Revised Schedule 2

The Contractor shall meet the Service Level Requirements (each a “SLR") on the attached
chart. The Exchange shall review each SLR for consistency with industry standards on an
annual basis, and the parties will negotiate in good faith to make modifications consistent with
industry standards. Each month, or as indicated otherwise, the Contractor shall measure its
performance against the SLRs and submit a detailed report regarding the same to the
Exchange. The Contractor shall issue a credit on its invoice to the Exchange equal to the total
SLR penalties accrued due to missed SLRs during such month.

If there is a material change in the HIX System which materially affects Gontractor's operations
and reasonably prevents the Contractor from meeting one (1) or more SLR(s), the Contractor
shall provide written notice of such to the Exchange. The penalties for violations of such SLR(s)
shall be suspended for a period of thirty (30) days following the date of the Contractor's notice to
allow the Contractor to take the necessary steps to come back into compliance with such
SLR(s).

With the exception of SLR-0, which is effective upon execution of this Amendment, the
remaining SLRs shall be effective September 3, 2013.
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Revised Schedule 2 - Chart”

Call Abandonment Rate

Service Resolution, Escalation, SLR-5
and Monitoring

Reporting Timeliness . SLR-7
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The Call Center shall assure that no more than 5% of cal
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queue before speaking with a CSR, excluding callers who hang up before being on
hold at least 20 seconds

The Call Center shall establish a 90% consumer satlsfaction goal or better,

Meet the following service levels for Reports:

- Dally reports are due to the Exchange ty 12pm the following Business Day. Weekly
reports are due to the Exchange by the second {2nd) Business Day following the end
of the reporting period.

+ Monthly reports are due to the Exchange by tenth (10th) Business
Day following the end of the reporting periad.

« Quarterly raports are due by the fifteenth (15th) Business Day following the end of
the reperting period,

- Semi-annual reports are due by the twentieth (20th) Business Day of the

end of the reporting period. Annual reports are due by the twenty-fifth
(25th) Business Day following the end of the reporting period.
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abandoned call rates exceeding 7%.
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Meet the following service levels for incldent and management reporting:

$100 for each instance of viclating
incident repeort timing parameters.

incldent Reporting
» Provide Incident and management reports no later than 5:00 p.m. of the day en

which the Contractor discovers any problem which may jecpardize the success or if in the course of investigating the
timely completion of any of its responsibilities under the Agreement {Including, Incident, it Is determined that the

without limitation, complaints or other unusyal calls or Incldents), If the incidentis  Contracter did not inform the
identified prior to 4:30 p.m, on any Business Day, and no later than 9:30 a.m. onthe  Exchange in a timely manner of

next Business Day If the Incident Is identifled after 4:30 p.m. Any sulcide threats, progress updates, the Contractor
threats to the Exchange, or similar occurrences that could jeopardize the health or  shall incur 2n additional penalty of
safety of employees, callers or others should be reported immediately to the . $500 per incident,

Exchanpe.

+ All Incidents that are not fully resolved in one (1) Business Day are supplemented
with emall updates every Business Day by 5:00 p.m. during incident remediation,

+ Provide the final incident report to the Exchange within two (2) Buslness Days of
resolving the Issue that caused the incident,

« Provide written management reports in response to particular issues within two {2)
Busliness Days of the Exchange's reguest,

Exchange Date:
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