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Effective May 17, 2025. These Service Level Objectives supersede and replace all prior
versions.

Service Level Objectives

These Service Level Objectives are between Provider (sometimes referred to as “we,” “us,” or
“our,”), and the Client (sometimes referred to as “you,” or “your,”) found on the applicable Order
and, together with the Order, Master Services Agreement, Schedule of Services, and other
relevant Service Attachments, forms the Agreement between the parties the terms to which the
parties agree to be bound.

SUPPORT SERVICES

Following receipt of any notification that a support-related problem within the scope of the
Services has occurred Provider, shall use reasonable best efforts to begin problem
management within (4) four hours.

Provider will allocate resources in accordance with priority schedule listed below.

All incidents, with status or resolution, will be documented either via regular email updates to the
Primary Client Contact (identified in the Agreement) or by posting updates to the ticket tracking
system assigned to Client.

After-hours support — In the event the client needs support after-hours. Client should call GO2
helpdesk phone number to reach after-hours support staff. GO2 utilizes an “on-call” model to
support client issues after-hours support.

Client Classification Priority

GO2 Nexus, GO2 Nexus Guardian

Block Hour Agreement

Time & Material Agreement 3

© Scott & Scott, LLP



