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*+,-+./0�01�023�03,4-�15�026-�78,3343/09�:1/.83�-2.;;�<,1=6>3�01�?+-0143,@�A6B03;3<21/C9�D1/53,3/D6/89�43--.86/8�./>�,3;.03>�-+E-D,6<061/FE.-3>�-3,=6D3-�.-�>3-D,6E3>6/�1/3�1,�41,3�G.;3-�H,>3,A-B9�./>�023�G3,=6D3�I3-D,6<061/-�J26D2�>3-D,6E3�023�53.0+,3-./>�5+/D061/.;60C�15�023�G3,=6D3-9�1,�1023,�>1D+43/0.061/�:1/.83�4.C�<,1=6>3�5,14�0643F01F0643K�./>�A66B�023�-30F+<9�6/-0.;;.061/9�64<;343/0.061/9�D1/568+,.061/9�./>�1023,*,153--61/.;�G3,=6D3-�6>3/06563>�6/�G.;3-�H,>3,-�A65�.<<;6D.E;3B�./>�.�G0.0343/0�15�L1,M�A65.<<;6D.E;3B�6/�D1//3D061/�J602�023�G+E-D,6<061/�G3,=6D3-N�?+-0143,O-�+-3�15�023G+E-D,6<061/�G3,=6D3-�.,3�81=3,/3>�EC�:1/.83O-�7DD3<0.E;3�P-3�*1;6DCN�G+EQ3D0�01�?+-0143,O-�D14<;6./D3�J602�026-�78,3343/09�:1/.83�23,3EC�8,./0-�?+-0143,./>�60-�7556;6.03-9�.�;64603>9�,3=1D.E;39�<3,-1/.;9�/1/F3RD;+-6=39�/1/F0,./-53,.E;39�./>�/1/F-+E;6D3/-.E;3�;6D3/-3�>+,6/8�023�G3,=6D3�S3,4�01@�A6B�<,1=6>3�7+021,6T3>�P-3,-�.DD3--�01�023G3,=6D3-�=6.�?+-0143,O-�7DD1+/0K�./>�A66B�>1J/;1.>9�6/-0.;;9�./>�+-3�G150J.,3�4.>3.=.6;.E;3�EC�:1/.83�6/�D1//3D061/�J602�023�G3,=6D3-9�-+EQ3D0�01�./C�.>>6061/.;�03,4-�./>D1/>6061/-�.DD14<./C6/8�-+D2�G150J.,39�.-�.<<;6D.E;3N�?3,0.6/�G150J.,3�:1/.83�<,1=6>3>�01�?+-0143,�4.C�D1/0.6/�026,>F<.,0C�-150J.,3AUS26,>F*.,0C�G150J.,3UB9�6/D;+>6/8�1<3/�-1+,D3�-150J.,3N�P-3�15�-+D2�S26,>F*.,0CG150J.,3�4.C�E3�81=3,/3>�EC�-3<.,.03�D1<C,6820�/106D3-�./>�;6D3/-3�<,1=6-61/-9�J26D2�J6;;E3�<,1=6>3>�01�?+-0143,�./>�J26D2�.,3�6/D1,<1,.03>�EC�,353,3/D3�6/01�026-�78,3343/0NG+D2�<,1=6-61/-�-2.;;�81=3,/�023�+-3�15�S26,>F*.,0C�G150J.,3N�?+-0143,�.8,33-�01�D14<;CJ602�023�03,4-�./>�D1/>6061/-�15�.;;�3/>�+-3,�;6D3/-3�.8,3343/0-�.DD14<./C6/8�./CG150J.,3�A6/D;+>6/8�S26,>F*.,0C�G150J.,3B�1,�<;+8F6/-�01�-+D2�G150J.,3�>6-0,6E+03>�6/D1//3D061/�J602�023�G3,=6D3N�7;;�3/>�+-3,�;6D3/-3-�-2.;;�6443>6.03;C�03,46/.03�1/�023�>.0302.0�023�G3,=6D3�3R<6,3-9�1,�026-�78,3343/0�6-�03,46/.03>N�S1�.DD3--�023�G3,=6D3-9�?+-0143,�4+-0�4.6/0.6/�./�.D06=3�7DD1+/0�6/�811>�-0./>6/8N?+-0143,�-2.;;�<,1=6>3�./>�4.6/0.6/�.DD+,.039�D14<;3039�./>�+<F01F>.03�6/51,4.061/J6026/�60-�7DD1+/0N�?+-0143,�6-�-1;3;C�,3-<1/-6E;3�51,�023�.D06=60C�02.0�1DD+,-�1/�60-7DD1+/0�AJ26D2�6/D;+>3-�60-�-+EF7DD1+/0-B9�./>�51,�M33<6/8�60-�7DD1+/0�D,3>3/06.;-�-3D+,3N:1/.83�J6;;�/10�E3�;6.E;3�51,�;1--3-�D.+-3>�EC�./C�+/.+021,6T3>�+-3�15�023�7DD1+/0K<,1=6>3>9�21J3=3,9�02.0�?+-0143,�-2.;;�/10�E3�,3-<1/-6E;3�51,�+/.+021,6T3>�?2.,83-�1/�60-7DD1+/0�01�023�3R03/0�02.0�60�011M�,3.-1/.E;3�<,3D.+061/-�./>�023�+/.+021,6T3>�+-3�6->341/-0,.03>�01�E3�-1;3;C�>+3�01�:1/.83O-�8,1--�/38;683/D3�1,�J6;;5+;�46-D1/>+D0N?+-0143,�,3<,3-3/0-�./>�J.,,./0-�02.0�60�6-�>+;C�.+021,6T3>�01�>1�E+-6/3--�./>�+-3�023G3,=6D3-�6/�.;;�Q+,6->6D061/-�6/�J26D2�?+-0143,�1<3,.03-N�?+-0143,�4+-0�/1065C�:1/.83<,14<0;C�15�./C�D2./83�6/�?+-0143,O-�3;686E6;60C�01�+-3�023�G3,=6D3-9�E,3.D2�15�-3D+,60C9�1,./C�+/.+021,6T3>�+-3�15�?+-0143,O-�7DD1+/0N�V10J602-0./>6/8�D;1-+,3�15�?+-0143,O-7DD1+/09�:1/.83�4.C�,30.6/�?+-0143,�I.0.�.-�,3.-1/.E;C�/3D3--.,C�51,�D14<;6./D3�J602.<<;6D.E;3�;.JN�S23�51,3816/8�;6D3/-3-�-2.;;�3R03/>�01�?+-0143,�7556;6.03-9�<,1=6>3>�02.0�-+D2�?+-0143,7556;6.03-�.,3�.D06/8�=6.�?+-0143,O-�7DD1+/0�A1,�-+E.DD1+/0-�023,315B9�./>�<,1=6>3>�5+,023,02.0�?+-0143,�,34.6/-�;6.E;3�01�:1/.83�51,�.;;�.D0-�./>�146--61/-�15�-+D2�7556;6.03-�A1,�./C1023,�3/06063-�.+021,6T3>�EC�?+-0143,�01�+-3�023�G3,=6D3-�1,�.D0�=6.�?+-0143,O-�7DD1+/0B.-�65�023C�J3,3�?+-0143,O-�1J/�.D0-�1,�146--61/-9�6/D;+>6/8�<.C43/0�51,�023�G3,=6D3-N�:1/.83�4.C�+-3�1,�,3;C�1/�1/3�1,�41,3�;6D3/-1,-9�-3,=6D3�<,1=6>3,-9�./>W1,�3X+6<43/0<,1=6>3,-�1,�3X+6<43/0�;3--1,-�J21-3�<,1>+D0-9�3X+6<43/0�./>W1,�-3,=6D3-�.,3�<,1=6>3>�6/D1/Q+/D061/�J6029�1,�6/D1,<1,.03>�6/019�023�G3,=6D3-�./>W1,�:1/.83�YX+6<43/0�AUS26,>F*.,0C�G3,=6D3-UBN�G+D2�S26,>F*.,0C�G3,=6D3-�4.C�.;-1�E3�<,1=6>3>�+/>3,�:1/.83Z-0,.>34.,M-�1,�1023,J6-3�E,./>3>�.-�.�:1/.83�G3,=6D3N�S26,>F*.,0C�G3,=6D3-�4.C�E381=3,/3>�EC�S26,>F*.,0C�S3,4-9�1,�6>3/06563>�6/�>1D+43/0.061/�1,�1/�1023,�43>6.�>3;6=3,3>J602�023�S26,>F*.,0C�G3,=6D3-�./>�J6;;�E3�<,1=6>3>�01�?+-0143,K�-+D2�S26,>F*.,0C�S3,4-�.,3
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+,-./0./1234�56�/373/3,-3�+,2.�28+9�:;/33<3,2�1,4�981==�;.>3/,�283�?93�.7�@8+/4AB1/26C3/>+-39D�E?92.<3/�1;/339�2.�-.<0=6�F+28�9?-8�23/<9�1,4�-.,4+2+.,9�.7�1==�@8+/4AB1/26C3/>+-39D�C?-8�@8+/4AB1/26�@3/<9�1/3�433<34�2.�53�532F33,�G.,1;3�1,4�E?92.<3/�1,4�4.,.2�-/3123�1�-.,2/1-2?1=�/3=12+.,98+0�532F33,�E?92.<3/�1,4�9?-8�28+/4�01/26D�:,6�,.,A-.<0=+1,-3�F+28�23/<9�1,4�-.,4+2+.,9�.7�@8+/4AB1/26�C3/>+-39�981==�53�-.,9+43/34�,.,A-.<0=+1,-3�F+28�28+9�:;/33<3,2D@3/<9�100=+-15=3�2.�G.,1;3�E.,21-2�E3,23/�C3/>+-39�H+,-=?4+,;�GEIEAEE�JK23,9+.,�1,4�EIE=.?4�JK0/399L�1/3�932�7./28�83/3D�@83�C3/>+-3�M39-/+02+.,�1,4�283�9-.03�.7�B/.7399+.,1=C3/>+-39�7./�283�G.,1;3�EI�E.,21-2�E3,23/�C3/>+-3�+43,2+7+34�.,�283�C1=39�N/43/�+9�932�7./2883/3DE?92.<3/�<16�./43/�C?59-/+02+.,�C3/>+-39�56�1--302+,;�./�3K3-?2+,;�.,3�./�<./3�C1=39N/43/9�+,�1��<1,,3/�1,4�7./<12�19�/3O?+/34�56�G.,1;3P�+,-=?4+,;�>+1�G.,1;3Q9�./43/+,;0./21=D�:00=+-15=3�B/.7399+.,1=�C3/>+-3�R339�1,4S./�+,921==12+.,�E81/;39�F+==�53�932�7./28�+,1�C1=39�N/43/D�G.,1;3�<16P�+,�+29�9.=3�4+9-/32+.,P�1--302�./�/3T3-2�1�C1=39�N/43/�0/+./�2.:--3021,-3�./�3K3-?2+.,D�N,-3�1�C1=39�N/43/�+9�1--30234�./�3K3-?234P�1=.,;�F+28�1,3K3-?234�CNU�H+7�100=+-15=3LP�G.,1;3�981==�0/.>+9+.,�283�C?59-/+02+.,�C3/>+-39�1,4�0/.>+431--399�-/343,2+1=9�2.�283�:--.?,2�./�100=+-15=3�9?5A1--.?,2�283/3.7D�E?92.<3/�<16�1=9../43/�144+2+.,1=�C?59-/+02+.,�C3/>+-39�>+1�G.,1;3Q9�.,=+,3�./43/+,;�0./21=�H439-/+53453=.FLD�J1-8�C1=39�N/43/�981==�92123�283�V,+2+1=�@3/<D�@83�V,+2+1=�@3/<�F+==�-.<<3,-3�.,�283�4123�9327./28�+,�283�C1=39�N/43/�19�283�C?59-/+02+.,�C3/>+-3�@3/<�C21/2�M123D�C1=39�N/43/9�F8+-8439-/+53�43=+>3/6�.7�C?59-/+02+.,�C3/>+-39�2.�<?=2+0=3�E?92.<3/�W.-12+.,9�F+==�+43,2+76<?=2+0=3�C?59-/+02+.,�C3/>+-3�@3/<�C21/2�M1239�1,4�C?59-/+02+.,�@3/<9D�@83�V,+2+1=�@3/<F+==�1?2.<12+-1==6�/3,3F�7./�9?--399+>3�03/+.49�.7�283�91<3�=3,;28�19�283�0/3>+.?9�V,+2+1=@3/<�./�X3,3F1=�@3/<�H19�100=+-15=3L�3K-302�F83/3�3+283/�B1/26�0/.>+439�F/+223,�,.2+-3�.7+,23,2�,.2�2.�/3,3F�12�=3192�,+,326�4169�0/+./�2.�283�3,4�.7�283�283,A-?//3,2�V,+2+1=�@3/<�./X3,3F1=�@3/<D�Y0.,�23/<+,12+.,�.7�283�100=+-15=3�V,+2+1=�@3/<�./�X3,3F1=�@3/<P�G.,1;3�F+==,.2�53�.5=+;1234�2.�7?/,+98�283�C?59-/+02+.,�C3/>+-39�2.�E?92.<3/Z�0/.>+434�8.F3>3/P�+7E?92.<3/�-.,2+,?39�2.�?93�283�C?59-/+02+.,�C3/>+-39�1723/�23/<+,12+.,�.7�283�V,+2+1=�@3/<�./X3,3F1=�@3/<P�9?-8�?93�981==�53�.,�1�<.,28A2.A<.,28�519+9�1,4�E?92.<3/�981==�53.5=+;1234�2.�016�7./�9?-8�C?59-/+02+.,�C3/>+-39�12�G.,1;3Q9�283,A-?//3,2�<.,28=6�/1239DJ+283/�01/26�<16�23/<+,123�9?-8�<.,28A2.A<.,28�23/<�56�0/.>+4+,;�12�=3192�28+/26�416914>1,-3�,.2+-3D�JK-302�19�3K0/399=6�0/.>+434�+,�283�100=+-15=3�C1=39�N/43/P�/3,3F1=�.70/.<.2+.,1=�./�.,3A2+<3�0/+-34�9?59-/+02+.,9�<16�53P�+,�G.,1;3Q9�4+9-/32+.,P�12�G.,1;3Q9100=+-15=3�=+92�0/+-3�+,�3773-2�12�283�-.<<3,-3<3,2�.7�283�100=+-15=3�X3,3F1=�@3/<DC3/>+-39�14434�2.�1,�3K+92+,;�E?92.<3/�W.-12+.,�F+==�53�433<34�2.�53�01/2�.7�283�3K+92+,;C1=39�N/43/�7./�283�0?/0.939�.7�4323/<+,+,;�283�/3<1+,+,;�C?59-/+02+.,�@3/<�7./�9?-8
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+,,-.-/0+1�2345-63�7-838�6/9.34:;8�</=3534>�?/:3�2345-63?�43@A-43�+�:-0-:A:�6/::-.:30..34:�=B-6B�:+C�0/.�D3�6/9.34:-0A?�=-.B�.B3�2AD?64-E.-/0�F34:�/G�.B3�3H-?.-0I�2+13?�J4,34738I8�K/0+I3�L@A-E:30.�+0,�MN�M/0.+6.�M30.34�2345-63?;8�O/4�+0C�?A6B�2345-63?>�+?3E+4+.3�2+13?�J4,34�-?�43@A-43,>�+0,�.B3�2AD?64-E.-/0�F34:�=-11�D3�?3.�G/4.B�-0�.B3+EE1-6+D13�2+13?�J4,348�2345-63?�/4,343,�G/4�+,,-.-/0+1�MA?./:34�P/6+.-/0?�7-838�:A1.-91/6+.-/0?;�=-11�B+53�?3E+4+.3�2AD?64-E.-/0�F34:?�+?�?.+.3,�-0�.B3�2+13?�J4,34�A013??�.B3Q+4.-3?�:A.A+11C�+I433�/.B34=-?3�5-+�+0�+,,30,A:�3H36A.3,�DC�D/.B�Q+4.-3?8��RB30�MA?./:34�:-I4+.3?�G4/:�.B3�K/0+I3�L0.34E4-?3�?345-63�E1+.G/4:�./�.B3�KSM�?345-63E1+.G/4:>�MA?./:34�+6T0/=13,I3?�.B+.�AE/0�U663E.+063�/G�+�KSM�2+13?�J4,34>�.B3�K/0+I3L0.34E4-?3�?345-63?�+0,�+11�+??/6-+.3,�+I433:30.?�?B+11�D3�.34:-0+.3,>�3GG36.-53�AE/0:-I4+.-/0�/G�.B3�?345-63?8K/0+I3�:+C�AE,+.3>�AEI4+,3>�,-?6/0.-0A3>�/4�/.B34=-?3�:/,-GC�.B3�2345-63?�/4�?E36-G-62345-63?�-0�=B/13�/4�-0�E+4.�-0�+66/4,+063�=-.B�.B-?�?36.-/08�K/0+I3�?B+11�:+T36/::346-+11C�43+?/0+D13�3GG/4.?�./�E4/5-,3�+.�13+?.�0-03.C�,+C?V�0/.-63�E4-/4�./�+0C�:+.34-+16B+0I3?�/G�.B3�?E36-G-6�2345-63?>�?ADW36.�=-.B/A.�1-:-.+.-/0�./�A4I306C�+0,�?36A4-.C�-??A3?8MA?./:34�?B+11�A?3�6/::346-+11C�43+?/0+D13�3GG/4.?�./�6//E34+.3�=-.B�K/0+I3�./�3GG36.:/,-G-6+.-/0?�./�.B3�2345-63?>�-061A,-0I�DC�E4/:E.1C�-:E13:30.-0I�+11�G-H3?>�AE,+.3?>AEI4+,3?>�+0,�43E1+63:30.?�/G�2/G.=+43�+?�43+?/0+D1C�43@A-43,�DC�K/0+I3>�+0,�K/0+I3?B+11�0/.�D3�43?E/0?-D13�G/4�MA?./:34V?�G+-1A43�./�,/�?/8�X/.=-.B?.+0,-0I�.B3�G/43I/-0I>:/,-G-6+.-/0?�./�.B3�2345-63?�?B+11�0/.�:+.34-+11C�43,A63�.B3�G3+.A43?>�13531�/G�GA06.-/0+1-.C>E34G/4:+063>�+5+-1+D-1-.C>�/4�?36A4-.C�/G�.B3�2345-63?�,A4-0I�.B3�2345-63�F34:>�A013??K/0+I3�:+T3?�+5+-1+D13�./�MA?./:34>�+.�0/�+,,-.-/0+1�6/?.>�+0�+1.340+.-53�2345-63�.B+.�-??AD?.+0.-+11C�3@A-5+130.�./�.B3�:/,-G-3,�2345-63Y�E4/5-,3,�.B+.�MA?./:34V?�?/13�43:3,C�G/40/096/:E1-+063�=-.B�.B3�G/43I/-0I�?B+11�D3�.B3�4-IB.�./�.34:-0+.3�+0C�+GG36.3,�2345-63=-.B-0�0-03.C�,+C?�/G�4363-5-0I�=4-..30�0/.-63�/G�.B3�:/,-G-6+.-/08X/.=-.B?.+0,-0I�+0C.B-0I�./�.B3�6/0.4+4C�B343-0>�K/0+I3�43?3453?�.B3�4-IB.>�DA.�-?�0/./D1-I+.3,>�./�7-;�:/0-./4�+0,�435-3=�MA?./:34V?�A?3�/G�.B3�2345-63?>�-061A,-0I�./�30?A43MA?./:34V?�6/:E1-+063�=-.B�.B3�UI433:30.Y�7--;�43W36.>�43GA?3�./�.4+0?:-.>�D1/6T>�/4�43:/53+0C�6/0.30.�7-061A,-0I�MA?./:34�Z+.+;Y�+0,�7---;�+663??>�43+,>�E43?3453>�/4�,-?61/?3�+0C-0G/4:+.-/0�.B+.�K/0+I3�43+?/0+D1C�D31-353?�-?�0363??+4C�./�7+;�6/:E1C�=-.B�+EE1-6+D13�1+=>43IA1+.-/0>�13I+1�E4/63??>�/4�I/5340:30.�43@A3?.>�7D;�30G/463�.B3�UI433:30.>�-061A,-0I-053?.-I+.-/0�/G�E/.30.-+1�5-/1+.-/0?�B343/G>�76;�,3.36.>�E43530.>�/4�/.B34=-?3�+,,43??�G4+A,>?36A4-.C�/4�.36B0-6+1�-??A3?>�7,;�43?E/0,�./�MA?./:34V?�?AEE/4.�43@A3?.?>�/4�73;�E4/.36.�.B34-IB.?>�E4/E34.C�/4�?+G3.C�/G�K/0+I3>�-.?�6A?./:34?>�-.?�6A?./:34?V�30,�A?34?>�+0,[/4�.B3EAD1-68�MA?./:34�+I433?�./�E4/5-,3�K/0+I3�=-.B�+0C�-0G/4:+.-/0�K/0+I3�43+?/0+D1C43@A3?.?�./�-053?.-I+.3�+0,�43?/153�-??A3?�431+.-0I�./�MA?./:34V?�U66/A0.8
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+,-./0�1.2�310�45/13�3,�6047,48�406.54�.-9�8.5-30-.-:0�,4�3,�;6/4.90<�;69.30�,40-1.-:0�=:,>>0:35?0>@<�310�AB.5-30-.-:0AC�532�-03D,4E<�5-74.234;:3;40<�D0F2530=2C<�G04?5:02.-9H,4�+,-./0�IJ;5680-3�D531�645,4�-,35:0�604�310�G04?5:0�K0?0>�L/40080-3�57�2;:1B.5-30-.-:0�D,;>9�:.;20�.�6.435.>�,4�7;>>�9524;635,-�,7�310�G04?5:02M�N;23,804�D5>>�3580>@�406,43�.-@�522;02<�34,;F>0�,4�64,F>082�.770:35-/�G04?5:0�3,�+,-./0;25-/�.�N;23,804O5-535.309�34,;F>0�35:E03�=.�PQ4,;F>0�Q5:E03RCM�Q4,;F>0�Q5:E03�64,:09;402.-9�.99535,-.>�5-7,48.35,-�7,4�+,-./0�2;66,43�:.-�F0�7,;-9�1040M�N.>>2�3,�.-9�74,8�+,-./0:;23,804�204?5:0<�2.>02�,4�,3104�4064020-3.35?02�8.@�F0�40:,4909�.-9H,4�8,-53,409�7,4J;.>53@�.22;4.-:0�.-9�34.5-5-/�6;46,202M�N;23,804S2�2,>0�40809502�7,4�.-@�-,-O6047,48.-:0<�,;3./02<�7.5>;402�3,�90>5?04�,4�9070:32�5-�G04?5:0�.40�203�7,431�5-�310�.66>5:.F>0204?5:0�>0?0>�./40080-3�.-9�31020�G04?5:0�Q0482MN043.5-�+,-./0�G04?5:02�8.@�64,?590�.�7;-:35,-�31.3�.>>,D2�?,5:08.5>2�3,�F0�:,-?04309�3,30T3�.-9�?5:0O?042.M�N;23,804�;-90423.-92�.-9�./4002�31.3�+,-./0U2�?,5:0O3,O30T3�=A+QQAC.-9�30T3O3,O?,5:0�=AQQ+AC�70.3;402�8.@�-,3�.::;4.30>@�34.-2:45F0�?,5:08.5>2�,4�.435:;>.3030T3�8022./02<�40260:35?0>@M�N;23,804�52�2,>0>@�4026,-25F>0�7,4�:10:E5-/�310�,45/5-.>8022./0�.-9�?0457@5-/�310�.::;4.:@�,7�310�8022./0�D10-�;25-/�.-@�+QQ�,4�QQ+�70.3;402M+,-./0�0T64022>@�952:>.582�.>>�>5.F5>53@�D531�40260:3�3,�310�:,-?0425,-�,7�?,5:08.5>2�3,�30T3,4�?5:0O?042.MN;23,804�21.>>�-,3<�.-9�21.>>�0-2;40�31.3�0-9�;2042�.-9�L775>5.302�9,�-,3<�.-9�21.>>�-,3.;31,45V0<�.22523<�,4�0-.F>0�.-@�,3104�31549�6.43@�3,<�;20�310�G04?5:02�5-�.-@�8.--04�31.3?5,>.302�310�LWXMN;23,804�4064020-32�.-9�D.44.-32�31.3�53�D5>>�F0�310�;>358.30�0-9�;204�,7�310�G04?5:0MN;23,804�21.>>�-,3�5-�.-@�D.@�4020>><�>5:0-20<�604853�-,4�.>>,D�.-@�31549�6.43@�3,�;20�310G04?5:02�D531,;3�40:05?5-/�+,-./0S2�645,4�D45330-�:,-20-3MN;23,804�.:E-,D>09/02�31.3�31040�.40�>.D2�/,?04-5-/�310�0>0:34,-5:�40:,495-/�,730>061,-0�:,-?042.35,-2�.-9�31.3�+,-./0�52�-,3�>5.F>0�7,4�.-@�5>>0/.>�;20�,7�310�G04?5:02M�Y352�N;23,804S2�4026,-25F5>53@�3,�9030485-0�.-9�:,86>@�5-�7;>>�D531�532�,D-�:,86>5.-:0,F>5/.35,-2M�Z,�G04?5:02�,4�64,9;:32�,770409�F@�+,-./0�.40�4064020-309�,4�D.44.-309�3,:,86>@�D531�0>0:34,-5:�40:,495-/�>.D2M�N;23,804�./4002�31.3�+,-./0�8.@<�5-�532�2,>0952:4035,-<�40:,49�.-@�:.>>�F03D00-�N;23,804�.-9�+,-./0�7,4�J;.>53@�:,-34,>�.-9�34.5-5-/6;46,202M



����������	�
��� �������������������������������������������� �!��"����#������

$��%�	��&&&'"�����'������������� ��()�������������������������)"��)���� ����

*+,-./�0122�1,3+14/�5678+9/:�;6:76-,8�8+�8</�=6>74:1;81+,�=/:314/7�?,3+141,.�@:/A6/,4B-,C�5678+9/:�7<-22�;-B�;6:76-,8�8+�8</�D-B9/,8�E/:97�-7�7/8�F+:8<�1,�8</�=-2/7�G:C/:H5<-:./7�-:/�>-7/C�+,�=6>74:1;81+,�=/:314/7�-,C�/A61;9/,8�;6:4<-7/C�-,C�,+8�-486-267-./H�I/46::1,.�4<-:./7�F+:�8</�=6>74:1;81+,�=/:314/7�>/.1,�+,�8</�=6>74:1;81+,�=/:314/E/:9�=8-:8�J-8/�-,C�0122�4+,81,6/�F+:�8</�E/:9H�D-B9/,8�+>21.-81+,7�-:/�,+,K4-,4/22->2/L-,C�5<-:./7�;-1C�-:/�,+,K:/F6,C->2/�6,2/77�+8</:017/�7/8�F+:8<�1,�8<17�M.://9/,8HN6-,8181/7�;6:4<-7/C�4-,,+8�>/�C/4:/-7/C�C6:1,.�8</�:/2/3-,8�=6>74:1;81+,�E/:9�018<+688</�19;+7181+,�+F�8</�-;;214->2/�/-:2B�8/:91,-81+,�4<-:./7H�O7-./�>-7/C�5<-:./7�P1,426C1,.5<-:./7�F+:�1,8/:,-81+,-2�4-227QL�R-:S/8;2-4/�=/:314/�5<-:./7L�5<-,./�G:C/:�F//7L�-,C-,4122-:B�/T;/,7/7�P/H.H�1,46::/C�1,�4+,,/481+,�018<�8</�D:+F/771+,-2�=/:314/7L�1F�-,BL�764<-7�8:-3/2L�<+8/2�-,C�76>7178/,4/�/T;/,7/7U�764<�/T;/,7/7�8+�>/�1,3+14/C�>B�*+,-./�-8�4+78Q-:/�;-B->2/�1,�-::/-:7H�VA61;9/,8�;6:4<-7/�5<-:./7�-:/�>122->2/�6;+,�M44/;8-,4/�+F�-=-2/7�G:C/:H�D:+F/771+,-2�=/:314/7�;:+31C/C�+,�-�F1T/C�;:14/�>-717�0122�>/�>122/C�1,�-C3-,4/-,C�D:+F/771+,-2�=/:314/7�;:+31C/C�+,�-�819/�-,C�9-8/:1-2�>-717�0122�>/�>122/C�-7�4+9;2/8/C9+,8<2B�1,�-::/-:7�;6:76-,8�8+�8</�D-B9/,8�E/:97H�M,�1,3+14/�F+:�D:+F/771+,-2�=/:314/7�0122>/�7/,8�;:+9;82B�F+22+01,.�M44/;8-,4/�+F�8</�=-2/7�G:C/:L�018<�;-B9/,8�C6/�;/:�8</D-B9/,8�E/:97H�?,3+14/7�0122�>/�7/,8�>B�/9-12�8+�8</�-CC:/77�7;/41F1/C�1,�5678+9/:W7M44+6,8H�E</�F+:/.+1,.�7<-22�,+8�-;;2B�8+�?,KM;;�D6:4<-7/7H�E</�8/:97�+F�7/:314/�F+:�8</-;;�78+:/�F:+9�0<14<�5678+9/:�C+0,2+-C/C�8</�9+>12/�-;;214-81+,�7<-22�.+3/:,�8</D-B9/,8�E/:97�-,C�8-T/7�-,C�F//7�F+:�8</�1,K-;;�=/:314/7L�1F�-,BL�-,C�764<�8/:97�-:/</:/>B�1,4+:;+:-8/C�>B�:/F/:/,4/H�G3/:C6/�-9+6,87�+8</:�8<-,�-9+6,87�C17;68/C�1,�.++C�F-18<�>/-:�1,8/:/78�-8�8</�2+0/:�+FXHYZ�;/:�9+,8<�+:�8</�9-T1969�:-8/�-22+0/C�>B�.+3/:,1,.�2-0H�*+,-./�9-B�767;/,C�8</=6>74:1;81+,�=/:314/7�6;+,�;:1+:�0:188/,�,+814/�1F�5678+9/:W7�;-B9/,8�+,�-,B�6,C17;68/C-9+6,87�:/9-1,7�+3/:C6/�-8�8</�/,C�+F�8</�8/,8<�C-B�F+22+01,.�764<�,+814/H�5678+9/:-.://7�8+�76;;2B�*+,-./�018<�8</�1,F+:9-81+,�,/4/77-:B�F+:�*+,-./�8+�4+9;2/8/�-,�1,181-24:/C18�/3-26-81+,�;:1+:�8+�;:+31C1,.�5678+9/:�018<�-44/77�8+�8</�=/:314/7�+:�8</�*+,-./VA61;9/,8H�*+,-./�9-B�-27+�6;C-8/�187�1,F+:9-81+,�:/.-:C1,.�5678+9/:W7�4:/C18�:-81,.F:+9�819/�8+�819/H�*+,-./�9-B�21918�5678+9/:W7�;6:4<-71,.�+F�-CC181+,-2�=/:314/7�+:*+,-./�VA61;9/,8�+:�:/A61:/�-,+8</:�F+:9�+F�;-B9/,8�764<�-7�-68+K;-B9/,8�1,�187:/-7+,->2/�C174:/81+,�>-7/C�+,�4<-,./7�1,�5678+9/:W7�4:/C180+:8<1,/77�+:�<->186-2;-B9/,8�C/21,A6/,4BHD:141,.�7<-22�>/�7/8�F+:8<�1,�8</�-;;214->2/�M44/;8/C�=-2/7�G:C/:�+:�-7�78-8/C�1,�8</�*+,-./+:C/:1,.�;+:8-2�-,C�7<-22�:/9-1,�F1T/C�6,812�8</�/,C�+F�8</�-;;214->2/�=6>74:1;81+,�E/:9HO;+,�-68+K:/,/0-2�+F�8</�=6>74:1;81+,�=/:314/7L�8</�=6>74:1;81+,�5<-:./7�0122�1,4:/-7/�>B[ZH�?,�8</�/3/,8�*+,-./�4+,81,6/7�8+�;:+31C/�=/:314/7�8+�5678+9/:�+,�-�9+,8<K8+K9+,8<>-717�F+22+01,.�-�4+99188/C�8/:9L�*+,-./�:/7/:3/7�8</�:1.<8�8+�1,4:/-7/�;:141,.�8+�*+,-./W78</,K46::/,8�9+,8<K8+K9+,8<�;:141,.H5678+9/:�-.://7�18�17�:/7;+,71>2/�F+:�8</�F622�3-26/�+F�/-4<�=-2/7�G:C/:�/FF/4813/�6;+,M44/;8-,4/�+F�8</�-;;214->2/�=-2/7�G:C/:L�76>\/48�8+�8/:91,-81+,�C6/�8+�*+,-./W7�6,46:/CC/F-628H�]+8018<78-,C1,.�-,B8<1,.�8+�8</�4+,8:-:B�</:/1,L�1F�=6>74:1;81+,�=/:314/7�-:/:/C64/C�+:�8/:91,-8/C�+8</:�8<-,�C6/�8+�-�D-:8BW7�6,46:/C�C/F-628L�-22�5<-:./7�C6/�6,C/:
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*+,�-,./0,.�1-�*,-2345*,.�657,8�9-.,-�:377�;,�500,7,-5*,.�54.�</8*12,-�8+577�=5>�?145@,*+,�8/2�1A�577�/4=53.�521/4*8�A1-�6/;80-3=*314�6,-B30,8�50*/577>�=-1B3.,.C�=7/8�*+,-,253434@�014*-50*,.�<+5-@,8�58�1A�*+,�.5*,�1A�*,-2345*314�*+-1/@+�*+,�,4.�1A�*+,6/;80-3=*314�D,-2�8*5*,.�34�*+,�657,8�9-.,-E8FC�58�:,77�58�54>�5..3*31457�340/--,.�<+5-@,8E,G@G�/85@,C�HI/3=2,4*�=/-0+58,8C�,*0GFJ�1-C�3A�8/0+�*,-2345*314�38�=-31-�*1�*+,�6/;80-3=*3146,-B30,�D,-2�6*5-*�K5*,C�*+,�*1*57�521/4*�1A�*+,�657,8�9-.,-C�54.�5==7305;7,�D5L,8�54.M,,8�14�577�1A�*+,�A1-,@134@G�N-30,8�A1-�6/;80-3=*314�6,-B30,8�54.�HI/3=2,4*�=/-0+58,8�.1�41*�3407/.,5==7305;7,�D5L,8C�M,,8C�K/*>�54.�</8*128�0+5-@,8G�</8*12,-�:377�;,�817,7>�735;7,�A1-�54.:377�=5>�/=14�.,254.�577�D5L,8C�M,,8C�K/*>�54.�</8*128�0+5-@,8�5881035*,.�:3*+</8*12,-O8�=/-0+58,�1A�HI/3=2,4*C�54.�500,88�*1�1-�/8,�1A�*+,�6,-B30,8�58�8,*�A1-*+�34�*+,5==7305;7,�P4B130,C�54.�8+577�41*�.,./0*�54>�8/0+�521/4*8C�1-�54>�1*+,-�:3*++17.34@8C�8,*Q1AA8C�1-�.,./0*3148C�A-12�1:,.�521/4*8C�;/*�:377�41*�;,�-,8=1483;7,�A1-�*5L,8�;58,.�14?145@,O8�4,*�34012,G�</8*12,-�25>�=-,8,4*�?145@,�:3*+�54�,L,2=*314�0,-*3A305*,,732345*34@�</8*12,-O8�54.�?145@,O8�735;373*>�*1�=5>�0,-*534�D5L,8G�940,�?145@,�+585==-1B,.�*+,�,L,2=*314�0,-*3A305*,�34�:-3*34@C�</8*12,-�8+577�;,�,L,2=*�A-12�*+18,�D5L,814�5�@1QA1-:5-.�;5838G�PA�5�*5L�5/*+1-3*>�.,*,-234,8�*+5*�</8*12,-�38�41*�,L,2=*�A-12D5L,8�54.�588,88,8�*+18,�D5L,8C�</8*12,-�8+577�=5>�*+18,�D5L,8�*1�?145@,C�=7/8�54>5==7305;7,�34*,-,8*�1-�=,457*3,8G�</8*12,-�25>�;,�0+5-@,.�D5L,8�54.�M,,8�;>�5�25-R,*34@=5-*4,-�1-�5/*+1-3S,.�.38*-3;/*1-�A1-�414Q?145@,�=-1./0*8�54.�8,-B30,8�817.�1-�730,48,.�;>*+5*�25-R,*34@�=5-*4,-�1-�5/*+1-3S,.�.38*-3;/*1-�34�0144,0*314�:3*+�5�657,8�9-.,-GP4�5..3*314C�5�-,@/75*1->�-,01B,->�A,,�A1-�,B,->�=+14,�4/2;,-�5883@4,.�*1�</8*12,-T85001/4*C�3407/.34@�*177�A-,,�54.�B3-*/57�4/2;,-8C�25>�;,�0+5-@,.�214*+7>�*1�1AA8,*�018*8340/--,.�;>�?145@,�34�012=7>34@�:3*+�34I/3-3,8�54.�1;73@5*3148�32=18,.�;>�-,@/75*1->;1.3,8U@1B,-42,4*8�54.�-,75*,.�7,@57�54.�;37734@�,L=,48,8G�D+38�-,01B,->�A,,�25>�57813407/.,�-,01B,->�1A�018*8�A1-�7,@57C�34*,77,0*/57�=-1=,-*>C�0>;,-8,0/-3*>C�012=73540,�54.1*+,-�-,75*,.�,L=,48,8C�3407/.34@�*+18,�-,75*,.�*1�4/2;,-�=1-*5;373*>C�0/8*12,-�=-3B50>=-1*,0*314�54.�54*3QA-5/.�=-1*,0*314G�D+38�A,,�38�41*�5�*5L�1-�0+5-@,�-,I/3-,.�1-�588,88,.�;>54>�@1B,-42,4*�54.�25>�;,�-,01B,-,.�;>�?145@,�*+-1/@+�32=183*314�1A�5�8/-0+5-@,�14*+,�018*�1A�*+,�6,-B30,G�V37734@�.38=/*,8�2/8*�;,�343*35*,.�:3*+34�434,*>�.5>8�1A�*+,�.38=/*,.�34B130,�.5*,G�W=14,L=3-5*314�1A�8/0+�434,*>Q.5>�=,-31.C�</8*12,-�:53B,8�3*8�-3@+*�*1�.38=/*,�54>�A,,8�=53.�1-=5>5;7,�*1�?145@,G�D+,�N5-*3,8�:377�:1-R�*1@,*+,-�34�@11.�A53*+�*1�-,817B,�;37734@�.38=/*,8G�X=,4.34@�;37734@�.38=/*,�8+577�41*�,L,2=*�</8*12,-�A-12�*32,7>�=5>34@�54>�/4.38=/*,.521/4*8G�9*+,-�*+54�58�8*5*,.�34�*+38�X@-,,2,4*C�A,,8�=53.�5-,�414Q-,A/4.5;7,G
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*+,-./01�,+234/�+5�321�6/571-8�2+�9-3:/�+6�;+<35=�2>/�6/?736/;/,2@�-44/A2�2>/�B+834=�C>-,./+6�2/6;3,-2/�2>+1/�D/6:34/1�-55/42/<�932>+72�2/6;3,-23+,�83-E3832=@�932>+72�2>/�63.>2�2+4+,23,7/�2+�71/�2>+1/�D/6:34/1�2>/6/-52/6F�G+2932>12-,<3,.�2>/�5+6/.+3,.@�C712+;/601�63.>22+�+EH/42�+6�2/6;3,-2/�1>-88�,+2�-AA8=�2+�B+834=�C>-,./1�6/?736/<�E=�-AA834-E8/�8-9@6/.78-23+,�+6�.+:/6,;/,2-8�-72>+632=@�+6�2+�4>-,./1�6/?736/<�2+�A6+2/42�2>/�1/47632=�-,<+A/6-E3832=�+5�*+,-./@�2>/�D/6:34/1@�*+,-./01�+2>/6�4712+;/61F*+,-./�+55/61�2>36<�A-62=�A6+<7421�-,<�1/6:34/1�+,�321�IAA�J-6K/2A8-4/�LMN>36<OB-62=IAA1PQF�R>/,�C712+;/6�17E1463E/1�2+�71/�174>�N>36<OB-62=�IAA1@�C712+;/6�1>-88�-.6//1/A-6-2/8=�2+�2>/�6/?736/<�2/6;1�+5�71/�+6�1/6:34/�932>�174>�N>36<OB-62=�IAA�A6+:3</6�LMIAAN/6;1PQ@�3,�-<<323+,�2+�2>/1/�D/6:34/�N/6;1F�*+,-./�31�6/1A+,13E8/�5+6�2>/�E3883,.�-,<4+88/423+,�+5�-;+7,21�+9/<�2+�174>�2>36<OA-62=�A6+:3</6�-,<�2+�2-S�-,<�6/.78-2+6=-72>+6323/1@�-,<�9388�4>-6./�C712+;/601�;/2>+<�+5�A-=;/,2F�C>-6./1�5+6�2>/1/�1/6:34/1�9388-AA/-6�+,�C712+;/601�;+,2>8=�*+,-./�3,:+34/F�*+,-./�9388�-81+�>-,<8/�-88�E3883,.�?7/123+,1FC712+;/6�-4K,+98/<./1�2>-2�*+,-./�31�,+2�6/1A+,13E8/�5+6�17AA+62�+6�2/4>,34-8�-11312-,4/932>�6/1A/42�2+�-,=�N>36<OB-62=�IAA�-,<�2>-2�C712+;/601�71/�+5�2>/�IAA�321/85�31�17EH/42�2+2>/�IAA�N/6;1T�C712+;/6�1>-88�<36/42�321�IAA�?7/123+,1�-,<�17AA+62�6/?7/121�<36/428=�2+2>/�A6+:3</6�+5�2>/�N>36<OB-62=�IAA�-2�2>/�4+,2-42�/;-38�-<<6/11�+6�,7;E/6�1/2�5+62>�+,�2>/J-6K/2A8-4/�-,<U+6�3,�2>/�IAA�N/6;1F�V+9/:/6@�C712+;/6�;-=�+,8=�;+<35=�+6�2/6;3,-2/N>36<OB-62=�IAA1�+6�6/8-2/<�-44+7,21�2>6+7.>�2>/�IAA�J-6K/2A8-4/�3,�+6</6�2+�;+<35=�+62/6;3,-2/�E3883,.�5+6�174>�N>36<OB-62=�IAA1F�W-3876/�2+�<+�1+�2>6+7.>�2>/�IAA�J-6K/2A8-4/9388�,+2�;+<35=�+6�2/6;3,-2/�E3883,.@�5+6�9>34>�C712+;/6�31�83-E8/F�C712+;/6�31�1+8/8=6/1A+,13E8/�5+6�321�71/�+5�2>/�N>36<OB-62=�IAA@�-,<�9388�3,</;,35=�*+,-./�-,<�321�I55383-2/1-.-3,12�-,=�-,<�-88�48-3;1�-6313,.�56+;�C712+;/601�;3171/�+5�2>/�N>36<OB-62=�IAA�+6�321E6/-4>�+5�2>/�IAA�N/6;1F�*+,-./�;-=�/,2/6�3,2+�;-6K/23,.�-66-,./;/,21�932>�;-6K/23,.�A-62,/61�L/-4>�-XJ-6K/23,.�B-62,/6XQ�+6�6/1-8/U<31263E723+,�-.6//;/,21�932>�-72>+63Y/<�<31263E72+61�L/-4>-,�XI72>+63Y/<�Z31263E72+6XQ�9>+�;-6K/2�*+,-./�D/6:34/1�2+�A6+1A/423:/�4712+;/61�9>+2>/,�17E1463E/�2+�2>/1/�D/6:34/�N/6;1F�R>/,�2>/1/�D/6:34/�N/6;1�-6/�-44/A2/<�E=�-C712+;/6@�2>/�C712+;/6�31�4+,13</6/<�-�4712+;/6�+5�*+,-./�+,8=�932>�6/1A/42�2+�*+,-./D/6:34/1F�I1�-,�/S-;A8/@�35�2>/�<31263E72+6�+5�3,2/6,/2�1/6:34/1�-81+�;-6K/21�*+,-./OE6-,</<�1+8723+,1�-,<�-�C712+;/6�17E1463E/1�2+�E+2>�3,2/6,/2�1/6:34/1�-,<�*+,-./D/6:34/1�932>�*+,-./�7,</6�2>/1/�D/6:34/�N/6;1@�2>/�4712+;/6�31�4+,13</6/<@�932>�6/1A/422+�*+,-./�D/6:34/1@�+,8=�-�4712+;/6�+5�*+,-./F�N>/�2/6;1@�4+,<323+,1�-,<�A+8343/1A7617-,2�2+�-�J-6K/23,.�B-62,/6�+6�I72>+63Y/<�Z31263E72+6[1�4+,26-427-8�-66-,./;/,2�932>C712+;/6�5+6�+2>/6�A6+<7421�-,<�1/6:34/1�;-=�<355/6�56+;�2>/1/�N/6;1�+5�D/6:34/@�B63:-4=B+834=�-,<�+2>/6�A+8343/1�-AA83/<�E=�*+,-./�2+�13;38-68=�1327-2/<�4712+;/61@�E72�174>J-6K/23,.�B-62,/6[1�+6�I72>+63Y/<�Z31263E72+6[1�2/6;1@�4+,<323+,1�-,<�A+8343/1�9388�,+2�-AA8=2+�*+,-./�D/6:34/1@�,+6�17A/61/</�2>/1/�D/6:34/�N/6;1�-1�-AA834-E8/�2+�*+,-./�D/6:34/1FI1�E/29//,�C712+;/6�-,<�*+,-./@�C712+;/6�+9,1�-,<�6/1/6:/1�-88�63.>2@�2328/@�-,<�3,2/6/123,�C712+;/6�Z-2-F�C712+;/6�-72>+63Y/1�*+,-./�2+�71/�2>/�C712+;/6�Z-2-�2+�A6+:3</�2>/D/6:34/1�-,<�A/65+6;�3,�-44+6<-,4/�932>�2>/�I.6//;/,2F �
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*+,-./�01�023--4�56�78902-�094�:;1/8<-3�=9�>3=/=92?�78902-�1@0AA�4-A-/-�:0AA�B-,834=921094�78=,-<0=A1�01�C8AA8>1D=C�:E�:89/0,/�:-9/-3�F-3G=,-1?�=9�0,,83409,-�>=/@�40/0�1/8302-�/-3<1�1-/�C83/@�=9�/@-�:EF-3G=,-�H-1,3=./=89�1-/�C83/@�@-3-I=C�7J:�F-3G=,-1?�,0AA�3-,834=921�03-�3-/0=9-4�;9/=A�:;1/8<-3�4-A-/-1�/@-�40/0?�83�/@-F-3G=,-K1L�03-�,09,-AA-4?�83�;9/=A�:;1/8<-3�;/=A=M-1�0AA�0AA8//-4�1/8302-�1.0,-N�:;1/8<-3<06�48>9A804�/@-�40/0�0/�096�/=<-�.3=83�/8�,09,-AA0/=89�83�/-3<=90/=89�8C�F-3G=,-K1LN78=,-<0=A�<-1102-1�03-�3-/0=9-4�C83�OP�4061�C38<�/@-�40/-�/@-�<-1102-�>01�3-,834-4�094Q�4061�0C/-3�,09,-AA0/=89�83�/-3<=90/=89�8C�/@-�F-3G=,-K1LN�R8AA8>=92�/@-�1/0/-4�3-/-9/=89�.-3=841?�/@-�7J:�:0AA�B-,834=921�094�78=,-<0=A1�03-.;32-4N N�:;1/8<-3S1�1;22-1/-4�=<.38G-<-9/1�/8�094�C--450,T�3-2034=92�/@-�F-3G=,-1�03-�98/:89C=4-9/=0A�U9C83<0/=89?�094�:;1/8<-3�2309/1�/8�78902-�09�;93-1/3=,/-4?�=33-G8,05A-?�C;AA6.0=4V;.?�094�989V-+,A;1=G-�3=2@/�/8�;1-�1;,@�1;22-1/=891�094�C--450,T�C83�096�.;3.81-N�78902-�8>91�094�3-1-3G-1�0AA�3=2@/?�/=/A-�094�=9/-3-1/�=9�094�/8�/@-�F-3G=,-1�094�0AA=<.38G-<-9/1?�<84=C=,0/=891?�094�4-3=G0/=G-�>83T1�/@-3-8CN�W/@-3�/@09�/@-�:;1/8<-3�H0/0?0AA�78902-�:89/-9/�=1�01�5-/>--9�:;1/8<-3�094�78902-�8>9-4�56�78902-N�:;1/8<-3�1@0AA98/�K094�1@0AA�98/�0AA8>�/@=34�.03/=-1�/8L�K=L�4-,=.@-3?�4-,8<.=A-?�4=1011-<5A-?�3-G-31--92=9--3?�83�8/@-3>=1-�0//-<./�/8�4-3=G-�096�18;3,-�,84-�83�;94-3A6=92�=4-01�83�0A283=/@<18C�78902-�:89/-9/?�-+,-./�/8�/@-�A=<=/-4�-+/-9/�0..A=,05A-�A0>1�1.-,=C=,0AA6�.38@=5=/�1;,@3-G-31-V-92=9--3=92�3-1/3=,/=891I�83�K==L�0A/-3?�<84=C6?�/3091A0/-?�83�8/@-3>=1-�,3-0/-4-3=G0/=G-�>83T1�8C�096�.03/�8C�/@-�78902-�:89/-9/?�-+,-./�01�<06�5-�0;/@83=M-4�561.-,=C=,�A=,-91=92�/-3<1�0,,8<.096=92�,-3/0=9�F8C/>03-N�*+,-./�01�-+.A=,=/A6�2309/-4�@-3-=9?�9-=/@-3�X03/6�=1�2309/-4�0�A=,-91-�83�8/@-3�3=2@/K-+.3-11?�=<.A=-4?�83�8/@-3>=1-L�/8�;1-�096�/304-<03T1?�,8.63=2@/1?�1-3G=,-�<03T1?�A8281?/304-�90<-1?�.0/-9/1?�/304-�1-,3-/1?�83�8/@-3�=9/-AA-,/;0A�.38.-3/6�8C�/@-�8/@-3�X03/6�83�=/1YCC=A=0/-1�>=/@8;/�/@-�-+.3-11�.3=83�>3=//-9�0;/@83=M0/=89�8C�/@-�8/@-3�X03/6N�Z@-�F-3G=,-1�<06�,89/0=9�78902-�:89/-9/�.38G=4-4�56�78902-?�78902-S1�.03/9-31�094,;1/8<-31?�83�8/@-3�/@=34�.03/=-1?�/@0/�03-�1;5[-,/�/8�094�.38/-,/-4�56�,8.63=2@/1?/304-<03T1?�1-3G=,-�<03T1?�.0/-9/1?�/304-�1-,3-/1?�83�8/@-3�.38.3=-/036�3=2@/1�094�A0>1N:;1/8<-3�1@0AA�05=4-�56�094�<0=9/0=9�0AA�,8.63=2@/�98/=,-1?�=9C83<0/=89?�094�3-1/3=,/=891,89/0=9-4�=9�096�78902-�:89/-9/�0,,-11-4�/@38;2@�/@-�F-3G=,-1N
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+,-./012.3045�6./-78430-.9�824.:�4.;�.-.<=>?50@�0./-78430-.�-7�1434A�72B47152::�-/CD23D27�03�0:�0.�34.B0?52�/-78A�10:@5-:21�?;�203D27�E473;�3D43�0:�847F21�-7�-3D27C0:212:0B.4321�4:�@-./012.3045�-7�=7-=702347;�-7�3D43�:D->51�-3D27C0:2�?2�724:-.4?5;>.127:3--1�3-�?2�@-./012.3045�B0G2.�3D2�.43>72�-/�3D2�0./-78430-.�4.1�3D2�@07@>8:34.@2::>77->.10.B�10:@5-:>72A�0.@5>10.B�3D2�84327045�3278:�-/�3D0:�HB72282.3I�JD2�3278:�-/�3D2HB72282.3�472�3D2�,-./012.3045�6./-78430-.�-/�?-3D�E47302:I�K203D27�E473;�84;�012.30/;�3D2-3D27�E473;�>:0.B�03:�.482A�37412847F:A�4.1L-7�5-B-:�0.�847F230.B�@-55432745A�=72::72524:2:A�=72:2.3430-.:A�C2?:032:A�4.1L-7�@4:2�:3>102:�C03D->3�3D2�-3D27�E473;M:�C70332.@-.:2.3I�,-./012.3045�6./-78430-.�1-2:�.-3�0.@5>12�4.;�0./-78430-.�CD0@DN�O0P�0:�=>?50@5;4G4054?52�3D7->BD�.-�/4>53�-/�72@20G0.B�E473;A�O00P�C4:�=7-=275;�F.-C.�3-�72@20G0.B�E473;AC03D->3�72:370@30-.A�=70-7�3-�10:@5-:>72�?;�3D2�10:@5-:0.B�E473;A�O000P�C4:�=7-=275;�10:@5-:21�3-72@20G0.B�E473;A�C03D->3�72:370@30-.A�?;�4.-3D27�=27:-.�C03D->3�G0-5430-.�-/�10:@5-:0.BE473;M:�70BD3:A�-7�O0GP�0:�0.12=2.12.35;�12G25-=21�?;�3D2�72@20G0.B�E473;�C03D->3�>:2�-/�-772/272.@2�3-�3D2�10:@5-:0.B�E473;M:�,-./012.3045�6./-78430-.I�Q4@D�E473;�4B722:�3D43�03�C055�>:2�3D2�,-./012.3045�6./-78430-.�-/�3D2�-3D27�E473;�:-525;�0.4@@-714.@2�C03D�3D2�=7-G0:0-.:�-/�3D2�HB72282.3�O4.1�/-7�R-.4B2�3-�=7-G012�3D2�S27G0@2:P4.1�03�C055�.-3�10:@5-:2�:>@D�,-./012.3045�6./-78430-.�3-�4.;�3D071�=473;�C03D->3�3D2�-3D27E473;M:�=70-7�C70332.�@-.:2.3A�2T@2=3�4:�-3D27C0:2�=27803321�D272>.127�-7�/-7�R-.4B2�3-=7-G012�3D2�S27G0@2:�-7�84F2�-3D27�>:2:�4.1�10:@5-:>72:�012.30/021�0.�R-.4B2M:�E70G4@;E-50@;I�Q4@D�E473;�4B722:�3-�2T27@0:2�1>2�@472�0.�=7-32@30.B�3D2�-3D27�E473;M:�,-./012.30456./-78430-.�/7-8�>.4>3D-70U21�>:2�4.1�10:@5-:>72I�Q4@D�E473;�84;�45:-�10:@5-:2�3D2,-./012.3045�6./-78430-.�-/�3D2�-3D27�E473;�3-�03:�28=5-;22:A�72=72:2.3430G2:A�4@3>45�-7=-32.3045�0.G2:3-7:A�4.1�:>?@-.374@3-7:�CD-�D4G2�4�.221�3-�F.-C�4.1�472�?->.1�3-�F22=:>@D�0./-78430-.�@-./012.3045�@-.:0:32.3�C03D�3D2�3278:�-/�3D0:�:2@30-.I�6.�411030-.A�R-.4B284;�10:@5-:2�3D2�HB72282.3�>.127�4�@-8=474?52�.-.<10:@5-:>72�4B72282.3�0.�72:=-.:2�3-4�3D071<=473;�1>2�1050B2.@2�72V>2:3�:>==-730.B�4�/0.4.@0.B�-7�.-.<-710.47;�@->7:2�-/?>:0.2::�@-7=-7432�374.:4@30-.I�Q03D27�E473;�84;�10:@5-:2�3D2�,-./012.3045�6./-78430-.�-/3D2�-3D27�4:�72V>0721�?;�54CA�52B45�=7-@2::A�-7�@->73�-7127W�=7-G0121�3D43A�:>?X2@3�3-4==50@4?52�54CA�03�=7-8=35;�.-30/02:�3D2�-3D27�E473;�-/�:>@D�72V>0721�10:@5-:>72�0.�-7127�3-455-C�3D2�-3D27�E473;�3-�:22F�4�=7-32@30G2�-7127�-7�-3D27�4==7-=70432�72821;I�R-.4B2�4B722:�3-�>:2�@-8827@0455;�724:-.4?52�2//-73:�3-�:4/2B>471�3D2�:2@>703;�-/,>:3-827�Y434�03�D4.152:A�:3-72:A�=7-@2::2:A�-7�374.:803:�C03D0.�03:�724:-.4?52�:=4.�-/@-.37-5�0.�4@@-714.@2�C03D�4==50@4?52�54CI�6/�R-.4B2�10:@-G27:�-7�0:�.-30/021�-/�4�?724@D�-/:2@>703;�725430.B�3-�,>:3-827�Y434A�R-.4B2�:D455�=7-8=35;�O4P�.-30/;�,>:3-827�-/�:>@D?724@DW�4.1�O?P�0/�3D2�4==50@4?52�,>:3-827�Y434�C4:�C03D0.�3D2�724:-.4?52�:=4.�-/�@-.37-5-/�R-.4B2�43�3D2�3082�-/�:>@D�?724@DA�R-.4B2�:D455N�O0P�>:2�@-8827@0455;�724:-.4?52�2//-73:3-�8030B432�3D2�2//2@3:�-/�3D2�?724@DW�4.1�O00P�34F2�@-8827@0455;�724:-.4?52�:32=:�3-0.:303>32�:4/2B>471:�3D43�472�12:0B.21�3-�=72G2.3�-7�43328=3�3-�=72G2.3�3D2�72@>772.@2�-/:>@D�?724@DI �
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Overview of this Document
This document covers all services that are included in Vonage Contact Center (VCC) Bundled with
Vonage Business Communications (VBC), formerly referred to as “CX Cloud” or “CXCloud” or CX
“Cloud Portfolio”, and currently sold under the product names, VCXC-CX Cloud Express and
VCXC-CXCloud Elevate.

Services include: features and functions of the contact center solution hosted on the VCC Platform;
user subscriptions to the VCC Agent; and a description of the Professional Services Scope.

Overview of Vonage Contact Center Bundled with
VBC

Vonage Contact Center Portal (VCC Portal)
The VCC Portal is the interface that administers and maintains the Customer’s VCC account. It
includes the following components:

Vonage Contact
Center Platform

● Skill Levels - (as part of User Admin)
Manage and assign skills to users (agent users only), including deletion of
skills that are no longer in use. Administrator users have the ability to
determine and assign skills to users at a level from 1 through 10 with “1”
being a low skill level and “10” being the highest level of skill. The VCC
platform then assigns an interaction to the most appropriate available user
based on the interaction’s mandatory and optional skill requirements and
the skill levels of available users. Administrator users can utilize the Routing
Simulator to work out optimal configurations for their business needs.
“Static Skill Tagger” is available for all package levels, whereas “Dynamic
Skill Tagger” is only available for Select packages and above.

● Virtual Queues
Administrative component to create and edit virtual queues agreements.
Allowing interactions to be routed based on predefined service level
agreements (SLAs), report on queue segments, and broadcast waiting
interactions to agents Can be used in conjunction with the feature “SLA
Optimizer '', if enabled, for Customer VCC Account.

● Dashboard
Dashboards provide a near real-time, intraday, display of insights into the
VCC Account's activity. Dashboards are made up of various visual
components (widgets in the form of lists, tables, charts, bars, lines, etc.) that
represent past and current activity in the VCC Account. Queue data is
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available up to the last 24 hours and can be presented by Skill (individual
and combination), Media Type, or Queue. Agent data is available up to the
last 12 hours and includes agent count aggregation for agent status, group,
and location.
Included in  Premium, Select and Unlimited Packages is the External Data
Integration for Dashboards. This option enables mapping of contextual data
from third-party sources, including Salesforce, or any web services
connection supported through the Data Connector applet in Interaction
Architect to Insights Stats. This data is mapped to the Interaction Details
metrics in Dashboards and is available for inbound interactions that go
through an Interaction Architect interaction plan.
Option to make a dashboard “public” and share its URL with agents.

● Real Time
Real-time portal for monitoring and managing calls, queues, service levels,
agent states and group states.

● Architect (Interaction Plans)
Design call flows using VCC applets, announcements, timetables, IVR
Menus, CTI Routers or Integration APIs for third parties. Enhanced features
include:

o Delete All Protection:
When selecting more than nine (9) applets for deletion, the user is
required to confirm the deletion by typing “Delete”.

o Visible Line Names in addition to the number.
o Editing of Shortcodes

● Manager (Interaction Plans)
Manage addresses / telephone lines and interaction plans, and mappings
between them. Administrator users use Interaction Plan
Management alongside Interaction Architect to configure inbound
interaction workflows.  Features include:

o Destination mapping
o Interaction plan versioning
o Controlled testing environment
o One-click roll on/roll off
o Transferable interaction plans

● Stats and Reports
View and report on contact center statistics in tabular or graphical format
online or via scheduled email reports. Export of the raw statistical data.

● Analytics
View and create custom reporting on historical VCC account’s activity. Get
insights from default dashboards provided by Vonage, to answer the most
common questions when running Contact Center. Create custom
dashboards tailored to your specific needs.

● IVR Data Collector
Definition of where to save information that callers provide (IVR slots). Such
information may include the caller's DTMF input in the IVR and/or a voice
recording. Input options are: Single digit, String of digits, or Audio. This data
is only retained for 30 days.
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● Interaction Content search
Access to all interaction content (including call recordings) including search
and filter capabilities based on dialed number, caller’s number, agents
involved, date, etc.

● Audit Log
View system activity including log in attempts, applet updates, and user
administrative changes.

● Right to be Forgotten
The General Data Protection Regulation (GDPR) requires Data Processors
to provide methods to their customers (the Data Controllers, the Vonage
Customers) to remove all personal data from the applications and systems.
Vonage Customers have the ability to delete personal data from their VCC
account using the “Right to be Forgotten” option which removes selected
call recordings, their meta data including call transcriptions in all VCC
databases and anonymizes matching identifiers in the VCC statistics tables.
At present, it is not possible to exercise the The Right to be Forgotten
option to delete or anonymize data that is imported onto the VCC
Platform from a third-party database using the Data Source Mapping
functionality.  Use of Data Source Mapping is at the Customer's sole
option and is configured by the Customer's Administrator user.

● Configuration (Account Settings)
Set PIN numbers for the telephone numbers associated with the Customer
VCC Account. Configuration of various outbound call settings, account
location and default display format for telephone numbers. Setting of the
VCC Account's API key. Generation of a VCC Account's API authentication
token. Access to Password Management (enhanced with Summer ’20),
Short Codes and Agent States configuration areas.

● User Admin
Area within the VCC Account in which Customers create, edit and delete
users. It includes:
Configuration of individual users, groups, skill levels, and schedules for
(auto) logout, Configuration of multiple users (using bulk actions),
Bulk permissions for Supervisor users, Automatic creation of new VCC
users from existing Salesforce users accounts, Import and export of multiple
users from or to a CSV file, Editing multiple users from a CSV file,
Configuration of various timeouts or thresholds for agent users and
voice-enabled users at account or group level, Add and remove agents,
groups, or schedules, Addition and clearing of all agents with a single click.

● User Access
Manage individual User access rights to the key modules of VCC.
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Features and Functionality
Availability of a certain feature or functionality depends on the package and user type the Customer
has subscribed to.

Feature
Name/Functi
onality

Description Elevate Express

Absolute
Priority

Ability to prioritize specific interactions in the Universal Contact
Distributor (UCD) by setting an absolute priority. Higher priority
calls are prioritized regardless of other settings within the VCC.

X X

Agents API See section “Agents API” below. X

Agent
Session
Management

Ability to put the agent's state into “No Answer” after which a call
cannot be delivered to them. The agent remains in “No Answer”
until the state is manually changed to “Ready.”

X X

Analytics

Ability to report on historical VCC account’s activity. VCC built-in
reach reporting capabilities on the data powered by Insight Stats
and User Admin APIs. Analytics is integrated with a Business
Intelligence (BI) tool called Looker and uses its embedded view.
The recent interaction and agent presence data is available with a
two-hour delay. Access for users is license controlled, with license
types of view and create. All Administrators by default are
assigned with view access.

Key features of Analytics include, but not limited to:
● part of basic offering
● default out of the box reports provided by Vonage
● ability to create detailed custom dashboards to answer

specific use cases
● scheduled email reporting to unlimited recipients
● possibility of deep analysis thanks to information about

every single individual event that occured for an agent or in
the interaction

X X

Announce
Place in
Queue

Ability to announce a caller's place in the queue including ability to
customize the audio files used when playing the announcement to
callers.

X X

Proprietary and Confidential | Copyright 2022 Vonage | Page 5



Audible
Personal Call
Notification

Audible notification of a call received in the user’s personal queue
(PQ). X X

Automatic
Call
Recording
(for
Click-to-Dial)

Ability to automatically/dynamically record a call based on
Salesforce data such as a country code, area code, or other
Salesforce field(s) when executing a click-to-dial out of Salesforce.

X X

Automatic
Call
Recording
(using APEX)

Ability to systemically control outbound call recording based on
data in Salesforce using a prefix of the dialed number (such as
area code or country code), a specified field value within the object
being called from - via custom APEX coding.

X X

Built-In
Reports in
Salesforce

VCC includes 12 standard reports and 2 dashboards within
Salesforce which provide basic historic contact center metrics. X X

Call Control

Ability for a user using the ContactPad to execute call control
functions:

● Putting a caller on hold (caller will hear on-hold music if
configured)

● Consulting with a third party (other ContactPad users, or
non- VCC users via off-system numbers)
Consult refresh allows users to update the consult list at
will.

● Consult Group Select: search for and view agents within a
specific group

● Three-way Conferencing (caller, ContactPad user and one
third party)

● Transferring a caller to a third party (another queue, other
ContactPad users or non-VCC users via off-system
numbers)

VCC default on-hold music: VCC on-hold music was created
in-house and is therefore in the ownership of and an asset of
Vonage Limited.  The music can be played in any country and will
not be subject to any infringement claim by a third party.

X X

Call History Provides visibility to all missed calls from the user’s personal
queue (PQ) in ContactPad including initiating a click-to-callback. X X

Call Overflow
to 3rd Parties

Ability within the IVR/ACD call flow to systemically direct an
inbound call to an external phone number. X X

Call
Recording

Ability to record a conversation between a user (with voice) and a
telephone caller or called party. VCC includes pause/resume
options – on an account or user level, single-sided (agent-side
only) recording and pause recording when consulting with 3rd

parties.

X X
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If the account is enabled to automatically pause/resume recording
when going on/off hold, agent users no longer need to manually
pause and resume if/when they go on hold.

Call
Recording
Access for
“Agent” users

Ability for users to listen to either all call recordings within the
Customer’s VCC Account, or only their own. Users of type “Agent”
are not able to edit or delete the recordings.

X X

Data
Retention
(formerly
known as
Call
Recording
Retention)

See “Service Description for VCC Data Retention” here1.
X
90

Days

X
30 Days

Call
Recording
Player with
Annotation

Playback including the ability to annotate call recordings with
comments against the time of the recording that it relates to.
Playback capabilities include:

● Play recording
● Rewind or fast-forward recording by 10 seconds
● Rewind or fast-forward to a specific place in the recording
● Pause recording playback
● Mute recording playback
● Download recording

Note:
Existing customers using the legacy version of the embedded
recording player with annotation capabilities will be grandfathered
into this new version.

X X

Call
Recording
Player

Ability to play back a call recording in the VCC Portal. Playback
capabilities include:

● Play recording
● Rewind or fast-forward recording by 10 seconds
● Rewind or fast-forward to a specific place in the recording
● Mute recording playback
● Download recording

X X

Call Steering
Routing of inbound calls using simple menu tree(s) in a
DTMF-based only IVR. Does not include any dynamic routing
based on other data such as DNIS, ANI/CLID, or CRM data.

X X

Configurable
Call
Recording

Ability to pause and resume the call recording as well as
configuring the system for single or double-sided recording. X X

1

https://www.vonage.com/content/dam/vonage/us-en/legal/service-descriptions/SD-for-VCC-Data-Rete
ntion.pdf
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ContactPad

Interface to use the VCC user’s (with voice capabilities) features
and functions. Available in stand-alone mode or integrated into
business applications.
In stand-alone mode, it is accessible via the VCC Portal.
Additional features include:

● Personal queue notifications in the ContactPad, available
with Select package and above;

● Consult to queue (requires Salesforce Omni-Channel
Presence Integration);

● Softphone pop-out in Salesforce Lightning;
● Increased list of interactions for which an agent is

considered eligible.
VCC is not a general-purpose telephony platform (known as
Interconnected VoIP and Multi Line Telephone System in the US)
and does not support calls to informational or emergency services
numbers (for example, N11 numbers in the US). Destinations and
numbers that are considered high risk of fraud are also blocked by
default (see “Service Description for Telephony and Messaging
Services2”).
Customers must put in place appropriate arrangements that are
separate and unrelated to VCC for contacting emergency services
(e.g., using a landline, mobile or IP phone) if this is required by
local regulations.
For Omnichannel: All active interactions are displayed within
ContactPad; clicking on an interaction will focus the ContactPad
controls on that interaction and pop the related object in
Salesforce.

X X

ContactPad
Presence

ContactPad displays to users their own current presence status and
therefore their availability to handle new interactions. X X

Contextualize
d
Notifications
& ContactPad
Call Data

Administrators have the ability to configure context data to
notifications and queued calls within ContactPad. As soon as a call
is queued, context data will be visible as well. Any interaction data
that exists for the call can be used in the notifications, including
data retrieved from CRM.

X X

CRM
Auto-Sync Automatic tracking and logging of interactions in a CRM system. X

2

https://www.vonage.com/content/dam/vonage/us-en/legal/service-descriptions/SD-for-VCC-Telephony-
and-SMS.pdf
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Data
Connector
(Self-Service
with
Salesforce
and Microsoft
Dynamics)

Ability to retrieve and/or update data via Web Services based on
the table below:

Interface Retrieve
Data

Update
Data

Delete
Data

Web
Services

Yes Yes Yes

Includes a Data Connector Test Tool.
Supported Web Services methods: GET, POST, DELETE, HEAD,
PATCH and PUT.

X

Disaster
Recovery

Ability to switch from the primary to the secondary node within a
VCC regional cloud. X X

Dynamic
Announceme
nts

Ability to configure certain Interactive Voice Response (IVR)
components to dynamically identify required audio files that are
uploaded to a specified data center location at run time.

X

Dynamic
Announceme
nts for UCD

Ability to configure certain Universal Contact Distributor (UCD)
components such as announcements and queue music to
dynamically identify required audio files that are uploaded to a
specified data center location at run time.

X

Dynamic
Menu
Enablement

Option to enable “Barge-In” in the Data Announcer applet: callers
can press any key on their telephone keypad to skip the remainder
of an announcement and any following announcements. The key
that the caller presses is logged and used by the first subsequent
applet that uses or collects keypad tones.

X

Dynamic
Overflow
Routing

VCC intelligently recognizes when certain configurable limits and
SLAs for inbound call handling are exceeded including
configurable limits for estimated wait times. The system will then
route calls to selected other groups of users.

X

Dynamic
Personal
Queues

Ability to dynamically route an interaction to the VCC User’s
personal queue rather than a queue staffed by multiple users (by
using the user’s agent ID from Salesforce).

X

Dynamic
Routing

Dynamic routing of inbound calls and Salesforce cases based on
data in third party systems and/or Salesforce data found in objects
and fields such as a Lead Owner or Account Owner, Case Status,
Contact Level, etc. This includes data retrieval via Web Services.

X

Dynamic Skill
Tagger

Ability to assign skills based on data from third party applications
and/or Salesforce. X

Dynamic
Voice
Message
Settings

Ability to dynamically select an individual end user’s email address
to forward a recorded voice message to as well as for the end user
to record a personalized greeting.

X

Proprietary and Confidential | Copyright 2022 Vonage | Page 9



Emergency
Call Routing

Ability to remotely activate an alternative call flow for inbound calls
by dialing into the VCC Account and selecting a different call flow
from a set of predefined call flows.

X

Call Logging
and
Disposition
Code (without
any CRM
Integration)

Ability for an administrator to enable and define - and for an agent
user to set - a disposition code for an inbound call in the
ContactPad. This option is separate from “Log A Call and Enforced
Disposition Code” in conjunction with Salesforce.
Customers have the ability to use both types of dispositioning on
their accounts, with disposition code captured in ContactPad being
included in the Insights Stats API. Reporting of disposition codes is
included in the VCC Dashboards.

X X

Equal Call
Distribution

Ability to distribute calls more equally. These two types of equal
call distribution are available:

● Random
With random call distribution, VCC allocates the calls on a
random basis.

● Agent waiting longest since inbound call
This method distributes inbound calls to all agents evenly.

VCC has the ability to disregard personal calls when calculating
the time since an agent's last inbound call.

X X

External Data
Integration for
Dashboards

See section “Vonage Contact Center Portal” above. X

Extended
Agent
Presence

Ability for a ContactPad user to see the other users’ statuses
(Available now, Interruptible, Logged in, Logged out) when
transferring a call or consulting during a call.

X X

Extension
Dialing
(Phase 1)

Ability to dial a number followed by an extension using click-to-dial
or the dialer. Once the number has been dialed and the user is
successfully connected, the user can dial the extension manually.
This includes linking the call to the appropriate Salesforce record.

X X

Flexible
Working

Ability to change the telephone number in the ContactPad Settings
at any given time by the user. This is the telephone number that
rings, when an incoming call is routed to this user.

X X

Group
Overflow

Ability to assign interactions to agent users in each group, in turn,
only attempting the next group after the specified overflow time. X X

Intended
State

An intended state is the state an agent wants to be in after their
current interaction (other than the “Ready” state). Agents can
change their intended state while in a “Busy” state.  Agents will be
put into that intended state either when they have saved a
disposition code (if Enforced Disposition Code is enabled) or when
“Automatic Wrapup” ends (if Enforced Disposition Code isn’t
enabled).

X X
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Insights Stats
API See section “Insights Stats API” below. X

Interaction
Content API See section “Interaction Content API” below. X

Interactions
API See section “Interactions API” below. X

Interaction
Claiming

Ability for users to temporarily claim an interaction in the queue
within ContactPad. This means that even if that interaction is not
next in the queue, the user can designate it as the next interaction
for them (providing they get to it before their claim ends; otherwise,
it will return to the queue).

X

Leave Voice
Message

Ability for the caller to leave a voice message within VCC. An email
containing the link to the left voice message is then sent to third
party solutions with noreply@cc.vonage.com as the sender’s
address.

X X

Multilingual
Dynamic
Announceme
nts

Ability to convert text to speech within the Interactive Voice
Response (IVR) call flows during run-time, leveraging AWS’s
“Amazon Polly” services. The list of supported languages and
female/male voice talents can be found here:
https://aws.amazon.com/polly/details/#features_voices.

X

Multiple/Flexi
ble Outbound
CLIDs

Ability for users to select the CLID that is displayed to the called
party when placing an outbound call. X X

Omnichannel/
Unite

Ability to blend routing of telephone calls, Salesforce cases
and live agent chats; multiple route support for external routing
based on a VCC skills-based workflow.
Agents capacity can be configured to control the number of
simultaneous interactions they can handle, ensuring that each
agent's occupancy is filled to their optimal load prior to routing
interactions to the next agent.
Multiple Route Support for External Routing

X

Personal
Queues (PQ)

Ability to route an interaction to the VCC User’s personal queue
(PQ) rather than a queue staffed by multiple users (scripted, not
using dynamic queuing).
With ‘PQ Calls in Any State’ callers are routed through to a PQ to
an agent regardless of the agent user’s state including an
“unavailable” state.

X

Personal
Queue (PQ)
Decline

Ability for a user to decline the call in their personal queue (PQ)
and allow it to be routed to an alternative answering point such as
another user or their voicemail.

X
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Post Call
Survey

Ability to present a post-call survey to the caller or called party at
the end of an inbound call. Components of a post-call survey
include: single or multiple digit data entry, and one audio data entry
(voice recording).

X

Post Call
Quality
Rating

Ability for users to provide a single overall rating (good or bad)
at the end of a call that then maps to an Opinion Score (a whole
number between 1 and 5). Opinion Scores can be averaged
into Mean Opinion Scores (MOS) based on multiple users,
interactions, a location, and the entire VCC account. The Opinion
Scores and MOS are available in VCC Dashboards and
Statistics alongside the data from ‘Report Audio Problems’.

X X

Priority Call
Handling

Priority Call Handling allows VCC Users to place their current call
on hold in order to receive a second call, enabling them to
alternate between the two calls without losing call control
functionality for either call.

X

Queued
Callback

Ability for callers to drop from the inbound call queue while
retaining their position in the queue (aka “virtual hold”), and then
being contacted by the first available agent user. Both the caller's
original waiting time and all skills, agreements, and data sources
associated with the original call are maintained.
The Queued Callback applet allows for the customization of the
presented calling line ID (CLID) when VCC makes a callback to a
virtually queued contact.  The CLID can be dynamic or static and
has to be a phone number provisioned by Vonage that is
associated with the account or where ownership  and proper
usability has been verified.

X

Queue
Notifications
(Multiple
Users)

Priority call notification for any priority call that users are eligible to
receive. X X

Record
Owner
Routing
Account
Owner
Routing

Ability to route inbound calls to the record owner as listed in the
CRM object including Account, Lead, Contact or custom objects. X

Report Audio
Problems
(formerly
“Call Quality
Logging”)

Ability for a user using ContactPad to flag a call with call quality
issues from within the ContactPad. VCC users can:

● Specify the type of problem being experienced, e.g. too
loud, too quiet, echo, distortion, background noise, delay,
or other. The button can be used multiple times in a single
call.

● View reports of audio problems for inbound calls in
Dashboards

X X
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Retrieve the audio problems reports through an API

Self-Service
IVR

With Elevate Package: Full transactional IVR using Data
Connector (retrieve, update and delete options), Router, IVR
Collect Digit String, and  Data Announcer applets in Interaction
Architect.

X

Set Agent
State on
Screen Lock

Ability for Agent Users to automatically define their state when their
computer is locked. X X

SLA
Optimizer

Ability to optimize the routing decisions for incoming calls to
achieve predefined service level agreements (SLAs) configured for
a group of interactions. This is on a 24-hour basis.

X

Stop
Recording on
Transfer

Ability to stop the call recording when a call is transferred outside
the VCC platform (external transfer / off-system transfer). X X

Supervisor
Monitoring

Ability for Supervisor users to silently monitor a conversation
between an Agent user and the 2nd party. Includes the ability for
the Supervisor user to establish a three-way conference call
between the Agent user and the 2nd party.

X X

User Admin
API See section “User Admin API” below. X

Vonage
Business
Cloud (VBC)
Integrated
Experience

Integrated Experience provides integration between VCC & VBC
that provides contact center agents that use both VCC and VBC
with the following;

● Consistent user experience (UX) with the capability to
control calls from a single user interface (UI)

● A single contact directory that includes all VCC agents &
VBC end users

● Aggregated availability between VCC & VBC (AKA
Presence Integration)

X X

Visual
Engagement
(Video and
Screen
Sharing)

Ability for an agent to initiate a video meeting with screen share
capabilities. Whilst engaged with a visual engagement
interaction, the agent’s capacity will show as occupied and their
state will reflect that they are busy.
The agent will be able to share a unique meeting URL which will
allow the customer to join on a laptop or mobile device.
Visual engagement interaction data is available over the insights
API, dashboards and advanced reporting.

X

X

Visual
Voicemail

Ability to record an outgoing greeting when callers leave a
voicemail message for an individual user. Users can view and
listen to any left voicemail messages from within the ContactPad.

X X
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Voicemail
Drop

Ability to leave a pre-recorded message with the called party
(typically when the VCC User reaches the called party's voicemail). X X

Voicemail
Accessibility

Ability for users to receive an email when callers left a voice
message. The user can also remotely access the voicemail without
needing to use the ContactPad.

X X

Whisper
Coaching

Ability for supervisor users to whisper information to agent users
actively on a call. Only the agent user will hear the whisper
message.

X X

APIs

Insights API
VCC’s Insights APIs is a set of Stats API endpoints that can be used to share detailed historical data
with third party applications. The Insights Stats API includes the following data endpoints that can be
polled once every 15 minutes per endpoint:
· Agent Activities
· Agent Status
· Interactions
· Queue Times
· Call Connect Router data
Current version is Version 3.

Insights API Real-Time Integration
Insights API Real-Time Integration authorizes the use of the Insights API for Real-Time usage, such as
for a Real-Time Adherence integration with WFM systems or other integrations requiring sub-15
minute access rates. With this, Insights APIs can be accessed as frequently as once every 5 seconds
per endpoint.  This was previously called Real-Time API Access for WFM.

User Admin API
The User Admin API provides read access to VCC user configuration details such as skills, groups,
phone numbers, and other individual user settings.  This API can be polled once every 15 minutes.

Interaction Content API
The Interaction Content API provides the ability to search for interactions with content, such as call
recordings or transcripts, and then download that content. This API can be called at a rate of 30
requests per minute.
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Interactions API
The Interactions API provides the ability to invoke an interaction plan with the VCC platform. This is
most commonly used to route cases, chats or emails managed in a third-party system (such as a
CRM). If configured, the API can callback to a defined API, providing updates on interaction progress
within the VCC platform. This API can be called at a rate of 3 requests per minute.

User Types
Each user type for VCC Bundled with VBC - Express and VCC Bundled with VBC - Elevate is only
available on a ‘named’ basis. A named user is a user subscription that is exclusively assigned to a
single individual who can be configured in an Agent, Supervisor, or Administrator role within the
application (see table below):

User Type Description

Agent

A user subscription for an individual using the VCC Bundled with VBC
family of products and ContactPad with its features and functions as they
pertain to handling incoming or outgoing customer interactions for a
business or business unit as well as common agent tasks within a contact
center.

Supervisor

A user subscription for an individual using the VCC Bundled with VBC family
of products with its features and functions as they pertain to supervisory
functions including but not limited to these VCC Portal components:

● Dashboards
● Real Time
● Stats and Reports
● Call Recording
● System Settings (read only)
● User Administration/Admin (read only)
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Administrator

A user subscription for an individual using the VCC Bundled with VBC family
of products with its features and functions as they pertain to administrative
functions including but not limited to these VCC Portal components:

● Skill Management
● Dashboards
● Real Time
● Interaction Architect
● Stats and Reports
● IVR Data Collector
● Call Recording
● System Audit
● System Settings
● User Administration/Admin
● User Access

Professional Services Scope

Introduction
This Scope of Services forms a part of the Agreement between the Supplier and the Customer.
Following receipt of the signed Sales Order, the Supplier will assign to the Customer a professional
services consultant who will be responsible for the project management and implementation of the
agreed Professional Services hours as outlined herein.
This project is a Fixed Price Project plus any applicable Travel and Living (T&L) Expenses. This also
assumes Customer’s timely adherence to the implementation plan. Customer delays may result in
additional professional service fees.

Notable Features/Functions/Services Constraints/Exceptions/Notes

DID calls
DID calls are handled by VBC and are not processed through
VCC

VCCPlatform Reports (historical data)
Includes Reports per the Service Description above.
Customers may build more themselves and will be trained in
how to do so via one Admin Training session.

Location
The scope of services is to deliver a solution to users in one
physical site.

VCC Platform Dashboards (real-time
data)

Includes Dashboards per the Service Description above.
Customers may build more themselves and will be trained in
how to do so via one Admin Training Session.
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Administrative
Administrative training is provided in a single half-day session
performed remotely.

User Training

Agent and Supervisor Training is provided on a
Train-the-Trainer model where Vonage provides 1 session of
each Agent and Supervisor Training. Training sessions are
delivered remotely or on-site depending on the delivery type
the Customers has subscribed to.

Phased Project Deployments
Out of Scope.  The project is to deliver all functionality in
scope in one contiguous set of activities/milestones.

Weekly Status Meetings A 15 to 45 minute weekly call from the start of the project until
go-live as needed

Solution Design Workshop
Solution Design Workshop is a half-day Design Session
performed remotely.

System Production Deployment
Vonage VBC (UC platform) and VCC  solution  (VCC/ACD/IVR
platform) will go into production concurrently.

Implementation Milestone and Task Summary

Milestone Key Activities Relative Week # Notes

Preparation Prep & Project Kick-off
Call Initiation

Provisioning

Port/Provision Phone
numbers
Provisioning-Create
VBC and VCC
Accounts

Starts after
Preparation and
extends
throughout
project

Design

Solution Design
Workshop
Diagram Call Flows
Refine Project
Timelines

1

Admin training and configuration is
able to begin when approval for
Design is agreed upon.
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Configuration

Admin Training
Configure VBC
Configure VCC
Prompts/Announceme
nts

2,3
Customer to provide announcement
and prompt audio recordings prior
to UAT.

Testing User Acceptance
Testing (UAT) 3

Customer responsibility for which
the Customer’s System
Administrator(s) and business
users are creating use cases and
test plans, and are executing test
cases.  This is supported by
Vonage.
Training and Go-live are able to be
progressed to upon Customer
approval of successful UAT.

Training
Agent Training
Supervisor Training 4

Training for agents (users) and
supervisors is performed via a

Train-the-Trainer model where a
Vonage Professional Services
Trainer  will provide one training
session of each to Customer’s
Trainer(s).

Go-Live
Production Usage
Reports
Support Transition

4

Post-Go-Live PS
Service

Post Go-Live advisory
services
Handover to Support

5,6,7

Professional Services Additional Scope and Fees

Feature/Function Enablement Description

Vonage Turn-key User Training

Option for customers' wanting Vonage to provide all
supervisor and agent training in contrast to the standard
Train-the-Trainer model.
Subject to scoping and additional fees

Custom Reports Subject to scoping and additional fees
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Phased and multi-site Project Deployment Subject to scoping and additional fees

Technical Prerequisites for VCC
Please refer to the Technical Prerequisites which can be found here3.

Assumptions and Constraints
Except as explicitly stated within this document as exceptions, the following Assumptions and
Constraints apply:

● Customers will designate 1 to 3 project team members to be performing the role of System
Administrator and take an active role in the System Administration training and having
ownership for system configuration as guided by the Vonage Professional Services Consultant.

● All Services are performed remotely unless otherwise specified.
● Services that involve telephony infrastructure changes, may be dependent on a Site Readiness

Survey. and the joint Solution Design Workshop (SDW) with Customer. Accordingly, the
timeline may be modified to incorporate changes based upon an executed Change Control
Form (see section below).

● Please note that the timeline in the table above is provided as a general framework and
estimate. The timeline(s) will be further specified between the assigned Vonage Professional
Services Consultant/Project Manager and the Customer’s project manager upon initiation of
the project and further, upon completion of each Milestone.

● It is critical to the success of the solution and overall integrity of the project schedule that key
project tasks have specific durations as well as specific beginning and end dates as defined by
the relative week boundaries. These dates are referred to as “time-boxes”, and it is assumed
that Activities and Deliverables will be completed within the specified duration, and are
contiguous business days within each Milestone, except for Provisioning and Post Go-Live
Support. The actual dates will be determined at project initiation as part of the project plan
development.

Project Roles
Vonage assigns Professional Services resources for delivery of the project. The following describes
the project roles resources provided from the Customer and from Vonage. One resource may assume
one or more project roles.

Role Description

Vonage Project Manager The Vonage Project Manager will own the success of the
implementation project from the point of the formal Kick-off meeting

3 https://newvoicemedia.atlassian.net/wiki/spaces/DP/pages/100697150/Technical+prerequisites
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to the successful go-live and, then transition the Customer to
Product Support and Account Management.  Responsibilities
include:

● Meeting coordination
● Vonage resource coordination
● Project Scope outline and adherence
● Project plan tracking
● Project change control
● Status reporting
● Communication and resolution of project issues

Vonage Project Consultant

The Vonage Project Consultant is the applications expert who will
work with customers through the Solution Design Workshop to
accurately and thoroughly document the detailed requirements.
The Project Consultant will create interaction designs that will take
your unique business requirements and marry them with the features
of the Vonage solution(s), as described in this SDD here.
The Project Consultant is also the technical expert responsible for
translating the detailed call and work flow designs into the specific
configuration for the Customer.
The Consultant will also provide more in-depth Administrator
training.

Vonage Network Consultant

The Vonage Network and Telephony Consultant is responsible for
performing Site Readiness Survey(s) (SRS). This will involve testing
any applicable existing phone systems, and local and wide area
network(s) to ensure we can provide good quality on your voice
delivery.

Vonage Customer Trainer

The Vonage Customer Trainer is responsible for conducting the
agent and supervisor training and will ensure that the customer has
all the key information that will enable him to be self sufficient post
training.

Customer Project Manager
Customer Project Manager will have ownership of the project
success from the Customer perspective and will work hand-in-hand
with the Vonage Project Manager to ensure project success.  Will
provide the single point of contact for key information and technical
resources within Customer organization.  Will ensure the timely
completion of all deliverables from your organization.

Customer Business Owner /
Customer Business Analyst

Customer Business Owner provides specific knowledge in relation to
business requirements, both current and anticipated, critical success
factors, and key performance indicators.  Will be responsible for
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research related to the contact center and for ensuring completion of
user testing activities.

Customer Telephony
Specialist

Customer Telephony Specialist facilitates and supports the Vonage
team in any telephony related topics such as provisioning end-user
phone numbers and porting/pointing of phone numbers. Ensures
that all necessary preparation work is complete in accordance with
the overall project schedule.

Change Control
Modifications to the requirements or scope of the overall service should be discussed and agreed by a
Customer representative and the Vonage Professional Services Consultant (or other Vonage
representative) via a change control form (below) to manage the impact of the timescale and cost of
the implementation.  Changes to this Scope may result in additional fees.

Change Control Form

Form for use in the event of a change to the Scope, Time
periods or Costs contained in the Statement of Work (SOW)
between <Customer> and Vonage

Change
Request No.

Date

Description and Objective of Proposed Change:

Cost Implications (fixed and/or recurring) Additional to the Initial Agreement:

Date:

Description:

Value ($):

Responsibilities for the Implementation of the Proposed Change:

Time Impact, Duration and key Milestones for the Proposed Change:

Vonage Professional Services:
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Name: Date:

Change Request Refusal/Acceptance:    Accept   ☐         Refusal   ☐

Company:

Name:

Company:

Name:

Refusal Reasons:
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