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1 Overview

The purpose of this document is to define and communicate the process that
Overture Technologies will follow to provide support to customers in the
Student Loan Marketplace (SLMP).

This document serves as an introduction to Overture Technologies support
service policies and procedures. These policies and procedures (the “Policy”)
outline Overture’s standard service levels, policies, and procedures for
maintenance support of the Amadeus product suite.

2 Customer Support Function

2.1 Definitions

As used in this Policy, the term “error” means a verifiable instance of the
Amadeus software materially deviating from the behavior described in the
submitted customer guidelines (the “Documentation”), that adversely impacts
the customer’s ability to use the software.

The term “Resolution to Error” means either:

(a) a solution to the problem has been developed in the form of a
software patch or new version of the software; or

(b) the error is in the Documentation and the Documentation has been
clarified; or

(c) Overture demonstrates that the error is caused by conditions beyond
Overture’s control including, but not limited to, conflicts or deficiencies
interacting with third party software or hardware.

2.2 Support Hours

All customer support inquiries are continuously monitored by the
Customer Support Team during hours of operation noted below.

Monday through Friday (except holidays)
9:00am-9:00pm ET
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2.3

Client correspondence should follow the escalation convention noted in
Section 3.3, beginning with the TeamTrack portal.

If you feel your incident is not receiving the proper level of attention,
please escalate to the next stage of correspondence, e-mail and/or
phone communication.

Client Communication with Customer Support

1 Customer Care Portal (Team Track):
http://teamtrack.overturecorp.com

2 By e-mail:customersupport@overturecorp.com

By phone: 240-482-3371

4 For escalations, please contact your assigned Overture Account
Manager

w

3 Support Responsibilities

3.1 Required of Overture Technologies

The policies and procedures described in this document and any
additional documents published by Overture Technologies shall govern
all matters related to customer support. Clients will receive written
notification prior to changes to Overture’s customer support policy.

3.2 Required of Client

A support staff with the resources and capacity to engage in technical
communication with the appropriate Overture Technologies contact
regarding reported issues. A technical support staff with basic
knowledge of computer networking, Microsoft Excel functions, and XML
code will be helpful.

The policies and procedures described in this document and any
additional documents published by Overture Technologies shall govern
all matters related to customer support. Clients will receive written
notification prior to changes to Overture’s customer support policy.
Clients have consulted the various user guides and documentation
provided to help solve general inquiries.
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4 Support Responsibilities

» Replicate the error within the software application to verify that the
problem is replicable within the Amadeus application and not related to
the clients hardware or software issues

» Replicate the problem on another work station to insure the problem is
not associated with the client user computer

» Ensure that the problem resolution cannot be found in the provided
client documentation:

a) Loan Provider User Guide

b) Loan Manager User Guide

¢) Domain Guide

d) How To Test My Rules

e) Frequently Asked Questions (FAQs)

f) Any additional documentation provided by Overture
Technologies concerning the functionality of the application

» Review all relevant incident reports related to the client application
that have been reported in the TeamTrack Customer Care Portal (See
section 5 for information on the TeamTrack Customer Care Portal).

« If all of the above steps have been taken without resolving the defect,
please follow the steps noted in Section 5.1.1 to log an incident with
the TeamTrack portal.

5 Operational Tools

5.1 TeamTrack Customer Care Portal

Upon discovery of what is believed to be an error in the Amadeus software, the
customer is to log the error in Overture’s Customer Care Portal (provided via
TeamTrack software). This account will have been set up by Overture’s Team
Track Manager during the lender induction phase of the project. When an error
is logged in the TeamTrack Portal, an e-mail notification is immediately sent to
the Client’s assigned Overture First-Line Support (FLS) representative.

Each error should be described with as much supporting information as possible
and classified appropriately according to its urgency (See section 7 for Incident
Severity & Service Levels) to facilitate prioritization.

TeamTrack features and capabilities:
» Primary and most comprehensive method of Incident tracking

» Captures all operational software errors (both internally and
externally submitted)
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* Provides complete client and Overture employee transparency of
incident lifecycle

» Contains multiple reporting functions to keep track of all
issues/incidents being routed into Production work cycle

5.1.1 Submitting a Incident (Software Defect)

Prior to logging a new incident, please verify the incident has not been
previously logged by another user within your organization. This can be
achieved by running a search (within the Search tab) and typing
keywords to describe the incident (Please see example below).

Overture Technologies

Support Center

Home Submit Search Reports

Basic Search @
Content

Incident Mumber
@HKeyword(s) |y correspondent armid|

@ Match All O Match Any

@ 'Project(s) M=

Technical Support
Externally Submitted

Search in Sub-Projects @
Show My Projects | Manage My Projects

@ Submitter |Enter value to find here

W

@ Activednactive & (Botty O Active O Inactive

Search Incident Screen

After you have verified that this issue has not been previously logged, click
“Submit” (Please see example below) in the top navigation bar. Accurately record
all information needed to reproduce the problem in preparation for communicating
with the First Line of Support (FLS) Representative. The following information
should be used as a reference for entering information:

o Software name and version number

0 Exact wording of the error message (if applicable)

o Data, criteria and description of specific sequence of actions
taken prior to arriving at the error
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o0 Troubleshooting actions taken when attempting to remedy the
problem
0 Any additional information needed to better understand the
incident, such as:

 Test Files
e URLs
* Screen Shots

Overture Technologies

Home Submit Search Reports ID Search:

[ ok ][ cancel |[ ResetForm ]35 fctionz: | (selectone) v | @

Submit into: Overture Technologies : Customer Support : Externally Submitted
= Standard Fields
Case Origin: [ Weh | w
Incident Number; Incident_(suta)
Contact: | Osuna, Carlos  » @_J

Subject |PS causing java erros far Bear Stern Products '@
Description: | The products below are retuming java errors: ~
Subprirme
Advantage
Aftached is the java error returned.
£
v| @
Product: | Mozart W
Product Version #: 5.D| '@

Priority: | Medium | s

Submit I ncident Screen

5.2 Help Desk Database

» Serves as supplement to existing workflow process captured by
TeamTrack system

* Primarily used by FLS to record routine and non-technical
communication with the client via e-mail and telephone

» Telephone (Help Desk): 240-482-3371

* E-mail address: customersupport@overturecorp.com

» Help Desk staffed between 9:00 am - 9:00 pm ET (except holidays)
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6 Incident Classification and Error Resolution Process

6.1 Incidents

Incidents are externally submitted defects/errors into the TeamTrack
Portal by the client. Incidents are consolidated under the “Support
Center” tab as shown above. Steps to properly log incidents can be
found in Section 5. Severity levels are initially determined by the
client; then reevaluated by the Overture FLS technician. Incident
severity levels must be agreed upon by both parties for a fix to be
deployed within the established repair schedule.

6.1.1 Incident Life Cycle - Overview

Issue submitted (externally)
FLS acceptance and analysis- fix provided if possible
Escalated to the appropriate Overture Technologies team
member
Incident Resolution
QA Testing
Released to client
User Acceptance Testing (UAT)
Verification of fix by the client
Incident closed by First Line of Support

6.1.2 Incident Life Cycle — Detail

When the Overture FLS representative receives an error notification,
FLS shall evaluate the reported error and confirm its validity.

Unverifiable Errors:

If the reported error is not valid (the application is functioning as
intended), the support representative communicates the resolution or
clarification via the TeamTrack Portal. Entries into TeamTrack
generate an e-mail notification to the appropriate party listed on the
case, indicating the specific item to view in the Portal.

Verifiable Errors:

If an error is verifiable, the FLS representative attempts to replicate the
error and prepares a detailed script for how to do so. This information
is then escalated to the appropriate Second-Line Support (SLS) resource
for analysis and resolution. Errors shall fall into one of two categories,
related either to the provided Policy Set or to Code Defects.
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Policy Set Errors:

Note that Policy Set errors only apply to Overture’s managed service
offering where Overture’s Policy Management Center (PMC) is
responsible for ensuring the accuracy of lender underwriting guidelines
and pricing. These errors are escalated to the Policy Set Product

Manager.

Code Defects:

The Product Manager is responsible for assigning the error
to the relevant Rule Analyst for resolution.

Once a fix is identified, the Rule Analyst can perform an
immediate assembly of the new Policy Set into the
client’s test environment.

The FLS representative indicates that the new Policy Set
has been assembled to the client’s test application
environment, via the TeamTrack Portal.

TeamTrack sends an e-mail notification to the client,
indicating the presence of the new item in TeamTrack.
The client must confirm the fix was made correctly and
acknowledge the fix via TeamTrack.

The FLS representative must inform the Product Manager
that the fix was correct.

The Product Manager coordinates with the Rule Analyst to
assemble the Policy Set to Production.

The FLS representative notifies the client of the assembly
of the Policy Set to Production and closes the case.

Such errors are escalated to Amadeus Technical Development (TD) and
Quality Assurance (QA) managers.

(0]

(0]
0]

The TD Manager assigns the defect to the appropriate
engineer who identifies a fix.

The QA manager assigns the bug to a tester for testing.
The TD and QA managers agree on a time frame to
develop, test, and deploy the fix, in accordance with
Overture’s Support Service Levels (see next section).
The FLS representative indicates (a) the anticipated
schedule for the defect to be fixed and (b) that the fix
has been deployed to the client’s test application
environment for testing, via the TeamTrack Portal.
TeamTrack sends an e-mail notification to the client,
indicating the presence of the new item in TeamTrack.
The client must test the fix and acknowledge, via
TeamTrack, that the fix was satisfactory.

The FLS representative informs the TD manager who
schedules the build of the patch to the client’s
production environment.
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o0 The support representative informs the client that the fix
has been applied and closes the case.

6.2 Enhancement Requests

Enhancement Requests are suggested changes that:
* Improve usability
* Add or improve functionality
» Satisfy customer specific requests

An Enhancement Request (ER) is a usability and functionality condition that will
not impede the customer’s business from core operations. ERs are collected
from all software stakeholders. Enhancements are not covered under these
support procedures and service levels. However, clients should utilize
TeamTrack to log suggestions for feature improvements. ERs are compiled
within TeamTrack and addressed in accordance with the software roadmap
planning schedule of future product releases.

6.2.1 Acceptance of Enhancement Request Life Cycle

Enhancement Request Submitted (externally)
0 FLS Acceptance and Analysis
Escalated to the appropriate Overture Project Manager
Enhancement Accepted
Production Roadmap Created
Enhancement Developed
QA Tested
Released to client
UAT
Enhancement Request recorded as complete by FLS in the Help
Desk Database and TeamTrack
Deployment to Client Environment
o Client Notified of Enhancement Request

O O0OO0OO0OO0OO0OO0O0o

(@]

6.2.2 Rejection of Enhancement Request Life Cycle

Enhancement Request Submitted (externally)

0 FLS Acceptance and Analysis

o Escalated to the Appropriate Overture Technologies Project
Manager

o Enhancement rejected

o Client Notified of Enhancement Request Rejection

o Enhancement Request Recorded as rejected by First Line of
Support in the Help Desk Database
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o Enhancement Request Remains within TeamTrack and
Reevaluated for Next Release

6.3 Change Requests

A Change Request (CR) is a request to customize the Amadeus system to better
suit the particular needs of a customer. CRs are collected from all software
stakeholders and are reported and compiled in the same manner as
Enhancement Requests within the TeamTrack Portal. CRs are considered a
condition of high priority and remain separate from the core expectations of
the software. Approval of a CR is determined by the client, the designated
Overture Technologies Account Manager, and other applicable stakeholders.

A change request approval will prompt the designated Overture Technologies
Account Manager and Technical Development Team to create a Statement of
Work (SOW) for stakeholder approval. They result in the creation of a work
agreement, that includes an agreed upon delivery date.

6.4 Change Request Life Cycle

6.5

Change Request recorded (externally submitted)
0 FLS Acceptance and Analysis
o Escalated to the appropriate Overture Technologies Team
Member
o Change Request is Accepted or Rejected (If Rejected, Remains in
TeamTrack)
Accepted Changes are discussed between Project Manager and
Technical Development Team
Statement of Work (SOW) Created
If Client Accepts, Change Developed
QA Tested
Released to Client Based on Agreed Completion Date
User Acceptance Test
Verification of Change by Client
Change Request Recorded as Complete by FLS in Help Desk
Database

o

O O0OO0OO0OO0O0O0o

Issues Not Covered Under this Support Agreement

Overture Support Services does not cover:

» Errors resulting from use of Amadeus on platforms not supported by
Overture Technologies

» Errors caused by third party hardware or software

* Source code developed as part of a prototyping effort
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7 Incident Severity & Service Levels

Severity Levels:

Assigning severity levels to incidents accurately helps Overture Technologies
allocate the appropriate resources to resolve software issues in an appropriate
time frame. A severity level will initially be assigned by the client when the
incident is submitted. FLS will then reevaluate and if necessary reassign the
severity level based on the problem category and the impact it has on the
application. See the table below for details.

Service Levels:

Overture shall exercise reasonable efforts to provide a response to the client’s
report of an error, in accordance with the targeted response times set forth in
the chart below. Following Overture’s response, Overture will exercise
reasonable efforts to provide resolution to errors submitted by the client, in
accordance with the terms of this policy.

preventing the customer from
using material and substantial
features of the Software and
which substantially impede the
customer from conducting normal
business operations, for which no
viable workaround exists

Error Severity Level Response Time Status
Update
Frequency
Critical/urgent Errors are those Within two (2) hours Daily

during support hours.
Work on the error will
commence immediately
and continue until
Resolution is achieved.
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Error Severity Level Response Time Status
Update
Frequency
Medium Errors are those which Within four (4) hours on Weekly

prevent the customer from using
material and substantial features
of the Software and which errors
have a material, adverse impact
on the function of the customer’s
system, but for which there is a
reasonable workaround or
alternative available.

the same business day, if
reported during support
hours, or within two (2)
hours on the next business
day, if reported outside
support hours. Work on
the error will be added to
regularly scheduled code
patch releases. Medium
impact incidents are
resolved only after
critical impact problems
have been resolved for
that particular client.

Minor Errors are those which do
not impact the customer’s use of
the Software in any material or
substantial manner.

Within two (2) business
days. Work on the error
will be added to regularly
scheduled code patch
releases. Low impact
incidents are resolved
only after critical and
medium impact problems
have been resolved for
that particular client.

Periodically
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8 Guideline to an Expedient Implementation

To minimize the software implementation timeframe, timely flow of complete
information is necessary. Active use of the TeamTrack Portal to identify,
clarify and track incidents is one key component of this process. Receipt of
essential and accurate data from the client facilitates workflow and resolution
of issues throughout the implementation cycle.

Overture will:

» Take an active role in communicating with the customer
periodically to provide incident status updates.

» Provide customer and development resources available via
TeamTrack, e-mail, or by phone during specified support hours.

» Provide customer service in accordance with Overture customer
support policies.

Please contact your designated Overture representatives for additional
information or with any questions you may have. You can also consult our
website at www.overturecorp.com for additional information about Overture
Technologies.

9 Terminology/Acronyms

SLMP Student Loan Marketplace
FLS First Line of Support

SLS Second Line of Support
UAT User Acceptance Testing
TD Technical Development
QA Quality Assurance
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