Microsoft Premier Support Services Exhibit:
Cyber Security Architecture and Planning (CAP) Workshop

(Microsoft Affiliate to complete)
Premier Support Services
Description Number

(Microsoft Affiliate to complete)
Schedule Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description
identified above (the “Services Description”). The terms of the Centralized Contract,
Services Description and applicable Exhibits are incorporated herein by this reference.
Any terms not otherwise defined herein will assume the meanings set forth in the
Centralized Contract and the Services Description.

By signing below the entities acknowledge and agree to be bound to the terms as set
forth above.

Microsoft Affliate

Name of Customer (please print) Name

Signature Signature

Name of person signing (please print) Name of person signing (please print)

Date Date

This Exhibit will commence on (the “Commencement Date”) and will

expire on (the “Expiration Date”).

1. Services by Support Location

Country: United States
Premier CAP Workshop

Premier Cybersecurity Architecture and Planning (CAP) Workshop

e 10 day workshop featuring comprehensive support advisory services of
the cyber threat landscape, assessment of organizational and systemic
security risks, evaluation of current architecture, prescription of mitigation
strategies and a strategic roadmap for optimization in order to achieve
your cybersecurity objectives. All work and meetings are performed at
the customer’s location.

e Travel and expenses are included with in the workshop price

App D - CAP Workshop Exhibit Jan 2013 (Final Clean).docx Page 1 of 2



2. MICROSOFT CONTACT

Microsoft Contact: Contact for questions and notices about this Exhibit and the
Services Description:

Microsoft Contact Name:
Address:

Phone: ( )

Email:

Facsimile: ( )

3. CUSTOMER NAMED CONTACTS

a. Premier Customer Named Contacts: Any subsequent changes to the Named
Contacts should be submitted to the Services Resource by the CSM.

CSM Name: Named Contact Name:
Address: Address:

Phone: ( ) Phone: ( )

Email: Email:

Facsimile: ( ) Facsimile: ( )
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Microsoft Premier Support Exhibit:
Cybersecurity Threat Modeling Analysis (CTMA)

(Microsoft Affiliate to complete)

Premier Support Services Description
Number

(Microsoft Affiliate to complete)

Schedule Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description identified
above (the “Services Description”). The terms of the Centralized Contract, Services
Description and applicable Exhibits are incorporated herein by this reference and by accepting
Our performance of Services under this Exhibit You agree to be bound by these terms. Any
terms not otherwise defined herein will assume the meanings set forth in the Centralized
Contract and the Services Description. Regardless of any terms and conditions contained in
any purchase order, the terms of this Schedule apply.

By signing below the entities acknowledge and agree to be bound to the terms as set forth
above.

Name of Customer (please print) Name

Signature Signature

Name of person signing (please print) Name of person signing (please print)
Date Date

This Exhibit will commence on (the “Commencement Date”) and will expire on
(the “Expiration Date”).

1. Services by Support Location

Country: United States
Premier Support CTMA

Premier Cybersecurity Threat Modeling Analysis (CTMA)

¢ 5 day engagement delivered remotely. It helps a client determine what threats
the environment is susceptible to and what mitigations, if any, are in place
today. In addition, it provides risk rankings for unmitigated threats to help you
plan your Cybersecurity approach. The workshop provides a documented
threat model, diagramming the environment being threat modeled. It includes a
description of the threats to each element in the environment and the mitigation
status. Suggestions will be provided for all unmitigated threats or inadequate
mitigations.

e The analysis may be delivered onsite, if so, travel and expenses are not
included, and will be billed separately.
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MICROSOFT CONTACT

Microsoft Contact: Contact for questions and notices about this Exhibit and the Services

Description:

Microsoft Contact Name:

Address:

Phone: ( )

Email:

Facsimile: ( )

2. CUSTOMER NAMED CONTACTS

a. Premier Customer Named Contacts Any subsequent changes to the Named Contacts
should be submitted to the Services Resource by the CSM.

CSM Name: Named Contact Name:
Address: Address:

Phone: ( ) Phone: ( )

Email: Email:

Facsimile: ( ) Facsimile: ( )
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Microsoft Premier Support Services Description Exhibit:
Custom Support Standard Program (Product and/or Service Pack)

(Microsoft Affiliate to complete)
Premier Support

Services Description Number
(Microsoft Affiliate to complete)
Exhibit Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description
identified above (the “Services Description”), which is incorporated herein by this
reference. In this Exhibit “You”, “Your” or “Customer” means the undersigned
customer and “We,” “Us,” or “Our” means the undersigned Microsoft affiliate. Any
terms not otherwise defined herein will assume the meanings set forth in the
Centralized Contract or Services Description.

By signing below the entities acknowledge and agree to be bound to the terms as set
forth above.

Name of Customer (please print) Name

Signature Signature

Name of person signing (please print) Name of person signing (please print)
Date Date

Term

This Exhibit will commence on <insert date> and expire coterminous with the Fee and
Named Contacts Schedule.

1. OVERVIEW. This Exhibit describes the specific areas of service, responsibilities,
fees, and terms associated with Premier Custom Support (“*Custom Support”).
Custom Support will be provided for the Product(s) listed in the attached Fee and
Named Contacts Schedule (“Enrolled Product”) and focuses on the following key
areas: Support Account Management, Problem Resolution Support and Support
Assistance.

2. Available Services.

2.1 Support Account Management. The Services provided under this section
consist of the services described in Section 2.1 of the Services Description.
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2.2 Problem Resolution Support. The Services provided under this section
consist of the services described in Section 2.3 of the Services Description,
unless Your Enrolled Product is a Service Pack.

For all Enrolled Product(s) whose support retired before 1 January 2010: Security
Hotfixes are limited to security vulnerabilities defined as “Critical” and
“Important” for the Enrolled Product by the Microsoft Security Response Center
(MSRC) only.

For all Enrolled Product(s) whose support retired after 1 January 2010: Security
Hotfixes are limited to security vulnerabilities defined as “Critical” for the Enrolled
Product by the Microsoft Security Response Center (MSRC) only. You may
request security Hotfixes for vulnerabilities that are not rated as “Critical” by the
MSRC for an additional fee.

Non-security hotfixes may also be available for an additional fee. However, non-
security hotfixes are NOT available if the Enrolled Product is a service pack;
unless it is the last supported service pack released for the enrolled product.

We will use commercially reasonable efforts to respond to Your requests for
Hotfixes. However, You acknowledge that there may be cases where a Hotfix
cannot be effectively created or provided. This includes “Critical” and
“Important” security hotfixes. Notwithstanding Section 2.3 of the Services
Description, all requests for Problem Resolution Support must be submitted via
telephone by your designated contacts.

For MSRC definitions please refer to Microsoft Security Response Center
Security Bulletin Rating System available at
http://www.microsoft.com/technet/security/bulletin/rating.mspx.

2.3 Support Assistance. Support Assistance provides short-term advice and
guidance for problems not covered with Problem Resolution Support that you
may encounter while using the Enrolled Product, where there is a reasonable
expectation that the issue is limited to the Enrolled Product. Your Services
Resource will work with You to determine Your specific Support Assistance
needs. This Section 2.3 supersedes and replaces Section 2.4 of the Services
Description.

3. PREREQUISITES AND ASSUMPTIONS. Our delivery of Services under this Exhibit
is based upon the following additional Prerequisites and Assumptions:

e All Services will be provided in the English language unless otherwise designated in
the attached Fee and Named Contacts Schedule. If both parties agree to non-
English language support, support times may be extended to enable translation for
which localization fees may apply.

¢ You will maintain the necessary number of Support Account Management, Support
Assistance and Problem Resolution Support hours to support a request for Custom
Support Services or to request a Hotfix.

e The purpose of this Exhibit is not to provide added features, functionality, updates or
design changes but only to address security vulnerabilities defined as “Critical” (or
depending upon the Enrolled Product, “Important”); in the Enrolled Product as
confirmed by the Microsoft Security Response Center.
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The Enrolled Product under this Exhibit covers only the English version, unless
otherwise noted in the attached Fee and Named Contacts Schedule.

Custom Support enrollment fees are nonrefundable. Because you will receive the
benefit of the work done during the Custom Support program, all Custom Support
program fees are calculated as if you enrolled on the first day the Custom Support
program for your Enrolled Product is offered. For example, if Custom Support for
Windows XP SP2 becomes available on July 14, 2010, but you don’t enroll until
October 13, 2011, Your program fee will be calculated from July 14, 2010.

Our delivery of Custom Support is dependent upon availability of resources. This
includes Critical and Important security Hotfixes.

Hotfixes purchased by the customer may be provided by Microsoft to other
customers within the program at any time.

All “per hotfix” fees paid for security and non-security hotfixes, during the term are
non-refundable and must be used for the purpose intended on or before the end of
the term specified in the attached Fee and Named Contacts Schedule.

Access to Microsoft resources for replacement of security and non-security hotfixes
will be terminated following the end of the term specified in attached Fee and Named
Contacts Schedule. If the files downloaded while enrolled in Custom Support are
lost, damaged or otherwise rendered unusable after the term of enrollment has
expired, re-enrollment is required to regain access.

Premier Support is a prerequisite for Custom Support enrollment. The Custom
Support contract dates and Premier Support Services Description contract dates
may differ. If the Premier Support Services contract lapses or is terminated, the
Custom Support contract will be terminated on the same date.

Hotfixes for time zone or Daylight Savings Time issues are not included in the
Custom Support program. These may be made available upon request for a per
hotfix fee.

4. YOUR RESPONSIBILITIES. This section sets forth Your additional performance
obligations under this Exhibit. Our performance is predicated upon Your fulfilment of
the following responsibilities in addition to those set forth herein or in the Services
Description. Failure to comply with the following responsibilities may result in delays of
service.

You must have and maintain a current Premier support service plan. More
specifically, You must be current on all Premier support service plan fees in addition
to the Premier Custom Support fees listed in section 6 below. Any Custom Support
Hotfix fees and applicable localization fees, as set forth in the attached Fee and
Named Contacts Schedule will be billed to You once the Hotfix is delivered to you.

You must install and run the most current service pack for the Enrolled Product(s)
listed in the attached Fee and Named Contacts Schedule (if any) before We will
provide Custom Support services.

You will designate a Contact who will manage all Your activities, tasks, and
responsibilities associated with this Exhibit.
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5. PRODUCT ENROLLMENT. Specific terms including eligible languages, enrolled
product and/or service pack, contract commencement and end dates are set forth in the
attached Fee and Named Contact Schedule.

6. SUPPORT FEES. The non-refundable Custom Support Standard Program Fee and
payment of any applicable taxes are due based on the Fee Summary set forth in the
attached Fee and Named Contacts Schedule. We must be in receipt of a purchase
order, check, or other acceptable form of payment before we will begin providing
Services. We will invoice You for additional Services performed and expenses incurred.
The minimum enrollment term is one quarter (3 months).

7. Excluded Services. The following Services provided under the Services
Description are not available during the Custom Support phase of your Enrolled
Product:

e Workshops and Events
e Support Assistance
e Information Services

e Additional Services. Custom Support is not considered an Additional Service.
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Microsoft Premier Support Services Description Exhibit:
Dedicated Support Engineering (DSE)

(For Microsoft Internal Purposes Only)
Premier Support Services Description
Number

(For Microsoft Internal Purposes Only)
Exhibit Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description identified
above (the “Services Description”). The terms of the Centralized Contract, and Services
Description are incorporated herein by this reference. Any terms not otherwise defined herein
will assume the meanings set forth in the Centralized Contract and Services Description.

By signing below the entities acknowledge and agree to be bound to the terms as set forth
above.

Name of Customer (please print) Name

Microsoft Carnoration
Signature Signature
Name of person signing (please print) Name of person signing (please print)
Date Date
This Exhibit will commence on (the “Commencement Date”) and will expire
coterminous with the Fee and Named Contacts Schedule (the “Expiration Date”).

1. OVERVIEW: The following Services are provided in addition to those set forth in the
Services Description:

2. DEDICATED SUPPORT ENGINEERING: Dedicated Support Engineering is available
during normal business hours (defined below) and supports the specific Microsoft
products/technologies designated in Your Fee and Named Contact Schedule(s) with a focus
on delivering engaged, hands-on preventative support. Dedicated Support Engineering
hours are deducted from the total number of Dedicated Support Engineering hours
designated in your Fee and Named Contacts Schedule(s). Normal business hours are
defined as 8AM to 5PM in the local time where the DSE resources are located, Monday
through Friday excluding holidays. After normal business hours, You should follow existing
Premier Support procedures for initiating and escalating incidents. Your Technical Account
Manager will engage Your Dedicated Support Engineering resource(s) after normal
business hours for critical situations as needed.

3. DELIVERABLES: Dedicated Support Engineering resource(s) will be allocated, prioritized
and assigned as agreed upon by both parties during an initial engagement kick-off meeting,
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which will be documented and delivered to You in a Premier Service Delivery Plan. The
focus of the DSE Services include but are not limited to:

a) Problem Prevention/Incident Resolution designed to:

Supplement the current Microsoft Premier Support engagement through delivery of
timely and high quality problem prevention/incident resolution, both directly and
working in conjunction with Microsoft internal customer support resources.

Work in conjunction with Microsoft internal customer support resources to act as a
‘catalyst’ for incident resolution that are within the Dedicated Support Engineering
resources’ products/technologies skill sets.

Develop and implement strategies for providing proactive support resulting in fewer
incidents, increased availability of Your covered Microsoft products/technologies,
and supportable deployments.

Commercially reasonable attempts will be made to determine root cause of recurring
incidents and provide recommendations to prevent further disruptions in the
designated Microsoft products/technologies.

b) Technical/Business Focus designed to:

Maintain deep knowledge of Your current and future business requirements and
configuration of Your information technology environment to provide high quality
focused support.

Proactively document recommendations of the use of Premier Support related
deliverables, e.g. supportability reviews, healthchecks, workshops, risk assessment
programs, etc. to improve the operational health of the designated Microsoft
products/technologies deployed in Your environment.

Ensure deployment and operation activities are consistent with Your planned and
current implementations of designated Microsoft products/technologies.

Ensure maximum possible knowledge transfer to enhance Your support staffs’
technical and operational skills for the designated Microsoft products/technologies.

Encourage and assist in the creation and maintenance of customer-specific
documentation to support Your environment configuration, disaster recovery,
network topology, IT/Operations scorecard, etc. for the designated Microsoft
products/technologies.

c) Integration of Work designed to:

Ensure tight integration of their work with that of Your assigned Technical Account
Manager to ensure coordinated service delivery.

Develop a relationship with any Microsoft resource(s) at Your site, resulting in more
participation in project planning and thus improved operational health on the
designated Microsoft products/technologies.
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Microsoft Premier Support Services Description Exhibit:
Extended Hotfix Support Program

(Microsoft Affiliate to complete)
Premier Support Services Description

(Microsoft Affiliate to complete)
Exhibit Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description
identified above (the “Services Description”). The terms of the Centralized Contract and
Services Description are incorporated herein by this reference. Any terms not otherwise
defined herein will assume the meanings set forth in the Centralized Contract and Services
Description.

By signing below the entities acknowledge and agree to be bound to the terms as set forth
above.

Name of Customer (please print) Name
Microsoft Corporation

Signature Signature

Name of person signing (please print) Name of person signing (please print)

Date Date

This Exhibit will commence on <insert date>and expire according to the dates as set
forth in Section 3 below.

1. OVERVIEW. This Exhibit allows You to request a Hotfix for the Microsoft software
identified in Section 3 below (“Enrolled Product”), which has entered the Extended
Support Phase.

2. PREREQUISITES AND ASSUMPTIONS. Our responsibilities and ability to
deliver Services under this Exhibit is based upon the following Prerequisites
and Assumptions:

e We will use commercially reasonable efforts to respond to Your requests for
Hotfixes. However, You acknowledge that there may be cases where a
Hotfix cannot be effectively created or provided. Hotfixes are designed to
address Your specific problems and are not regression tested. Hotfixes may
not be distributed to unaffiliated third parties without Our express written
consent.
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e Delivery time(s) for Hotfixes for non-English version(s) of the Enrolled Product
identified in Section 3 below (if any) may vary and localization fees may apply.
e Problem Resolution Support hours or incidents must be available under Your

Services Description in order to request a Hotfix.

e The purpose of this Exhibit is not to provide added features, functionality,
updates or design changes, but only to address problems in the Enrolled
Product which cause the Enrolled Product to crash, lose data or otherwise
materially deviate from the product’s documented functionality.

3. PRODUCT ENROLLMENT. This section identifies the Enrolled Product and any

pertinent exceptions to the Microsoft Lifecycle policy.

Year Enrolled Product Support Dates for Enrolled Eligible
with Version and Product Languages
Service Pack Start Date End Date
X <Insert Product, <Insert start <Insert end <Insert
Product version date of date of languages
and Service Pack, coverage for coverage for | which may
i.e. Internet Extended Extended be covered>
Explorer 6 SP 1> Support> Support>
X <Insert Product, <Insert start <Insert end <Insert
Product version date of date of languages
and Service Pack, coverage for coverage for | which may
i.e. Internet Extended Extended be covered>
Explorer 6 SP 1> Support> Support>
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Microsoft Premier Support Exhibit:
Premier Persistent Adversary & Detection (PAD) Workshop

(Microsoft Affiliate to complete)
Premier Support Services Description Number

(Microsoft Affiliate to complete)
Schedule Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description identified above (the “Services
Description”). The terms of the Centralized Contract Services Description and applicable Exhibits are incorporated
herein by this reference. Any terms not otherwise defined herein will assume the meanings set forth in the
Centralized Contract and the Services Description.

By signing below the entities acknowledge and agree to be bound to the terms as set forth above.

Name of Customer (please print) Name

Signature Signature

Name of person signing (please print) Name of person signing (please print)
Date Date

This Exhibit will commence on (the “Commencement Date”) and will expire on (the “Expiration
Date”).

1. Services by Support Location

Country: United States
Premier PAD Workshop

Premier Persistent Adversary & Detection (PAD) Workshop

e 5 day workshop featuring comprehensive support advisory services designed to help
customers manage the unique cybersecurity risk of persistent adversaries and sophisticated
criminals. Microsoft’s experienced incident response professionals provide this unique
workshop to advise you on how to proactively investigate suspicious events and diagnose
potential intrusions before an unplanned emergency response is required. Strategic
guidance will be shared to help you harden your environment against advanced and
persistent attacks.

e Travel and expenses are included in the workshop price
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2. MICROSOFT CONTACT

Microsoft Contact: Contact for questions and notices about this Exhibit and the Services Description:

Microsoft Contact Name:
Address:

Phone: ( )

Email:

Facsimile: ( )

3. CUSTOMER NAMED CONTACTS

a. Premier Customer Named Contacts Any subsequent changes to the Named Contacts should be submitted to

the Services Resource by the CSM.

CSM Name: Named Contact Name:
Address: Address:

Phone: ( ) Phone: ( )

Email: Email:

Facsimile: ( ) Facsimile: ( )
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Microsoft Premier Support Services Description Exhibit:
Premier Support for Developers (PSFD)

(For Microsoft Internal Purposes Only)

Premier Support Services Descriptio
Nitmher

(For Microsoft Internal Purposes Only)
Exhibit Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description
identified above (the “Services Description”). The terms of the Centralized Contract
and Services Description are incorporated herein by this reference. Any terms not
otherwise defined herein will assume the meanings set forth in the Centralized Contract
and Services Description.

By signing below the entities acknowledge and agree to be bound to the terms as set
forth above.

Name of Customer (please print) Name
Micrnenft Caornaratinn

Signature Signature

Name of person signing (please print) Name of person signing (please
print)

Date Date

This Exhibit will commence on (the “Commencement Date”) and will expire
contemporaneously with the Fee and Named Contacts Schedule (the “Expiration
Date”).

1. OVERVIEW: The following Services are available in addition to those set forth in
the Services Description:

PREMIER SUPPORT FOR DEVELOPERS (PSFD): PSFD Services are focused at
developers who are building, deploying and supporting applications on Microsoft’s
platform. PSFD Services consist of Support Account Management, as described in
Section 2.1, provided by an assigned Application Development Manager (ADM) and
Support Assistance, as described in Section 2.4 of Your Services Description,
provided by Your Application Development Manager (ADM) (with assistance from
other Microsoft engineering resources as necessary). Your Application
Development Manager (ADM) is focused on delivering strategic advice on
development and testing methodologies and on development issues encountered
while using Microsoft products. PSFD Services are available during normal business
hours. Normal business hours are defined as 8AM to 5PM in the local time where
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the Application Development Manager (ADM) resources are located, Monday
through Friday excluding holidays.

2. PREREQUISITES AND ASSUMPTIONS. In addition to those prerequisites and
assumptions outlined in Section 3 of Your Services Description, Our delivery of the
Services outlined in this Exhibit are based upon the following Prerequisites and
Assumptions:

a. The only source code to which You may provide Us access is Microsoft code
or code You own. Regarding such code, Our Services will be limited to
review of the code for the purposes of problem isolation, interoperability
analysis and the development of advice and guidance We provide to You
under the Services Description and this Exhibit. Our modification of such
source code for any reason is outside the scope for these Services.

b. Except as provided in 2.a. above, You agree not to provide Us with access to
non-Microsoft source code or source code information. For any such non-
Microsoft code, Our Services will be limited to analysis of binary data such as
a process dump or network monitor trace for problem isolation purposes only.

c. PSFD Services consist of advice and guidance only. No code based
Services Deliverables will be provided under this Exhibit except for Sample
Code, which is addressed in Your Services Description.

d. Except as expressly set out in the Services Description and this Exhibit, we
are not obligated to assist You in resolving any issue that is caused by non-
Microsoft products(s).

3. FEES. Fees associated with this Exhibit will be reflected in Your Fee and Named
Contact Schedule(s).
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Premier Support Services Description

State and Local Government — Microsoft Premier Support Services Description

(Microsoft Affiliate to complete)
Services Description Number.

(For Microsoft Internal Purposes Only)
MSL Number

This services description (“Services Description”) is made pursuant to the Centralized Contract with OGS, referenced as
PS65963. The Centralized Contract is effective as of January 1, 2013, which is incorporated herein by this reference. In this
Services Description “You”, “Your” or “Customer” means the undersigned Authorized User and “We,” “Us,” or “Our” means
Microsoft. Any terms not otherwise defined herein will assume the meanings set forth in the Centralized Contract. This
Services Description is comprised of this cover page and the Services Description terms below, which are incorporated herein
by this reference.

Name of Customer Contact Name (This person receives invoices under this Services
Description unless otherwise specified on Your purchase order.)

Name of Customer or Affiliate that executed the Agreement if different than the undersigned

Street Address Contact E-mail Address
City State/Province Phone
Country Postal Code Fax

Premier Support is a prepaid service and all fees and any applicable taxes are due upon acceptance of this Services
Description. We must be in receipt of a purchase order, check, or other acceptable form of payment before We will begin
providing Services. We will invoice You for additional Services performed and expenses incurred. Our invoices will be
directed to Your representative for payment at the address shown above unless otherwise provided in a purchase order.
Notwithstanding the foregoing, multi-year Service Descriptions will be invoiced upon Our acceptance of this Services
Description for year one and the remaining installments will be invoiced at the subsequent anniversaries of the
Commencement Date as defined on the Fee and Named Contacts Schedule(s).

This Services Description will commence on and will expire on (the “Expiration Date”) unless
otherwise extended by a subsequent FNC(s).

By signing below each entity acknowledges and agrees to be bound to the terms of the Centralized Contract and this
Services Description.

Name of Customer (please print) Name

Microsoft Corporation
Signature Signature
Name of person signing (please print) Name of person signing (please print)
Title of person signing (please print) Title of person signing (please print)
Date Date
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1. OVERVIEW. This Services Description describes the various types of services that may be obtained (the “Services”). In
addition, it sets forth each entity’s respective responsibilities, prerequisites and assumptions that underlie the provision of the
Services, applicable fees, and additional terms and conditions. The Services focus on the following key areas:

Support Account Management from an assigned Microsoft resource (“Services Resource”) helps to build and maintain
relationships with Your management and service delivery staff and helps You arrange each element of the Premier Support to
meet Your business requirements.

Workshops help You to prevent problems, increase system availability and assist with creating MS Products and solutions
based on Microsoft technologies.

Problem Resolution Support provides assistance for problems with specific symptoms encountered while using MS
Products, where there is a reasonable expectation that the problem is caused by MS Products.

Support Assistance provides short-term advice and guidance for problems not covered with Problem Resolution Support as
well as requests for consultative assistance for design, development and deployment issues.

Information Services provide Your staff with the latest knowledge on Microsoft technologies to enhance Your in-house
support capabilities.

2. AVAILABLE SERVICES. You may utilize any combination of the following Services. Unless We specify otherwise, the
Services are charged on an hourly basis and will be deducted from the total number of hours You have purchased as set forth
in the attached Fee and Named Contacts Schedule(s).

2.1 Support Account Management. Support Account Management services are intended to help coordinate the support and
services relationship. The Services Resource is Your advocate within Microsoft and facilitates a team that can provide
Workshops, Problem Resolution Support, and Support Assistance. The Services Resource also serves as the point of
information delivery and provides Your feedback regarding the Services to other Microsoft groups. The Services Resource will
engage with You in the following activities which will be deducted from the pre-paid hours listed in the “Premier Support Fee
and Named Contacts Schedule” section below:

a. Planning and Resource Facilitation. At the commencement of this Service Description, an orientation and planning
session can be conducted with Your management and staff via teleconference or onsite if an onsite visit has been
purchased. The purpose of this meeting is to discuss the Services available, gather input regarding Your support
needs, and jointly plan Your use of the Services.

b. Status Meetings and Reporting. A status report can be prepared on a regular basis, to summarize the Services
delivered during the previous reporting period. Status meetings will be conducted to discuss Service activities,
monitor Your satisfaction levels, and discuss actions or adjustments that may be required. Customized reporting can
be provided at Your request and any additional related labor will be deducted from Your Support Assistance hours.

c. [Escalation Management. Support issues that require escalation to other resources within Microsoft can be closely
managed by the Services Resource to expedite resolution.

2.2 Workshops. The goal of Workshops and Events is to provide You proactive technical information to assist in the design,
development or deployment of Microsoft technologies. All registration requirements for Onsite Workshops and Events must
be completed by You 60 days prior to the expiration date of the applicable Fee and Named Contacts Schedule(s). Additional
benefits may include instruction to help reduce the number and minimize the impact of problems related to MS Products that
You experience. Workshops can include the following:

a. Workshops. We can conduct instructor-led training sessions that emphasize Microsoft technologies at Your facility or
on location at Microsoft. If You elect to have a Workshop conducted at Your facility, We will provide You with
specifications for configuring Your environment prior to the delivery of the Workshops. Workshops are individually
scoped and priced depending upon the length, delivery location and material presented. Your Services Resource
can provide You with a current list of available Workshops.

b. Events. We can provide broad and deep technical development-focused presentations, combined with hands-on labs
that provide training and facilitate Your implementations of Microsoft technologies. These Events provide the
opportunity to interact with MS Product groups, Premier support development resources and marketing contacts.
Your Services Resource can provide You with notification of scheduled Events.

2.3 Problem Resolution Support. Problem Resolution Support provides assistance for problems with specific symptoms
encountered while using MS Products, where there is a reasonable expectation that the problems are caused by MS Products.
Problem Resolution Support is available 24 hours a day, 7 days a week. Requests for support may be submitted via
telephone or electronically through the Premier online website by Your designated contacts, except for Severity 1 and A which
must be submitted via telephone as set forth below in Section 2.3(a). Problem Resolution Support can include any
combination of the following:
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a. Problem Request (Break-Fix). An assisted break-fix support request, also known as an incident, is defined as a
single support issue and the reasonable effort needed to resolve it. A single support issue is a problem that cannot
be broken down into subordinate issues. If a problem consists of subordinate issues, each shall be considered a
separate incident. Incidents requiring an onsite visit will be charged on an hourly basis and will include charges for
travel and living expense in accordance with the Contract. In certain situations, We may provide You with a Hotfix in
response to an assisted break-fix support request. Hotfixes are designed to address Your specific problems and are
not regression tested. Either the Services Resource or the Support Engineer will inform the Authorized User that the
hotfix is provided “as is”, and should be implemented in a test (non-production) environment prior to production
implementation. Except as otherwise provided herein or in an Exhibit, Hotfixes may not be distributed to unaffiliated
third parties without Our express written consent.

Problem Resolution Support is charged on an hourly basis and includes the commercially reasonable amount of
hours of Services necessary to troubleshoot and help resolve the support issue, which is within the scope of the
Centralized Contract. Hours-based incidents are deducted from the pre-paid hours set forth in the attached Fee and
Named Contacts Schedule(s) or charged to You in arrears if all pre-paid hours have been exhausted.

You are responsible for setting the initial severity level in consultation with Us and You can request a change in severity
level at any time. The incident severity will determine the response levels within Microsoft and estimated response times
and Your responsibilities are defined in the following table:

Complete loss of a

Our Resources at Your site

Severity Situation Our Expected Response Your Expected Response
1 Submission via [ ¢  Catastrophic e 1% call response in 1 hour or | «  Notification of Your Senior executives
phone only business impact: less e  Allocation of appropriate resources to

sustain continuous effort on a 24x7

continue in an
impaired manner.
Needs attention
within 2 Business
Hours®

core (mission as soon as possible. basis®
critical) business | ¢  Continuous effort on a 24x7 | ¢ Rapid access and response from
process and work basis change control authority
cannot reasonably | ¢  Rapid Escalation  within
continue Microsoft to MS Product
. Needs  immediate teams
attention e Notification of Our Senior
Executives
A Submission via | e Critical business | o 1% call response in 1 hour or [ «  Allocation of appropriate resources to
phone only impact: less sustain continuous effort on a 24x7
e  Significant loss or [ e« Our Resources at Your site basis®
degradation of as required. e Rapid access and response from
services e  Continuous effort on a 24x7 change control authority
. Needs attention basis . Management notification
within 1hour e Notification of Our Senior
Managers
B Submission via | ¢  Moderate e 1%call response in 2 hoursor | ¢  Allocation of appropriate resources to
phone or web business impact: less sustain Business Hours' continuous
. Moderate loss or | e Effort during Business Hours" effort
degradation of only e Access and response from change
services but work control authority within 4 Business
can reasonably Hours®

C Submission via

Minimum  business

within 4 Business
Hours®

1* call response in 4 hours or

Accurate contact information on case

phone or web impact: less owner
. Substantially . Effort during Business Hours" | o Responsive within 24 hours.
functioning with only
minor or no
impediments of
services.
. Needs attention

" Business Hours are defined as 6AM to 6PM Pacific Time, Monday through Friday excluding holidays.
2 We may need to downgrade the severity level if You are not able to provide adequate resources or responses to enable Us to
continue with problem resolution efforts.
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You may be required to perform problem determination and resolution activities as requested by Us. Problem
determination and resolution activities may include performing network traces, capturing error messages, collecting
configuration information, changing MS Product configurations, installing new versions of software or new components, or
modifying processes.

You are responsible for implementing the procedures necessary to safeguard the integrity and security of Your software
and data from unauthorized access and to reconstruct lost or altered files resulting from catastrophic failures.

b. Rapid Onsite Support Services. You can request on-site support as an additional billable service. Our ability to
provide onsite support is subject to Our resource availability, and the tasks performed will vary depending on the
situation, environment, and business impact of the issue.

c. Software Assurance Benefits. You may elect to convert Your Software Assurance 24x7 Problem Resolution Support
Incidents (SA PRS Incidents) to Premier Problem Resolution Support (PPRS) hours or incidents for use consistent
with Your Premier service plan at the time of transfer. This conversion is based on a local rate calculation. The local
rate calculation is determined as follows:

A. The dollar value of one (1) incident multiplied by the number of incidents = dollar value to be converted.
B. The dollar value to be converted is divided by the contractual hourly rate for PPRS hours = number of ~ Premier
hours per incident.

For example as of January 1,2013, one (1) incident has a dollar value of $1058. The contractual hourly rate for
PPRS is $214.

A. $1,058 multiplied by one (1) incident = $1,058

B. $1,058 divided by $214 = 4.94 “PPRS” hours per incident.

You may be required to purchase additional Support Account Management hours before converting SA PRS
incidents/hours. All SA PRS Incidents You transfer are subject to this Services Description.

2.4 Support Assistance. Support Assistance provides short-term advice and guidance for problems not covered with
Problem Resolution Support as well as requests for consultative assistance for design, development and deployment
issues. Your Services Resource will work with You to determine Your specific Support Assistance needs.

The following are types of Support Assistance that can be utilized under this Services Description:
a. Infrastructure Support Assistance. Infrastructure Support Assistance includes informal advice, guidance and

knowledge transfer intended to help You implement Microsoft technologies in ways that avoid common support
issues and decrease the likelihood of system outages.

These services also help You to resolve problems that are not attributed to MS Products including:
e  Errors caused by Your networking infrastructure, hardware, non-Microsoft software, operational procedures,
architecture, IT service management process, system configuration or human error.
e  Multi-vendor coordination interoperability problems. Upon Your request, We will collaborate with third-party
software suppliers to help resolve complex multi-vendor product interoperability issues.

b. Reviews. A review is an assessment of a specific system, application or architecture to address design,
development, deployment, and supportability issues for current or planned implementations of Microsoft technologies.
Each review is individually scoped and estimated prior to scheduling resources, and a written report is produced to
document findings and recommendations. All requests for On-site reviews and the applicable data must be
submitted to Us no later than 60 days prior to expiration date of the applicable Fee and Named Contacts
Schedule(s).

c. Development Support Assistance. Development Support Assistance helps You in Your creation and development of
internal applications on the Microsoft platform that integrate Microsoft technologies. Development Support
Assistance specializes in Microsoft development tools and technologies.

d. Lab Access. Microsoft can provide You with access to a lab facility to assist You with product development,
benchmarking and testing, prototyping and migration activities on MS Products. These facilities must be scheduled in
advance and are subject to availability.

2.5 Information Services. Information Services provide You with technical information about MS Products and support tools
that help You to implement and operate MS Products in a more efficient and effective manner. Information Services can
include any combination of the following:

a. Premier online website. The Premier online website provides access to the following information resources at no
additional charge:
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e Regularly updated MS Product news flashes documenting key support and operational information about MS
Products.

e  Critical problem alerts notifying You of potentially high-impact problems.

e Web response tool for submitting and checking the status of support incidents.

e  Microsoft Knowledge Base of technical articles and troubleshooting tools and guides.

b. Support Webcasts. Support webcasts are regularly scheduled webcast discussions led by Our program managers,
developers and professionals covering key areas of Microsoft technology. These are provided at no additional
charge and require high speed internet access to participate.

2.6 Additional Services. You may request changes or additions to this Services Description at any time. Additional Services
that are available for purchase, and the specific terms and conditions applicable to those Services, may be set forth in this
Services Description, an attached Exhibit and/or Fee and Named Contacts Schedule(s). Additional Services must be
authorized by the Centralized Contract and will be invoiced at the Centralized Contract rate at the time the Services are
rendered or upon acceptance of an Exhibit and/or Fee and Named Contacts Schedule(s) referencing this Services
Description. If you purchase additional Problem Resolution Support hours or convert Software Assurance hours to Problem
Resolution Support hours, you may also be required to purchase additional Support Account Management hours. Prior to
delivering additional Services, We must be in receipt of a purchase order, check or other acceptable form of payment.

3. PREREQUISITES AND ASSUMPTIONS. Our delivery of Services under this Services Description is based upon the
following Prerequisites and Assumptions:

a. All Services will be provided remotely to Your locations in the United States unless otherwise set forth in an Exhibit to
this Services Description (see section 3(k) below). Where additional onsite visits are mutually agreed, and not pre-
paid and defined on your Fee and Named Contacts Schedule, You will be billed for travel and living expenses in
arrears in accordance with the Centralized Contract terms. Alternatively, You agree that any travel related expenses
incurred by Microsoft may be decremented from the Support Assistance hours in accordance with the Centralized
Contract terms, if You so authorize. By signing this Services Description, You certify that You possess the authority
for this approval and such conversion is in compliance with any applicable government procurement and audit rules
or regulations applicable to You. This conversion is based on the following formula:

The dollar value of actual travel expenses incurred pursuant to the Centralized Contract terms divided by the price
per Problem Resolution Support hour = number of PRS hours decremented.

For example as of January 1, 2013, one (1) PRS hour is $214.00. If actual expenses incurred are $500.00, then:
$500.00 divided by $214.00 = 2.33 hours decremented.

b. All Services will be provided in the English language unless otherwise agreed to by You and Us in writing or in an
Exhibit to this Services Description.

c. We will provide support for all United States versions of commercially released generally available MS Products
unless otherwise set forth in an Exhibit to this Services Description or specifically excluded on the Premier online
website. Support for those MS Products that have entered the Extended Support Phase, as defined on the Premier
online website, will be charged on an hourly basis only. Non-security related Hotfix support is not available for MS
Products that have entered the Extended Phase of support unless You have purchased such support in an Exhibit to
this Services Description.

d. Support for pre-release MS Products is not provided except as otherwise provided in an attached Exhibit.

e. ALL SERVICES, INCLUDING ANY ADDITIONAL SERVICES PURCHASED DURING THE TERM OF FEE AND
NAMED CONTACTS SCHEDULE(S) SHALL BE FORFEITED IF NOT UTILIZED DURING THE TERM OF THE
APPLICABLE FEE AND NAMED CONTACTS SCHEDULE(S).

f.  Support Assistance is dependent upon the availability of resources.

g. We can access Your system via remote dial-in to analyze problems at Your request. Our personnel will access only
those systems authorized by You. We may provide You with software to assist with problem diagnosis and/or
resolution. Such software is Microsoft’'s property and must be returned to Us promptly upon request. In order to
utilize remote dial-in assistance, You must provide Us with the appropriate access and necessary equipment.

h.  You must have access to the Internet in order to take advantage of Internet-based services.

i.  Additional Prerequisites and Assumption may be set forth in relevant Exhibits.

j- When purchasing Problem Resolution Support, we will require a corresponding quantity of Support Account
Management to facilitate delivery of your Problem Resolution Support. If you purchase additional Problem Resolution
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Support, Support Assistance, or if you convert Software Assurance hours to Problem Resolution Support hours or
incidents, you may be required to purchase additional Support Account Management.

k. Resource Site Visits (number of trips to Your location) are mutually agreed upon at acceptance of this Services
Description and the total fixed price amount for these visits are included in Your Fee and Named Contacts Schedule.

4. YOUR RESPONSIBILITIES. This section sets forth Your performance obligations under this Services Description. Our
performance is predicated upon You fulfilling the following responsibilities in addition to those set forth in Section 2.3 and any
applicable Exhibits. Failure to comply with the following responsibilities may result in delays of Service.

a. You can designate named contacts as set forth in the attached Fee and Named Contacts Schedule(s), one of which
will be the Customer Support Manager (“CSM") for support related activities. The CSM is responsible for leading Your
team and will manage all of Your support activities, and internal processes for submitting support requests to Us.
Each contact will be supplied with an individual account number for access to the Premier online website, support
issue submission and access to Your Services Resource. In addition to the named contacts, You may also identify
two types of group contacts as follows:

e One type will receive a shared account ID that provides access to the Premier online website for information
content and the ability to submit support requests through the Premier online website or by telephone.

e One type will receive a shared account ID that provides access to the Premier online website for information
content only.

b. You agree to work with Us to plan for the utilization of Services based upon the service level You purchased.

c. You agree to provide an internal escalation process to facilitate communication between Your management and Us
as appropriate.

d. You agree to good faith efforts consistent with law to respond to customer satisfaction surveys We may provide to
You from time-to-time regarding the Services.

e. You agree to provide reasonable office space, telephone and high speed internet access, and access to Your internal
systems and diagnostic tools to Our Services Resources that are required to be on-site.

f.  You are responsible for any travel and expenses incurred by Your employees or vendors.

5. ADDITIONAL TERMS AND CONDITIONS. Except as otherwise set forth in an Exhibit (or attachment to an Exhibit) to
this Services Description, this section governs the ownership and use rights of any computer code or other materials that may
be provided under this Services Description.

a. Pre-existing Work. All rights in any computer code or materials developed or otherwise obtained by or for Us or Our
affiliates, or You or Your affiliates independently of this Services Description (“Pre-existing Work”) shall remain the
sole property of the entity providing the Pre-existing Work. During the performance of the Services for this Services
Description, each entity grants to the other entity (and Our vendors as necessary) a temporary, non-exclusive license
to use, reproduce and modify any of its Pre-existing Work provided to the other Party solely for the performance of
such Services. We grant You a non-exclusive, perpetual, fully paid-up license to use, reproduce and modify (if
applicable) Our Pre-existing Work in the form delivered to You for Your internal business operations without any
obligation of accounting or payment of royalties. Your licenses to Our Pre-existing Work are conditioned upon Your
compliance with the terms of the Centralized Contract and this Services Description and the perpetual license applies
solely to Our Pre-existing Work that is left to You at the conclusion of Our performance of the Services.

b. Materials. All rights in any materials developed by Us (other than software code) and provided to You in connection
with the Services ("Materials") shall be owned by Us except to the extent such Materials constitute Your Pre-existing
Work. Upon payment in full, We grant You a non-exclusive, perpetual, fully paid-up license to use, reproduce and
modify the Materials solely for Your internal business operations and without any obligation of accounting or payment
of royalties. You may sublicense the rights granted herein to Your Affiliates. We acknowledge that Materials may be
subject to a NYS Freedom of Information Law (Public Officers Law Article 6), specifically 887 and 889 (“FOIL”")
request, however we reserve all rights under FOIL, as Materials may incorporate Microsoft trade secret information.
All rights not expressly granted, are reserved.

c. Sample Code. We grant You a nonexclusive, perpetual, royalty-free right to use and modify any software code
provided by Us for the purposes of illustration ("Sample Code") and to reproduce and distribute the object code form
of the Sample Code, provided that You agree: (i) to not use Our name, logo, or trademarks to market Your software
product in which the Sample Code is embedded; and (ii) to include a valid copyright notice on Your software product
in which the Sample Code is embedded. Authorized User agrees that neither Contractor nor its suppliers shall incur
any liability that arise or results from the Authorized User’s use or distribution of Sample Code.

d. Reservation of Rights. All rights not expressly granted in this Section 5 are reserved.
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6. Attachments: The following Schedule(s) and Exhibits are attached at the execution of this Services
Description:

Microsoft Premier Support Services Description Schedule: Fee and Named Contacts Schedule

Microsoft Premier Support Services Description Exhibit: Extended Hotfix Support Program

Microsoft Premier Support Services Description Exhibit: Third Tier Support

Microsoft Premier Support Services Description Exhibit: Custom Support

Microsoft Premier Support Services Description Exhibit: Premier Support for Developers

Microsoft Premier Support Services Description Exhibit: Dedicated Support Engineering

Microsoft Premier Support Services Description Exhibit: Persistent Adversary & Detection (PAD) Workshop
Microsoft Premier Support Services Description Exhibit: Cybersecurity Architecture and Planning (CAP) Workshop
Microsoft Premier Support Services Description Exhibit: Cybersecurity Threat Modeling Analysis (CTMA)

OO00000000
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Premier Support Fee and Contacts Schedule

Microsoft Premier Support Services Description Schedule:
Fee and Named Contacts:

(Microsoft Affiliate to complete)
Premier Support Services Description Number

(Microsoft Affiliate to complete) REN__
Schedule Number

Customer Name:

This Schedule is made pursuant to the Microsoft Premier Support Services Description identified above (the “Services
Description”). The terms of the Services Description and applicable Exhibits are incorporated herein by this reference and by
accepting Our performance of Services under this Schedule You agree to be bound by these terms. Any terms not otherwise
defined herein will assume the meanings set forth in the Centralized Contract, MSA and the Services Description.

This Schedule will commence on (the “Commencement Date”) and will expire on

(the “Expiration Date").

1. PREMIER SUPPORT SERVICES AND FEES. The quantities listed in the table below represent the amount of Services
that You have pre-purchased for use during the term of this Schedule and applicable fees.

a. Fee Summary

Services Summary Year 1 Year 2 Year 3 TOTAL
Price (US$) Price (US$) Price (US$) Price (US$)

e  Country: United States $ $ $ $

e  Service Offering 1 $ $ $ $

e  Service Offering 2 $ $ $ $

o $ $ $ $

e Total $ $ $ $

This Fee Schedule has a base year followed by two optional years. Price increases are governed by the Centralized Contract,
but the 5% year over year pricing increase in Year 2 and Year 3 is stated for budgeting purposes only. You will be billed the
then current NYS Price List rate(s) effective on the Commencement Date of Year 2 and Year 3.

b. Software Assurance Benefits

You may elect to convert Your Software Assurance 24x7 Problem Resolution Support Incidents (SA PRS Incidents)
to Premier Problem Resolution Support (PPRS) hours or incidents for use consistent with Your Premier service plan
at the time of transfer. This conversion is based on a local rate calculation that will be provided by your Services
Resource. The calculation used for this conversion is the same as described in Section 2.3(c) of the Services
Description. You may be required to purchase additional Support Account Management hours before converting SA
PRS incidents/hours. All SA PRS Incidents You transfer are subject to this Services Description.

When purchasing Problem Resolution Support, we will require a corresponding quantity of Support Account
Management to facilitate delivery of your Problem Resolution Support. If you purchase additional Problem Resolution
Support, Support Assistance, or if you convert Software Assurance hours to Problem Resolution Support hours or
incidents, you may be required to purchase additional Support Account Management
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c. Services by Support Location

Country : United States
(Premier Standard _ )

e Support Account Management (estimated at )

e Upto___ hours for Support Assistance*
e Upto___ hours for Problem Resolution

e (Insert Number) (__) Onsite Services Resource Site Visit

* All registration requirements for On-Site Workshops and Events must be completed by You no later than 60
days prior to the expiration date of this Fee and Named Contacts Schedule(s).

2. MICROSOFT CONTACT

Microsoft Contact: Contact for questions and notices about this Schedule and the Services Description:

Randy Stevens

Services Executive — Microsoft Enterprise Services
54 State Street

7" Floor

Albany, NY 12207

518-469-3438

Randy.stevens@microsoft.com

3. CUSTOMER NAMED CONTACTS

a. Premier Customer Named Contacts: Any subsequent changes to the Named Contacts should be submitted to the
Services Resource CSM.

Contacts will be carried forward from the previous Term, if applicable.
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Premier Support Exhibits

The following additional services are available via Microsoft Premier Support, and can be included via adding
exhibits to your Services Description or Fee and Named Contacts Schedule. These exhibits are available in
separate standalone documents.

Microsoft Premier Support Services Description Schedule: Fee and Named Contacts Schedule

Microsoft Premier Support Services Description Exhibit: Extended Hotfix Support Program

Microsoft Premier Support Services Description Exhibit: Third Tier Support

Microsoft Premier Support Services Description Exhibit: Custom Support

Microsoft Premier Support Services Description Exhibit: Premier Support for Developers

Microsoft Premier Support Services Description Exhibit: Dedicated Support Engineering

Microsoft Premier Support Services Description Exhibit: Persistent Adversary & Detection (PAD) Workshop
Microsoft Premier Support Services Description Exhibit: Cyber security Architecture and Planning (CAP) Workshop

OO0O0000000

Microsoft Premier Support Services Description Exhibit: Cybersecurity Threat Modeling Analysis (CTMA)
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Microsoft Premier Support Services Description Exhibit:
Third Tier Support

(Microsoft Affiliate to complete)
Premier Support Services Description
Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description
identified above (the “Services Description”). The terms of the Centralized Contract,
Services Description and applicable Exhibits are incorporated herein by this reference.
Any terms not otherwise defined herein will assume the meanings set forth in the
Centralized Contract and Services Description.

By signing below the entities acknowledge and agree to be bound to the terms as set
forth above.

Name of Customer (please print) Name
Microsoft Corporation
Signature Signature
Name of person signing (please print) Name of person signing (please print)
Date Date
Commencement Date
This Exhibit will commence on and will expire coterminous with the Fee
and Named Contacts Schedule(the “expiration date”).

1. OVERVIEW. The following Services are provided in addition to those set forth in the
Services Description.

THIRD TIER SUPPORT RESPONSIVE SERVICES. The Third Tier Support
team is comprised of specialists in defined product areas who will respond to
Your Problem Resolution requests, for the technologies specified in the Fee and
Named Contacts Schedule(s), between the hours of 6:00 A.M. to 6:00 P.M., PST,
Monday through Friday excluding holidays. Problem Resolution requests
submitted to the Third Tier Support team (“Third Tier Support requests”) may
require resources from standard product support professionals for resolution,
although the Third Tier Support team retains primary responsibility for the Third
Tier Support request. Third Tier Support requests are charged on an hourly
basis and will be deducted from the prepaid Third Tier Support hours set forth in
the Fee and Named Contacts Schedule(s).
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2. PREMIER THIRD TIER SUPPORT PREREQUISITES AND ASSUMPTIONS. In
addition to those prerequisites and assumptions outlined in Section 3 of Your
Services Description, Our delivery of the Services outlined in this Exhibit are based
upon the following Prerequisites and Assumptions:

a. The Third Tier Support Team will only provide support for the predefined set
of Microsoft technologies defined in the Fee and Named Contacts
Schedule(s).

b. You may apply Third Tier Support hours towards standard Problem
Resolution requests. However, standard Problem Resolution hours cannot be
applied to Third Tier Support requests.
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Microsoft Premier Support Services Description Exhibit:
Premier Support for Windows Azure

(For Microsoft Internal Purposes Only)
Support/Services Description
Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description identified above (the “Services
Description”). The terms of the Centralized Contract and Services Description are incorporated herein by this
reference. Any terms not otherwise defined herein will assume the meanings set forth in the Centralized Contract and
Services Description.

By signing below the entities acknowledge and agree to be bound to the terms as set forth above.

Customer Microsoft Affiliate
Name of Customer (please print) Name

MICROSOFT CORPORATION
Signature Signature
Name of person signing (please print) Name of person signing (please print)
Date Date

Effective Date

This Exhibit is effective on <insert date> and will expire on <insert date> (the “Term”).

1. OVERVIEW. In addition to the Services available in Your Services Description, You may also request the Services
outlined below for Microsoft Windows Azure® Components (“Identified Product”), including:

Windows Azure

Windows Azure Access Control
Windows Azure Cache
Windows Azure Service Bus
SQL Database

2. PREMIER SUPPORT FOR AZURE SERVICES.
2.1 Account Management

At the commencement of this Exhibit, your Account Manager will work with you to create a service delivery plan that
will address your top Windows Azure needs across the application lifecycle.

2.2 Proactive Services
You may choose some or all of the following Proactive Services:

. Developer Mentoring and Training — Workshops and advisory services focused on evolving the
developer skillsets to design, develop, and deploy Windows Azure applications.

App D - Premier Support for Windows Azure Exhibit April 2014
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. Design, Development & Deployment Process Evolutions — Operational assessment and planning
services that help the Windows Azure Developers evolve their processes and tools to address current
shortcomings and future gaps across Your application lifecycle.

. Azure Application Assessments — Detailed reviews of current applications with indepth
recommendations to help with many key areas of concern including — Migration, Scalability, Identity,
Cost Optimization, and General Best Practices.

2.3 Problem Resolution Support. You may request Problem Resolution Support, as described in Section 2.3.a of
Your Services Description for the Identified Product. Such requests will be subject to standard Premier response
times. Problem Resolution requests submitted under this Exhibit for the Identified Product will be provided without
decrement to your PRS hours. If at any point a Problem Resolution case is deemed to be advisory in nature (i.e.,
not break-fix), any subsequent support you request associated with the case will decrement your SA hours.

3. PREREQUISITES AND ASSUMPTIONS. In addition to those prerequisites and assumptions outlined in Section
3 of Your Services Description, Our delivery of the Services outlined in this Exhibit are based upon the following
Prerequisites and Assumptions:

a. The only source code to which You may provide Us access is Microsoft code or code You own.
Regarding such code, Our Services will be limited to review of the code for the purposes of problem
isolation, interoperability analysis and the development of advice and guidance We provide to You under
the Services Description and this Exhibit. Our modification of such source code is beyond the scope of
these Services.

b. Except as provided in 3.a. above, You agree not to provide Us with access to non-Microsoft source code
or source code information. For any such non-Microsoft code, Our Services will be limited to analysis of
binary data such as a process dump or network monitor trace for problem isolation purposes only.

c. The Services described above consist of advice and guidance only. No code based Services Deliverables
will be provided under this Exhibit except for Sample Code, which is addressed in Your Services
Description.

d. Except as expressly set out in the Services Description and this Exhibit, we are not obligated to assist
You in resolving any issue that is caused by non-Microsoft products(s).

4. FEES. Fees associated with this Exhibit will be reflected in Your Fee and Named Contact Schedules.
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Microsoft Premier Support Services Description Exhibit:
Cloud Vantage Services

(Microsoft Affiliate to Complete)
Support/Services Description
Number

This Exhibit is made pursuant to the Microsoft Premier Support Services Description
identified above (the “Services Description”). The terms of the Centralized Contract
and Services Description are incorporated herein by this reference. Any terms not
otherwise defined herein will assume the meanings set forth in the Centralized Contract
and Services Description.

By signing below, the entities acknowledge and agree to be bound to the terms as set
forth below.

Name of Customer (please print) Name (please print)

Signature Signature

Name of person signing (please print) Name of person signing (please print)
Date Date

This Exhibit is effective on <insert date> and will expire on <insert date> (the “Term”).

1. OVERVIEW.

1.1In addition to the Services available as described in Your Services Description, You
may also request the Cloud Vantage Services described in this Exhibit for the
following Office 365 components (the “Identified Online Service(s)’):

e Exchange Online
e SharePoint Online
e Lync Online

e Yammer

1.2 Cloud Vantage Services are divided broadly into the three following components:
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e Managed Support Services (Premier Support for Office 365) - Managed
Support Services help You monitor the ongoing Identified Online Services and
accelerate user adoption and value. Managed Support Services help to ensure
that expected service levels are met, and that if a challenge should arise, there is
a team and plan in place to react quickly to mitigate risks and impact. We also
work with You and Our product teams to plan proactively for new releases and
capability to help You get the most out of the Identified Online Services.

e Managed Lifecycle Services - Managed Lifecycle Services are designed to help
Your organization lay a solid foundation for success in the cloud and is
comprised of distinct phases: the planning and optimization, the design and
delivery, and the ongoing operation and support. A key Cloud Vantage Services
expert, the Services Delivery Executive, works with You to make sure that Your
on-premises infrastructure is optimized for the transition to the cloud and that
You are ready to deploy and run the Identified Online Services.

e Managed Deployment Services — Managed Deployment Services are not
available under this Contract.

2. CLOUD VANTAGE SERVICES

This Exhibit describes the offerings available to You as a customer of Cloud Vantage
Services. The specific Cloud Vantage Services and related quantity will be listed in the
associated Fee And Named Contact Schedule (FNCS), based on the Cloud Vantage
Services You select.

2.1 Managed Support Services

a. Service Delivery Management. Service Delivery Management consists of
Support Account Management, as described in Section 2.1 of Your Services
Description.

b. Problem Resolution Support. Requests for Problem Resolution Support will be
subject to standard Premier response times as described in Section 2.3 of Your
Services Description. Problem Resolution requests submitted under this Exhibit
for the Identified Online Services may be provided without decrement to your
PRS hours. If at any point a Problem Resolution case is deemed to be advisory
in nature (i.e., not break-fix), any subsequent support you request associated
with the case will decrement your Support Assistance hours.

c. Proactive Services. In addition to the Support Assistance and Workshops
available in Your Services Description, You may choose some or all of the
following Proactive Services:

e Exchange Online Administration and Configuration Workshop. This

4-day on-site workshop provides Your application administrators with the
knowledge and skills to conduct regular administration tasks to support
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users in Exchange Online. Travel and expenses are included in the
workshop price.

e Lync Online Administration and Configuration Workshop. This 3-day
on-site work workshop provides Your application administrators with the
knowledge and skills to conduct regular administration tasks to support
users in Lync Online. Travel and expenses are included in the workshop
price.

e SharePoint Online Administration and Configuration Workshop. This
3-day on-site workshop provides Your application administrators with the
knowledge and skills to conduct regular administration tasks to support
users in SharePoint Online. Travel and expenses are included in the
workshop price.

e Change and Configuration Management. This 5-day on-site workshop
that assists You in understanding and implementing Microsoft Operations
Framework (MOF) and IT Infrastructure Library (ITIL) core principles for
change and configuration management. The delivery will drive
conversations for identifying a baseline state and determine the desired
future state of change and configuration management. These activities
lead to documenting a change management plan and future
improvements in change and configuration processes for operating in the
cloud. Travel and expenses are included in the workshop price.

e Cloud Help Desk Incident Process Mapping. This 3-day on-site
workshop provides Your IT staff with specific recommendations and
guidance to improve Your incident management process. It focuses on
improving the state of Your IT operations, identifying efficiencies in
handling high impact incidents, and identifying triggers for proper
escalation related to the Identified Online Services. Travel and expenses
are included in the workshop price.

e Cloud Help Desk Optimization. This 3-day on-site workshop provides
Your IT staff with specific recommendations and guidance to improve the
help desk function and processes. It is designed to understand current
processes, pertinent operational level agreements and service level
agreements to enable the help desk to better manage incidents for the
Identified Online Services and integrate with the Microsoft help desk.
Travel and expenses are included in the workshop price.

e Office 365 Operational Knowledge Management. This 5-day workshop
focuses on operational roles and responsibilities including common
identified tasks for managing Office 365. This workshop will help drive
decisions on roles, role owners and the identified tasks performed to
manage users in Office 365. This workshop shares the importance of
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scheduling, tracking and reporting task completion and can be utilized as
a repository of operations knowledge for role / personnel backup. Travel
and expenses are included in the workshop price.

e User Adoption Planning and Practices Workshop. A one day workshop
focused on accelerating adoption of the Identified Online Services using
these six adoption planning templates and recommended practices:
Communication, Coaching, Resistance Management, Training, Rewards
and Recognition, and Executive Sponsorship. Travel and expenses are
included in the workshop price.

2.2 Managed Lifecycle Services

a. Service Lifecycle Management. Service Lifecycle Management is intended to
help You prepare for Your transition to the Identified Online Services. A Service
Delivery Executive (SDE) will be assigned to You at the commencement of this
Exhibit to help orchestrate and manage the Identified Online Services. The SDE
will use a prescribed cadence and methodology to introduce the assessment and
planning efforts required to move to the cloud, the organizational impact that the
transition may have, and the work streams required to realize the transition. The
SDE will engage Your stakeholders in a series of workshops and briefings to
introduce related key concepts, plan and execute the deployment of the Identified
Online Services, and identify concrete opportunities and programs that can help
accelerate the transition.

b. Proactive Services.

a. Cloud Strategy Workshops. A one or two day workshop delivered on
premises or at a Microsoft location by a Microsoft subject matter expert on
overall cloud strategy or on a specified workload or cloud topic. Some
example topics include: Cloud Strategy, Datacenter Optimization,
Enterprise Social, Productivity Apps, Search and Workforce Analysis.
Travel and expenses are included in the workshop price.

b. User Adoption Planning and Practices Workshop. A one day workshop
delivered on premises or at a Microsoft location by a Microsoft subject
matter expert focused on accelerating adoption of the Identified Online
Services using these five adoption planning templates and recommended
practices: Communication, Coaching, Resistance Management, Training,
Rewards and Recognition, and Executive Sponsorship. Travel and
expenses are included in the workshop price.
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3. YOUR RESPONSIBILITIES.

This section sets forth Your performance obligations under this Exhibit.  Our
performance is predicated upon You fulfilling the following responsibilities, in addition to
those set forth in the Services Description. Failure to comply with the following
responsibilities or those in the Services Description may result in delays of Your Cloud
Vantage Services.

a.
b.

Q

@

Your involvement in all aspects of the Cloud Vantage Services.

Your ability to provide accurate and complete information to the SDE or other
Microsoft resources, as needed.

Your timely and effective completion of Your responsibilities identified herein.

The accuracy and completeness of the Prerequisites and Assumptions
identified below.

Timely decisions and approvals by Your management.

Designation of a Customer Project Manager who will be involved in all
aspects of the engagement (including providing support to create the Service
Delivery Plan); will provide accurate and complete information to the SDE or
other Microsoft resources engaged in the Cloud Vantage Services delivery,
as needed; and will ensure timely and effective completion of Your
responsibilities.

You maintain a Program Management Office (PMO), or similar functional
resource, staffed by one or more persons to assist in implementing lifecycle
services and receiving knowledge transfer as referenced in section 2.2 to
support Your Identified Online Services initiative.

4. PREREQUISITES AND ASSUMPTIONS. In addition to those prerequisites and
assumptions outlined in Section 3 of Your Services Description, Our delivery of
Identified Online Services are based on the following prerequisites and assumptions:

a.

b.

C.

Your right to request activities described in this Exhibit is subject to Your
compliance with the terms and conditions specified in the Services
Description and in this Exhibit.

We will provide commercially reasonable Service Delivery Management;
however, You may be required to purchase additional Service Delivery
Management.

Timely availability of Your designated representatives to perform their roles
on the project team(s) responsible for executing Your selected Cloud Vantage
Services.
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d. All information that is required for adequately envisioning and assessing Your
needs for future technology and business solutions using Our products and
the Identified Online Services must be available.

e. Product licenses (Microsoft or non-Microsoft) will not be provided under this
Exhibit. You are responsible for acquiring all necessary product licenses
required as a result of the Identified Online Services selected through this
Exhibit.

f. In performing the Identified Online Services as specified under this Exhibit,
We will rely on any instructions, authorizations, approvals, or other
information provided to Us by Your designated Project Manager or by
personnel duly designated by Your Project Manager.

5. FEES. Fees associated with this Exhibit will be reflected in Your Fee and Named
Contact Schedules.
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