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1. The purpose of this modification is to incorporate clarification to the credit for outage
calculation into this delivery order at no change in the firm fixed price.

2. The following clarification shall be incorporated as Item 11 in Part Ill, Section A — General
Requirements, of this delivery order. The Contractor shall use the clarification in the calculation
of the credit for outage dollar amount beginning with December 2001.

11. CLARIFICATION OF CREDIT FOR OUTAGE

Outage is defined as when the one or more services (defined in Attachment E of the ODIN
Master Contract) are unavailable and the return-to-service (RTS) metric is missed. Seat
services include, but are not limited to, back-office, Shared Peripheral Services (SPS), e-
mail, file services, etc.

In accordance with Master Contract A.1.9 (Credit for Outages), the Government is entitled to
receive a credit of one-thirtieth of the monthly seat price for each day of outage. The
monthly base (standard) seat price shall be used as the basis for calculation of the dollar
amount.

The following shall be used in calculating the outage credit:
(a) The Master Contract provides for “full-day RTS” and “partial-day RTS” service levels.

(1) The “full-day RTS” refers to the service levels associated with the “3 working days”
and “close of next business day”.
(2) The “partial-day RTS” are those service levels associated with 8 work hours or less.

(b) When a subscribed metric is missed, all days beginning with the day that the ticket
originated shall be considered in calculating the outage credit.

(c) The count of outage days will not include the days that are beyond the control of the
Contractor.

(d) If the RTS is completed by noon, then the last day of outage will not be counted. If the
RTS is completed after noon, then that day shall be counted.

(e) For “partial-day RTS” and priority services when the subscribed metric is missed but
RTS is completed on the date that the outage was reported, the outage days shall
include that day as a full day of credit.

(f) For both “full-day” and “partial-day RTS", the count of outage days shall include
weekends and holidays, except for tickets that have not failed the metric on the day prior
to a weekend or holiday. For these tickets, if the ticket fails later, then the count of
outage days will exclude the weekend or holiday immediately following the outage but
include any subsequent weekend or holiday.
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(9) The following scenarios are provided as examples of the clarifications above:

RTS metric Ticket opened RTS completed No. of days
due credit

Close next business 12/7/01, Fri. 12/11/01, Tues., 9 2

day am

Close next business 12/7/01, Fri. 12/11/01, Tues., 2 3

day pm

Close next business 12/7/01, Fri. 12/18/01, Tues., 2 10

day pm

Four-hour 12/7/01, Fri, 1 pm | 12/10/01, Mon, 2 pm 4

Four-hour 12/7/01, Fri, 6 am | 12/7/01, Fri, 11 am 1

3. This Supplemental Agreement constitutes a full settlement of any claims of the contractor
arising out of or in connection with the changes effected hereby. The Contractor hereby
releases the Government from any and all liability under this delivery order for further equitable
adjustments. All other terms and conditions of the Delivery Order remain unchanged and in full
force and effect.
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