SCHEDULE 1 - STATEMENT OF WORK

1. Services.
1.1. CORE Services
Service Desk - DK, SE, NO

Sitel shall support end users of the e-Boks products, both users and companies, and
related services provided by e-Boks, such as borger.dk and virk.dk, and the use of
government sites in relation to digital post. Sitels guidance on how to use all of e-Boks
functionality, including log-on, and other 3th party’s services and Products integrated into
the e-Boks experience (browsers, app, devices, NemiD, etc). Problems related to 3th
party’s product are sglyed based on best practice and continue improvement to
knowledge database. Some normal support areas include:

- Problems related to login into e-Boks, Digital Post, or other related e-Boks services

- Troubleshooting on basic functionality; opening documents, viewing and printing,
moving documents, archiving, forwarding documen

- Troubleshooting when missing documents

- Create and alter access to e-Boks for other users
- Registration and de-registration of senders

- Create access from mobile devices and app’s

- Troubleshooting on web browsers and app’s

- Subscribe and unsubscribe to e-Boks

£

Technical Support {Teknisk support)
Technical support is offered to public authorities that uses the digital post solution. The

solution interface, creation of mailboxes, functionality support when using the
administration portal, etc.

Reception line (only DK right now)

The e-Boks reception line is also handled by the service desk partner. This includes both
warm and cold handling, e.g, taking messages, and passing calls through to the e-Boks
employees.

Cooperation Handbook
between Sitel and e-Boks.

1.2.General Description of the Core Services: Sitel shall receive and handle customer

service inquiries from the Client’s Customers, including, without limitation, the
following contact channels:

a) answering customer telephone calls and making callbacks as required
b) answering customer email and webform requests
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1.3.0ptional Services

Beside the standard service desk described above Sitel also has the opportunity, as part
of the partnership, to deliver new services that are not yet delivered outside e-Boks. This
has to be discussed between both parties and could include:

- 24x7x365 IT operation, monitoring, escalation and duty call setup
- Call out services for sales meeting booking

- Marketing and marked intelligence suppaort

- Support for expanding into new markets.

- Chat

~Ete,

1.4.Sitel shall perform the Services in seats which are continuous and in the same area
with dedicated, agreed CSRs, Supervisors and Management. The area shall be branded
to support CLIENT culture. All such CSRs shall be adequately trained to support the
Client volume from a dedicated environment subject to compliance with the terms
stated herein and in the MSA.

1.5.Hours of Operation shall be as detailed in Exhibit 2

2. CSR Qualifications and Key Personnel Decisions.

2.1.The hiring profile for CSRs shall be customized to Client’s requirements as set forth by
Client in writing. If applicable, should the Client request any changes to the hiring
profile after setting forth such profile in writ ng, Sitel reserves the right to make
appropriate modification to the CSR rates being charged as outlined in pricing section,
subject to Client’s prior written consent.,

2.2.Client shall have the right to provide feedback related to all CSRs assigned to perform
various tasks in connection with the Services. Sitel agrees that it shall take any and all
feedback provided by Client into account in all hiring decisions.

3. Term.

3.1.The term and termination of the SOW shall be governed by clause 11 of the
Agreement.

4. Performance.

4.1.Sitel Authority. Sitel agrees that all Sitel employees shall at all times comply with
client materials, including but not limited to Training Materials, modules, scripts,
written communications, training bulletins, and other information provided by Client
to Sitel. Sitel agrees that Sitel’s employees have no right to bind Client or purport to
bind Client to obligations above and beyond the commitments outlined in the Training
Materials. Sitel acknowledges that the Traini ng Materials are dynamic in nature and
that Sitel is obligated to be up to date on the most recent version of all such Training
Materials and communicate same to Sitel’s employees.
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4.2.KPI’s
4.2.1. Please see Exhibit 2: Service Specifics

Client may conduct Customer Satisfaction surveys with customers whose calls are handled
by Sitel’s CSRs. Client may mandate minimum satisfaction levels on agreement of
appropriate measurement and baseline

5. Fees and Payment.
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5.1.Fees and Charges Payable by Client. The fees and charges payable by Client for

performance of the Services are set forth in Exhibit 3 hereto,

5.2. Invoices. Both Parties agree to follow the invoicing process defined in the MSA.

Sitel Location. Sitel will launch the Client Customer Care program in Sitel’s Copenhagen
location (the “Location”). In the event the program requires expansion beyond the
Location, the Parties agree to renegotiate in good faith the fees and charges set forth
in Exhibit 3. Sitel agrees it may not relocate or grow the program into a new site
location without Client’s express written consent (which may be withheld in Client’s
sole and absolute discretion).

3.3.Forecast Process
90 Day Rolling Outlook:

A ninety (90) day, rolling forecast for call, chat and email volume will be provided monthly
by Sitel, to include call, chat and email volume requirements and shall be based upon past

changes, marketing impacts or recurrent training requirements, which would be relevant
for Sitel to provide the Services (“90-Day Outlook”). Sitel shall provide Client this 90-Day
Outlook ninety (90) calendar days in advance of each month during the Term. Upon
receipt of the 90-Day Outlaok, Client will respond within 5 business days with regards to
any questions or suggested changes. If Client does not respond within such 5 business day
time frame, then the 90-Day Qutlook provided to Client shall remain in force unchanged.
If Client responds within such > business day time frame with questions or suggested
changes, then Sitel shall revise the 90-Day Outlook according to Client’s instructions and
the revised 90-Day Outlook shall replace the 90-Day Outlook initially provided by Sitel.
The 90-Day Outlook does not represent a commitment by Client with regard to call
volumes and the Parties will not use the 90-Day Qutlook to determine if work is required
to be delivered to Sitel, Client and Sitel agree to meet on 3 monthly basis to discuss each
month’s 90-Day Outlook.

Final Forecast: 45 Day Lock:

A one month forecast, which includes call, chat and email volumes, shall be provided by
Sitel to Client 45 calendar days in advance of €ach month during the Term (the
“Preliminary Forecast”), commencing upon the second month of the Initial Term. The
Preliminary Forecast shall detail the estimated aggregated call, chat and email volume
forecast aggregated by day for such month, Within five (5) business days of receiving the
Preliminary Forecast, Client will either approve or suggest revisions in writing to the
Preliminary Forecast. Sitel and Client will review any revision and agree on the final

—
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forecast (the “Forecast”) for such month. If the Parties fail to resolve such differences
within three (3) business days, then the Preliminary Forecast, as amended by Client shall
become the Forecast. The Forecast shall include the total number of calls, chats and
emails that Sitel will use to determine the number of CSRs it may use to perform the
Services in accordance with this SOW.

By way of example only, Sitel shall deliver the Preliminary Forecast on April 15 for the
month beginning June 1, with completion of the Forecast no later than April 25; and on

May 15 for the month beginning July 1, with completion of the Forecast no later than May
75

The Parties agree that Sitel shall be staffed to handle up to and including one hundred
twenty percent (120%) of the forecasted call volume set forth in the Forecast,

Client shall use commercially reasonable efforts to provide any updates or information of
which Client has knowledge that may arise on a daily, intra-daily or monthly basis and that
is related to issues that will impact call, chat or email volume set forth in the Forecast.
Sitel shall use commercially reasonable efforts to manage volume changes to a Forecast
communicated by Client. The Parties acknowledge that the purpose of the Forecast is to
provide support to Sitel in connection with Sitel’s plan for appropriate staffing levels. If
actual call volume exceeds a particular Forecast by more than ten percent (10%) for any
day(s) during a particular month (“Protected Day(s)”},

(i) Sitel shall use reasonable efforts to provide adequate resources to maintain
SLA’s defined in Exhibit 2 for such Protected Day(s), and

(i) (i) Sitel may exclude such Protected Day(s) in the calculation of the
applicable SLA’s defined in Exhibit 2.

Client shall use commercially reasonable efforts to produce an accurate Preliminary
Forecast and agree staffing levels based on best available information. The Parties
contemplate that the revisions (if any) to the Preliminary Forecast will be of a nature that
are responsive to variances created by events in the marketplace or Client’s other business
needs.

6. Training. Sitel and Client agree on the following training provisions:

6.1.Client will be involved in the delivery of new-hire training to no less than the first
group of CSRs trained on the Client program, with assistance from the Sitel’s training
organization as determined by Client.

6.2.Sitel will provide qualified, experienced trainer(s) who can be certified by Client. The
process for certification will include the following:

6.2.1. Complete all agreed train-the-trainer activities

6.2.2. Complete new hire training for all contact types

6.2.3. Team teach a new hire training class with a Client trainer; and

6.2.4. Solo teach a new hire training class with supervision by a Client Trainer.

6.3.Sitel’s training staff in the Location will be certified by the Client training department
before delivering any training for the Client program. Once Sitel’s training staff is
certified, Sitel will conduct all new-hire training for the Client program unless CLIENT
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