and up to 20% discount available in Verizon, Frontier, and FairPoint service territories. There will be no discount,
‘and a rebill fee will appfy on services that are not on Grahite's wholesale platform.

(999997-004/00009141-5} _ Page2 of 2
2 Granite Telecommunications, LLC, April 2015. All rights resérved. -



Attachment D to
Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

Negotiated Additional Terms to the Solicitation

The:Solicitation is hereby amended as set forth below.

Solicitation, Section B Special Provisions, Subsection B.2.3. is hereby added:

Per-Solicitation, Section B Spec:lal Provisions, Subsection B.2.1, the State approves Supplier’ s use
of the following as a. subcontractor(s) under this Contract: Alltell, AT&T (SBC), CenturyLmk,
Cox, Dish, Earthlink;. GTT, Nitel, SuddenLink, Time Warner, Verizen and Windstream. Without
waiving the order of precedence heréin, the state accepts the terms and conditions of these
approved subcontractors to the extent the terms and.conditions do not reduce any rights or enlarge
any obligations of the State or authorized users as set forth in the Solicitation.



Attachment E to.
Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO, 1014

‘The Master Service Agreementis hereby amended as set forth below-and supersedes all prior documents submitted
by Granite Telecommunieations, LLC or discussed by the parties.

MASTER SERVICES'AGREEMENT

THIS MASTER SERVICES AGREEMENT (Agreement) is entered:irito by and between Granite.
Telecommunications, LLC, a Delaware lifnited liability conpany, with its principal place of business.at 100
Newport Avenue Ext., Quincy, MA 02171 (“Granite™) and The State of Oklahoma by and through the Office of:
Management and Enterprise: Serv1ccs (the “State”) and is a Contract Document stemming from Statewide 1014 -
(“Contract”) between Granite and the State: Customer shall mean any State Entity or Affiliate (“Customer™)..
Capitalized terms not otherwise defined herein shall have the meaning set-forth in the Contract.

RECITALS

WHEREAS, Granite provides telecommunications and data services, 'inc]uding local exchange.
telecommunications services through electronic bonding with incumbent underlying cariiers using cominercial
wholesale platforms and other Providers;

WHEREAS, Customer wishes to obiain Services from Granite; and

WHEREAS, the Parties wish fo-set forth the terms arid-conditions undei which Customer may, from time
to time, ‘order Services from Granite.

NOW, THEREFORE, in consideration of the mutual covenants and conditions contained herein, and
other good and valuable consideration the receipt and sufficiency of which is hereby ackniowledged, the Parties
hereby agree as follows

L. Definitions; Interpretations;
1.1 Definitions, Words or expressions tiot.defined.are to be construed.as having the meaning

generally attributed to them in the telecommunications industry. All capitalizéd teims defined in this Agreement
include the plural as well as the singular.

1.2 Attachments. The following Attachments are atfached hereto and incorporated herein:
(a) Attachimeni A - Definitions
(1] Attachment B - Esealation Procedures
(c) Attachment C — Commercial Account Form and Létter of Agency (Multi-Services)
(‘ELOA!!)
1.3 Service Schedules. The following Service'Schedule(s) are attached hereto and incotporated
‘herein:
{n) “Service Schedule A POTS Services: Attachment E, Exhlblt A;
{b) Service Schedule B Broadband Services: -Attachmeint E, Exhibit B;
(c) Service Schedule C Access Services: Attschment E, Exhibit C; and
(d) -Service Schedule D VolP Services: Attachment E, Ex_hibit F,
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2. Agreemerit to Provide Services,

2.1 Services, Subject to the terms and conditions of this Agreement, and in consideration of the
payments for such Services ordered by Customerin accordance with the applicable Service Schedule(s) attached
herete or otherwise agreed to by the Partles or Service Order Documents, Customer has agreed to Ppurchiase, and
Granite shall provide, the Services in accordance with this Agréement. Granite shall be responsible for the.
-performance of all of its obligations under this Agreement, including those that it performs through Providers and -
other subcontractors as. set forth in Attachment D to the Addendum. ‘Custother- miay designate Authorized Users for
the Services at the Rates and Charges and on the terms and conditions set forth in'this Agreement. Customer shall be
fi nancral]y responsible for any Authorized. User’s purchase of Services. Unless otherwise consented to by Granite,
Services may only be used by Customer, Authorized Users and their respective end users and may not be resold.
Notwithstanding the foregoing, this shall not prevent other State entities.and. Affiliates to order Services off of this
Agreement. Except as otherwise set forth in the Hosting Agreement, Attachment A to the Addendum, Customer is
solely and entirely responsible for the: ‘management and backup of all of Customer’s data, and all updates, upgrades,
and patchés to any software that Customer uses in connection with Serwces All Services are for Customer’s-own
comimercial use only and are not for resale,

2.2. Minimum Commitment. Exceptas otherwise provided for in this -Agl_"eemeht-ﬁothin_g"in this
Agreement shall be construed as obligating Customer to order any particular minimum volume of Services.

24 Customer Authorization, Customer hereby (a) engages Granite to provide Services as set forth in
the Sefvice Schedule(s), Service Order Pocument(s) or as Customer may order from fime to time. To subsetibe to
Services, Custoiner must have éxecutéd an LOA for such Services in the form. attached hereto or as otherwise
approved by Granite in its.sole discretion.

25 'Equipment.

(a) Customer shall procure and make available to Granite, at Customer’s [{Jcatlons whete
Services are provided, at Customer’s sole cost and: expense, adequate space, continuous electrical service (AC
‘power) to CPE.and HVAC for CPE. ‘Unless Customer engages Granite to prov:de specific additional services,.
Custoter shall be solely and exclusively responsible for all CPE maintenance, confi iguration, management and/‘or
support.and Granite will hidve no-obligation to. install, maintain, or repair CPE..

by For CPE provided by Granite to Customet, and for which Granite has waived or
dlscounted all or a portion of the cost of such CPE, upon the early termination of the specific.Services.or this
Agreement, if requested by Granite, Customer shall return such"CPE to Granite in 'good condition, ordinary wear
and tear excepted, otherwise Customer shall be liable for the replacement cost of such CPE

2.6 Provisioning of Services.

(a) Customer, at its own expense, shall secure thmughout the Service Term any easements,
leases, licenses orother agreements. necessary to allow Granite to use pathways into.and in each building at which
Customer’s or-.its end user’s premlses is located, to the Demarcation Point. Such access rights shall grant to Granite
the right, with advanced, agreed upon notice, to access.siich premises during busmess heurs of each location and as
otherwise reasonably requested by Granite to install, maintain; repair, replace and remove any and alf equipment,
cables or other devices Granite deems necessary to provide Services. ‘Notwithstanding anything to the contrary
herein, Granite shall have no liability for-any delay or failure in its performance-to the extent.caused by delay or
failure entirely due to Customer- (including, but not limited-to, for the failure to provide: Granite prompt access)
and/or caused by any notice of access restrictions.or requirements, Unless Customer engages Granite to provide
specific additional services, Customer is responsible, at fts sole cost and expense, for connecting 1o the Dematcation
Paint,

(b) Granite may réject any order for Services that is not in accordance with the provisions of
this Agreement,
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(c) Except as otherwise caused by Granité's own acts or omissions, Granite is not
responsible for [oss of income or time due fo an order not being completed within the time frame desired,; service
autages, missed appointments, and/or trouble ticket dispatches. Granite is not responsible for any delays in
provisioning or failures of Services. related to inaccurate information provided by Customer and/or changes in
Customer’s network that are not commumcated to Gramte

(d) Should a neéw order be placed for & Service, a Provider. mady find it necessary to migrate
-services from Customer’s former service provider in order to eomplete Customeér’s installation. This'may céeur
without warning during the course of Custonier’s-order. Customer is uitimately responsible for identifying this prior.
to initial order placenient as well-as handling any ouistanding contractuial obllgatlons with Customer’s former
-service provider.

(e) An individual, who is authorized dnd has the ‘capacity to act on behalf of the Customer,
must be present to_grant access so that the technician can complete his/her work. In the event that the appointment
date and time was- agreed upon in writing between Granite and Customer and no such individual is present at the
schediled time of the technician visit, and reasonable notlﬁcatlon was not provided there may be.a missed
-appointment fee,

f If Customer pre-authorizes inside wmng durmg order placement, Customer is financially
respon51b]e for any and all applicable fees for.such inside wmng services. If Customer chooses not to pre-authorize.
inside wiring work, and it is determined that addltlonal wmng is needed to complete Customer’s installation, it is
Custoiner’s responsﬂ)lllly to.ensure the necessary wiring is completed by Customer ora third party vendor.

(hy -Any techni¢al support that Granite provides is limited to ‘the connectivity of Services.
Support for otherapplications and uses is not provided orimplied unless it is a specifically contracted service.

2.7 Maintenance. Granite and its Provider(s) may interrupt Services for maintenarice and other
operational reasons; and exceptas otherwise provided herein, Customer shall not be entitled to receive any
remuneration for such interruptions. Maintenance. is typically performed between the. hours of 12:00am —6:00am
lo¢al time: In the event a Provider provides Granite with notice of scheduted maintenance at a.different time, Granite
shall promptly notify Customer. Providers may perform emergency maintenance on Services in their respective sole
and-absolute discretion, with ptior notice to Customer, to preserve the overall integrity of such Provider’s: network,
Graite will use commercially reasonable efforts to notify Customer ds soon as reasonably praet:cab]e -of any such
emergency maintenance activity that materially and adversely impacts : aity Services.

2.8 Modificationsto Services: Service Moves.

(a) Additionally, in the event of a switch from another service provider to-Granite, the initial
minimum Service Term will begin from the date that the service prowder switch is. completed Requests fo have
Customer’s Services changed with a specific order to 4n alternate service provider at. any time duringan active
Service Term may be subject fo.a fée to-cover Granite’s provisiéning expenses.

2.9 Servicg Level Agreements. SLAs for Setvices are attached hereto.

2.10 Fraud, Abuse and/or Unautherized Use of Services. The Parties agree that Customer shall be
‘responsible for any fraud, abusé and/or unauthorized use of Service(s) by Customer, its employees, end users, or-any
other third party except to the extent that damages are caused by Granite and/or its Providers. In the event Granite
discovers fraud, abuse and/or unauthorized use of Service(s) as set forth in the Acceptable Use Policy, Attachment
XX, nothing contained herein shall prohibit Granite from taking ny immediate action that-Granits deems to be
reasonably necessary to. prevent such fraud, abuse and/or unauthorized use of Service(s) from taking place including,
“without limitation, blocking or terminating Service(s); provided that Granite shall not be requiied under any
circumstances to-take such action. Granite will use commercially reasonable efforts to notify Clstomer as soon as
-reasonably practicible of any such termination of Services.
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211 1P Addresses. Customer agrees that any IP address assignments and: allocations from Granite are
based on the address lending policy of American Registry for Internet Numbers and applicable agencies. Itisan
‘express condition of this Agreement, the use of Services and the loan of such IP addresses that such-assignments and’
allocations shall terminate-and the IP addresses shall be. retumcd to, Granite when this Agreement and/or-any
applicable Exhibit or Services expire or are terminatéd, Granite reserves the right to recover any address space due
to inadequate utilization. -

3. _Ra'ti:s and.Charges; Billing and Payment.
31 Ratés and Charges.

(a) Rates-and Charges for Semces are-as set.forth in the applicable Service Schedule, any
Service Qrder Documents or as-otherwise communicated to Customer at the time of ordering such Services. Except
as otherwise provided for in this Agreement. the Rates and Charges for Services are the Rates and Charges
applicable as of the effective date of such specific-Services.

32.  Billing, Payment.

(a) Granite shall use commercially reasonable efforts to accurately and promptly bill
Customer for the Rates and Charges applicable to Services and other related charges, including, without limitation.
Billing will commence on the Service Start Date of each specific Service. Customer will be financially responsible
for.all service timie thereafter unless Granite is notified within a timely manner (meaning: within-five (5) clays of the
Service Start Date) of:an outstanding issue which Granite deems to juistify service credit. Granite shall invoice
Customer monthly fot all monithly recurring charges for Services to bé provided during the previous month; and shall
invoice all other charges, including but not limited to, non-recurring charges and usage charges, if any, in arcears,
All payments received by Granite will be applied to-the-oldest unpaid invoice in relation to Customer’s account.
Payments will be due upon receipt of Customer’s invoice. Beginning forty-five (45) days:following the date of
Granite’s invoice. Acceptance’ of any late or partlal payment (even if marked “paid in full” or with other words of-
similar el‘fect) shall not waive any of Granite’s rights to collect the full amount of Customer’s charges for the'
Sérvices. Granite charges for Servides contintously regardless of whether or not Customer s utilizing such Services
becatse Granite and/or its Provider(s)continué to maintain Customer’s connection, reserve IP space, accept mail
and/or keep files Custorner has saved in Customer’s account on-Granite’s servers (if applicable).

3.3 Blllmg Dlspute Customer may dispute in good faith. any charge by coiitacting a Granite accourit
representative in writing or by e-mail of the specific naturé and armount of the dispute, and, if Customer has-already
paid such charge, may seek a refind of such payment. (“B:l]lng Dlspute Notification™). All claims must be submitted
to Granite within ninety (90) days of the date of Granite’s invoice for the Services for which charges are disputed, or
the billing shall be.deemed correct and Custéomer waives all rlghts to file a claim. Upon receipt of 2 Billing Dispute.
Notification, Granite shall promptly commence an investigation of the dispitte and will use commercnal]y reasonable
efforts to resolve such dispute within thirty (30) days. No initerest, credits o penalies will apply with respect to the
disputed amounts durmg the pendency of the: dlspute If Granite determines that Customier 1s éntitled to.a credit,
Customer shall receive a credit on Customer’s next invoice. Waiver of a ¢laim under this:section does not waive any
ciuses of action afforded to the State in a court of competent jurisdiction.

34 Taxes arid Other Charges.

-Certain other rates, charges, surcharges and/or fees may apply, as provided for by tariff, the FCC,
oother governmerital entities, applicable law or other regulatici or réquirements. Except as otherwise set forth by:
_applicable law, Customer shall be responsible:for payment of all surcharges, regulatory fées and/or programs,

however designated; imposed.on or based upon the provision, salé or use.of Services, and for certain other variable
expenses incurred by Granite as a result of local, state-or federal regulation, including, its payments-to government
entities and agenits and Provider(s) and its internal costs of compllancc associated with taxes and regulatory fees and
programs.including, but not limited to, 911 access, universal service programs, franchise fees, FCC and state
regulatory fees, and/or ut[lity, telecommunications, ‘excise or other taxes not recovered by Customer through a

{070051-001 /000289782, - 4
Master Services Agreement (Multi-Services).
@ Granite Telscommuniéations, LLC, March 2017. All rights reserved.



separate line item. Granite mdy charge a single, separate surcharge because of the fluctuation of such
aforementioned regulatory surcharges.

4. Term and Termination.
4.1 Termination.

(8) ‘The Suppher may terminate this Contract in whole or in part for default with both a thirty
(30) day-written reqirest ‘and upon written approval fromy the State. The State may terminate this Contract in whole:
of in patt for defauit or aity other just cause upon a thirty (30) day written notification to the Supplier:

(b) The State may terminate this Contract immediately, in whole or iri part, without a thirty
(30) day writfeni notice to the Supplier, whén violations are found to be an impediment to the funiction of the State
and detrimental fo the cause of a State Entity, when conditions preclude the thirty (30} day notice, or-when tlie State
determines that an-administrative error occurred prior to Contract performance. Similarly; an Affiliate- may
terminate its obligations to Supplier immediately upon any of the foregoing conditions:in this subsection.

{c) If this Contract or certain obligations hereunder are terminated, the State, State Entity, or
Affiliate, as applicable, shall be Habie only for payment for products delivered and accepted and such termination
shall:not be an exclusive remedy but shall be in ‘addition to. any other rights and remedies provided for by law.

(dy “The State may terminate: this. Contract, in whole or in part; for convenieice if the State
Chief Information Officer determings that termination is in the State’s best interest, The State shall tarminate this
‘Contract by delwermg to the Supplier-a notice of termination for convenience specifying the terms.and effective
date of termination. The Contract términation date shall be 2 minimum of sixty (60) days from the date the notice of
termination is fssued by the State. Similarly, an Affiliate may terminate. its: obllgatrons to Supplier upon a
deterinination by the proper authority for such Affiliate that termination is in the Affiliate’s best inferest and notice
of termination by such Affiliate shall be-provided in accordance with the foregomg requlrements set forth in this
subsection.

(&) If this Contract or certain obhgatlons hereunder-are terminated pursuant to. this secticn,
the State, State Entity, or Affiliate , as applicable, shall be liable only for products delivered and accepted and. such
termination shall not be an excluswe remedy but shall be in addition to any other rights and remedies provided for
by law.

H It is Customer’s responsibility to notify Granite of any cancellation or termination.of
Services. in-writing. All disconnection requésts will be processed on the date the request is-teceived.. This applies to
both total account and specific-Service terminations.. Returning hardware-at the completion of the Service Term, or
cessation of paytent or use of Services doés not constitute. notification of cancellation. "Upon'termination, Services
will bé discontinued and all files will be removed from Granite's servers (if applicable) without further notice.

:4) IF.Customer wishes to.reinstate Customer’s account; Customer will be subject to any and
all installation and s¢tup chiarges in effect at the time of reinstatement order placenient, as well as ‘any pertinent
outstanding charges from Customer’s former account.

4.2 Suspension of Services. Without prejudice to its other Tiglhits, Grarité shall have the right to
suspend Services immediately by written notice to Customer if Customer engages in criminal or willful tortious
misconduct with regard to the Setvices, carries out any fraudulent activity with the intention of misleading or
obtaining benefit from Granite and/or violates the AUP.

4,3 Survival, Notwithstanding anything to the contrary contatned herein, any terri of provision which
by its nature extends beyond expiration or termination of this Agreement shall survive any such expitation or
termination and remain in effect until fulfilled and shall apply to respective successors and assigns.
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4.4 ‘Service Terins. Unless otherwise provided for inthe Agreement all Services shall have a Service:
Term of month to month.

5. Insurance.

5.1 Additional Terms: All insurance policies required to bemaintained under Section 5.1
shall be-procured from insurance companies rated at least A<VIII or better by the then current edition of Best’s
Insurance Reports published by A.M. Best Co. -Granite shall provide Customer with certificates of insurance
gvidencing the required coverage concurrently with the award of the Contract-and-upon.each reiewal of such
policies thereafter, as reasonably réquested by Customer: This Section 5 shall in no way affect the indemnification,
limitation of liability, remedy and/or warranfy provisions set forth.in this Agreement.

6. Indemnification,

6.1 Granite shall indemnify and hold harmless the State of Oklahoma-and Customers, AND/OR THEIR
'OFFICERS, AGENTS; EMPLOYEES, REPRESENTATIVES, CONTRACTORS, ASSIGNEES, AND/OR
‘DESIGNEES FROM ANY AND ALL THIRD PARTY LTABILITY, ACTIONS, CLAIMS; DEMANDS, OR SUITS,
AND ALL RELATED COSTS, ATTORNEY FEES, AND EXPENSES that a court finally awards or thatare .mcludec_l '
in a settlement approved in writing by Granite arising.out of, or résulting from any acts or omissions of Granite or its'
agents, employees, subcontractors, Order Fulfillers, or suppliers-of subconttactors in the éxeéution or pérformatice of
the Contract and any Purchase Orders issued under the Contract. THE DEFENSE SHALL BE COORDINATED BY
GRANITE WITH THE OFFICE OF THE ATTORNEY GENERAIL WHEN OKLAHOMA STATE AGENCIES
ARENAMED DEFENDANTS IN ANY LAWSUIT AND GRANITE MAY NOT AGREE TO ANY SETTLEMENT
WITHOUT FIRST OBTAINING THE CONCURRENCE FROM THE OFFICE OF THE ATTORNEY GENERAL.
GRANITE AND THE CUSTOMER AGREE TO FURNISH TIMELY WRITTEN NOTICE TO EACH OTHER OF
ANY SUCH CLAIM,

6.2 Limitations. ‘Giranite shall not be liable for ariy and all Damages arising out of, relating to or
resulting from (a) the content of communications transmitted by Custemer in its use of the Serwces, including but
not limited to libel, slander and/or invasion of | privacy and/or (b) allegations that Customer has infringed the
intelléctual property rights of any person or entity and such allegations are not'a result of Customer’s use of products
and or services provided by Granite pursuant o the Contract.

6:3 Piocedures. The State: (2) must fiotify Granite in writing promiptly upon .learning_-of'any claim,
suit or other action for which indemnification may be-sought, provided, that failure to-do o shall have no effect
except to the extent the Granite is prejudiced thereby; and (b) shall reasonably cooperate with the defense, at
Granite's expense.

7. Limitation of Liability; Warranties,
7.1 EXCLUSIONS.

(A) NEITHER PARTY SHALL BE LIABLE TO THE OTHER PARTY FOR ANY
INDIRECT, INCIDENTAL, CONSEQU'ENTIAL EXPECTANCY, PUNITIVE, RELIANCE OR SPECIAL
DAMAGES, WHETHER OR NOT FORESEEABLE, OF ANY KIND, INCLUDING, WITHOUT LIMITATION,
DAMAGES FOR LOST PROFITS, ADVANTAGE SAVINGS OR REVENUES OF ANY KIND OR
INCREASED COST OF OPERATIONS. THE LIMITATIONS OF LIABILITY SET FORTH IN THIS.
AGREEMENT SHALL APPLY REGARDLESS OF THE FORM OF ACTION, WHETHER IN CONTRACT,
TORT, STRICT LIABILITY OR OTHERWISE AND WHETHER OR NOT DAMAGES WERE FORESEEABLE.
THESE LIMITATIONS OF LIABILITY SHALL SURVIVE FAILURE.OF ANY EXCLUSIVE REMEDIES
PROVIDED IN “THIS AGREEMENT

(B} GRANITE SHALL NOT BE LIABLE FOR ANY LOSS, DAMAGE OR CLAIM.
ARISING OUT OF OR RELATED TO: (I} ANY ACT OR OMISSION.OF CUSTOMER THAT IS THE SOLE.
CAUSE OF THE LOSS, DAMAGE, OR CLAIM; or (IT) INTEROPERABILITY, INTERACTION OR
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INTERCONNECTION OF SERVICES WITH APPLICATIONS; EQUIPMENT, SERVICES OR NETWORKS:
NOT PROVIDED BY GRANITE PURSUANT TO THIS CONTRACT:

{C) GRANITE IS NOT RESPONSIBLE. FOR ANY INFORMATION OR CONTENT
TRANSMITTED OVER SERVICES. GRANITE DENIES ANY RESPONS]BILITY FOR THE ACCURACY OR
QUALITY OF INFORMATION OBTAINED BY CUSTOMER FROM, OR THAT IS TRANSMITTED OVER
SERVICES.

72 LIMITATION OF LIABILITY. A PARTY S ENTIRE LIABILITY, AND THE OTHER
PARTY’S EXCLUSIVEMONETARY REMEDIES, FOR ANY DAMAGES CAUSED BY ANY SERVICE
DEFECT OR FAILURE (SUBJECT TO SLAsFOR SPECIFIC SERVICES, IF ANY) OR FOR OTHER CLAIMS
ARISING IN CONNECTION WITH ANY SERVICES OR OBLIGATIONS OF GRANITE UNDER THIS
AGREEMENT SHALL BE AS SET FORTH BELOW:.

©) FOR DAMAGES NOT OTHERWISE EXCLUDED UNDER THIS AGREEMENT,
EACH PARTY'S LIABILITY SHALL BE LIMITED TO THE LESSER OF (1)'$1,000,000. OR (IT) THE. ACTUAL
BILLINGS FOR SERVICES UNDER THIS AGREEMENT FOR THE 12-MONTH PERIOD IMMEDIATELY
PRECEDING THE DATE OF THE EVENT FOR THE SPECIFIC SERVICES GIVING RISE TO SUCH CLAIM
FOR DAMAGES.

73  EXCEPTIONS TO LIMITATION. NOTHING SET FORTH IN THIS SECTION 7 SHALL
LIMIT CUSTOMER’S RESPONSIBILITY FOR THE PAYMENT OF ALL CHARGES PROPERLY DUE
GRANITE EXCEPT AS SET FORTH IN THIS CONTRACT OR GRANITE’S RESPONSIBILITY FOR ANY
CREDITS (INCLUDING SERVICE CREDITS, IF ANY) OR REFUNDS OF OVERCHARGES BY GRANITE
UNDER THIS AGREEMENT.

NOTWITHSTANDING” ANYTHING TO THE CONTRARY IN THE CONTRACT, THE
FOREGQING PROVISIONS OF THE SECTION SHALL NOT APPLY TOOR LIMIT DAMAGES,, .EXPENSES,
COSTS, ACTIONS, CLAIMS AND LIABILITIES ARISING FROM OR RELATED TO PROPERTY DAMAGE,
BODILY INJURY OR DEATH CAUSED BY GRANITE; THE INDEMNIFICATION OBLIGATIONS SET
FORTH IN THIS CONTRACT; GRANITE’S CONFIDENTIALITY OBLIGATIONS SET FORTH IN THIS
CONTRACT; DATA SECURITY AND BREACH NOTIFICATION OBLIGATIONS SET FORTH IN IN THE
CONTRACT; THE BAD FAITH, GROSS NEGLIGENCE OR. INTENTIGNAL MISCONDUCT OF GRANITE OR
ITS EMPLOYEES AGENTS AND SUBCONTRACTORS; OR OTHER ACTS FOR WHICH APPLICABLE LAW
DOES NOT ALLOW EXEMPTION FROM LIABILITY.

7.4 “Warranties.

(a) -Granite warraiits that the Services ‘will be performed in a professional manner pursuant fo
generally accepted industry standards and practices for similar Services,

(b) EXCEPT AS OTHERWI SE EXPRESSLY PROVIDED INTHE CONTRACT, GRANITE DOES
NOT MAKE, AND SPECIFICALLY DISCLAIMS, ANY REPRESENTATIONS OR WARRANTIES OF ANY
KIND WITH RESPECT TO THE SERVICES, EXPRESS OR IMPLIED, INCLUDING; WITHOUT
LIMITATION, ANY REPRESENTATION OR WARRANTY (I} OF MERCHANTABILITY OR F ITNESS FOR
A PARTICULAR PURPOSE; (1) ARISING BY USAGE OR TRADE PRACTICES, COURSE OF DEALING OR
COURSE OF PERFORMANCE; (Lil) THAT THE SERVICES ARE ERROR FREE, OR UNINTERRUPTED; (IV)
THAT SERVICES ARE FREE FROM DEFECTS. GRANITE SPECIFICALLY DISCLAIMS ANY OTHER
IMPLIED REPRESENTATIONS, WARRANTIES OR GUARANTEES

(<) Granite'is not ultimately responsible for the quality and/or performance of Customer-owned or
providéd software or hardware, including without limitation, private branch exchange, interface equipment, personal
computer.and/or any modifications Custonier makes to any equipment supplied through Granite. except as otherwise:
approved by Granite. Granite.is riot responsible for failings in individual operating systems and custom’
configuration of operating systems, operating systein components, software, hardware, and/or inside wiring. . Granite
agrees.to use commercially reasonable efforts to provide an-equitable solution to Customer, specifically Granite
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shall use commercially reasonable-efforts to resolve any issues the Customer experiences 1o its systems'as aresult of
the Service, Except for goods and setvices provided by Granite pursuant to'the Contract, any mention of rion-
Granite products or services by Granite and its employees or agents is for information purposes ‘onlyand dees not.
‘constitute an endorsement or recqmm'end'ation'__by ‘Granite, Granite disclaims any and-all Habilities for any
representation or warranty made by the vendors of such non-Granite products or services.

7.5 Third Parties. No contract, subcontract, orother agreement-entered into by either Party with any
third party in connection with the Services (lncludmg any such agreement assigned by Customer to Granite) shall
provide for any indemnity, guarantee, assuinption of liability and/or other obligation offby the other Party to this
Agreement with respect to such arrangements, except as consented t6 in writing by the other Party. This Agreement
does not expressly or implicitly provide any third party with any remedy, claim, liability; reimbursement, cause of
action and/or other right or prlwlege Customer and Granite intend-that this Agreement shall not create. any right or
causé of action in‘or on behalf of any person or entity other than State and/or Customer or Granite.

76 Other Matters. For purposes of ali remedies and limitations of liability set forth in this
Agreement: (a) “Granite” and references to. it as a “Party” means Granite and its'and their employees directors,
officers, agents, representatives, subcontractors, Providers-and suppliers and (b) “Customer” and references to it’ asa
“Party”, means Customer-and their respective: employees, directors, officers, agents, and representatives.

8. Force Majeure. Either party shall be temporarily excused from perforinance to the extent delayed as a result
of unforeseen causes beyond its reasonable control including firé.or other casualty, act of God, strike or labor dispute,
war or other violence, or any law, order or requirement of any governmental agency or authority provided the party
experiencing the force majeure event has prudently and prompily acted to take-any and all steps within the party’s.
control to-ensure continued performance and to-shorten duration of the event. In the gvent that a party’s performance
of its obligations is matenally hindered as a result. of a force majeure event, such party shall promptly notlfy the other
party of its.hest reasonable assessment of the nature and duration of the force | majeure event-and steps it is taking, and
plans to take, to mitigate the effects of the force:majeure-event. The party shall use: cominercially reasonable best.
efforts to continue performance to the extent possible during such event and resume full petformance. as soon as
reasonably practicable. Subject to the conditions set forth above, such non-pérformancs shall not be deemed a defanlt.
However, a Customer may terminate a purchase order if Granite cannot cause delivery: ‘of Products or Services in a
timely manner to meet the business needs ofthe Customer:

Exclusions: Non-suspended Obligations: Notwnhstandi_n'g_ the foregoing or another other provisions in the
Contract, (1) in.no event will any of the following be considered a force majeure event: (a) shutdowrs, disruptions or
malfunctions in Granite's systeins or any of Granite’s telecoriimunication or internet services other than as a result of
general and widespread internet or télécommunications failures. that are not.limited to Granite’s systems; or (b) the
delay or failure ‘of Granite or-subcontracter personnel to perfcirm any obligation of Granite hereunder unless such
delay or failure’ to perform is itself by reason of a force majeure évent; and (2) no force majeure. event modifies or
excuses Granite’s confi dentlallty, indemnification, or data security and breach notification obli gations set forth herein.

9. Notice. Notices from a Party concerning this ‘Agreement must be written and delivered to the other Party at
the address shown below {i) in person, (ii) by certified mail, return receipt réquested, or. (iii) by traceable overnight
delivery. Notice will be-effective upon deli ivery to'the address shown below:

If to Granite: Granite Telecommunications, LLC
100 Newport Avenue Ext.
‘Quincy, MA 02171
Attention: Legal Department

Ifto State: Office of Management and Enterprise Services, Information Services Division-

3115 N. Lincoln Bivd.
Oklahoma -Clty, OK 73105

Tf to Customer: Address set forth in purchase order, or as otherwise provided by Customer
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Notwnhstandmg the foregoing, notices with respect to the day to day use of Services:by Customer may be
comimunicated via fax or email, in accordance with Granite’s policies and-procedures as comminicated to Customer

from time to fime:

10, Independent Contractor; Work on Customer Premises.

1.1 Granite’s Employees.

(a) Granite’s eimployees, and approved subcontractors shall, whenever on Customer’s
premises, ‘obey all reasonable-instructions and security procedures-and any other reasonable processes, policies,
standards, procedures and directions. issued by Customet.

(b) Gianite shail require its. employees to satisfy a commercially reasonable background
inivestigation, which may consist of any or-all of the following: confirmation of identity and personal information,
social security-verification, vérification of all education beyond high school, credit report, employment verification
and/or criminal record seaiches. Granite undérstands that Customer méy- requiire a more. thorough background check
as required by law or regulation and that Granite must comply before the provision of any services.

11, Confidentiility and Proprietary Information.

11.1 Confidentiality. By virtue of the Agreement, Client may be exposed 1o or be provided with certain
confidential and proptietary information of Granite. Geanite:shall clearly mark any such information as confidential.
("Confidential Information"). Client is a state agency and subject to the Oklahoma Open Records Act and Granite
acknowledges information marked Confi dential Information will be disclosed to the éxtent permitted inder Client’s
Open Records Act- and in accordance with this section, Client agrees to use the same degree of care that each such
party uses to protect its own confidential information, but.in no-event less than a reasonable amount of care.. Client
will not use Granite's Confidential Information for ; purposes other than those necessary to directly further the
purposes of the Agreement.

Exceptions. Informaticn shall riot ie considered Confidential Information to'the extent such information (&)
independently developed by the Customer without reference 1o such information; (b) ié generally known to the
public not through-disclosire by the Customer; (c) was received from a.third party, who lawfully olitained said
information, without any obligation or restriction on use ¢r disclosure of such information: or (d) was in the
Cuistomer’s possession before receipt from Granite, Notwithstanding anything to-the contrary contained herein, the
terms.and conditions of any confidentiality agreement executed by the Parties prior to- award of the Contract shall
survive the execution of this Agreement, shall remiain in force and effect and are incorporated herein by reference.

I1.2  Intellectual Property. Customer agrees that Granite owns and retains all tight, title, and interest in
and to. all of Granite’s owned or licensed intellectual property; including but not limited to, any-and all defivitive or
collateral theréof {(“Granite IP”). Except ag otherwise provided for herein, upon expiration or termination of thie
Agreement for any teason; any licénses shall cease, Customer is expressly prohibited from improving or modifying
any Granite IP.  Custoier agrees to execute any docuiments. reasonably requested by Granite to secure and protect
the proprietary rights and ownership thereof by Granite. Granite shall own and retain all right, title; and interest in
and fo the'web portal website and all Granite documentation associated therewith and with the Services. To the
extent, if any, provided by Granite as part of the Services, Customer agrees not to. reprodiice, modify, translate,
transform, decompile, reverse engineer, disassembie, ‘or otherwise determine or attempt to determiine the sonfce code
of any Granite or other third party software or permit or authorize any third party to doso. For purposes of this
Section 13(b), “Granite™ shalf iticlude Granite.
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12. Miscellaneous.

121  Amendment. This Agréement can only be amended by written dgreement between the State and
Granite. Notice requirements relating to changes with respect to Granite tariffs are imposed by regulatory authorities
and applicable law.

12,2 Severability. If any provision of this Agreement or part of said provision 1s determined to be
invalid or unenforceable, this: Agreement will be construed as if it did not contain such provision or part: thereof.

‘12.3  Waiver. The faihire of a Party to insist upon strict performance of any piovision of this
Agreement in any one (1) or more instances will not be construed as.a waiver or relinguishmeént of such provision:
-and the same will remain in full force and effect.

12.4 Assignment, Neither the Staté nor Granite may assign this Agreement, in whole or ih-part,
without the other Party’s written consent which will niot be unreasonably withheld, delayed and/or coniditioned. Any
attempt to assign this Agreement other than.as permitted above is void. This Agreement is binding upon and inures
‘to the benefit of the Parties-and their respective successors and permitted assigns. Rights granted under the- terms of
this Contract may be asmgned or transferred, at no additional cost to other entities-within the: State:

125 Joint Product. This Agreement is the joint work ‘product of the Partis, has been negotiated by the
Parties, and shall be faitly interpreted in accordance with its terms: I the évent.of any ambiguities, no irferences
shall be drawn against either Party.

12,6  Counterparts. This Agreement may. be executed in one or more counterparts, including facsimile-
or electronic copies and transmission, each of which shall be.an original agairist any party whose signature appears
on such counterpart and all of which together shall constitute one and the same agreement.

12.7  Englishasa Language. Customer agieesto have this Agreemcnt aind ail other-contracts, invoices,
correspondence-and any and all other documents, agreements and-writings in the English Janiguage. The Patties liave
specifically required that this Agreement and all related documents be drafted and executed in English.
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Attachment A
to the-Maste'r_'_S__ervice:_Agreem_ent_
Definitions

“Agreement™ means this Master Services Agreement and any and all aftachment(s), Services Schedule(s)
and exhibits, attached hereto and/or incorporated herein.

“Authorized User” means Custorer,

“Business Day” ineans Monday through Friday, excluding New Year’s Day, Memcrial Day, Independence
Day, Labor Day, Thanksgiving Day, and Christmas Day.

“CPE” means customer premises equipment.

“Damages™ means-collectively all i mjury, claims, damage, liability, Joss, penalty, reasonable attorneys” fees
and.¢osts, interest-and expense incurred by a Party,

*Demarcation Point” shall mean the network. interface point where Granite and/or its Provider(s) hands off
a Service to Customer, and which delineates where responsibility for the Parties’ respective networks, equipment
and/or maintenance obligations begin and end.

“Provider” means one of Granite's underlying carriers, providers and/or vendors, as approved by the State,
that provide Services which Granite provides to Customer.

“Rates and Charges™ means-the rates; charges and/or fees for a Service.

“Service” means any and all products:and services offered by Granite, including; without limitation, local
exchange telecommunications services, long distance service, broadband services, MPLS and/or private netwoiking
services, dedicated. internet services and/or-any other services.and/or products that are provided by Granite to
Customer pursuant to.the Contract.

“Service Order Document” means any quotes, service order forms and commercial account form(s) and
letter(s) of agency/agreements relating to specific Services substantially similar to the form set forth in’ Attachment-

“Service Schedule™ means a schedule setting forth terms and conditions applicable to a specific product
and/or service, Jincluding, without llmltatlon, Rates and Charges that are attached hiereto as Serviee Schediiles in
Exhibits A - IT.

““Service Start Date™ means the date that Granite notifies Customer that specific Services are available,
utiless Customer within. fi ive (5) Business Days notifies Granite of any service affecting deficiency in the specific
Services. If no notification is received or if Customer fails to perform testmg, Custorier shall be deemed to have

‘accepted the- Service(s). In the event Customer notifies Granite of a service-affecting. deﬁmency, Granite shall
investigate and correct such deficiency within ten (10) business days, or as.otherwise agreed to between the Parties
in writing. Granite shall begiri billing for monthly recurring charges on the later of (1) on the day Granite nol:ﬁes
Customer Services aré available; or (ii) in the event of'a valid, servlce-aﬂ'ectlng deficiency, the-day. Jmmedlately
following the date on which such deficiericy was resolved.

“Service Term™ means specific term of an individual circuit-or service included as part of the:Service..
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Attachment B
to the Master Service Agreement’
Escalation Procedures!

Desplte Granite’s best efforts to maintain the most reliable level of service posmble in‘the industry, service- affectmg
issues periodically arise. In those rare instances where Customer’s service may. be affected, Customer’s trouble
ticket is initiated to identify the issue.? Each trouble ticket has an assigned trackmg number used to reference the

issue-and review status.

The Grahite account team will determine thie source of the issue, and, if the issue involves an interconnecting service
provider, will initiate a repair request immediately through Granite’s electronic real-time repair interface with the
prowder Granite’s account team will engage in ongoing coordination with interconnecting providers until the issue
is-resolved, and will _provide frequent updates, including via emails and/or telephonic contact with Customes directly
or through the Premier Account Manager, at Customer’s direction, until the trouble is resolved. When the. matter is
resolved Granite representatives will also contact Customer to confirm resolution.

Granite responds to service-affecting issues within 15 mimites of discovery. Average service restoration times vary
‘depending on the nature of the issue. Typical service issue resolution times are as set forth in the.applicable Service
Schedules, Additional Terms arid Conditions of Service and/or SLAs®-

In the event that more expedited resolution of service-affecting issues becomes criti¢al, Granite will implémient its
established escalation procedures. Service-affecting issues may. be escalated from the Premier Account Manager
through to Granite’s Presiderit in extreme cases, based on the following: guidelines:

1st leével Premier Accourit Manager — all tickets except emergency tickets (outages)

2nd levet Premier Account Supervisor —all | emergency tickets and all tickets outstanding over 4
hours.

3rd level Asst. VP/Director of Premier Accounts — all emergency tickéts outstanding over 1 hour
and non-emergency tickets.outstanding over 12 hours

4th level SVP of Premier Accounts — all emergency tickets outstanding over 4 hours

5thi level Chief Operating Ofﬁcer— all: emergency tickets outstanding over 6 hours

In instances where sefvice issues are less critical, the Premier Accousit Manager will maintain ongoing service issue
“tracking and provide weekly, bi-weekly or monthly account status conference calls and/or reports, based on
Customer’spreferences. Issue reports include:

o ‘Review statis and complets documentation of all repair issues.
. Review status and complete.documentation of uncompleted change orders.
° Review status and complete documentation of new location installs.

! Repair times may vary for certain Serwces, se¢ Additional Terms of Service as applicable.

*Tn addition to the account management team, Granite customer service: representatives provide live support on the:
Help Desk, 866.847.5500, at Granite’s. Qumcy, Massachusetts headguarters, 24 hours a day, 7 days a week.

*Updates are given to Customer daily until jssue is resolved
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Attachment C
to the Master Service Agreement
Commercial Account Form and Letter of Agency (Multi-Services)

Sales Rep:

Order Date:

Company/Business Name (“Customer”):

Billing Telephone Number:

Designated Contact: Contact Phone Number:

Service Address (Street/Suite): See Appendix A-1

Mailing/Billing Address (Street/Suite): City: State/Zip Code:

Additional Comments/Notes (if any):

By signing this Commercial Account Form and Letter of Agency (“LOA”), Customer hereby (a) engages Granite Telecommunications, LLC
and/or its affiliates (*“Granite™) to provide Services as set forth in Appendix A, attached hereto and incorporated herein, and such other Services
as Customer may order from time to time after the date hereof and (b) authorizes and appoints Granite to act as its agent solely for the purposes
of handling all arrangements for establishing, converting, ordering, changing and/or maintaining such Services, and to take such other actions
as are reasonably necessary to provide such Services and as Customer may from time to time request. Customer directs its current service
provider(s), if any, to work with Granite to affect these changes. The Services set forth in this LOA shall be subject to the terms and conditions
set forth in the Contract Document stemming from Statewide 1014 between Granite and The State of Oklahoma (the “Contract”), including all
appendices, schedules, attachments, and exhibits by and through the Office of Management and Enterprise Services (“OMES™) or other state
entity and affiliate (each a “Customer™).

In the event the Customer is not the OMES, the Customer shall be responsible for all charges for the Services as set forth in the Contract.

The Contract sets forth rights and responsibilities of Customer and Granite concerning Services to be provided and in regards to other important
topics. If Customer does not agree to the Contract, the authorized representative of Customer should not sign this LOA. All terms and
conditions of the Contract are incorporated herein by reference. In accordance with the Contract, Customer acknowledges and agrees that
if Cust uses “cust provided bandwidth” (CPB) or “over the top” connectivity it will result in “best efforts” Services, which
limitations are set forth in the Contract. Capitalized terms not defined in this LOA shall have the meaning set forth in the Contract.

The Customer Disclosures attached hereto are an integral part of this LOA.

The undersigned is authorized to sign on behalf of Customer and Customer agrees to be bound by the Contract. This LOA is effective as of
the date of execution below.

“Customer”

By:
Print Name:
Title:
Date:

Signing this Commercial Account Form and Letter of Agency will result in a change of service provider(s).
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Customer acknowledges and agrees that certain Internet Based Services (which for purposes of this Customer Disclosure,
includes, but is not limited to, Hosted PBX, SIP Trunking, SIP PRI, Hosted Voice, Virtual Auto Attendant and Virtual Voicemail
Services), ordered through Granite may not operate in the same manner as traditional wireline phone service and that the
following terms and conditions apply with respect to such Internet-Based Services: (a) such services are designed only for use
with a compatible PBX or similar advanced telephone system; (b) such services only support Granite’s local, intralata toll,
interstate long distance and International voice services; (c) such services DO NOT support auto dialers, predictive dialers,
telemarketing applications, modems, credit card process, heavy faxing or alarm lines and elevator lines (only POTS lines should
be used for these purposes); (d) Granite or a subcontractor approved by the State must install the equipment and service at
Customer’s sole expense and Granite will not process any order without Granite or such subcontractor involved in the
installation process; and (¢) Granite requires that Customer provide a complete list of all phone numbers to be ported, any
numbers omitted from the list may result in those numbers not being ported at the time of circuit turn-up. Granite will attempt
to retrieve CSRs from the existing carrier(s), but cannot guarantee its ability to obtain such CSRs. Customer agrees to provide
Granite with complete CSRs, if requested.

CUSTOMER ACKNOWLEDGES AND AGREES THAT SOME OF THE SERVICES PROVIDED BY GRANITE ARE
INTERNET-BASED SERVICES AND THAT 911 SERVICES ON INTERNET-BASED SERVICES ARE DIFFERENT
THAN THAT OF TRADITIONAL WIRELINE SERVICE. FOR BASIC 911 OR E911 TO BE ACCURATELY ROUTED TO
THE APPROPRIATE EMERGENCY RESPONDER, CUSTOMER MUST PROVIDE GRANITE WITH THE TELEPHONE
NUMBER(S) ASSOCIATED WITH SUCH INTERNET-BASED SERVICES FOR THE REGISTERED ADDRESS. FOR
DEVICES USED WITH HOT DESKING SERVICES, CUSTOMER MUST BE LOGGED IN AND A SEAT MUST BE
REGISTERED FOR THE DEVICE IN ORDER TO REACH EMERGENCY SERVICES.

CUSTOMER ACKNOWLEDGES THAT INTERNET-BASED SERVICES PROVIDED BY GRANITE MAY NOT
SUPPORT BASIC 911 OR E911 DIALING IN THE SAME MANNER AS TRADITIONAL WIRELINE PHONE SERVICE.
CUSTOMER AGREES TO INFORM THIRD PARTIES OF THE POTENTIAL COMPLICATIONS ARISING FROM BASIC
911 OR E911 DIALING. SPECIFICALLY, CUSTOMER ACKNOWLEDGES AND AGREES TO INFORM ALL
EMPLOYEES, GUESTS, AND OTHER THIRD PERSONS WHO MAY USE SUCH INTERNET-BASED SERVICES THAT
BASIC 911 AND E911 SERVICES WILL NOT FUNCTION IN THE CASE OF A SERVICE FAILURE FOR ANY OF THE
FOLLOWING REASONS: (A) POWER FAILURES: (B) SUSPENDED OR TERMINATED INTERNET ACCESS
SERVICE: AND (D) FAILURE TO LOG IN OR REGISTER SEATS USED FOR HOT DESKING SERVICES. CUSTOMER
FURTHER ACKNOWLEDGES AND AGREES THAT FAILURE TO PROVIDE A CORRECT PHYSICAL ADDRESS IN
THE REQUISITE FORMAT MAY CAUSE ALL BASIC 911 OR E911 CALLS TO BE ROUTED TO THE INCORRECT
LOCAL EMERGENCY SERVICE PROVIDER. FURTHERMORE, CUSTOMER RECOGNIZES THAT USE OF SUCH
INTERNET-BASED SERVICES FROM A LOCATION OTHER THAN THE LOCATION TO WHICH SUCH SERVICE
WAS ORDERED, LE., THE “REGISTERED ADDRESS,” MAY RESULT IN BASIC 911 OR E911 CALLS BEING
ROUTED TO THE INCORRECT LOCAL EMERGENCY SERVICE PROVIDER.

CUSTOMER IS REQUIRED TO REGISTER THE PHYSICAL LOCATION OF THEIR EQUIPMENT (1.E., IP PHONE,
SOFTPHONE, DIGITAL TELEPHONE ADAPTER OR VIDEOPHONE, ETC.) WITH GRANITE AND AGREES TO
UPDATE, AND PROVIDE PRIOR WRITTEN NOTICE TO, GRANITE OF THE LOCATION OF SUCH EQUIPMENT
WHENEVER THE PHYSICAL LOCATION OF SERVICE FOR A PARTICULAR TELEPHONE NUMBER CHANGES.

CUSTOMER ACKNOWLEDGES AND AGREES THAT NEITHER GRANITE, ITS PROVIDERS, NOR ANY OTHER
THIRD PARTIES INVOLVED IN THE ROUTING, HANDLING, DELIVERY, OR ANSWERING OF EMERGENCY
SERVICES OR IN RESPONDING TO EMERGENCY CALLS, NOR THEIR RESPECTIVE MEMBERS, MANAGERS,
DIRECTORS. OFFICERS, EMPLOYEES OR AGENTS, MAY BE HELD LIABLE FOR ANY CLAIM, DAMAGE, LOSS,
FINE, PENALTY OR COST (INCLUDING, WITHOUT LIMITATION, ATTORNEYS FEES).

Initialed by Authorized Signer
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Appendix A
to the Master Service Agreement.
_ Services Selectéd
‘(Select one or more of the below Services)

[ Voice Services {POTs, Long Distance, Local and LD T1 and PRI) (See Note 1)

0

o o o

O o oo oo m

Bioadband Services
MPLS and Dedicated Internet Access Services

Granite MPLS and: Granite Dedicated Internet Access Services

- VolP Services (Hosted PBX, SIP Trunking, SIP PRI, Hosted Voice, Virtual Auto Attendant and Virtual

"Voicemail Services)

| Mobility Services (Mobility Data and Mobility Voice)

Granite Grid Services

- Conferencing Services (Audio Conferencing and Web _C_bnférencin_g)

Managed Wi-Fi Services
Managed Network Firewall Services
Monitoring Services

Other Services (List):
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Exhibit A to
Attachment E to
Addéndam 1 to | |
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC -
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The Service Schedule A for POTS Services is hereby amended as set forth below and
supersedes all prior documents submitted by Granite Telecommunications, LLC or
discussed by the parties.

Service Schedule A
POTS Services
1. Services:
1.1 Description of Seivices.  Granite shall provide local ‘exchange and/or long distance

telecommunications services ‘through electroriic bondmg with underlying. Providers using commercial platforms
(“POTS Services™).

12 Changes to Services. Customer may at any time add, delete, relocate or modtfy POTS Services,
subjéct to-a minimum of one (1) month of service with respect to any line, Customers should give as much ADVANCE
notice of moving POTS Service as possible. All setvice level standards stated herein are based on the date the LEC
gets a clean order{(i.e. with no errors) from Granite. The LEC has two (2) business days to assign order to be processed.
Graniie does not.guarantee. service level standards:in the event of 4. problem on the LEC network or if there is an
unforescen problem with Customer's lne:

2, ‘Rates and Charges.

21 Local Services Charges. The ratesand charges to be paid by Customer for local line access.and
local toll services generally consist of the current retail tariff rate for the service of the underlying Provider in the
Jurisdictions in which the Services are performed, less a discount. For those jurisdictions served by (a) AT&T
(formerly SBC and BellSouth), the discourt is generally 50%; (b} Qwest, the discourt is gencra!ly 30%; and (c)
Verizon, Frontier and FairPoint Communications, the discount is generally 20%. Notw1thstandmg the foregoing,
‘certain local line access and other services provided in the aforementioned jurisdictions are not'subject to any discount.
In addition, jurisdictions served by CenturyLink, (formerly Embarq and Céntury-Tel), Windsiream (including former
AliTel), Frontier (including former Valor Communications), Cincinnati Bell and other independént telephone
operating companies are not subject to a discount. A rebill fee {equal to the then-current charge assessed to SJmllarly
situated customers of Granite) will be applied to each Customer line billed to. Customer by Gianite but which is not
subject to any discount with a.local provider..

2.2 Long Distance Charges. Subject to adjustrienits, including based on applicable tariff rates, Long
Distance Services shall generally have the following rates: _ _
(a) Interstate Long Distance: $0.019 per minute of usage (“MOU™)
(b) Intrastite Long Distance: $0.069 per MOU

23. Other Charges. In the event tliat Customer elects ot uses certain additionsl Services (such as, for
example instalfation of new telephone lines, long distance telephone "services, regional tofl services (LOC2),:
voicemail, or other features), additional fees may apply.

3. Service Term. The Service Term of all POTS Services shall be month-to-mointh or as set forth in the
applicable Service Order Documents or other writing accepted by Granite.

MSA: Service Schedule A — Voice Services
© Granite Telecomthunigations, LLE May 2018 All rights Tesérved.




Exhibit B to
Attachment E to
_ Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The Service Schedule B for Broadband Services is hereby amended as set forth below and
supersedes all prior documents submitted by Granite Telecommunications, LLC or
discussed by the parties.

Service Schedule B
Broadband Services

1. Services.
1.1 Descrtgtlon 'of Services. “Broadbarid Services” shall mean, and consist of, digital subscriber kine

service ( *DSL”}, fiber sefvice (“F lber”), satellite sefvice (“Satellite™), and/or cable service (“Cable™) which provide
connectivity to the Intérnet between Customeér premises and the Provider's network.

12 Equipment. Broadband Services utilize CPE purchased at Customer’s own expense (unless
otherwise provided in the Service Order Documents) and either provided by Granite.or otherwise approved by Granite
and/or its Provider(s), With respect to'CPE provided by Granite, Customer shall () use such CPE for Broadband
Services provided by Granite and-Customer is not autherized to use the CPE for any other purpose; (b) comply with,
all documentation and manufacturer’s instructions; and (c) take réasonable measures to- protect and care for the CPE.
Customer is responsible for all loss, damage or destruction to -Granite provided CPE, that is caused in no part by
Granite, Promptly upon notice from Granite, Customer shall eliminate any hazard, interference or Service obstruction
that any such CPE is causing or may cause as reasonably determined by Granite.

1.3 ProviSiomng In the case of Broadband Services using DSL, the maximum number of phone line
filters recominended on any line sharmg orderis three (3). Additional phone. Imesfﬁlters may interfere with the quality
of Broadband Sérvices. In the case of Broadband Services using Satellite; the services are only available at select
locations in the United States subject to Provider availability and confirmation.

2. ‘Rates and Charges.

2.1 Rates and. Chatges for Broadband - Services arc as sct forth in ‘the. applicable -Sefvice Order
Document( 8} or as otherwise communicatéd to Customet at the time of ordering such Broadband Services and may
vary depending. on Broadband Service type, features.

22 Nation One Broadband Rates. Customer may, at Granite’s sole discretion, be eligible for special
rates (hereinafier; “Nation One Broadband Rates”) for certain Cable and Fiber services, provided the Customer fuifills
the requirgmients-set forth herein,

{a) In order to be eligible for Nation One Broadband Rates, the Customer must méet, at a minimiim, all
of the following requirements: (i) Customer must have a minimum of orie hundred (100) locations; (ii) Customer must
‘order Broadband Services from Granite-at substantially all of Customer’s locations. (e.g: if Customer has 400 locations,
‘Customer must erder Broadband Services from Graniie at substantially all 400 locations); iii} Customer must place:
the order for all Broadband ‘Services within ninety (90) days of the first order; (iv) Customer must elect:an initial
mintmum Service Term of at.least twelve (12) months for each Broadband Service; and (v) substantially all of the
Broadband Services ordered are new installations.

(b) Provided. the Customer meets all the m:mmum requirements- st forth herein, the Nation One
Broadband Rates may only-apply-to certain Broadband Services that meetall the following criteria: (l) the Broadband

& Granite Telecommunications, LLC; May-2018§. All rights reserved.



‘Service is a Cable-or Fiber service and (ii) the Broadband Service is a.new installation: Furthermore, the eligibility of
‘the Nation One Broadband Rates to any spécific Broadband Service shall be subject to availability contingent wpon
the confirimation of the specific Broadband Service speed and Provider availability at each locafion. Tlpon
confirmation of the availability of the Nation One Broadband Raté to a specific. Broatband: Service the Broadband
Services will be provisioned to the nearest minimum download speed, provided, in no evenit shall any speeds exceed
150 Mbps download.

(c) The Nation One Broadband Rates are only available if the Customer méets and maintains. tlie
requiremerits set forth herein. In the event Customer fails to meet the requirements set forth herein and/or if the
information provided at the time Customer’s-eligibility for the Nation One Broadband Rates. is determined changes
(e.g.'the Customer does not have: at least one hundred (100) eligible locations), then Granite reserves the- right; at ifs.
sole discretion, to change Nation One Rates for Broadband Services at any’ time provided, that Customer shall be given
thirty (30). days prior written notice of any such change. If*Customer does not agree to- accept such new rates then
Custonier may terminate the affected Broadband Services w1thout penalty upon-thirty (30) days® prior written notice.

2.3 Satellit¢ Services Rates and Charges. Cértain Satellite services are subject to a monthly usage
allowarice. In the event Customer exceeds such’ monthly usage allowance, the Customér may be. sub_]ect to overages.
as specified in the applicable rate plan. Unused aflowances will net roll:over to subsequent billing periods. Usage will
be bitled based on the ‘actual usage rounded up to the nearest whole billing increment. Usage includes but is not:
limited to: data sent and received via download and upload, email, overhéad, and/or software update checks. ‘An
unlimited usage. plan-may be available in certain coverage: areas and for subscription during certain time periods.
Granite and/or Providers reserves the right, in their sole discretion; to (i) ptioritize data:orthrottle connection during’
network congestion and/or (ii) limit the quality of video streams above high definition- -type quality, and/or (iit) suspend
service when excessive data usage adversely impacts network capacity.

3. . ServiceTerm. The 1n|t|al minimum Service Term of all Broadband Sérvices shall begin on the Service Start
Date and shall be as set forth in the applicable:Service Order Documents or other writing accépted by Granite,
provided, . notw:thstandmg the. foregoing, all Broadband Services shall commit to, and shall be deemed 16 have
committed:to, an initial minimum Service Term of at least twélve. (12) months from the Service Start Date Service
Terms fnay be éxtended for additional monthly. increments due to specific offerings.or promotionai terms.
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_Exhibit C to
Attachment E to
- Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC o
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1614

The Service Schedule C for Access Services is hereby amended as set forth below and
supersedes all prior documents subimitted by Granite Telecommmunications; LLC or
discussed by the parties.

Service Schédule C
Access Services
L Services.
l.I Description of Services. *Access Services” shall'mean, and cansist of; (a) T1, Ethernet and other

data circuits which provide connectivity to the Internet (i.e. dedicated internet access) between Customer premises
and the Provider’s network (“Dedicated Internet Access Services™).and/or Multiprotocol Label Switching (“MPLS”)
andfor private network services ‘which provide virtual private network and traffic: engineering applications
(collectively, “MPLS Serv1ees“) All Access Services, including, without limitation, speed, rates and charges are.
subject to. avallablhty as determined by the underlying prowder

1.2 Granite Equipment and Core Network; Customer Equipment.

(a) Provider Equipmént and the Core Network: shall remain the sole and exclusive property
of Granite and/or its Provider(s), as applicable; and nothing contained herein, in any Service: Order Documents or in
any other document or writing accepted by Granite grants:or conveys to Ciistomer any rlght, title or interest in any
Provider- Equlpment or the Core Network, nor.shall anything herein constitute, create or vest in Cistomer any
easement of any other property right. Notwﬁhswndmg that it may be or become-attached or-affixed to real property,
‘the Core. Network and ‘Provider Equipment will at all times remain the property of Granite and/or its Providers, as
applicable. Customer may not, nor perrhit others to, alter, adjust, encumber, tamper; repair or attempt to repalr,
‘réarrarige, change, remove, relocate, or damage any Provider Equipment or the Core Network' without the prior
written-consent-of Granite. Customer may. niot cause any lieris 1o be placed on ainy Provider Equipment or the Core
Network, and will cause any such liens to be removed within ten (10) days of Customer’s’ knowledge: thereof,
‘Customer shal[ be liable to Granite for any loss or damage to Provider Equipment or the Core Network caused by
‘Customer-or any of ifs: end users,’ invitees, licensees, customers, agents orcontraciors, that i 1s in no part due to: Granite,
Nothing liereifi shall prevent Granite from using the Core: Network and Provider Equlpment to provide Access
Services to other customers.

(b) To the extenta Service Order Documentrequires Granite to complete constriction, extend
the Core Network and/or obtain additional ‘Underlying nghts (as defined below in this Section [ 2(b)), Customer
:shall use commercially reasonable efforis to assist Granite in abtaining-such Underlying. Rights as necessary fo
provide Access Services. In the event that Granite is unable to obtain or maintain ‘any necessary Underlying Righits
without incurring additional costs, unless Customer bears the costs of obtammg such Underlying Rights, Granite. may
‘cancel the applicable service order and shall incur no habll]ty to Customer hereunder. Granite shalt not be-deemed
to bé in breachof the. Agreement for its failure to megt any anticipated service installation or delivery date if such
failure is caused, in wholé or in part; by (i) & Force' Majeure event; (i) failure to obtain, or delay in obtaining, any
required Underlying Rights; (iii} construction delays; or (iv) any other circumstances. beyond the eontrol of Granite,
“Underlying Rights” means any.and all agreements, licenses, conduit use agreements, pole attachment.agreements,
leases, easéments, access. rights, rights-of-way, franchises, permits, governmental and regulatory -approvals and
authorlzatlons, and ather rights, consents, and approvals that are necessary to construct, install, maintain, operate, and
repair the Core Network and/or for Ganite.to provide Access Services, Withouit limiting the foregomg, Underlying
Rights include agreements for Off-Net Access Services that re necessary for Granite to provide Access Services.

MSA Service:Schedule C~ Access Services
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(€ Access. Bervices utilize CPE purchased at ‘Customer’s own expense (unless otherwise
provided in the Service Order Documents) and either provided by Granite or otherwise approved by Granite and/or
its Providér(s). With respect to CPE provided by Granite, Customes shall (a) use such CPE for Access Services
provided by Granite and Customer is. not authorized to use CPE for any other purpose; (b). comply with all
decumentation and manufactuler s 1nstructmns and {c) take reasonable measures to-pretect and care for ‘CPE.
Customer is respon51ble for all loss, damage or destruction to CPE caused by its acts or omissions. Promptly’ upon
notice from: Granite, Customer shall eliminate: any hazard, interférence or Service obstruction that any such CPE i 15
causing or may cause as reasonably deterimined by Granite. Granite may, at its sote and absolute discretion, suspend
Service if any CPE does not.comply with the provisions herein, providéd Customer was given ‘3¢ days’ notice and

failed to cure.
1.3 Access.

(a) Upon expiration or termination of the ‘applicable Service Term, Customer -shafl grant.
Granite access to its premises as.necessary-to. enable Granite to remove the Provider Equipnient and any elements 6f
the Core Network. Granite, its employees, coniractors and/or agents shall have access ta any Provider Equipment,
gélements of the Core Network or facilities at a. Customet premises.. The logistics of such access shall be mutually
agreed upon in advance and. ocour during regular business hours.

1.4 Provisioning. Customer must provide Granite with'a rietwork: asséssment worksheet (in a form
provided by or acceptable to-Granite) for purposes of determining the current status and-support characteristics of-
key network protacols, services- and settings (including, but not limited to, a site survey document and Customer’s
local area network(s) minimum network requirements and firewall specifications) necessary: for providing Access
Services to Customér. Customer acknowledges that the: provisioning of ‘Access Services- -depends on the aceuracy
and timely receipt of information on the network assessment’ worksheet, ‘other documents and/or responses to
questionnaires and additional questions from Granite. ‘Granite is not responsible for any delays in provisioning or
failures of Access Services related to inaccurate information provided by Customer or changes in Customer’s network
that are not communicated to Granite Granite and/or its Providers will evaluate, design, and provision Access
Services based on a. confi guratlon proposed to, and accepted by, Customer. Customer acknowledges thatthere is no

guaranty that Customer s current CPE or previously purchased or installed equipment can be used with Access

Services.

1.5 MPLS Servicés and Ethernet Services.

() For any MPLS Services, iricluding any VoIP Services-over MPLS, Services, (i) Customer
is required to install the hub site first, with remote sites to follow and (ii) Customer will be responsible for payment
on all circuits for MPLS Services on the Service Start Date of each specific circuit, whether or riot 4l cireuits/locations.
have been.instatled at the fime of a circuit’s Service Start Date.

(b) All orders for Access Services over Ethernét and Ethernet over Copper (EQC) (together,
“Ethernet Services™) are subject to-complete.engineering and facilities verification, andfinal availability of facilities.
Circuit speed: may riot be verified until circuit turn up. Furthermore, while no guarantee of facilities is made in-
advance, all Ethernet Services. orders require pre-engineering qualification with the.. -quotes department. priot . to.
submission of any order,

1.6 Maintenance.

() Gramte will endeavor to conduct. {of ‘cause to be conducted) scheduled maintenarice of

.On-Net Access Services that is reasonably expected to interrupt Access Services betveen 12:00 midnight and 6:00

am. lacal time-or, upon Customer’s reasonable request, at a-time mutually sgreed to. by Customer and Granite,
Granite will use commermally reasenable efforts to notify Customer of scheduled maintenance that is reasonably
expected to interrupt Service via telephone or e-mail, no. less than two (2) days prior to commencement of suchi

‘maintenance activities. Customer shail provide a list of Customer contacts for maintenance and escalation purposes,

which may be included on the Service Order Documeénts, and Customer shall provide updated lists to Granite, as
necessary. With respect to Off-Net Access Services, Granite’s may mterrupt Access Services for scheduled

.maintenance and other operational feasons, and Granite will use commercially réasonable effoits to provide notice

MBSA Service Schedule C— Access Services
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when possible (provided, Granite shall not be liable for-any failuré to provide such notice or for its Providers failing
to provide such notice), Exiept as otherwise provided in the Agreement, Customér shall riot be entitled to receive
any remutieration for suchi scheduled interruptions.

(b) Granite and/or its Providers may perform emergency maintenance of On-Net Access
Services or Off:Net Access Services in their. respective sole and absolute discretion, w1th or-without prior notice o
Customer, to preserve the overall intégrity of the Core Network .or such Provider's network. Granite will use
commerclally reasonable efforts to notify Customer ag soon as reasonably practicable of any such emetgency
‘maintenance activity that materially and adversely impacts any Access Services.

2, Rates and Charges. Rates-and Charges for Access Services are as set foith in the applicable Service Order
Document(s).

3 Service Term. The initial minimum Seivice Term of all Access Services shall begin on:the Service Start
Date and shall be as set forth in the applicable. Service Order Documents or other writing accepted by Granite,
provided, notwithstanding the foregoing; all Access-Services shall commit to, and shall be deemed to have commiitted
10, an initial minimum Service Term of at least twelve (12) moniths fromn the Service Start Date. Serwce Terms ‘may
be'extended for additional monthly increments due to specific offerings or promotional terms.

MSA Service S_ched'ulc_ C -~ Access Services:
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Exhibit D to
Attachment E to
Addendum 1 to _
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC _
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The Service Schedule D VoIP Services.is hereby amended as set forth below and
supersedes all prior documents submitted by Granite Telecommunications, LLC or
discussed by the parties.

“Bervice Schiedule D
YolIP Services
1. Services..
1.1 Description of Services.. “VolP Services™ shall ‘mean; and consist of;.one (I) or: miore of the

following Services: (a) “SiP Trunkmg (session initiation piotocol trunking); (b) “Hosted PBX” (i.e. hosted private
branch exchange: services; (c) SIP prlmary rate interface services (“SIP PRI™), (d)“Hosted Voice” (i.e. Internet-based
dial tone services for Z-way voice communication ‘with limited feature sets) (e) Virtual Auto Attendant (i.c.
answering and routing of ca]ls), (f) Virtual Voicemail; and ( g) other Voice over Internet Protocol (VoIP) services,
which may include basw voice, including local and Tong distance services and features.

1.2 Granite Equipmert arid Core Network; Customer Equipment.

(a) Provider Equipiment and the Core Network shall remain thé sole and éxclusive property
of Granite-and/or its. Prowder(s), as applicable, and nothing contained herein, in. any Service.Order Documernts or in
any other document or writing accepted by Graniie grants or conveys {0 Customer any rlght title or interest in any
Provider Equipment or the Core Network, nor shall ‘anything herein constitute, create or vest in Customer aity
easement or any other property right. Notwithstanding that it may be or become attached or affixed to real property,.
the Core Network. and Provider Equipment. will at all tiines remain the property of Granite and/or its Providers, as
applicable. Customer may not, nor permit others to, aker, adjust, encumber, tamper, repair or -attempt to repalr
rearrange, change, remové, relocdte, or damage any Provider Equipment of the Core Network without the prior
written conserit of Granite. Customér may not cause any liens to be placed on-any Provider Equipment or thé Core
Network, and will cause: any such liens to be removed within ten (10) days of Customer’s knowledge thereof,
Customer shal be liable to. Granite for any loss or damage to Provider Equipment or the Core Network caused by
"Customer or any of its end users, invitees, licensees, customers, agents or éontractors. Nothing hetein shall prevent
‘Granite from using the Core Network and Provider Equipment to provide Services to other customers,

{b}. To the-extént a Service Order Documient requires Granite to complete construction, extend
the' Core Network and/or obtain additional Underlying nghts (as:defined below in this Section 1 -2(b)), Custormer
shiall use commercially reasonable efforts to assist Granite in obtaining sich Underlying Rights as necessary to
provide VoIP Services. In the event that Granite is unable to obtain or maintain any necessary Underlying Rights
without incurring additional costs, unless Customer bears the costs of obtaining such Underlying Rights, Granite may
cancel the applicable service order and shall incur no liability to Customer hereunder. Granite shail ndt be deemed
to be in breach of the Agreement for its failure to meet: any anticipated service installation or delivery date if such
failure is caused, in whole or in part, by (i) a Force Majeure event; (i) failure to obtain, or delay in obtaining, any
required Under[ymg Rights; (iii) construction delays; or {iv) any other circumstances beyond the control of Granite:
“Underlying Rights” means-any and all agreements, licenses, conduit use agreements, pole attachment agreements,
leases, easements, access rights; rights-of-way, franchises, permits, governmental and régulatory approvals and
authoiizations, and other rights, consents, and ‘approvals that are necessary to construct, install, maititain, operate, and
repair the Core Network and/or for Granite to provide VoIP Services. Without llmltmg the foregeing, Underlying
Rights include agreements for Off-Net Services that are necessary for Granite to provide VoIP Services.
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(c) VoIP Services utilize CPE purchased at Customer’s owh expensé (unless othérwise
prowdcd in the Service Order Documents) and/or either provided by Granite or otherwise approved by Granite and/or
its Provider(s). With réspect to. CPE provided by Granite, Customershall. {a) use such CPE for VoIP Services
provided by Granite and Customer is not authorized to- use CPE for any other purpose; (b) comply with all
"documentation and manufacturer’s. instructions; and (c) take réasonable measures to. protect and care for CPE:
Customer is responsible for all loss, damage or destruction to CPE, Promptly upon notice from Granite, Customer-
shall :eliminate any hazard, interference or-Service obstruction that any ‘such.CPE is cansing or may cause as
-reasonably determined by Granite. Granite may, at its:sole and absolute discretion, suspend Service if any CPE does
not comply with the provisions- herein.

1.3. Acgess.

{a)- ‘Upon expiration or termination of the appllcable Service Teim, Customer shall .grant
Gratiite access 1o ifs premises as necessary to enable Granite to remove the Provider Equipinent and zny eleménts of
the Core Network, Granite, its employees, contractors and/or. -agents shall have access to any Provider Equipmerit,
elements of the Core Network or facilities.at a Customer premises:

‘1.4 Provisioning. Customer must prov;de Granite. with (i) a network assessment worksheet (in a form
provided by or acceptable to Granite) for purposes of determining the current status and support characteristics of
key network protocols, setviceés and settings (including, but not limited to, a sité survey doctiment and Custoiner’s
locat ared network(s) minimum rietwork requirements and firewall specifications) nécessary for providing VoIP
‘Services to-Customer; and (ii) detail inventory -of telephone numbers to be poited to Granite, and: (jii) for each
telephone number being ported {A) account name, (B) account address, and (C) account number. Customer
acknowledges that the provisioning of VoIP Services depends on the accuracy and timely receipt of information on
the network assessment worksheet, other documents and/or resporses to guestionnaires and -additional questions from
Granite. Granite is not responsible for any delays in provisioning or failures of VoIP- Servwes related to inaccurate
informiation provided by Customer or changes in‘Customet’s network that are not communicated to Granite. Granite
and/or its Providers will evaluate, design and provision VoIP Servicés based o & configuration- proposed to, and
accepted by, Customer, Customer-acknowledges that there is o guaranty that Customer’s current CPE or préviously
purchased or installed equipment can be used with VoIP Services:

1.5 Customer Provided Bandwidth. 1f Customer chooses.to order VoIP Services utilizing its own.
separate Internet connection, whether or not ordered from Granite or a third party provider (i.e. “customer provided .
bandwidth, “CPB” or “over the top”) and: not order sich: VoIP Services over Granite MPLS Services, {hen the.
following, condltlons apply: () such VoIP Services shall be. con51dered a “best efforts” VoIP Services, which. means .
that Granite will-not providé any service fevel agreements, warranties or guaranties, including, without limitation, for
the voice quality; (b) Customer is responsible for (i) procurément, sizing, installation, confi iguration and operation of.
the CPB (ii) maintenance, repair and replacement of CPB, and (iii} installation ard activation -CPE for the VoIP
Serv:ces, in each case unless Customer separately contracts with Granlte to provide-such services, and: (¢). Customer
network at such-locations meéts Granite’s requirenients for such VoIP Services.

1.6 Hosted PBX Services,

(a) Unless otherwise provided in Sefvice Order Documents executed by Granite, Hosted PBX
Services include the following: (i) monthly recurring seat charges, (it) features (based upon the package selected by
‘Customer on the Service Order Documents and: specifically excluding those features set forth'in Section 1. 6(b)), (i)
local usage; and (iv).a tong distance usage package per seat per month, Depending on the specific long distance
usage package, Customer may pool the allotted long distance usage over the number of seats at the same location.
‘Custonier will be charged at Granite’s then current MOU overage rate for long distance usage in excess of the amount
‘set forth above,

(b) Unless otherwise provided in Service Order Documents executed by Granite, all other
services and features will not be included in the Hosted PBX Services and will be provided at an additional charge,
including, but not [imited to: (i) directory llstlngs {ii) non-published, (m) internationat calling and offhore calls to
U.S. territories, (iv) cllrectory assistance calls, (v} toll free services, (vi) call completion-and any other pay-per-use
features, (vii)-all repair services, and (vm) non-recurring charges, including, but not limited to, service order charges,
installation fees, no trouble- found fees, and tag and locate fees.
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1.7 SIP Trunking Services; Bursting. If selected by Customner as part of the SIP Trunking Services,
Customer inay order and purchase the ability to burst or g0 over the number of purchiased SIP trunks wheén Customer’s
call volume so requires. For-Customers selecting the bursting option, Granite will calculate for each calendar month
the highest daily number of concurrent-SIP trunks used in excess of the SIP trunks purchased by Customer, Graiite:
shall bill, and Customer shall pay, an additional MRC for each such additional SIP trunk at Granite’s then current
rate for such bursting,

18 Maintenance,

(a) Granite will conduct {or cause to be conductéd) scheduled maintenance -of On-Net'
Services that is feasonibly expected to interrupt VoIP Services between 12:00 midnight.and: 6:00 a.m. lodal time: or,
upon Custoriier’s reasonable request, at a time mutually agreed to by Customer and Granite. Granité will use

commercrally reasonable efforts to notify Customer of scheduled mainténance that is reasonably expected to interrupt
Service, via telephone or e-mail, no less than two (2) business days prior to commmencement of such miaintenarice

-activities. Customer shall’ prowde a list of Customer contacts for- maintenance .and escalation purposes, which may

be included on the Service Order Documents, and Customer shall provide updated lists to Granite, as necessary. With
respect to Off—Net Services, Granite’s may interrupt VolIP Services for scheduted maintenance and other operational
reasons, and Grariite will use contiiiercially reasonable efforts to provide two (2) ‘business, days -notice. Except as
otherwise provided in the Agreement, Customer shall not be entitled to receive any remuneration. for such schedule
interruptions.

(b) ‘Graniie and/or its Providers may perform emergency maintenance of On-Net Services or

'Off-Net Services in their respective sole and absolute discretion, with or without prior notice to Ciistomer, fo preserve

the overall 1ntcgr1ty of the Core Network or such Provider’s. network Granite will use commercially reascnable
efforts to notify Customer, as soon as reasonably practicable, of any such emergency maintenance. activity that

‘materially and adversely impacts any VoIP Services.

19 Call Duration, Fraudulent Calls, Etc.

'(a) All uset traffic must be “IP Ongmated” which means voice. traffic’ which Custemer
represents and certifies as utilizing TCP/IP as a transmission protocol from the Customer’s originating equipment
(i.e. SIP phones, SIP PBX, TDM to.SIP Gateway, IP adapter, etc.).to a TCP/IP gateway. Traffic identified as non-1P
Originated is subject to incremental surcharge per mirtute on.all calls.

(b) Each call’s jurisdiction shall be determined by the geographic original point attributed fo
the outpulsed, valid Automatic Number Identification (ANT) and Custome:’s called nutnber, Cusiomet is reqitired to
utilize and outpulse ANIs that are reglstered with: the North American Nunibering Plan Administration (NANPA)
and which have been provided to Granite prior to-outpilse. Unless otherwise approved by Granite in its sole and
absolute discretion, Customer may not outpulse anonymous phone numbers, defined as those numbeis. that do not
conform to a Customcr—prowded ANI (i.e. 8XX) or otherwise have an indeterminate jurisdiction. Anonymaous
nuibers. may be blocked, failed or billed at. infrastate rates based- on the rates applicable to Customer’s physical
locdtion where the call orlgmates

{c) In the event Granite discovers fraudulent usage, nothing coritained herein shall prohibit
Granite from taking immediate action that Granite deems to be. reasonably necessary to prévent.such fraudulent
usage from taking place including, without limitation, blocking, re-blocking, or terminating-VoIP Servige(s) to.or
froin specific locations; provided that Granite shall not be required under any circumstances to take such action.

(d) Granite’s fair use pohcy (“Fair Use Policy™) is to prevent abuse; fraud or unreasonable
exploitation of Granite’s unlimited usage service plans, as applicable; and. unireasonable overutilization of Granite’s
facilifies. Granite’s unlimited cilling plans are inteénded solely for normal commercial use. Granite’s unlimited
calling plans are designed only for continuous live dialog between. two individuals. Unisual calling pattems,
excessive called numbers and/or consistent excessive usage will each be considered an indicator that usage is
exceeding norinal standards. Gramte 5 unfimited calling plans may not be: used for auto-dialing,. continuous; of -

.extensive call forwarding, excessive conferencing, inibound/outbound centralized or distributed call center activity,

inbound/outbourid customer service, telemarketing (mcludmg charitable or - political solicitation or polting), fax or
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voicemail blasting, or for continuous or extensive-chat line access, or as an open telephoae line a's_' a mionitor, int'etjcom
or transcription service.. Granite has other plans applicable for such applications and businesses. Granite resefves
the right to monitor call traffic patterns-and determine, in‘its'sole discretion, what is normal visage.

(&) Customer shall not pags:900, 560, 700, or invalid numbers,

63) Customer is aware-and acknowledges that Granite has no control over the international
rtoutes of its Providers. Theréfore, Granite cannot assure or guarantee calls/voice quality for all international ‘traffic.
Customer agrees that all calls completed will be considered valid and billable, regardless of call quality.

{g)  IfCustomer wishes to block international calls, Customér must erisure that such request.is
in writing, -in the body of the Service Order for the’ VoIP Services for which international blocking is to be applied.
Any such blocking request that is not in writing will not be valid. For the purpose of call blocking, “international”
refers only to those calls. using a 011 prefix. Thus, for example, phone calls from the United States.to Canada are not
International calls and cannot be blocked. Ttis Customer’s responsibility to understand the limits on any call blocking
funetionality. Granite, in its.sole discretion, may block cafls to'certain countries based on the rlsk of fraud, provided,
Customer may request Granite to unblock such countries and in such event shall be responsible for all calls to-such.
countries,

(k) Accall is considered completed when it is answered by either a live person, or by voicemail
systems, answering miachines, private branch exchanges; or interéxchange switching: equipment. Granite begins
‘billing at call pickup. Inthe event more than forty percent (40%} of total call attempts (inbound, outbound or toll
free) in a billing penod are abandoncd or 1ncomplete for any reason, Granite reserves the right fo disconnect the:
‘seat/circuit and/or to charge; and Customer shall pay, an addltlonal surcharge per abandoned call during such billing
period.

(i) Ifin any given month more than ten petcent (10%) of Customers calls are'six (6} seconds
or less in duration (“Short Duration Calls™), then Granite will assess.a surcharge for stich Shiort Duration Calls per-
call.

W Granite reserves the right to monitor Customer’s calling patterns. Shoild Granite
detérmine Customer has exhibited calling patterns that are uncustomary or-exceed normal outbound to inbound
ratios, Granite reserves the right to assess either a one time or rate per minute surcharge on all inhound calls,

k) International calls terminating ‘to a wireless device, such as -a cellular phone, pager,
personal computer, or persanal digital assistant may have.a separate higher rate applied. Custorner shall be. responsible:
for payment of any additional charges s a result of the applled rate, which will: appear as'an international mobile
termination charge on Customer’s bill,

1:10.  Music On Hold Service. Castomer may also be purchasing Granite’s music hosting services (the-
*Music Hosting Services™), which may:be purchased separately, Customer grants to: ‘Granite and its Providers.a. non-
exclusive, worldwide, and royalty-free license for the termi of these Music Hosting Services to edit; modify, adapt,
translate, exhibit, publish, transmit, participate in the transfer of; reproduce, create detivative works from, distribute,
perform, display, and otherwise use Customer’s content as necessary for the- purposés of rendering and operafing the
Music Hosting Services. If Customer provides Granite with material that Customer wishes Granite to host. (e.g.,
custom music for-Customer’s music on hold) {“Custom Materials”), Customer represents and warrants that Customier
has ‘obtained and will maintain:all necéssary and appropriate rights, approvals and/or licenses for use of the Custom
Materials. Customer agrees.to indetnnify and hold Granite, its officers, directors, employees, affiliates, Providers,
‘other ‘suppliers and shareholdérs harinless for all third party claims arising out-of use of the Custom Materials.
Customer expressly: (a) grants to Granite and its Providers and other suppliers a license to cachie matérials distributed
or made available for distribution via the Music Hosting Services, including content suppliéd by third parties and (b)
agrees that this caching is not an infringement of any of Custoiner’s intellectual property nghts or'any third party’s
intellectual property rights. Customer shall indemnify and hold harmless Granite (including its reasonable attorneys’
fees and expenses)in connection with any claim orviolation of any intellectual property rights in related tomaterials
disiributed or made available for distribution via the Music. Hosting ‘Services.
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1.11  VoIP Assurance Plan.. If selected by Customer, the “VoIP Assurance Plan” may includé, for a
monthly recurring charge based on the package ordered by Customer: (a) maintenance for équipment, service aiid
repairs; (b) 24/7/365 remote alarm monitoring; (c) on-site and/or remote support; {d) second-day paris replacement;
and (e} first response priority, Other charges may apply. Customer may cancel the VoIP Assurance Plan within ten
( 10) days of the Service Start Date without. charge. Followmg ten (10) days after the Service Start Date, the
‘minimum service term for the VoIP Assurance Plan is thirty (30) days. Should Customer fail to provide reasonable
access to Granite to diagnose.and/or répair service issues, Granite will be excused from performance. The logistics
of such access shall be mutually agree upon in advance and occur during regular businéss hours.

1,12 Alarm Systems$ and VoIP Services. To the extent that Granite provideés VoIP Seérvices. which
Customer ytilizes for transmission of alarm system signals, Customer-acknowledges that Granite is not responsible:
for the functionality-of such alarm systems and signals. Customer understands that VolIP Services and otlier Services
are ot infallible. Customer specificatly acknowledges that Granite does not represent or warrant that the transmission.
of alarm signals will not be interrupted, circumvented or compromised. If VoIP Services are not operative, no alarm
signals can be received by the. momtormg station, Customer understands that VoIP Services may be impaired or
interrupted by atmospheric conditions, including electrical storms, power failures or other conditions and events
beyond Granite’s control. The use-of VoIP Services or other internet-based telephone service may prevent from the
transmission of alarm: signals at any time, and/or intetfere- with the telephone line-seizurs. features of Customier’s
alarm- system. In the event Customer elécts fo use VoIP Seryices for alarm lines: CUSTOMER IS RESPONSIBLE
FOR HAVING THESE SERVICES TESTED BY AN AUTHORIZED ALARM INSPECTION COMPANY TO
ENSURE SIGNAL TRANSMISSION FEATURES ARE OPERATIONAL. THESE FEATURES INCLUDE BUT
ARE NOT LIMITED TO PROPER FUNCTIONING OF LINE SEIZURE AND THE SUCCESSFUL:
TRANSMISSION OF SIGNALS TO THE MONITORING STATION. Customer accepts full responsibility for
alarm system: compliance with the authority having jurisdiction.

2. Rates and Charges, Rates and Charges for VolIP Services are as set forth in the-applicable Service Order
Document(s).
3, Service Term. The initial minimum Service Term of all VoIP Services shall begin on the Service Start Date

and shall be as set forth in the applicable Service Order Documents or other writing accepted by Granite, provided,
notw1thstandmg the foreégoing all VoIP Services shall'commiit to, and shall be deemed fo have committed to, an initial
minimum Service Term of at ledst twelve (12) months from the:Service Start Date, Service Térms may be extended
for.additional monthly increments due to specific offerings or pmmotlonal terms.

©) Granité Telecommuniications, LLC, May. 2018. All righits réserved,
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Exhibit E to
Attachment E to
Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The Access Services (Off-net Services) SLA is hereby amended as set forth below and
supersedes all prior documents submitted by Granite Telecommunications, LLC or

discussed by the parties.

ACCESS SERVICES (OFF-NET SERVICES)
SERVICE LEVEL AGREEMENT

Access Services (Off-Net Services) will be measured based on Service Level Agreement Objectives (“SLA
Objectives™) set forth in Section 1. SLA Objectives are based upon intended/target performance levels/criteria of

Provider(s).

1. SLA Objectives. SLA Objectives are as follows:
Table 1
DIA it ol Ethernet IPLS : C
: over Fiber | Etherr MPLS Asym EoC
DeLpes (EOF) C”?Pgr ; i
Network
Availability 99.90% 99.90% 99.50% 99.90% 99.50%
MTTR 8 hours 8 hours 8 hours 8 hours 8 hours

CPEMTTIR | 7 pysiness days | 2 business days | 2 business days | 2 business days 2 business days

Install Interval | 45 business days (120 business days| 90 business days 120 business days| 90 business days

SLA Objectives are effective as of the first (1%) day of the second (2"%) month after the Activation Date of each
specific Access Services circuit. 4/l SLA Objectives will be measured on a carrier by carrier basis using each
Provider's definitions and criteria for each of the factors involved in calculating such service level agreements
including, but not limited to, trouble resolution, service outage time, excluded outage time and outage count. SLA
Objectives apply only to the Access Services segment between the points where traffic enters Provider’s core
switching equipment and the point where it leaves Provider’s core switching equipment.

In no event shall any failure to meet any SLA Objectives constitute, or be deemed to constitute, a breach by Granite
of the Agreement with Customer.

SLA Objectives do not apply to VolP Services, see separate VolP Services Service Level Agreement.

2. Descriptions and Definitions.
Network Availability
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“Network Availability” will be an average of actual minutes of availability of all Customer IP logical
connections as a percentage of the total IP logical connection available minutes as measured over a calendar
month and shall be calculated as follows:

Network Availability = ((Calendar Month Minutes - Excluded Outage Time Minutes - Outage Time
Minutes)/(Calendar Month Minutes - Excluded QOutage Time Minutes)) x 100

The measurement period for Network Availability commences upon receipt of Customer’s report of a service outage
and creation of a trouble ticket by Granite.

Mean Time to Repair
“MTTR” = (Service Outage Time Hours - Excluded Outage Time Hours)/Outage Count, provided that Service

Outage Time, Excluded Outage Time and Outage Count are measured over a single calendar month.

CPE MTTR
Replacement equipment provided by Granite will be shipped for second (2") business day delivery for Customer
self-installation so long as (a) the trouble is isolated to the Granite provided and managed equipment and (b) the root

cause of the failure is determined by Granite by 1pm EST.

Install Interval

“Install Interval” is defined as the number of business days beginning on the date when Customer has provided
Granite with (a) signed Service Order Documents for Access Services and such Service Order Documents are a
“clean order” (meaning Customer has provided Granite with all information necessary to place the order),
acceptable in all respects to Granite and (b) Granite and/or Provider(s) have accepted the service order, and ending
on the Activation Date of such specific circuit. Install Intervals apply to each specific circuit individually. Install
Intervals exclude any service location where facilities are determined to be unavailable or impaired by the
underlying local access provider or where construction or permitting is required.

Chronic Qutages
If any service location circuit experiences a “Chronic Outage™ (meaning within any given calendar month, a specific

affected Access Services experiences three (3) or more outages in violation with an SLA Objective), Customer may
request an escalation of repair in accordance with Granite’s escalation procedures and, upon receipt, Granite will
have ten (10) business days to evaluate and prescribe resolution, including a timeline to complete the prescribed
repairs. If Granite fails to perform the escalation or to resolve the Chronic Outage within the timeline prescribed,
Customer may cancel that particular service location circuit without early termination fees. Service
cancellations/terminations without early termination fees are not available with respect to incidents involving
specific exclusions (as set forth in Section 4).

Escalation Procedures
In the event that more expedited resolution of service-affecting issues becomes critical or Granite exceeds the
MTTR, Granite will implement its established escalation procedures.

3. Service Credits. If Granite does not meet its SLA Objectives, Customer may receive a service credit for
the Access Services impairment, proportional to SLA Objectives’ non-conformance, up to the percentage
identified in Table 2.

Table 2 — Service Credit Percentages

The maximum service credit available in any given month is as follows:

s Maximum Service
SLA Objective Credit
Network Availability 15% of MRC
MTTR 5% of MRC
Page 2 of 4
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CPE MTTR 10% of MRC

Install Interval 10% of MRC

Customer’s sole and exclusive remedy, and Granite’s sole and exclusive liability and responsibility, for any failure
to meet any SLA Objectives is as stated in this Section 3 and is limited to the applicable service credits, if any.

Determination of Service Credits

Service credits hereunder are calculated as a percentage of the then current MRC with respect to the specific Access
Services for which the service credit is requested, and may not be applied to usage charges, government fees, taxes,
surcharges or any third party charges passed through to Customer by Granite. Customer may not receive more than
one (1) service credit per month for any SLA Objective’s non-conformance involving a specific Access Services.
Multiple instances of non-conformance affecting one (1) service location circuit during a particular month will not
be eligible for multiple service credits, however, if approved they will be applied toward the accumulated monthly
statistics. Service credits will not be available for any Access Services terminated by Customer for cause pursuant
to the terms of the Agreement. Service credits may not be carried over into subsequent months and apply only to the
month in which they are issued, regardless of balance owed.

If an incident affects the performance of Access Services and results in a period or periods of interruption,
disruption, failure or degradation in Access Services, entitling Customer to one (1) or more service credits under
multiple SLA Objectives, only the single highest credit with respect to that incident will be applied, and Customer
shall not be entitled to service credits under multiple SLA Objectives for the same incident.

Eligibility for Service Credits

To be eligible for a service credit, Customer must: (a) open a valid trouble ticket documenting the problem and the
SLA Objective’s non-conformance; and (b) timely request the applicable service credit by (i) emailing
dataservicesrepair@granitenet.com with “Access - Service Credit Request” in the subject header or (ii) contacting
Customer’s Granite premier representative, within thirty (30) days after the trouble ticket is closed by Granite. Each
service credit request must reference the applicable trouble ticket number(s) and circuit identifier(s) for the circuit
elements associated with the non-conforming event. Service credit requests will not be accepted for open trouble
tickets.

Service credits will be determined based upon if the actual monthly average of such parameter exceeds the SLA
Objective, except for Network Availability which will be calculated on a cumulative basis in a given month.

Service credit requests will be reviewed and evaluated by Granite in relation to the relevant accumulated statistics in
the month during which an SLA Objective’s non-conforming event is alleged to have occurred. Granite’s
determination as to whether a SLA Objective has or has not been met shall be final. Service credit requests
encompassing multiple months will be prorated in accordance with the statistical accumulations for the month in
which the non-conformance occurred. Granite shall have thirty (30) business days to respond from the end of the
month in which the service credit request is submitted. Service credit requests approved by Granite will be credited
to Customer’s account on the next billing cycle that begins after the service credit approval.

Cumulative service credits in any one (1) month must exceed $25.00 to be processed. In no event shall Granite’s total
liability for any and all interruptions, disruptions, failures, and/or degradations in Access Services (including,
without limitation, any failure to meet any SLA Objective set forth in this Service Level Agreement), exceed the
lesser of (a) the service credit amounts Granite’s receives from its Provider(s), if any, or (b) one hundred percent
(100%) of the MRC for the affected Access Services.

4. Specific Exclusions. SLA Objectives do not include periods of service outages or other service level
deficits, in whole or in part, due to any of the following causes and/or exclusions:
e  Customer fails to report the issue or request a trouble ticket.
®  Service interruptions or delays arising out of or in connection with, but not limited to, the following:
(a) any act or omission on the part of Customer or a third party; (b) interruption occurring because
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5.

Customer elects not to release the Service for testing and repair by Granite but continues to use it
on an impaired basis; (c) failing to provide access to Customer premises as reasonably requested by
Granite, its Providers or their agents to enable Granite to comply with its obligation, including
having a Customer representative present to assist in performing diagnostic testing and to resolve
problems should they exist; (d) the failure of a service or equipment that is not part of Access
Services; (e) any inside wiring; and/or (f) CPE, router or firewall configuration changes made by
Customer or made in response to security threats, breaches or attacks.

Granite or Customer’s scheduled outages, network maintenance or emergency maintenance.

Any failure, issue or delay associated in whole or in part with Customer’s provided connection
to the Granite’s network and/or Provider’s networks including, but not limited to, local access and
cross-connect.

Any failure, issue or delay associated, in whole or in part, with Customer’s or third party’s
software, equipment, applications, facilities and/or internal network.

Any event or occurrence that results in “no trouble found” by Granite.

Access Services that have not been accepted by Customer or issues that occur within the first thirty
(30) days of the Activation Date of a specific Access Service.

Access Services that do not directly interface a port on Granite’s or its Provider’s network via physical
or logical connection.

During emergency network conditions where dynamic rerouting is required.

Only apply to circuits originating and terminating in the contiguous United States.

Miscellaneous. Capitalized terms not defined herein shall have the meaning set forth in the General Terms

of Service or the applicable Additional Terms of Service.
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Attachment E to
Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE

TELECOMMUNICATIONS, LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The Access Services (On-net Services) SLA is hereby amended as set forth below and
supersedes all prior documents submitted by Granite Telecommunications, LLC or
discussed by the parties.

ACCESS SERVICES (ON-NET SERVICES)
SERVICE LEVEL AGREEMENT

Access Services will be measured based on Service Level Agreement Objectives (“SLA Objectives”) as set forth in
Section 1. SLA Objectives are based upon intended/target performance levels/criteria of Granite’s Core Network.

1. SLA Objectives. SLA Objectives are as follows:

On-Net Services
Table 1: On-Net Services

Network Availability 99.99%
MTTR 8 hours
CPE MTTR 2 business days
Install Interval 90 business days

SLA Objectives apply only to On-Net Services. SLA Objectives are effective as of the first (1) day of the second
(2"Y) month after the Activation Date of such specific Access Services.

Off-Net Services

Notwithstanding anything to the contrary contained herein or in any other document including, but not limited to,
the General Terms of Service or the VIP Services Terms of Service, SLA Objectives and service credits, if any, shall
not apply to all or any portion of Off-Net Services used to provide Access Services. In the event of any failure of
network availability of such Off-Net Services or failure to meet any other service level agreements of such Off-Net
Service provided by Granite and/or its Provider(s) to Customer, Granite agrees to pass through a service credit equal
to the service credit received by Granite from such Provider(s), if any. Customer’s sole and exclusive remedy, and
Granite’s sole and exclusive liability and responsibility, for any failure of network availability of such Off-Net
Services or failure to meet any other service level agreements of such Off-Net Services is as stated in the preceding
sentence. All Off-Net Services service level agreements will be measured on a Provider by Provider basis using
each Provider’s definitions and criteria for each of the factors involved in calculating such service level agreement,
including but not limited to, trouble resolution, service outage time, excluded outage time and outage count. Service
credits, if any, for Off-Net Services shall not exceed the service credit amounts Granite receives from its

1070051-001/00029078-1}
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Applicability.
In no event shall any failure to meet any SLA Objectives or Off-Net Services service level agreements constitute, or

be deemed to constitute, a breach by Granite of the Agreement with Customer.

SLA Objectives do not apply to VolP Services, see separate VoIP Services Service Level Agreement.

2. Descriptions and Definitions.

Network Availability

“Network Availability” will be an average of actual minutes of availability of all Customer IP logical
connections as a percentage of the total [P logical connection available minutes as measured over a calendar
month and shall be calculated as follows:

Network Availability = ((Calendar Month Minutes - Excluded Outage Time Minutes - Outage Time
Minutes)/(Calendar Month Minutes - Excluded Outage Time Minutes)) x 100

The measurement period for Network Availability commences upon receipt of Customer’s report of a service
outage and creation of a trouble ticket by Granite.

Mean Time to Repair
“MTTR” = (Service Outage Time Hours - Excluded Outage Time Hours)/Outage Count, provided that Service

Outage Time, Excluded Outage Time and Outage Count are measured over a single calendar month.

CPE MTTR

Replacement equipment provided by Granite will be shipped for second (27) business day delivery for Customer
self-installation so long as (a) the trouble is isolated to the Granite provided and managed equipment and (b) the root
cause of the failure is determined by Granite by 1pm EST.

Install Interval

“Install Interval” is defined as the number of business days beginning on the date when Customer has provided
Granite with (a) signed Service Order Documents for Access Services and such Service Order Documents are a
“clean order” (meaning Customer has provided Granite with all information necessary to place the order),
acceptable in all respects to Granite and (b) Granite and/or Provider(s) have accepted the service order, and ending
on the Activation Date of such specific Access Services. Install Intervals apply to each specific Access Service
individually. Install Intervals exclude any service location where facilities are determined to be unavailable or
impaired by the underlying local Access provider or where construction or permitting is required. If Access services
are provided via Ethernet over Fiber (EOF), Install Interval may be up to 120 days.

Chronic Qutages
If any service location circuit experiences a “Chronic Outages™ (meaning within any given calendar month, a

specific affected Access Service experiences three (3) or more outages in violation with an SLA Objective),
Customer may request an escalation of repair in accordance with Granite’s escalation procedures and, upon receipt,
Granite will have ten (10) business days to evaluate and prescribe resolution, including a timeline to complete the
prescribed repairs. If Granite fails to perform the escalation or to resolve the Chronic Outage within the timeline
prescribed, Customer may cancel that particular service location circuit without early termination fees. Service
cancellations/terminations without early termination fees are not available with respect to incidents involving
specific exclusions (as set forth in Section 4).

Escalation Procedures
In the event that more expedited resolution of service-affecting issues becomes ctitical or Granite exceeds the
MTTR, Granite will implement its established escalation procedures.

3. Service Credits. If Granite does not meet its SLA Objectives, Customer may receive a service credit for
1070051-001/00029078-1}
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the Access Services impairment, proportional to the SLA Objective’s non-conformance, up to the percentage

identified in Table 2.

Table 2: On-Net Services - Service Credit Percentages
The maximum service credit available in any given month is as follows:

SLA Objective M“iw"“’i“
Network Availability 15% of MRC
MTTR 5% of MRC
CPE MTTR 10% of MRC
Install Interval 10% of MRC

Customer’s sole and exclusive remedy, and Granite’s sole and exclusive liability and responsibility, for any failure
to meet any SLA Objectives is as stated in this Section 3 and is limited to the applicable service credits, if any.

Determination of Service Credits

Service credits hereunder are calculated as a percentage of the then current MRC with respect to the specific Access
Services for which the service credit is requested, and may not be applied to usage charges, government fees, taxes,
surcharges or any third party charges passed through to Customer by Granite. Customer may not receive more than
one (1) service credit per month for any SLA Objective’s non-conformance involving a specific Access Services.
Multiple instances of non-conformance affecting one (1) service location circuit during a particular month will not
be eligible for multiple service credits, however, if approved they will be applied toward the accumulated monthly
statistics. Service credits will not be available for any Access Services terminated by Customer for cause pursuant
to the terms of the Agreement. Service credits may not be carried over into subsequent months and apply only to the
month in which they are issued, regardless of balance owed.

If an incident affects the performance of Access Services and results in a period or periods of interruption,
disruption, failure or degradation in Access Services, entitling Customer to one (1) or more service credits under
multiple SLA Objectives, only the single highest credit with respect to that incident will be applied, and Customer
shall not be entitled to service credits under multiple SLA Objectives for the same incident.

Eligibility for Service Credits

To be eligible for a service credit, Customer must: (a) open a valid trouble ticket documenting the problem and the
SLA Objective’s non-conformance and (b) timely request the applicable service credit by (i) emailing
dataservicesrepair@granitenet.com with “Access - Service Credit Request” in the subject header or (ii) contactin g
Customer’s Granite premier representative, within thirty (30) days after the trouble ticket is closed by Granite. Each
service credit request must reference the applicable trouble ticket number(s) and circuit identifier(s) for the circuit
elements associated with the non-conforming event. Service credit requests will not be accepted for open trouble
tickets.

Service credits will be determined based upon if the actual monthly average of such parameter exceeds the SLA
Objective, except for Network Availability which will be calculated on a cumulative basis in a given month.
Service credit requests will be reviewed and evaluated by Granite in relation to the relevant accumulated statistics in
the month during which an SLA Objective’s non-conforming event is alleged to have occurred. Granite’s
determination as to whether a SLA Objective has or has not been met shall be final. Service credit requests
encompassing multiple months will be prorated in accordance with the statistical accumulations for the month in
which the non-conformance occurred. Granite shall have thirty (30) business days to respond from the end of the
month in which the service credit request is submitted. Service credit requests approved by Granite will be credited
to Customer’s account on the next billing cycle that begins after the service credit approval.

1070051-001/00029078-1}
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Cumulative service credits in any one (1) month must exceed $25.00 to be processed. In no event shall Granite’s
total liability for any and all interruptions, disruptions, failures, and/or degradations in Access Services (including,
without limitation, any failure to meet any SLA Objective set forth in this Service Level Agreement) exceed one
hundred percent (100%) of the MRC for the affected Access Services.

4. Specific Exclusions. SLA Objectives do not include periods of service outages or other service level
deficits, in whole or in part, due to any of the following causes and/or exclusions:

e  Customer fails to report the issue or request a trouble ticket.

e  Service interruptions or delays arising out of or in connection withthe following: (a) any act or
omission on the part of Customer or a third party; (b) interruption occurring because Customer
elects not to release the Service for testing and repair by Granite but continues to use it on an
impaired basis; (c) failing to provide Access to Customer premises as reasonably requested by
Granite or its agents to enable Granite to comply with its obligation, including having a Customer
representative present to assist in performing diagnostic testing and to resolve problems should they
exist; (d) the failure of a service or equipment that is not part of Access Services; (e) any inside
wiring; and/or (f) CPE, router or firewall configuration changes made by Customer or made in
response to security threats, breaches or attacks.

Granite or Customer’s scheduled outages, network maintenance or emergency maintenance.
Any failure, issue or delay associated, in whole or in part, with Off-Net Services, including but not
limited to, local Access and cross-connects.

e  Any failure, issue or delay associated, in whole or in part, with Customer’s or a third party’s software,
equipment, applications, facilities and/or internal network.,

¢  Any event or occurrence that results in “no trouble found” by Granite.

*  Access Services that have not been accepted by Customer or issues that occur within the first thirty
(30) days of the Activation Date of a specific Access Services.

®  Access Services that do not directly interface a port on Granite’s or its Provider’s network(s) via
physical or logical connection.

During emergency network conditions where dynamic rerouting is required.
Only apply to circuits originating and terminating in the contiguous United States.

5. Miscellaneous. Capitalized terms not defined herein shall have the meaning set forth in the General Terms
of Service or the applicable Additional Terms of Service.

1070051-001/00029078-1}
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Exhibit G to
Attachment E to
Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The VoIP Services SLA is hereby amended as set forth below and supersedes all prior documents submitted by
Granite Telecommunications, LLC or discussed by the parties.

VoIP SERVICES
SERVICE LEVEL AGREEMENT

VolIP Services, including SIP Trunking, Hosted PBX, SIP primary rate interface services, Hosted Voice, Virtual Auto
Attendant, Virtual Voicemail and other Voice over Internet Protocol (VoIP) services will be measured based on
Service Level Agreement Objectives (“SLA Objectives”) as set forth in Section 1. SLA Objectives are based upon
intended/target performance levels/criteria of Granite’s Core Network.

1. SLA Objectives. SLA Objectives are as follows:

On-Net Services Performance

General Standard. Granite will use commercially reasonable efforts to maintain its overall VoIP Services quality.
The quality of VoIP Services shall be consistent with industry standards and sound business practices.

Specific Interruptions in VoIP Services. If there are Interruptions in VoIP Services, which are not due to specific
exclusions as set forth in Section 4, then Customer may be eligible to receive a service credit for the portion of the
specific VoIP Services that the Interruption affects. A service credit will be made when an interruption occurs because
of a failure of any On-Net Services or other components furnished by Granite.

“Interruption™ means a Level 1 Event or a Level 2 Event.

“Level 1 Event” means a critical problem that relates to the fundamental functionality of the affected VoIP Services
and precludes use of such specific VoIP Services resulting in an out of service condition for the affected VoIP Service
(e.g. hosted seat, DID or call path) including, but not limited to, loss of dial tone, inability to connect calls (incoming
or outgoing) or total network out of service conditions. Granite will respond to a Level 1 Event within four (4) hours
of Customer initiating a trouble ticket with Granite.

“Level 2 Event” means a significant problem that relates to the functionality of the affected VoIP Services, but does
not preclude productive use of the affected VoIP Services. Granite shall respond within eight (8) hours of Customer
initial a trouble ticket with Granite.

There are no service credits available for On-Net Services performance other than a Level 1 Event or a Level 2 Event.

SLA Objectives apply only to On-Net Services. SLA Objectives are effective as of the first (1*) day of the second (2")
month after the Activation Date of such specific VoIP Services.

On-Net Services - Repair/Installation
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2 business days

90 business days

Off-Net Services. Notwithstanding anything to the contrary contained herein or in any other document, including, but
not limited to, the General Terms of Service or the VoIP Terms of Service, SLA Objectives and service credits, if any,
shall not apply to all or any portion of Off-Net Services used to provide the VoIP Services. In the event of any failure
of network availability of such Off-Net Services or failure to meet any other service level agreements of such Off-Net
Service provided by Granite and/or its Provider(s) to Customer, Granite agrees to pass through a service credit equal
to the service credit received by Granite from such Provider(s), if any. Customer’s sole and exclusive remedy, and
Granite’s sole and exclusive liability and responsibility, for any failure of network availability of such Off-Net
Services or failure to meet any other service level agreements of such Off-Net Services is as stated in the preceding
sentence. A/l Off-Net Services service level agreements will be measured on a Provider by Provider basis using each
Provider's definitions and criteria for each of the factors involved in calculating such service level agreement,
including but not limited to, trouble resolution, service outage time, excluded outage time and outage count. Service
credits, if any, for Off-Net Services shall not exceed the service credit amounts Granite receives from its Provider(s).

Applicability.
In no event shall any failure to meet any SLA Objectives or Off-Net Services service level agreements constitute, or
be deemed to constitute, a breach by Granite of the Agreement with a Customer.

2. Descriptions and Definitions.

CPE MTTR

Replacement equipment provided by Granite will be shipped for second (2") business day delivery for Customer self-
installation so long as (a) the trouble is isolated to the Granite provided and managed equipment, and (b) the root cause
of the failure is determined by Granite by 1pm EST.

Install Interval

“Install Interval” is defined as the number of business days beginning on the date when Customer has provided Granite
with (a) signed Service Order Documents for VoIP Services and such Service Order Documents are a “clean order”
(meaning Customer has provided Granite with all information necessary to place the order), acceptable in all respects
to Granite and (b) Granite and/or Provider(s) have accepted the service order, and ending on the Activation Date of
the specific VoIP Services. Install Intervals apply to specific VoIP Services individually. Install Intervals exclude
any service location where facilities are determined to be unavailable or impaired by the underlying local access
provider.

Chronic Qutages
If any service location circuit experiences a “Chronic Outages” (meaning within any given calendar month, a specific

affected VoIP Service experiences three (3) or more outages in violation with an SLA Objective), Customer may
request an escalation of repair in accordance with Granite’s escalation procedures and, upon receipt, Granite will have
ten (10) business days to evaluate and prescribe resolution, including a timeline to complete the prescribed repairs. If
Granite fails to perform the escalation or to resolve the Chronic Outage within the timeline prescribed, Customer may
cancel that particular service location circuit without early termination fees. Service cancellations/terminations
without early termination fees are not available with respect to incidents involving specific exclusions (as set forth in
Section 4).

Escalation Procedures
In the event that more expedited resolution of service-affecting issues becomes critical or Granite exceeds the MTTR,
Granite will implement its established escalation procedures.

3. Service Credits. If Granite does not meet its SLA Objectives, Customer may receive a service credit for
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the VoIP Services impairment, proportional to Interruption affecting such specific VoIP Services.

Customer’s sole and exclusive remedy, and Granite’s sole and exclusive liability and responsibility, for any failure to
meet any SLA Objectives is as stated in this Section 3 and is limited to the applicable service credits, if any.

The measurement period for a service credit begins when Customer reports VolP Services interruption through the
opening of a trouble ticket and makes such specific affected VoIP Services available for testing and repair. The
measurement period for a service credit ends when Interruption is resolved.

Determination of Service Credits
In the event that the Level 1 Event continues longer than eight (8) hours and up to 24 hours, Granite shall issue a credit

equal to 1/30th of the monthly recurring charges for such specific affected VoIP Services and an additional credit of
1/30th (or pro rata portion thereof based on one (1) hour increments) of the monthly recurring charge for such specific
affected VoIP Services for each additional 24 hours (or portion thereof) out of service period.

In the event that the Level 2 Event continues longer than eight (8) hours and up to 24 hours, Granite shall issue a credit
equal to 1/60™ of the monthly recurring charges for such specific affected VoIP Services and an additional credit of
1/60™ (or pro rata portion thereof based on one (1) hour increments) of the monthly recurring charge for such specific
affected VolP Services for each additional 24 hours (or portion thereof) out of service period.

The maximum service credit, if applicable, available in any given month for Repair/Installation SLA Objectives are

as follows:
.. Maximum Service
SLA Objective ""“‘—Cre dit
ICPE MTTR 10% of MRC
Install Interval 10% of MRC

Service credits hereunder are calculated as a percentage of the then current MRC with respect to the specific VoIP
Services for which the service credit is requested, and may not be applied to usage charges, government fees, taxes,
surcharges or any third party charges passed through to Customer by Granite. Customer may not receive more than
one (1) service credit per month for any Interruption involving a specific VoIP Services’ element. Multiple instances
of non-conformance affecting the same specific VoIP Services during a particular month will not be eligible for
multiple service credits, however, if approved they will be applied toward the accumulated monthly statistics. Service
credits will not be available for any VoIP Services terminated by Customer for cause pursuant to the terms of the
Agreement. Service credits may not be carried over into subsequent months and apply only to the month in which
they are issued, regardless of balance owed.

If an incident affects the performance of VoIP Services and results in a period or periods of interruption, disruption,
failure or degradation in VoIP Services, entitling Customer to one (1) or more credits under multiple SLA Objectives,
only the single highest credit with respect to that incident will be applied, and Customer shall not be entitled to service
credits under multiple SLA Objectives for the same incident.

For purposes of calculating service credits, each month is considered to have 30 days.

Eligibility for Service Credits

To be eligible for a service credit, Customer must: (a) open a valid trouble ticket documenting the problem and the
SLA Objective’s non-conformance; and (b) timely request the applicable service credit by (i) emailing
dataservicesrepair@granitenet.com with “VoIP - Service Credit Request” in the subject header or (ii) contacting
Customer’s Granite premier representative, within thirty (30) days after the trouble ticket is closed by Granite. Each
service credit request must reference the applicable trouble ticket number(s) and circuit identifier(s) for the circuit
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elements associated with the non-conforming event. Service credit requests will not be accepted for open trouble
tickets.

Service credits will be determined based upon if the actual monthly average of such parameter exceeds the SLA
Objective, except for Network Availability which will be calculated on a cumulative basis in a given month. Service
credit requests will be reviewed and evaluated by Granite in relation to the relevant accumulated statistics in the month
during which an SLA Objective’s non-conforming event is alleged to have occurred. Granite’s determination as to
whether a SLA Objective has or has not been met shall be final. Service credit requests encompassing multiple months
will be prorated in accordance with the statistical accumulations for the month in which the non-conformance
occurred. Granite shall have thirty (30) business days to respond from the end of the month in which the service credit
request is submitted. Service credit requests approved by Granite will be credited to Customer’s account on the next
billing cycle that begins after the service credit approval.

Cumulative service credits in any one (1) month must exceed $25.00 to be processed. In no event shall Granite’s total
liability for any and all interruptions, disruptions, failures, and/or degradations in VoIP Services (including, without
limitation, any failure to meet any SLA Objective set forth in this Service Level Agreement) exceed one hundred
percent (100%) of the MRC for the affected VoIP Services.

4. Specific Exclusions. SLA Objectives do not include periods of service outages or other service level deficits,
in whole or in part, due to any of the following causes and/or exclusions:

e  Customer fails to report the issue or request a trouble ticket.

e Service interruptions or delays arising out of or in connection with the following: (a) any act or
omission on the part of Customer or a third party; (b) interruption occurring because Customer elects
not to release the Service for testing and repair by Granite but continues to use it on an impaired
basis; (c) failing to provide access to Customer premises as reasonably requested by Granite or its
agents to enable Granite to comply with its obligation, including having a Customer representative
present to assist in performing diagnostic testing and to resolve problems should they exist; (d) the
failure of a service or equipment that is not part of VoIP Services; (e) any inside wiring; and/or (f)
CPE, router or firewall configuration changes made by Customer or made in response to security
threats, breaches or attacks.

e  Granite or Customer’s scheduled outages, network maintenance or emergency maintenance.

e Any failure, issue or delay associated, in whole or in part, with Off-Net Services, including but not
limited to, local access and cross-connects.

e Any failure, issue or delay associated, in whole or in part, with Customer’s or third party’s software,
equipment, applications, facilities and/or internal network.

e  Any event or occurrence that results in “no trouble found” by Granite.

e  VolIP Services that have not been accepted by Customer or issues that occur within the first thirty (30)
days of the Activation Date of the specific VoIP Services.

e  VoIP Services that do not directly interface a port on Granite’s or its Provider’s network via physical or
logical connection.

¢  During emergency network conditions where dynamic rerouting is required.

Only apply to circuits originating and terminating in the contiguous United States.

5. Miscellaneous. Capitalized terms not defined herein shall have the meaning set forth in the General Terms
of Service or the applicable Additional Terms of Service.
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Exhibit H to
Attachment E to
Addendum 1 to
STATE OF OKLAHOMA CONTRACT WITH GRANITE
TELECOMMUNICATIONS, LLC
RESULTING FROM OKLAHOMA STATEWIDE CONTRACT NO. 1014

The Broadband Services SLA is hereby amended as set forth below and supersedes all prior documents submitted by
Granite Telecommunications, LLC or discussed by the parties.

BROADBAND SERVICES
SERVICE LEVEL AGREEMENT

Broadband Services will be measured on the basis of the Service Level Agreement Objectives (“SLA Objectives™)
set forth in Section 1. SLA Objectives for Broadband Services are based upon intended/target performance
levels/criteria of Provider(s).

1. SLA Objectives. SLA Objectives are as follows:

Network Availability 99.50% 99.50%
CPEMTTR - &F S iNtmeh i o

A G T L i 5 2" business day 2" business day
MTTR Nl B '.-i_'. AL 48 hours 48 hours
Install Interval 30 business days 21 business days

All SLA Objectives are effective as of the first (1*) day of the second (2™) month after the Activation Date of each
specific Broadband Service. A/l SLA Objectives will be measured on a carrier by carrier basis using each
Provider's definitions and criteria for each of the factors involved in calculating such service level agreements
including, but not limited to, trouble resolution, service outage time, excluded outage time and outage count. SLA
Objectives apply only to the Broadband Services segment between the points where traffic enters Provider’s core
switching equipment and the point where it leaves Provider’s core switching equipment.

In no event shall any failure to meet any SLA Objectives constitute, or be deemed to constitute, a breach by Granite
of the Agreement with Customer.

SLA Objectives do not apply to VoIP Services, see separate VolP Services Service Level Agreement,

% Descriptions and Definitions.

Network Availability
“Network Availability” will be an average of actual minutes of availability of all Customer IP logical

connections as a percentage of the total IP logical connection available minutes as measured over a calendar
month and shall be calculated as follows:

Network Availability = ((Calendar Month Minutes - Excluded Outage Time Minutes - Outage Time
Minutes)/(Calendar Month Minutes - Excluded Outage Time Minutes)) x 100

The measurement period for Network Availability commences upon receipt of Customer’s report of a service
outage and creation of a trouble ticket by Granite.
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Mean Time to Repair
“MTTR"” = (Service Outage Time Hours - Excluded Outage Time Hours)/Outage Count, provided, that Service
Outage Time, Excluded Outage Time and Outage Count are measured over a single calendar month.

CPE MTTR

Replacement equipment provided by Granite will be shipped for second (2") business day delivery for Customer
self-installation so long as (a) the trouble is isolated to the Granite provided and managed equipment, and (b) the
root cause of the failure is determined by Granite by 1pm EST.

Install Interval
“Install Interval” is defined as the number of business days beginning on the date when Customer has provided

Granite with (a) signed Service Order Documents for Broadband Services and such Service Order Documents are a
“clean order” (meaning Customer has provided Granite with all information necessary to place the order),
acceptable in all respects to Granite and (b) Granite and/or Provider(s) have accepted the service order, and ending
on the Activation Date of such specific circuit. Install Intervals apply to each specific Broadband Service
individually. Install Intervals exclude any service location (i) where facilities are determined to be unavailable or
impaired by Provider or (ii) where construction or permitting is required or weather related issues delay installation.

Escalation Procedures
In the event that more expedited resolution of service-affecting issues becomes critical or Granite exceeds the

MTTR, Granite will implement its established escalation procedures.

3. Specific Exclusions.

(a) SLA Objectives do not include periods of service outages or other service level deficits,
in whole or in part, due to any of the following causes and/or exclusions:

e  Customer fails to report the issue or request a trouble ticket.

e Service interruptions or delays arising out of or in connection with (but not limited to) the
following: (i) any act or omission on the part of Customer or a third party; (ii) interruption occurring
because Customer elects not to release the Service for testing and repair by Granite but continues
to use it on an impaired basis; (iii) failing to provide access to Customer premises as reasonably
requested by Granite, its Providers or their agents to enable Granite to comply with its obligation,
including having a Customer representative present to assist in performing diagnostic testing and to
resolve problems should they exist; (iv) the failure of a service or equipment that is not part of
Broadband Services; (v) any inside wiring, and/or (vi) CPE, router or firewall configuration changes
made by Customer or made in response to security threats, breaches or attacks.
Granite or Customer’s scheduled outages, network maintenance or emergency maintenance.
Any failure, issue or delay associated, in whole or in part, with Customer’s provided connection
to Provider’s network, including but not limited to local access and cross-connect.

s Any failure, issue or delay associated, in whole or in part, with Customer’s or any third party’s
software, equipment, applications, facilities and/or internal network.
Any event or occurrence that results in “no trouble found” by Granite.
Broadband Services that have not been accepted by Customer or issues that occur within the first thirty
(30) days of the Activation Date of a specific Broadband Service.

e Broadband Services that do not directly interface a port on Provider’s network via physical or logical
connection.
During emergency network conditions where dynamic rerouting is required.
Only apply to circuits originating and terminating in the contiguous United States.

(b) Broadband Services are a “best effort” service therefore Granite and Providers cannot
guarantee speeds, network availability or other service levels in most cases. “Best effort” delivery describes a
network service in which the network does not provide any guarantees that data is delivered or that an end user is
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given a guaranteed quality of service level or a certain priority. In a “best effort” network all end users obtain best
effort service, meaning that they obtain unspecified variable bit rate and delivery time, depending on the current
traffic load.

4. Miscellaneous. Capitalized terms not defined herein shall have the meaning set forth in the General
Terms of Service or the applicable Additional Terms of Service.
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