Ring

Managed Services Simple & Complex MACD definitions

REX Simple MACD

Type of Request

Move, Adds, Changes, Deletes

® User extension
Phone Numbers
Devices
Message only Extensions
Announcement only Extensions
Limited Extensions
IVR
Site
Park locations
Site CNAM
OCID
User email address
User permissions
Username
User time-zone
Apply user template
Password/ PIN reset
Site address
Blocked numbers
Voicemail recipients

e Voicemail hour
Management of Call Flows

® Object Extension Number
Queue members
Ring Group members
Queue distribution method
Queue wrap up time
Queue or ring group greetings, audio while connecting, hold music
Queue name
Queue manager
IVR prompts
IVR key presses
Hours of operation
Custom rules




e Site fax recipient
Creation of new simple call flows, not to exceed:
e Configuration of one (1) main number
e Five (5) custom rules
Two (2) IVR menus
Eight (8) call queues and ring groups
Notifications and Access Settings
e Voicemail notifications
Fax notifications
Missed call notifications
International calling countries enabled
Custom role (if enabled)
User template
Limited Extension template

REX- Complex MACD

Included

Basic administration, configuration, or deletion
changes related to:

e Telephone Users

e Basic Agent Administration

® Re-provisioning of firmware on devices

Porting Consultation:
e Expected Duration
TN Network Coverage
Porting Information Requirements
Porting Process Overview
Customer Responsibilities
Partner Responsibilities
Best Practices
Rejections

Custom Configurations

Migrations

3" Party Assistance- Integrations & Devices
Gateways

Paging

Out-of-hours changes & go-live support
Recording new announcements

SSO

Services on future Feature Requests
On-site services/visits

Porting Requests:

Complex rejection support

Porting more than 100 numbers

Porting multiple numbers across many
locations

Porting multiple numbers through many
carries

Order submissions on behalf of customers




Contact Center (CXone) - Complex MACD

Included

Basic administration, configuration, or deletion
changes related to:

Skills

Teams

Campaings

POCs (Points of Contact)

HOO (Hours of Operation)

Simple Custom Report Consultation

o This is a meeting with a professional
for the customer to seek advice.

o General advice will be provided, and
general questions will be answered.

o Customers should be aware that this
doesn’t include the creation of custom
reports.

o This is not intended to be a training
session. There are RCU courses for
training.

o The consultation cannot be used for
break/fix scenarios or for the purpose
of comparing reports between
platforms.

Call Flow Changes

Management of Existing Call Flows

Creation of new basic call flows (New skill
routing, simple queuing)

Existing Channel Integration(s) Adjustments
(Existing email, chat, or SMS channel scripting)

BU Changes (Business Unit)

Security Profiles

Station Profiles

User Profiles

Disposition and Unavailable Code(s)

Basic Script Changes

POC assignment to scripts/skills
Changes to routing by customer need
Changes to voice prompts

Changes to existing ASR menus

API support
New CRM or database integrations
New Routing Configurations (ie: Data
directed routing, Agent directed routing)
New Automatic Speech Recognition (ASR)
set-up and configuration
New Customer Report creation
New Personal Connection Dialer
Configuration

o PC Dialer campaigns

o Proactive XS Integration

o New Channel Configuration (Email,

Chat, SMS, Social Media)

WFO Configuration/Changes

o Workforce Management

o Quality Management

o Screen Recording

o Interaction Analytics
Feedback Management
Digital First Omnichannel (DFO)
ECHO Survey
Out-of-Hours changes & go-live support
Recording New announcements/prompts
SSO
Services on future Feature Requests
On-site services/visits
PC Dialer




Contact Center (RingCX) - Complex MACD

Included

Basic administration, configuration, or deletion
changes related to:
e Campaigns
List Fields / Leads
Hours of Operation
Queue
Simple IVR - might need to go to PS based on
complexity
Report Changes and Scheduling
Dispositions and Agent States
Agent Settings
Reply Assistant Entries
Simple Channels

e Identity Tags, Custom Fields, Security, and
Settings
Call Flow Changes
e Simple MACD of Existing IVR/ Queue Flows

e Creation of New Simple IVR/ Queue Flows
Simple Scripting Changes
e Routing updates / IVR Studio
o Based on complexity this could result

e Voice prompt updates (Does not include
recording of voice prompts)

Routing Changes
e Simple Routing Changes
® Management of Existing Routing Channels
e Creation of New Simple Routing Channels
o Specific Channels: Text, Messaging,
Chat, Facebook, Instagram

Other Changes
Existing Sources Configuration

e Existing Automated Exports
e Existing Survey
e Existing Extensions

in a needed SOW and support from PS.

Net-New Requests

New CRM Integrations

New Routing Configurations

Data Directed Routing

Agent Directed Routing

New Agent Scripting

New Channel Configuration

Out of Hours Changes and Go-Live Support
Recording New Voice
Announcements/Prompts

Custom Java Script

IVR Changes with APl values or HTML
New Sources setup which requires

additional licenses

New / Add custom configurations
Chat buttons/windows design
Email templates

Extensions

APl / Webhook for new CRM / Bot
integration

Migrations
e 3rd Party Integration Assistance
® Survey Creation (except if duplicating an
existing survey as a template)

Add-Ons
e (Categories
e Widgets

Existing Page Designs




ACE / RingSense (Al Conversation Expert)

Basic administration, configuration, or deletion
changes related to:

* User and team access / permission changes
for ACE / RingSense

* Enable or disable ACE recording,
transcription, and Al Notes per user or group

» Call and meeting summary delivery settings
(email, CRM sync, in-app)

* Scheduled report timing and recipient
changes (existing reports)

Conversation Intelligence Changes (Existing
Config)

» Keyword and topic tracker modifications
(existing trackers)

» Tracker / competitor / objection keyword
updates

» Conversation category updates and
re-labelling

* Al summary and highlight preference settings
* Sentiment analysis threshold adjustments

Scorecard & Coaching Changes (Existing)

» Scorecard question weight adjustments on
existing ACE scorecards

* Adding or removing questions within existing
scorecard structure

* Al coaching tip toggle and delivery settings

» Agent performance report filter and view
adjustments (existing reports)

* Team and agent grouping updates for
coaching views

Insights Module (Existing Configuration)
» Dashboard filter and view configuration
changes (existing Insights dashboards)

Net-New Requests

* New CRM integration setup (e.g. Salesforce,
HubSpot, or other — net-new)

* New Insights dashboard design and build
* New custom Trackers

* New topic tracker taxonomy design from
scratch

* New competitor intelligence or objection
tracking model configuration

* New data source integration (telephony, video,
email — net-new)

* Net-new scorecard design and build from
scratch

* New Al coaching workflow design

* API-driven data export to external Bl tools
(Tableau, Power B, etc.)

Migrations

* Migration from third-party conversation
intelligence platform

* 3rd Party Integration Assistance

CRM & Integration Changes
* CRM field mapping updates (existing
Salesforce integration)
* Automated call note and action item sync
settings (existing CRM)
* Al-assisted CRM update rule adjustments
(existing rules only)

Other Exclusions

* SSO /identity integration for ACE / RingSense
admin portal

* GDPR/ HIPAA / compliance framework
configuration

* API support for net-new data connectors

» Out-of-hours changes & go-live support

» Services on future Feature Requests

* On-site services / visits




AIR (Al Receptionist)

Basic administration, configuration, or deletion
changes related to:
» Existing AIR call flow routing logic
modifications
» Existing escalation path and handoff target
changes

* Re-assignment of AIR to different phone
numbers or sites (existing deployment)

Knowledge & Content Changes (Existing
Deployment)
* Management and updates to existing FAQ
content and knowledge base entries

* Changes to existing greeting scripts and Al
response text

* Updates to existing lead capture
questionnaire fields

* Changes to existing appointment booking
logic (calendar links, availability rules)

Call Flow Changes (Existing Flows Only)

* Management of existing AIR call routing rules

» Changes to routing by caller intent or
keyword trigger (existing rules)

* Changes to existing skills-based or
directory-based transfer logic

» Existing CRM integration field mapping
updates (e.g. Salesforce, HubSpot)

» Existing Shopify or Calendly integration
configuration adjustments

Analytics & Reporting (Existing)

» Existing AIR call analytics dashboard view
and filter adjustments

» Call transcript access permission updates

» Existing Al performance report scheduling
and recipient changes

* Net-new AIR deployment and initial

configuration

* AIR Everywhere setup on third-party or
on-premises PBX (SIP integration)

* New CRM integrations (net-new Salesforce,
HubSpot, or other CRM connections)

* New Shopify or Calendly integration setup

* New appointment booking workflow design
from scratch

* New lead capture workflow design from scratch

* New language / multi-language configuration
(adding new language to deployment)

* New custom voice selection or persona build

* New knowledge base implementation from
scratch

* Custom API connections or webhook setup
(new endpoints)

*  WhatsApp or SMS channel integration (new
channel setup)

* SSO /identity integration for AIR admin portal

* Qut-of-hours changes & go-live support

* Recording new voice announcements / custom
prompts

* Services on future Feature Requests

* On-site services / visits

e Migration from third-party IVR or answering
service

* 3rd Party Integration Assistance beyond
existing supported integrations

AIR Pro (Al Agent)




Basic administration, configuration, or deletion
changes related to:

« Existing Al agent routing logic and escalation
path adjustments (Needs guardrails)

* Management of existing AIR Pro Studio
agent flows (Needs guardrails)

» Changes to routing by customer intent within
existing agent skills (Needs guardrails)

» Changes to existing voice and digital channel
handling logic (Needs guardrails)

» Existing agent skill template changes (swap
between pre-built templates)

* Re-assignment of Al agents to queues,
channels, or teams (existing deployment)

* Basic agent persona and greeting
configuration changes

Knowledge Source Management (Existing
Agents)

» Updates to existing uploaded knowledge files

* Adding or removing website URLs from
existing knowledge sources

» Curated content updates within existing
knowledge configuration

Agent & Flow Changes (Existing Flows)

* Existing channel adjustments — SMS, email,
web chat, social (existing channels only)

» Shared SMS inbox number assignment
updates (existing RingEX numbers)

Access Controls & Compliance (Existing
Config)

* Role-based access control (RBAC) user and
permission updates

Testing & Performance (Existing Agents)
» Conversation simulator test scenario (existing
agents)
» Call driver insights report filter and view
adjustments

* Real-time analytics dashboard view
configuration changes

Net-New Requests

* Net-new Al agent design and build in AIR Pro
Studio

*  New omnichannel configuration — new voice,
SMS, email, chat, or social channel setup

* New CRM integrations (net-new Salesforce,
HubSpot, or other)

* New Zendesk or ServiceNow integration setup

» Existing Zendesk or ServiceNow integration
configuration changes

* Existing HubSpot or Google Calendar
integration adjustments

* New Google Calendar or scheduling integration

* New Custom API connections or webhook
endpoints

* New routing configurations (data-directed
routing, agent-directed routing)

* New knowledge base implementation from
scratch

*  New multi-language detection and switching
configuration

* New hybrid skill builds combining external tools
and APlIs in Studio

Migrations

* Migration from third-party bot or IVA platform

* 3rd Party Integration Assistance beyond
existing supported connectors

Other Exclusions

* SSO /identity integration for AIR Pro admin
portal

* Net-new HIPAA or PIl compliance framework
implementation

* Recording new voice announcements /
prompts

* Custom JavaScript or advanced scripting within
Studio flows

» OQut-of-hours changes & go-live support
» Services on future Feature Requests
* On-site services / visits

» Vertical-specific Al agent template build (e.g.
Healthcare, Retail, Financial Services)
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