Below are the additional Calabrio Inc. and Teleopti AB Term & Condition Resold by Avaya
to Avaya Customer

EXHIBIT | TO ATTACHMENT D
CLOUD SUPPLIER END USER LICENSE AGREEMENT (EULA)/Terms of Services

This EULA is attached for reference purposes and is subject to change by Calabrio. In the event of any
changes to this document, Calabrio will communicate the changes with Avaya in advance.

CAREFULLY READ THE FOLLOWING EULA. YOU ACCEPT AND AGREE TO BE BOUND BY THIS
EULA BY CLICKING THE DOWNLOAD LINK WITH THE TEXT "DOWNLOAD HERE" INDICATING
THAT YOU HAVE READ THIS AGREEMENT AND ACCEPT ITS TERMS. IF YOU DO NOT AGREE TO
THIS EULA, THE SOFTWARE WILL NOT BE DOWNLOADED.

"You" means the person or company who is being licensed to use the Software or Documentation.
"We," "us" and "our" means Calabrio, Inc.

You and we are each individually a “Party” and collectively are the “Parties” to this EULA. This
EULA governs the use of our software (as well as any upgrades, modified versions, updates,
additions and copies thereof) (“Software”) and any related explanatory materials
(“Documentation”) downloaded through this site.

LICENSE GRANT

Subject to the terms and conditions of this EULA we hereby grant to you a worldwide, perpetual,
non-exclusive, royalty-free (“License”) to use the Software and all associated Documentation
provided with the Software in accordance with this EULA. You may copy the Software for back-up,
test purposes and archival purposes.

RESTRICTIONS

The Software and the Documentation are proprietary to us and we remain the owner of all right,
title and interest in and to the Software and the Documentation, including all intellectual property
rights in and to any of the foregoing. Any data entered into the Software by or on behalf of you
(“Customer Data”) is proprietary to you and you remain the owner of all right, title and interest in
and to such data.

You will not : (i) prepare derivative works of any part of the Software or the Documentation,
except as expressly authorized in this EULA; (ii) resell, distribute, rent, lease, sublicense, lend, give,
market, commerecialize, assign or otherwise transfer rights or usage of all or any part of the
Software or Documentation to any third party, except as expressly authorized in this EULA; (iii)
reverse engineer, translate, disassemble, decompile, disable security measures or cause or allow
discovery of the source code (except to the extent that such a restriction would be a breach of
applicable law) for any part of the Software or attempt to do so; (iv) remove, obscure or alter the
copyright, trademark or other proprietary notices affixed to or contained in the Software or the
Documentation; or (v) make the Software publicly available to others.

NO WARRANTY
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EXCEPT AS EXPRESSLY PROVIDED IN THIS EULA, THE SOFTWARE AND THE DOCUMENTATION
ARE PROVIDED “AS IS” WITHOUT REPRESENTATION OR WARRANTY OF ANY KIND
WHATSOEVER EXCEPT AS STATED ABOVE. WITHOUT LIMITING THE GENERALITY OF THE
FOREGOING AND TO THE FULLEST EXTENT PERMISSIBLE UNDER APPLICABLE LAW, WE, OUR
AFFILIATES AND OUR LICENSORS MAKE NO

(REMAINDER OF PAGE INTENTIONALLY LEFT BLANK)

WARRANTIES, EXPRESS, IMPLIED, STATUTORY OR ARISING BY COURSE OF DEALING,
INCLUDING IMPLIED WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR
PURPOSE, NON-INFRINGEMENT, IN CONNECTION WITH THE SOFTWARE, THE
DOCUMENTATION OR ANY RELATED PRODUCTS AND SERVICES PROVIDED TO YOU
HEREUNDER, AND ALL SUCH WARRANTIES ARE HEREBY DISCLAIMED. FURTHER, WE AND OUR
SUPPLIERS DO NOT AND CANNOT WARRANT THE PERFORMANCE OR RESULTS YOU MAY
OBTAIN BY USING THE SOFTWARE OR THE DOCUMENTATION. NO EMPLOYEE, AGENT, DEALER
OR DISTRIBUTOR OF OURS IS AUTHORIZED TO MODIFY THIS LIMITED WARRANTY, OR TO MAKE
ANY ADDITIONAL WARRANTIES WITH RESPECT TO THE SOFTWARE OR THE DOCUMENTATION.

GENERAL TERMS

EXCEPT WITH REGARDS TO INDEMITY OBLIAGATIONS, OR BREACH OF A PARTY’S
CONFDENTIALITY OBLIGATIONS, OR GROSS NEGLIGENCE, WILLFUL MISCONDUCT OR
RECKLESSNES, IN NO EVENT WILL WE BE LIABLE FOR ANY INDIRECT, INCIDENTAL, SPECIAL,
EXEMPLARY OR CONSEQUENTIAL DAMAGES (INCLUDING PROCUREMENT OF SUBSTITUTE
GOODS OR SERVICES, LOSS OF USE, LOSS OF DATA, PC OR PERSONAL IDENTIFIABLE
INFORMATIONN (PII) LOST PROFITS, LOST SAVINGS OR BUSINESS INTERRUPTION) HOWEVER
CAUSED AND ON ANY THEORY OF LIABILITY, WHETHER IN CONTRACT, STRICT LIABILITY OR
TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY FROM THE USE OF OR
INABILITY TO USE THIS SOFTWARE OR THE DOCUMENTATION, EVEN IF WE OR ONE OF OUR
AUTHORIZED DEALERS OR DISTRIBUTORS HAS BEEN ADVISED OF OR SHOULD HAVE KNOWN
OF THE POSSIBILITY OF SUCH DAMAGE, AND WITHOUT REGARD TO THE SUCCESS OR
EFFECTIVENESS OF OTHER REMEDIES. YOU ACKNOWLEDGE THAT WE COULD NOT MAKE THE
SOFTWARE AVAILABLE TO YOU ON THE TERMS SET FORTH IN THIS EULA IF OUR LIABILITY
AND THAT OF THIRD PARTIES WERE NOT LIMITED AS SET FORTH IN THIS EULA. THE
FOREGOING EXCLUSIONS SHALL NOT APPLY TO ANY LIABILITY ARISING OUT OF OR IN
CONNECTION WITH ANY LIABILITY OF OURS’ WHICH CANNOT BE EXCLUDED UNDER
APPLICABLE LAW.
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This EULA and the rights and obligations of the parties with respect to the Software will be
governed by and construed in accordance with the laws of the State of Minnesota, USA, without
reference to the choice of law principles thereof. Any disputes relating to this EULA must be
brought solely in state or federal court in Minneapolis, Minnesota, USA; and, you hereby expressly
consent to the venue and jurisdiction of such courts. This EULA will not be governed by the United
Nations Convention on Contracts for the International Sale of Goods. If any part of this EULA is
found unenforceable, it will not affect the validity or enforceability of any other provision of this
EULA. Failure by either party to complain of any act or failure to act of the other party or to
declare the other party in default, irrespective of the duration of such default, will not constitute a
waiver of rights hereunder. The Software may not be shipped into any country or used in any
manner prohibited by law, regulation or order. You are responsible meeting any recording
consent and compliance laws, regulations that apply whether by country or state. No amendment,
modification, or waiver of any provision of this EULA will be effective unless it is set forth in a
writing signed by an authorized officer of both parties. This EULA constitutes the complete
agreement between you and Client with respect to the Software and supersedes all proposals (oral
or written), all previous negotiations, and all other communications, except as set forth above.

OPEN SOURCE
The Software contains open source software (“Open Source”) that is subject to the license
agreement identified with such Open Source. Your use of such Open Source is also subject to the

identified license agreement.

Open Source Applicable License
7zip GNU LGPL 2.1
boost Boost Software License 1.0
cassia MIT License
CURL Curl License
FiddlerCore Eric Lawrence license
InnoSetup Inno Setup License
libSrtyp Cisco
libvpx BSD-3
libwebm Google VP8
log4net Apache 2.0
mkclean GNU LGPL 2.1
nss Mozilla Public License (MPL) 1.1
openssl Open SSL License
pthreads GNU LGPL 2.1
reSIProcate Vovida Software License 1.0
speex BSD-3
websocketpp BSD Short License
WindowsDesktopSharing Code Project Open License
WinPcap BSD-3
xerces Apache 2.0
zlib zlib license
Apache Commons Collections Apache 2.0
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Apache Commons DBCP Apache 2.0

Apache Commons IO Apache 2.0

Apache Commons Logging Apache 1.1

Apache Commons Pool Apache 2.0

Hazelcast Apache 2.0

Apache Commons HTTP Client Apache 2.0

Apache Commons HTTP Core Apache 2.0

Jackson Apache 2.0

JCIFS GNU LGPL 2.1

jDOM Jdom License

jSch Jsch License

json-simple Apache 2.0

jtds GNU LGPL 2.1

log4j Apache 2.0

quartz Apache 2.0

slf4j MIT License

sshd Apache 2.0

Tyrus Common Development and Distribution

License (CDDL) 1.1

WebSocket++ BSD Short License
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Exhibit II to Attachment D
Service Level Availability (SLA)

The Master Server will be available 99.9% of the time as measured on a monthly basis (“Uptime
Availability”), excluding routine maintenance; reasonable downtime of Calabrio systems;
reasonable downtime due to any interruption, termination, or failed operation of: (i) the Internet,
(ii) any private intranet, (iii) third party telecommunication services; and force majeure events. If
Calabrio is not in compliance with this obligation in any 30-day period during the Term of this
Agreement, Avaya can request credits in the amounts set forth below for the applicable month.

Uptime Availability Credit

Less than 99.9% but greater than 5% of the Monthly Fee
99.7%

Less than 99.7% but greater than 10% of the Monthly Fee
99.4%

Less than 99.4% but greater than 20% of the Monthly Fee
99.1%

99.1% or less 30% of the Monthly Fee

If there are three (3) consecutive monthly Uptime Availability failures, in addition to the credits,
Avaya shall have the right to terminate the Service and shall not be liable for any payments that
were first invoiceable after the termination date. Such termination right must be exercised, if at all,
by providing written notification to Calabrio within thirty days from the end of the third consecutive
month in which a failure has occurred, and the notification shall provide a termination date no later
than ninety (90) days after the date of the notice. With the exception of Avaya’s right to terminate
the Service as described in the foregoing sentence, the credits referenced herein are Avaya’s sole
and exclusive remedy for failure to maintain the Uptime Availability standards.

(REMAINDER OF PAGE INTENTIONALLY LEFT BLANK)
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Appendix A
“Supplier Support Plan”

Below is the Supplier Support Plan:
GENERAL

Executive Summary

This Supplier Support Services Policy (“Policy”) describes the guidelines for the performance of Support Services by
Calabrio, Inc. (“Calabrio”) and pre-existing Teleopti Solutions. This Policy covers the provision of Support Services on
a global scale through the use of a Support Services staff across Calabrio’s office locations.

Hours of Operation and After-Hours Support Services

Calabrio Support Services (“CSS”) operate during Calabrio’s normal business hours, Sunday 11:00pm through Saturday
1:00am GMT, excluding Calabrio holidays. If you request Support Services outside the normal business hours, the
request will be deemed a request for functional support and may result in a separate invoice.
If not stated otherwise in your underlying agreement, the location of your headquarters will determine which Calabrio
Support Office you will be primarily linked:

e Americas — CST

e EMEA-CET

e APAC-SGT

How to Contact Us
Calabrio understands the importance of strong communication when issues arise and offers several methods in which
you may reach us to create a Service Request:
e Calabrio Success Center (“CSC”): Fill out and submit a Service Request via the CSC at
http://success.calabrio.com.
e Email: Send an email to calabriosupport@calabrio.com.
e Phone: Call the Calabrio Support Center. Up-to-date Global and Regional telephone numbers are available on
our website.
o Severity 1 issues must be called into the Support Center.

Expectations Following Initial Contact

Upon receipt of a Service Request, Calabrio validates your support entitiement, opens a service ticket, and commences
investigation to assist in resolving or determining the issues subject to the request. Note that installations or upgrades
may be referred to Calabrio Professional Services (“CPS”).

You may be required to provide remote access via WebEx or other established and approved means to the application
systems for CSS to assist in the diagnosis and troubleshooting of the reported issue. If you purchased Calabrio’s cloud
solution, you may be requested to establish an administrative account for CSS to assist with diagnostic efforts and
troubleshooting of the issue. In some cases, CSS may request access to your premises for provision of the Support
Services.

Security
Calabrio understands the confidentiality of information collected while you use the solution and adheres to its internal
security policies in the performance of Support Services. CSS are certified under the ISO 27001 security framework.

2 SUPPORT SERVICES: BEST PRACTICES
Key Questions
Completion (to the best of your ability) of the following template is crucial in expediting your Service Request to
resolution:
1. Are you the Main Contact for this issue? If not, who is?
2. Contact information (at a minimum, phone number and email should be supplied)
3. What Product Version do you use?
4. What issues are you experiencing?
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When did you start experiencing these issues?

Was there a change in your environment (e.g., outage, operating system change, etc.)?
Has this happened before? If so, how often?

How many Users or Agents are affected?

. Have you attempted any troubleshooting already?

10. Have logs been collected?

11. Do you have screenshots of the errors?

12. Can the issue be recreated?

©CoNoO

Best Practices

Open a Proactive Case request with CSS for any major reconfiguration of the base application, significant increases in
user counts or retention periods, major upgrades, reconfigurations of third party systems that are integrated into or with
Calabrio applications (e.g., ACD or PBX), or movement of the Calabrio application and/or systems integrated into or
with Calabrio (such as a network change). If determined that the change will have a significant impact on the Calabrio
Product CSS will engage CPS for additional assistance which may result in additional charges.

Open a case with CSS to validate the installation of a new lab and to provide the necessary guidance for the installation.
CSS assists with Break-Fix issues and will engage with CPS to design, install, and verify the lab.

It is recommended that on-premise deployments of the on-premise solution are kept current. Open a case with CSS to
receive guidance on staying up to date with the most recent version and how to install it.

3. SUPPORT SERVICES OBJECTIVES

Service Plan Objective

CSS provides consultation with your primary technical contacts for simple configuration, support of the standard
protocols, features, use, and maintenance questions, and other administrative questions regarding Calabrio solutions.
Support Services are subject to the terms and conditions via the master agreement you have in place for your use of
the solutions.

Calabrio Service Plan

Description \ Coverage
Coverage All Hours (if S1 case)
Telephone Callback Response Time (After Service Request 30 Minutes (for S1 cases)
Opened)
Software Updates Maintenance Releases
Functional Support and Professional Services Functional Support: Up to 2 Hours per Case
Professional Services: Quoted Per Project
Functional Support and Professional Services Pricing Charged at current rate
(Minimum 30-minute invoicing per incident)
Training Content-dependent and procured via credits (some
classes are offered for a fee)
Unlimited Access to Free Content on the CSC

Installation and Operations

The solutions should be operated and maintained in normal operating conditions, which means the operating
environment generally understood in the computer industry to be appropriate for the installation, operation, backup,
storage, and maintenance of equipment and/or software to ensure proper performance. Conditions that are not
construed to be normal operating conditions include environments that are overly hot, cold, damp, or dusty and
installations where equipment is exposed to outside elements or rapidly changing environmental conditions.

You are responsible for compliance with all applicable written installation, operation, usage, storage, and maintenance
instructions and guides related to the solutions, including the implementation and administration of a SQL maintenance
plan and backups.

Database Backups
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Calabrio recommends that you perform a complete database backup on the solution for any data pertaining to locally
installed Calabrio software at least every 30 days and, if you purchased the on-premise solution, immediately preceding
any upgrades or changes to the system. You must be able to provide a copy of such database backup and if a current
backup is not available and/or data or configuration changes are required, the services may be considered functional
services. For purposes of this Policy, functional services are those outside the scope of Support Services that are
invoiced separately, require approval from both parties, and require a SOW for the performance of such services.

Reproduction of Reported Errors

CSS may require additional information to reproduce errors reported by you or to effectively perform Support Services.
If you do not provide information when requested, Support Services may be delayed until you provide the information
or, if you do not respond to additional requests, CSS may close the case.

Modifications

You may reconfigure, move, or modify the solution without Calabrio’s prior written consent, if you understand and agree
that Calabrio may charge for any services related to your reconfiguration, movement, or modification of the services.
Calabrio will not incur any liability if the reconfiguration, movement, or modification of the solution results in your inability
to use the solution. If you require functional services to repair any damage or improper operation caused by the
reconfiguration, movement, or modification without prior consent, you agree that additional fees may be incurred for
engagement of CPS or CSS. A system outage related to any modifications you made will not be deemed an S1 issue.

Restrictions

You should review the Documentation in the CSC prior to requesting Support Services to ensure the answer to your
issue or question is not available. In the event Calabrio believes you are using the Support Services in bad faith; Calabrio
may be required to limit or terminate your access to Support Services. Documentation means all supporting written
materials Calabrio may provide to you regarding the support and maintenance of the solution, including user guides.
You should use good faith efforts to ensure your authorized users are familiar with the Documentation, which will help
eliminate excessive calls to CSS.

4. SERVICE LEVEL OBJECTIVES

Calabrio classifies all Service Requests with a Severity Level (S1, S2, S3, or S4) to ensure appropriate management of
Service Requests from its customer base. The following table sets forth the service level objectives by which Calabrio
strives to address your services requests, provided that you understand that, due to factors outside of Calabrio’s control,
circumstances may arise where such timeframes cannot be met:

Severity Response Time Within Resolution Time
Severity 1 30 minutes 8 hours

Severity 2 4 Business Hours 4 Business Days
Severity 3 1 Business Day 20 Business Days
Severity 4 1 Business Day 60 Business Days

For purposes of the table, the following definitions apply:

o “Response Time” is the amount of time from when you create a Service Request until CSS contacts you to
schedule a troubleshooting session or when troubleshooting has begun. The Response Time is strictly an
objective for Calabrio.

e “Resolution Time” means the time elapsed during the actual investigation, analysis, and troubleshooting to
determine a resolution for the reported issues. The resolution may be to upgrade or an alternative configuration
or process that does not constitute a complete fix of the issue, but results ability to use the solution. The
Resolution Time starts calculating upon completion of the following steps:

o Allrelevant information is provided to CSS; and
o The problem has been recreated or verified.

o “Business Day” means Mo-Fr 8:00am-5:00pm in the time zone of your primary Calabrio Support Office (time
zone CST, CET or SGT), excluding local Calabrio holidays.

e “Business Hour’ means 8:0 am-5:00 pm in the time zone of your primary Calabrio Support Office (time zone
CST, CET or SGT), excluding local Calabrio holidays.

e “Severity 1’ means your solution is down or causing catastrophic impact to your business operations. An
alternative configuration or process that allows most business operations to continue may not be immediately
available. You and Calabrio will commit full-time resources around the clock (24x7) to resolve the issue or create
an agreed upon action plan.
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e “Severity 2" means your solution is severely degraded or causing significant impact to aspects of your business
operations. An alternative configuration or process that allows most business operations to continue may not
be immediately available. Issue will be worked as a high priority during customer’s local business hours.

e “Severity 3" means your solution’s performance is impacted or the functionality is impaired, but most business
operations can continue.

o “Severity 4” is a Service Request where you seek information or services and there is no impact to business
operations.

5. GENERAL INFORMATION

CSS is a resource for ongoing maintenance, Break-Fix issues and same major release updates: new installations or
upgrades to a newer major version are not part of normal Support Services. Questions or issues related to updates
within the current major version will be supported by CSS.

Installation and Upgrades: On-Premise Customers

Prior to product installation, Calabrio must verify the design and approve the upgrade or installation. Failure to obtain
verification may cause a loss of data or corrupt system components and often results in you are incurring fees beyond
the standard Support Services rates for correcting any issues on the installation or upgrade. Calls regarding installations,
upgrades, and functional support may be limited to 2 hours in duration, at which point, Calabrio reserves the right to
invoice you for continued provision of Support Services.

Release Support for Software: On-Premise Customers

New releases of Calabrio software often resolve some of the issues that may arise while you are using the software. If
you are using an older version of the solution, you may be required to upgrade to a specific software release to resolve
a Service Request or issue or to support a requested functionality.

Software Exclusions

Circumstances may arise where Calabrio is not required to or cannot provide Support Services, including when issues
arise related to use of the software in a manner for which it is not intended, modification of the software, removal or
alteration of our trademarks or other marks from the software, use of the software in violation of your license, and
reconfiguration, modification, or movement of the software without Calabrio’s consent. If you purchased the on-premise
solution, Calabrio is not required to provide Support Services if you are using a version of the software that has reached
End-of-Support (as defined in the End-of-Life section of this Policy) or that is no longer listed on the Calabrio Success
Center as a supported product. Additional fees may be incurred by you if Calabrio agrees to provide Support Services
under the circumstances described in this paragraph.

Support for Software Acquired from Third Parties and Non-Production Environments

If you purchased software from a Calabrio distributor or reseller and the issue does not relate to Calabrio software,
Calabrio may assist in redirecting you to the correct party. Calabrio does not assume responsibility for providing Support
Services for software owned by a third party, including for any purchases made using Calabrio’s marketplace.

All lab systems must be identified in a SOW to be eligible for Support Services. Lab systems support requests are
always considered to be Severity 3 or 4. Lab systems are systems used for purposes other than fulfilling your operational
requirements, such as for testing or training.

Lapse and Reinstatement: On-Premise Customers
Calabrio is not obligated to provide Support Services if you have stopped paying your maintenance or subscription fees.
Calabrio will resume Support Services following a lapse after a reinstatement fee is paid.

6. PRODUCT LIFE CYCLE: ON-PREMISE CUSTOMERS

Your purchase of on-premise software is subject to a product life cycle. The End-of-Life Milestone Procedure is a formal
procedure for winding down the sales and support a specific version of the solution, including End-of-Sale, End-of-
Support, and End-of-Life.

The general components of the End-of-Life Milestone Procedure are as follows:
o End-of-Sale: Calabrio may notify you that certain versions of the solution have reached their End-of-Sale date.
End-of-Sale for a given version of the solution means the version may no longer be ordered or available for sale
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to new customers, but additional licenses and product add-ons are still available for existing customers until
End-of-Life.

e End-of-Support: The End-of-Support date occurs after the End-of-Sale date. End-of-Support means that no
further bug fixes, releases, or patches will be released, but other forms of Support Services that do not require
action from the development department will continue to be provided.

o End-of-Life: The End-of-Life date occurs after the End-of-Sale date and is the point at which you are expected
to upgrade to a new version.

Any notifications regarding the End-of-Sale, End-of-Support, and End-of-Life of specific versions of the solution will be
posted in the CSC at http://success.calabrio.com.

7. DEFINITIONS

“Break-Fix” is reactive support provided in real-time. Issues contained within “Break-Fix” include but are not limited
to: Identification and resolution of software defects and/or correction of configuration or environmental issues within the
Calabrio products.

“Calabrio Professional Services / CPS” provides the design and implementation of Calabrio products which includes
implementations, upgrades, complex design services, and third-party integrations.

“Calabrio Success Center / CSC” is the Calabrio portal website that is password protected and that provides the
option for you to open Service Requests, track the status of your Service Requests, and to review other product-related
updates and materials. The CSC is located at https://success.calabrio.com.

“Calabrio Support Services / CSS” provides Break-Fix, and services as set forth in this policy with respect to the
solution.

“Functional Support” includes administrative consultation and/or answering ‘how to’ or ‘what if’ questions within the
product. In general, functional support is more closely tied to training than troubleshooting.

“Installation or Upgrade” is either the deployment of the Calabrio software in a new environment or the installation of
a newer version on an existing system. Software Updates and Upgrades are deployed automatically to cloud customers.
If you are an on-premise customer, it is up to you whether to deploy Software Updates and Upgrades in your network,
but you should consider the product life cycle. Installations or upgrades are not included in normal Support Services
and may incur additional fees via a SoW that is signed by both parties.

“Release” means a new version of the solution made available by Calabrio which may contain defect fixes or the
implementation of new features or functions.

“OEM Products” means any third party or “original equipment manufacturer” products that are not manufactured by
Calabrio but that may be required to fully operate the solution. These include servers, databases, operating systems,
telephony infrastructure, and other applications and integrations.

“Production Environment” is the application in a live operating environment. Generally, this means there are active
live users operating on the solution and is not a lab or other off-line system.

“Product Notices” means all product notices concerning the solution that are posted to the CSC, including product
news bulletins, End-of-Life notices, field service notices, product updates, and Documentation.

“Remote Access” means access to your computer system(s) using virtual private network (VPN), remote desktop,
WebEX, or a similar application that is agreed to by the parties via the internet.

“Service Request” means a support ticket opened by you to request Support Services — commonly referred to as a
‘Case’.

8. SUPPORT SERVICES ESCALATION PROCESS

Calabrio adheres to an escalation guidelines process by which it addresses support problems reported by you.
Escalations begin at the Calabrio Escalation Manager level and proceed to higher management levels. If you have a
high severity Service Request that is not being addressed according to the SLOs, please observe the following
escalation procedures:
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