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and approvals recorded.

Amendment Record

Version Status Comments

1.0 27/01/2026 Issued First Release

©2026 Opus. All rights reserved. In Confidence.



OPUS

About Opus

Opus stands as a prominent UK-based provider of unified communications, collaboration, contact
centre, and remote working solutions. With our headquarters located in Surrey, our dedicated team
of over 120 highly skilled technical consultants, project managers, and account management
specialists has successfully served more than 2,500 customers. Collaborating closely with you, we
strive to gain a comprehensive understanding of your requirements, enabling us to deliver tailored
telephony and IT solutions that elevate your service quality, optimise operational costs, and boost
staff productivity.

Opus takes immense pride in our extensive collection of industry accolades, solidifying our position
as one of the premier managed service providers (MSP) in the UK. Our commitment to excellence is
further underscored by our 1ISOg001, 1ISO14001, 1ISO27001, and Cyber Essentials Plus accreditations,
demonstrating our steadfast dedication to maintaining the highest standards of quality and
security.

A key strength of Opus lies in its independence, which empowers us to offer impartial advice and
recommendations regarding the most suitable hardware, software solutions, and cost-effective
business-class network providers. We supplier business communications solutions that are built to
withstand the rigorous demands of our customer’s organisations, ensuring robustness and
reliability in every aspect.

Celebrating Our Best Companies Achievement

Best Companies Accreditation is one of the most respected benchmarks for workplace excellence in
the UK. This recognition is based entirely on employee feedback, measured through Best
Companies’ unique BCl scoring framework. It represents the highest standard for organisations that
truly put their people first.

Accredited organisations meet rigorous criteria through anonymised survey data and the BCI
scoring system, earning official recognition for their commitment to employee engagement. For
Opus, this accreditation reflects our unwavering dedication to creating a culture where our people
thrive. It demonstrates that workplace engagement isn’t just a priority—it’s a vital part of our
success.

Opus has been recognised for the second time as ‘3 Star —World Class’ in our 2025
Best Companies survey, and at the Best Companies 2025 Big Reveal Event in ‘
November, Opus was proud to achieve the following outstanding results: d

e No.1inthe Business Services category * kK
e No. 5among companies in the South East

e No. 6inthe UK Mid-Sized Companies rankings 2025

cert.b.co.uk

These accolades highlight our commitment to fostering an exceptional employee

experience and reinforce our belief that engaged teams drive exceptional outcomes.

BUSINESS SERVICES’ THE SOUTH EAST’S THE UK’S

#1 ey | ~10

BEST COMPANY BEST COMPANIES BEST MID-SIZED COMPANIES

TO WORK FOR TO WORK FOR
2025 2025 2025

cert.b.co.uk cert.b.co.uk cert.b.co.uk
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Our Story

Established in 1992 under the visionary leadership of our Chief Executive, Michael O'Donnell, Opus
has evolved into a thriving organisation while preserving the ethos of a compassionate, customer-
centric business. Our unwavering commitment to our people lies at the core of everything we do,
fostering an environment where they can flourish and excel with ample support.

Inspired by his own quest for a communications company that could meet his specific needs,
Michael founded Opus with a clear vision: to provide personalised, expert support - an aspect that
remains integral to our operations to this day.

At Opus, we are driven by the goal of comprehending our clients' strategic objectives and crafting
tailored technology roadmaps to accompany them on their unique journey. Our team of highly
qualified solution designers, engineers, project managers, and account managers based in the UK
are dedicated to delivering optimal results.

Our services are backed by accreditation from the Institute of Customer Services, ensuring that our
customers consistently receive superior service and support. This accreditation serves as a
testament to our unwavering commitment to providing exceptional experiences at all times.

Opus thrives on fostering close working partnerships with world-class, industry leading product
suppliers. This strategic collaboration grants us access to rapid and reliable industry knowledge and
the latest technologies, while also providing the commercial flexibility afforded by a diverse range
of vendors.

Our History

Our Partners

Opus brings together a carefully curated selection of top-tier products and services, seamlessly
integrating them into comprehensive, end-to-end solutions that are fully managed and supported
for our valued customers.

Our commitment to excellence is reflected in our strategic partnerships with a select few industry-
leading manufacturers. These trusted relationships are built on strong foundations, enabling us to
collaborate closely and deliver reliable solutions that exemplify the very best in their respective
fields. By handpicking our partners, we ensure that we can provide purposeful technology solutions
that meet the unique needs of our customers.

©2026 Opus. All rights reserved. In Confidence.
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Working in tandem with our partners, we actively engage in understanding and shaping the
development of new services. As a trusted technology partner, we empower our clients to make
informed decisions about the technologies they adopt, guiding them towards optimal solutions that
align with their goals and objectives.

We are dedicated to attaining the highest level of accreditation with all our vendor partners. This
commitment equips us with the expertise and resources needed to consistently deliver the highest
standard of service and support to our customers. By staying at the forefront of technological
advancements and maintaining strong relationships with our partners, we ensure that our
customers receive industry-leading solutions and unparalleled support throughout their journey
with Opus.

Best Practice

Our knowledge and experience mean that more projects succeed, and more customer expectations
are met.
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Social Value

Opus is currently progressing towards B-Corp certification and has entered the verification stage of
our application. As part of this journey, we have streamlined processes to better reflect and
optimise our core values. Our policies place stakeholders and shareholders at the forefront, with a
strong commitment to generating a positive social and environmental impact.

We provide our staff with opportunities to volunteer within their local communities or near our head
office in Reigate. Additionally, we have identified and support specific charities that align with our
values. Our commitment to charitable activities is growing, and we expect this trend to continue as
our business expands. We have established a long-term relationship with one charity for over a
decade and are cultivating connections with two more.

Driven by our CEO, our philanthropic efforts include a sponsored STEM
Q scholarship, reflecting our desire to support industry development. For over 11
POLAR BEARS years, we have supported Polar Bear International, which works to conserve sea
ice and provide global best practices.

INTERNATIONAL

We also support Renewed Hope, a local food bank and support
ngiig service for the homeless and vulnerable, and The Lucy Rayner
e dh Foundation, a staff-selected mental health charity that offers RENEAED
. HOPE
workshops and training for our staff.

We are deepening our relationships with these charities to develop unique

projects aligned with our core values. Throughout the year, we have supported several additional
charities, including The Samson Centre, Against Breast Cancer, a local SEN nursery, and a local girls'
football team, contributing over £23,000 in charitable donations.

Our engagement extends to our suppliers and customers, encouraging them to join us in our
charitable ventures—a focus we plan to expand over the next five years. We actively collect
feedback from our staff on volunteering opportunities and charity selections, as well as from the

©2026 Opus. All rights reserved. In Confidence.
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charities themselves, helping us understand our impact and improve our efforts for the next
financial year.

Lucy 4y
RENE\X/ED Rayner
HOPE wrernationar o™
‘Wessex SN-

Cancer SS“\DQV samson
Support @ Stork centre

r £ SironT mmw

We assist our customers to maximise social, economic, and environmental wellbeing of local
communities in accordance with The Public Services (Social Value) Act 2012, The Procurement
Reform (Scotland) Act 2014 and The Wellbeing of Future Generations (Wales) Act 2015. We have a
direct responsibility to the communities in which we operate to maximise social value in terms of
economic, social, and environmental wellbeing. We conduct our business socially and ethically. We
obey the law, encourage universal human rights, and protect the environment. We aim to create an
environment that not only embraces creativity and diversity but is financially rewarding for the
people who believe in us.

Opus and Gamma

As a Gamma Platinum Partner, Opus is working in P

partnership with Gamma for this service. ® 09 Gamma
. . - LA

Gamma is a leading network carrier in the UK,

delivering a comprehensive suite of next-generation

voice, data, and mobile services to businesses. As one of the largest providers of fixed-line voice
minutes in the country, Gamma leverages its own national network to deliver reliable and
innovative communication solutions. Known for its strong partnerships, Gamma stands out in the
industry—notably as a Janet-connected partner, serving the UK's research and education
institutions. Additionally, Gamma ensures PCI-DSS compliance through its collaboration with
Sycurio, enabling secure payment processing for call centres and other businesses.

Why Choose Opus & Gamma?

With the upcoming phase-out of ISDN by 2027, we are at the forefront of helping businesses
transition to SIP trunking and other modern communication solutions. Our expertise in delivering
reliable, secure, and scalable services makes us the preferred choice for businesses looking to
future-proof their communication infrastructure.

From reducing costs to enhancing operational efficiency, Opus, working with Gamma, will provide
the tools and support businesses need to thrive in a competitive landscape. Whether through SIP
trunking CCaa$s or UCaaS solutions, we can empower businesses to connect, collaborate, and grow
with confidence.

©2026 Opus. All rights reserved. In Confidence.
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Services Overview
Cloud Voice Services — Unified Communications (UC)

Platform

Our fully resilient UC cloud voice platform is deployed in multiple geographically diverse data
centres within the Gamma UK network; and is peered with communication networks such as
multiple PSTN providers, mobile operators, IP networks - Janet and HSCN, MPLS providers and the
Internet. This allows customers to adopt this solution without the need to change their WAN.

The platform is multi-tenanted, and each customer is securely partitioned; and requires no PSTN
interconnects.

System Administration — This solution provides each customer with a secure web portal which
provides a simple, easy to use management system that allows them to undertake the following
tasks:

*  Site Management - control site numbers and Schedules, Music on Hold, and Call Barring

*  User Management - create/edit users and assign devices, telephone numbers, set call
barring and optional services

*  Group Management - manage IVR, ACDs and Hunt Groups

*  CallRecording Management - call recording and manage storage

*  Security - manage username and passwords including soft clients

The administrator can also access statistical information across the customer estate for inbound
and outbound calls.

Statistics

Dashboard Usars Site Management Call Groups Dewvice Management Admenistration Recorded Calls

Dashboard / Parformance

Performance ?

@ Update

Site |A
m Outbound SMs Dats

Calls recaived Calls recsived par hour

Totd Call
Tocal Call
S

20¢
) T T USE 7 £ 9 101112131415161718182021 2223 24
I . - @ Mondsy -9 Tuesday # Wednesday - Thursday
0 s— Frday Saturday Sunday
Nov De Jan Feb Mar Ao Y

Network Access

This UC solution needs to be delivered over a voice focused network, ensuring that the required
amount of bandwidth has been provided based on the number of consecutive calls and codec
(G.729, G.711, G.722) being used.

If required, we can provide dedicated QoS based access ranging from SoGEA to single or highly
available Ethernet access.

©2026 Opus. All rights reserved. In Confidence.
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Feature

Ad Hoc Conference

Anonymous Call
Rejection

Authorisation codes
Auto Attendant
Automatic Call Back

Bulk Speed Dial
Busy Lamp Fields

Call Barge
Call Forwarding

Call Log/History (Top
10 missed, received,
dialled)

Call Notify by Email

Call Paging

Call Park

Call Pickup

Call Queue Group

Call Recording

Call Transfer

Key Features and Functions

Function

The ability to invite other participants to a call creating a conference
call.

Ability to reject calls from anonymous parties who have explicitly
restricted their Caller ID. The user’s phone does not ring, and the
user sees or hears no indication of the attempted call.

Performs an authorisation of calls made to external parties by
prompting a user for an authorisation code prior to making a call.

Allows callers to be automatically transferred to a person or group
without the intervention of an operator or receptionist.

Enables a call back to be set when dialling a user within the solution
group, if a busy tone is received.

Creates a speed dial list and applies to multiple users

Allows a user to monitor a defined extension by the colour of the
lamp of the line key assigned.

Allows specified users to "barge" into an active call and set up a
three-way call.

Ability to forward incoming calls to several choice or to a voicemail
message box.

Provides the user with a short-term view of both incoming and
outgoing calls, and the relevant results of each, through graphs
displayed on the user dashboard.

Define which call types you would like to be notified about via
email.

Allows a user to call numerous users all at the same time with one-
way audio (i.e., only the caller can speak). Once a call is placed then
all handsets set up to receive a call in the call paging group will be
answered automatically on loudspeaker.

Enables a call to be parked and retrieved from another phone within
the same Call Park group.

Enables an incoming call to be picked up by another user within a
Call Pickup group.

A basic simultaneous Hunt Group with the ability to queue up to 25
calls at network level should all users be busy.

Ability to record Inbound, Outbound or both Inbound and
Outbound calls. This can be done at a user level or on a whole hunt
group. Call recording can be set up to record a percentage of calls,
record on demand or to not record calls at all.

Provides various options when transferring a call including blind and
consultative transfers.

©2026 Opus. All rights reserved. In Confidence.
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Feature

Call Waiting
Calling Line ID

Calling Name
Retrieval

Click to Dial

Comfort Messages

Device
Customisation

Directory

Distinctive Ring

Do not Disturb

Emergency Call

Support

Hot Desking
(Login/Logout)

Hunt Group

Instant Conference

Group

Music on Hold

Nuisance Call
Management

Remote Office

Function

Provides sight of additional incoming calls to the user's device while
the user is engaged on another call.

Allows this system to show or block an incoming caller's number
and present or block the user's number and identity.

Provides the ability to deliver a user's name, as well as a number for
calls made and received if the name exists in the corporate
directory.

Enables a user to use the solution Portal to call someone within the
directory.

Up to 4 different files can be uploaded also includes a "Time
between Messages" option.

Users can set up the line keys and soft keys of their UC handset.

Providing two types of directories, one that is updated by the
company administrator and one by end users, the application can
be accessed by the handset and soft clients.

The ability for external calls to be given a different ringtone to
internal calls.

Allows a user to set their phone to unavailable so that incoming calls
are given a busy tone.

Our service is a VolP service as defined by Ofcom and supports
Emergency Services calls.

The ability to log in to any telephone handset in the organisation,
this assigns user's extension and features to the handset logged into
including an automatic log out (timeout)

Variety of hunt groups offered to route calls to multiple locations
when an incoming call is received.

The ability to setup a conference group allowing up to 20 different
people to be called automatically once the conference has been
started.

Allows the administrator to setup and maintain audio files that can
be used in various call scenarios (e.g., Call Park, Call Hold). These
files can be recorded through supported devices or uploaded
through saved files.

Ability to reject incoming calls from a user defined list and/or
anonymous numbers directly via the Hunt, Auto Attendant, Call
Queue and Call Centre type Call Groups.

Allows a user to use any phone as their ' phone' - meaning they
won't need to pay locally for calls and their UC number will be
presented on outgoing calls.

©2026 Opus. All rights reserved. In Confidence.
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Feature Function

Scheduling Allows the definition of set schedules for business hours, and other
company specific events. These schedules can then be
implemented over IVR or Hunt Groups to provide specific routing
during set hours or days.

Sequential Ring Allows a user to define a "find me" list of numbers that incoming
calls will route sequentially

Twinning Twinning of the UC extension/DDI number with another external
number such as a mobile.

Voice Messaging Enables voicemail services to be established either against users or
hunt groups so that messages can be left and accessed by users.

Voice Portal Provides an interactive voice response (IVR) application that can be
called by any user, from any phone. The IVR allows the user to
manage their services and voice mailbox, as well as changing their
passcode if needed.

Reporting — The solution provides both administrators and users statistical call information
including number of; incoming calls, calls answered, busy calls, outbound calls made including
duration, originating, and terminating numbers, and geographical location. The information is
presented via the dashboard and can be manipulated to provide user specific views.

End User Portal - The solution provides individual users with a portal that allows them to manage
settings and review their call usage and performance statistics, the key features are:

*  Call handling - manage inbound and outbound calls, routing to PSTN, call forwarding etc.

*  Voicemail - control unified voicemail including email settings

e Twinning - associate user's mobile number with their extension/DDI

*  Profile settings - call routing based on pre-set profiles such as "out of office", "unavailable
etc.

e Setup speed dials - maintain user speed dials

e Hot Desking (login/out) - control hot desking including timeout

End User Devices

Handsets and Headsets - As devices change on a regular basis, please contact Opus for the latest
list of available devices and associated costs. All devices on our recommended list have been tested
for satisfactory performance on the network and in combination with the broader range of services.

Device Authentication and Access Management - As devices are supplied as part of the
service their MAC address is registered with the platform ensuring only authorised devices may
access it. All device communication is encrypted via https.

Soft clients - PC/Mobile - The solution soft clients provide all telephony functions in an application
that can be installed on Windows/MacOS and mobile devices. The soft client provides the user:

«  Ability to make calls to/from PC/laptop/mobile

*  Accessto the individual user’s telephony settings

e Access to personal and corporate directories

*  Ability to use mobile device as an extension internally or externally
e Lower cost than physical IP handset

©2026 Opus. All rights reserved. In Confidence. 11
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UC Collaborate

UC Collaborate client provides; voice, video, presence, messaging, audio and video conferencing
services, collaboration tools and integration to existing services such as Outlook and CRM*systems.

Instant Messaging (IM) - The ability to make and receive IMs in real time on a 1-2-1 or many-many
basis. A key feature is the ability for users to pivot between communication channels - e.g., during
an IM chat, a user can pivot into a voice call, video call or full desktop collaboration with a single
click.

Presence - Extensive presence functionality is provided - automatically derived from the user's
Outlook calendar or from the user's Collaborate activity e.g., on a call. The user can also manually
edit.

Personal and Room Video Calling - Users can hold a video call on a one-to-one basis or a many to
many, with use of an inbuilt camera or a USB device. The maximum number of users that can join a
single video call is 15. The maximum bandwidth for a video call is 2048kbps.

Audio and Web Conferencing - Each Collaborate user has a permanent, always available
conferencing service called Rooms. Rooms enable users to hold ad-hoc or planned conferences with
up to 5o people using voice and/or IM, and they can share application or the complete desktop. Up
to 15 of the users can participate via video.

Collaborate users can enter a Room by searching for the Room owner and clicking the join Room
option. Room owners can share a link for guest users (people without Collaborate). They can click
the link and join the meeting through a web browser. Guest users must be accepted for each
session.

Guest Participants - Guest Participants, those users who do not have Collaborate, such as
customers or suppliers, are sent a link contained in an invitation. The guest clicks on the link to join
the conference and can then enable an IP voice or video call without the need to download any
software. A chrome plugin is used to allow the Guest to screen share.

Voicemail - Every user is supplied with a voicemail box with a multi-announcement capability and
the voicemail can be delivered via email. Messages are presented as visual voicemail.

File Transfer - User-to-user drag and drop file transfer capability permitting users to transfer files as
part of a collaborative session.

UC Collaborate Features

Calls, chat, Rooms

Feature Desktop | Android i0S Desktop Mobile
Softphone Softphone
Dialler screen v v 4 v

Search for contact v v v v v
Recent calls v v v v v

©2026 Opus. All rights reserved. In Confidence.
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Contact list/ favourite v v 4 v v
contacts

Internal directory v v 4 v v
Calls v 4 v v v
Chats v 4 v v v
Recent chats v 4 v v v
Group chats v 4 v v v
Video calls v 4 v v v
Screenshare v 4 v v v
User presence 4 4 v v v
User profiles v v v v v
Your room v v v v v
Joining rooms 4 v 4 v v
Voicemail v v v v v
Return a video call v v v v v

Settings

Feature Desktop Android i Desktop Mobile

Softphone Softphone

Dark mode* theme

Play tone for incoming

Language options ‘
messages

Video input device

8 Dark mode on mobile devices is controlled by your mobile’s operating system. If you have set your phone to dark mode, this
will be reflected on your solution/UC Collaborate client.

Misc.

Feature Desktop Android i0S Desktop Mobile
Softphone Softphone

Client logs

Sign out

Remote Access - The solution 's PC/Mobile and Collaborate clients enable users to utilise the service
directly over the Internet without requiring the user to connect to the customer’s corporate network
through a remote access service or VPN.

©2026 Opus. All rights reserved. In Confidence. 13
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Receptionist Console - The solution’s receptionist console is a web-based application that allows an
operator to monitor, control and queue incoming calls. It also provides the ability to: see the
Presence status of up to 8oo users, adjust priority of callers, add notes to contacts and
setup/manage conference calls.

Integrator Client - Integrator is an optional software module that integrates the user’s telephony
into their desktop or Microsoft environment with functions such as Click-to-Dial, screen popping
and in-call features like; hang up, hold, deflect, consult, and transfer.

It also provides integration with Microsoft Skype for Business including voice presence. ACRM
variant provides integration with multiple CRM systems including but not limited to; Salesforce,
Microsoft Dynamics, EMIS and Patient Connect.

Compatible with over 20 of the top CRM packages including Salesforce and Microsoft Dynamics,
Integrator CRM helps users to be even more efficient and productive by providing quick access to
contacts and the ability to dial directly from your CRM system through to your UC cloud phone
system. Please enquire with us for full details.

TAPI Driver - The solution TAPI Driver has been designed to provide simple telephony and call
control integration via Applications that can make use of a TAPI interface.

The extent of the integration is entirely dependent on the specific Application, and we cannot
provide any advice, help and assistance in configuring the Application, the onus is on the
Application vendor or the customer's IT team to make use of the TAPI Driver interface.

The TAPI driver can be used in conjunction with the standard UC Integrator - CRM and for clarity the
UCTAPI does not provide any end user features - for example click to dial - it is simply a middleware
driver, and all capability is dependent on the CRM Application itself.

Call Recording

Our call recording platform provides a comprehensive and advanced suite of call recording
functionality.

Call recordings are stored encrypted for security and are accessed online via the call recording portal
which provides multi-level permissions-based access. The platform utilises SIPREC as a standard
mechanism for call recording which ensures all the calls that a user makes or receives on the UC
solution will be recorded. This includes all inbound, outbound, and internal calls (extension-to-
extension) made or received on their desk phone or soft client(s).

MIFID Il Compliance - Whilst the requirements for an end customer to become MiFID Il compliant
extend beyond the specific features of call recording, the platform supports the customer’s wider
compliance.

The regulations require that recordings are held for a default period of 5 years, which may be
extended by a further two years if required (e.g., following a request from a regulatory body).
Recordings made under the Compliant Call Recording subscription provide full visibility of call
properties e.g., timestamp, calling parties and associated meta-data. Specific features include:

*  Encrypted secure storage
*  “Audit trail”
*  Ability to add notes and amendments to records

©2026 Opus. All rights reserved. In Confidence.
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Stored in a durable medium

Readily accessible - download direct from the browser

Complies to BS10008 (evidential integrity of recordings)

Call recording is provisioned for a user, so a user with multiple UC numbers will have all
their calls recorded under a single subscription

Call Recording Options - The Call Recording service is a solution bolt-on that can be assigned to a
user with an active UC voice subscription. There are two subscriptions available:

Business Call Recording

Monthly subscription providing access to all Call Recording features and capabilities, as
well as to a choice of retention periods. The retention period is the length of time call
recordings will be stored in the cloud for, starting from the day of the call. During this
period, call recordings can be accessed via the web portal only by users who have access to
the recordings. The retention periods are:

- 3months e 12months
«  6months *  36months

Compliant Call Recording

Monthly subscription providing access to all Call Recording features and capabilities along
with the retention period required to comply with the MiFID Il regulations - 7 years.

Note: the retention period applies at solution company level, all subscriptions shall have the
same retention period.

Once a call recording subscription is enabled, the retention period associated with the
subscription applies to all calls made/received by the call recording-enabled user in that
month. It is possible to modify the subscription type (e.g., from Compliant to Business Call
Recording) as well as the retention period (e.g., increase the retention from 3 months to 12
months). Please note that these types of changes can only be applied company-wide, i.e.,
to all subscriptions.

Once arecording is created and stored in the cloud, it will be accessible via the web portal
until it gets automatically deleted at the end of the customer-selected retention period. It
is not possible to manually delete call recordings.

It is possible to delete users. Removing a user from the solution does not delete their
recordings — the recordings persist for their selected retention period.

Encryption - Call recordings are encrypted before they are saved to disk with AES-256-bit
encryption. They are decrypted as they are streamed for playback or downloaded. At no time are
they permanently stored unencrypted on disk. This ensures compliance to BS10008 (evidential
integrity of recordings).

BS10008 (Evidential Integrity of Recordings) - The solution is BS10008 compliant, meaning
customers’ recordings are admissible in a UK court of law. In addition to this, the service platform is
[1SO20000, ISO27001 and 1ISO22301 compliant, Cyber Essentials certified, listed on the Cloud
Security Alliance STAR registry, and featured on the VISA Europe Merchant Agent list for the secure
storage of PCI DSS sensitive call recordings.

©2026 Opus. All rights reserved. In Confidence.
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Support Services

Project Management

The Opus project team, composed of Prince2-certified professionals, leverages a standardised, ITIL-
aligned agile project management methodology to ensure seamless and successful project delivery
for The Buyer. Our proven approach offers:

¢ Collaborative creation of project plans with a strong focus on the solution

«  Effective risk management to minimise disruption to The Buyer's daily activities
*  Clear and mutually agreed-upon expectations by all stakeholders

*  Transparent communication channels among all project team members

Our methodology encompasses the following key stages, aligning seamlessly with distinct project
phases:

Project initiation

*  Planning and design

e Delivery

*  Acceptance testing

*  Go-live and training

*  Sign-off

¢ Handover to Business as Usual (BAU)
By implementing our proven methodology and leveraging the expertise of our certified
professionals, we ensure a streamlined and successful project execution tailored to The Buyer's
unique requirements.

Project Initiation

Planning and Design

Delivery Acceptance Testing Go-live and Training Sign Off B.A.U

Deliverables

* Sales
documentation

* Signed orders

» High-Level Design

e Pre-Sales/Sales
handover meeting

# Project Initiation
Document {PID)

Deliverables

* Project Plan

* Low-Level Design

® Networks lead
times

Deliverables

* Communication
Plan
Weekly logs
Highlight reports
RAG Reports
RAID logs
Change control
process

Onboarding Process Overview
Once awarded the contract to support The Buyer, Opus will initiate a tailored onboarding process
designed to align with your unique needs. This process ensures we gain an in-depth understanding
of your solution, with a focus on meticulous documentation to promote effective knowledge
sharing and ensure continuity across the Opus team.

Project Initiation
To launch the project, Opus will assemble a dedicated project team. We recommend appointing a
project executive from The Buyer to provide leadership, maintain focus, and ensure collaborative
decision-making.

©2026 Opus. All rights reserved. In Confidence.

Deliverables

Bespoke Test Plan
Opus Test Results
End User Testing
(UAT)

Results and
acceptance

Deliverables
Number port/Go-
live
Transition
Early life support
Training

Deliverables

* Project Completion
Document —
customer
acceptance
Project
documentation
Finalised Low-Level
Design
Internal lessons
learned log
Continual
improvement

Deliverables
= Customer BAU on-
boarding process
* Health checks
® Account reviews
* Technology reviews
* Customer events
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During this phase, the Opus project manager will deliver a comprehensive Project Initiation
Document (PID) that will outline:

*  Quality standards and project objectives

*  Project scope, including boundaries and deliverables

*  Key assumptions, constraints, and dependencies

*  Business case overview

»  Control mechanisms for managing risks, changes, and tolerances
¢ Communication plan to ensure timely and effective updates

Additionally, the project manager will establish essential logs for actions, risks, issues, and changes
while identifying key milestones. These milestones will include both internal benchmarks and
external factors, such as planning approvals and build completions. Dependencies between tasks
will be mapped to ensure any potential delays are promptly identified and managed effectively.

Planning and Design

Ensuring uninterrupted service throughout the implementation is a top priority. During the planning
phase, Opus will work closely with The Buyer to finalise the PID. A collaborative workshop will be
conducted to perform due diligence and audits, ensuring smooth knowledge transfer and alignment
with your business objectives.

Deliverables during this phase include:

e Adetailed Project Plan outlining timelines, responsibilities, and dependencies
¢ AlLow-Level Design (LLD), covering all technical aspects of the solution

Once approved, the design will be baselined, with any further changes carefully managed through
formal change control procedures. Completion of this phase is essential before moving to
equipment procurement, ensuring a well-orchestrated implementation.

Delivery

Upon approval of the LLD, we will transition into the delivery phase, marked by multiple concurrent
workstreams focused on The Buyer deployments and training. To ensure a strong foundation, we
will host a project kick-off meeting to align all team members on the project’s framework,
governance, and control protocols. During this session, we will collaboratively finalise a
communication plan, detailing the cadence, format, and participants for project update calls and
any in-person board meetings. Each meeting will adhere to a predefined agenda and include a
comprehensive project management highlight report.

Dedicated workstream teams will be established, with the project manager regularly gathering
progress updates from work package owners. These updates will include key milestone
achievements, risk assessments with mitigation strategies, issue tracking, and actions taken to
achieve stage plan objectives.

Project progress will be systematically reported to the project board through structured highlight
reports and project logs, delivered via conference calls or in-person meetings as outlined in the
communication plan. All reporting and monitoring will align with the baseline plan defined in the
PID, providing clear visibility into performance against time, budget, and quality metrics. This
ensures adherence to the agreed tolerances, enabling proactive management of the project's
delivery.
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Risk Management

Opus employs a robust and proactive risk management framework combined with meticulous
continuity planning to ensure the seamless delivery of projects, even amidst unforeseen disruptions.
This approach enables us to safeguard ongoing operations while consistently achieving project
milestones and objectives. Our risk management methodology utilises a Red-Amber-Green (RAG)
system, with dedicated project teams regularly reviewing, reporting, and addressing both existing
and emerging risks, actions, and dependencies.

Early Risk Identification and Mitigation

Timely identification, logging, and tracking of risks are critical to minimising potential disruptions to
The Buyer’s business-as-usual (BAU) operations. As part of our collaborative engagement, we will
facilitate interactive workshops to identify and evaluate potential risks, establish a comprehensive
risk register, and verify the effectiveness of all mitigation strategies.

Structured Risk Management Stages
Our approach to risk management is structured around the following key stages:

*  Risk Identification: Systematically identifying potential risks that could impact project
timelines, costs, or deliverables.

*  Risk Assessment: Evaluating the probability and potential impact of each risk to prioritise
mitigation efforts.

*  Risk Planning: Assigning risk ownership to qualified team members with the authority to
implement mitigation strategies and defining the necessary actions.

*  Risk Monitoring and Management: Continuously tracking and updating the status of
each risk, assessing the effectiveness of mitigations, and identifying any new or escalating
risks.

RAG Status Reporting
Each report will provide a detailed RAG status for cost, quality, and time, as well as an overall
project status:

*  Green: Effective management of all issues and risks with no known impacts on cost,
quality, or time

. : Identified risks or issues that could impact one or more of cost, quality, or time,
with an active plan in place to restore status to green

*  Red: Identified risks or issues that could impact one or more of cost, quality, or time,
without an agreed plan to restore status to green

If any element—cost, quality, or time—receives a red status, or if two or more are rated amber, the
overall project will be rated as red. In such cases, the project manager will issue an exception report,
outlining available options to restore the project to green status. This report will include a
recommended course of action and an assessment of the potential impacts.

By leveraging this comprehensive risk management and reporting structure, Opus ensures that
every project remains on track, with clear visibility into potential challenges and the actions
necessary to mitigate them effectively.

Regular Reporting and Monitoring

Regular progress reporting will be provided to the project board through comprehensive highlight
reports and project logs as outlined in the agreed-upon project progress framework. Updates will be
delivered via conference calls or in-person meetings, ensuring alignment with the baseline plan
established in the Project Initiation Document (PID). All reporting will adhere to clear criteria
focused on time, budget, quality, and pre-defined tolerances.

©2026 Opus. All rights reserved. In Confidence.
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Acceptance Testing

A successful implementation hinges on the effectiveness of the testing phase. We understand that
The Buyer's unique operational environment demands a meticulously crafted test plan. Our
approach focuses on developing a bespoke testing framework designed to thoroughly validate
hardware, software, and feature functionality across all critical components.

A key milestone in this process is the execution of User Acceptance Testing (UAT), ensuring that the
solution is meticulously built and validated in strict alignment with the approved Low-Level Design
(LLD). This guarantees that the final deployment meets both technical specifications and business
requirements.

To foster transparency and accountability, a designated representative from The Buyer will actively
participate in the testing process. Their engagement is essential for validating that all workstreams
have been rigorously tested, successfully completed, and formally documented through sign-off.

Upon the successful completion of this testing phase, we will seamlessly transition the solution to a
live operational state, ensuring a smooth and confident launch for The Buyer.

Go-Live and Training

In alignment with the agreed project plan, a specific Go-live date, or a phased approach, will be
established. At Opus, we recognise the crucial role of training in ensuring the project's overall
success. We are committed to collaborating closely with The Buyer to develop a comprehensive
training program. This program aims to provide robust support to employees throughout the
implementation of new resources and the transition to new systems.

By prioritising training, we facilitate a seamless transition that positively impacts the user
experience within The Buyer. This approach enhances management and administrative operations,
leading to improved efficiency and effectiveness.

Sign Off

Following a successful Go-live and the implementation of the new working solution, the Opus
project manager will compile all pertinent Project Acceptance Documentation. These crucial
documents will then be presented to The Buyer for formal sign-off, ensuring that all aspects of the
project have been satisfactorily completed and met the agreed-upon requirements. This meticulous
process guarantees a clear and transparent acknowledgment of the project's successful delivery and
paves the way for the next phase of our partnership.

Handover to BAU

Upon the successful completion of each implementation phase, a meticulous handover process will
be initiated. This process facilitates seamless knowledge transfer and collaboration between our
internal support team and The Buyer. By engaging our support team throughout the
implementation, we ensure their comprehensive understanding of the delivered solution. This
approach positions them to provide ongoing support and assistance to The Buyer in future
endeavours. Our commitment to a thorough handover process guarantees continuity and a smooth
transition, fostering a strong and sustainable partnership.

Moving Forward

Upon the successful completion of the initial project phase, we are committed to maintaining an
ongoing partnership with The Buyer. Through regular conference calls, we will keep you informed
about the latest features and product releases that can benefit your team. By staying updated on
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advancements in the market, you can plan effectively and make informed decisions about
leveraging emerging technologies to enhance your operations.

Our collaborative approach ensures you have a clear understanding of the evolving landscape,
empowering you to capitalise on technological advancements that align with your business
objectives. By providing timely insights, we aim to foster continuous improvement and innovation
within your organisation, ensuring your team remains at the forefront of industry developments.

Project Resources

Overview - All customers are assigned a project team consisting of the below roles:

Project Sponsor / Account Manager - The project sponsor will be accountable for the successful
delivery of the implementation. They will be the point of escalation throughout the project and will
work closely with the Project Manager to ensure success.

Project Manager - The Project Manager will oversee the implementation and will have overall
responsibility for the project deliverables. They will co-ordinate both Opus resources as well as
deliverables from the Customer team.

Solution Architect - The Solution Architect will document the current solution customer and will
commute that information into a design on the platform. They will leverage best practice methods
gleaned through hundreds of successful implementations for customers.

Project Engineers - The System Builders will build the solution, including the business continuity
plan and traffic migration from the existing platform.

Opus work closely with you to understand the project context, testing requirements, project plans
and provide a tailored approach to take on the engagement based on various factors. We provide
complete clarity on the testing process with proactive communication, regular progress updates
and complete transparency on any project risks highlighted during testing.

Trainers - Trainers are responsible for training and support through the 30-60-90-day cycle. Opus
will train the person or team who is responsible in rolling out the training across the contact centre
and for any new starters that will be joining in the future. We will also assist with any documentation
or eLearning slides that may need to be created. There are many training videos on the Cirrus portal
that will help with this.

Change Management

Opus will support your change management journey using our experience from previous
deployments. We have a variety of frameworks that help us to deliver the best solution for
customers, and your Project manager will discuss these in further detail at the time of delivery.

Account Management

All of our valued customers are paired with a dedicated and experienced account manager/director
who oversees their services strategically. This pivotal relationship serves as the foundation of
seamless interaction between our respective businesses. Recognising the significance of this role,
we exclusively employ exceptionally trained and highly skilled professionals.
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Account management holds a paramount position within the comprehensive Opus service package
offered to our esteemed customers. Our proficient account management team enjoys privileged
access to both internal resources and external support from our trusted partners. This guarantees
that all tasks conducted for our Public Sector customers receive utmost priority and attention.

Opus will provide you with a dedicated account director, who will take charge of the project and
nurturing the ongoing day-to-day relationship.

Your account director will expertly manage your account according to your specific requirements.
We recognise that each customer operates with distinct internal processes and expectations, and
our aim is to support you in delivering the precise service you demand. Drawing on a wealth of
experiences shared not only in individual meetings but also through events and will provide valuable
expertise in devising a comprehensive communications strategy.

As part of our standard practice, we conduct quarterly account review calls or face-to-face meetings
to thoroughly evaluate your account and continuously develop long-term plans. With a wealth of
experience and a genuine interest in understanding your business, your account director will offer
guidance during the account review process. This includes providing advice to you on enhancing
efficiency through available technologies and delivering updates on the following aspects:

e Identification of system issues and anomalies

e Updates on new business activities and orders

e Resolution and maintenance of any account-related issues

* Reporting of system issues and general feedback

e Introduction of new beneficial products, software, and services.

Opus employs a range of essential processes to effectively manage and monitor changes, enhance
knowledge, and identify future communication strategies. In this regard, your account director will
take on the responsibility of creating and updating an Account Development Plan in collaboration
with key stakeholders within your organisation. We highly value input from you to ensure a
partnership that caters to your present and future needs. This process plays a crucial role in our
comprehensive business review, which your account director will oversee, complemented by
monthly product bulletins. These meticulous measures and documented procedures are
implemented to ensure you receive continuous and well-informed support.

Moreover, your account director will coordinate with your customer services team to address day-
to-day issues and deliver insightful analytical reports as part of the review meeting process. By
actively engaging with your team, we strive to streamline operations and provide high-level service
quality.

Customer Services

At the core of Opus service delivery lies our cutting-edge Opus Service Desk (OSD), located in
Reigate, Surrey. It serves as the central hub for coordinating, controlling, and executing all our
service activities. Accredited by ITIL and the Institute of Customer Service, the OSD embodies our
commitment to excellence.

While your account director assumes ultimate accountability for maintaining and managing your

account, a team of skilled customer service representatives provides day-to-day support to ensure
smooth operations.
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To report incidents or request minor replacements or new hardware, your users can directly contact
their office support, who will then escalate the matter to our OSD. Incidents are carefully triaged
and escalated through our multi-tiered support system, overseen by our dedicated service delivery

management team.

Service Performance and Review

Opus conducts comprehensive quarterly service reviews tailored to your specific needs. Through
well-defined reporting channels, Opus effectively manages high-priority and aging incidents,
analyses trends, proactively identifies potential issues, and provides performance feedback to you.
These reviews serve as a valuable opportunity to ensure continuous improvement and align our

services with your evolving requirements.

Reporting Type

To whom

Timeframe

Delivery Team

Quarterly Closed Incident Performance Opus Service The Buyer As agreed
Report Delivery Team
Quarterly Service Delivery Meeting Opus Service The Buyer As agreed

Example Quarterly Report Highlights

e Pialncidents raised to the service desk = o

e Current open cases =0

o AllIncident and RFI (Request for Information) cases responded to within SLA

e AllIncident and RFI cases resolved within SLA

RESPONSE SLA

W Response SLA Achieved W Response SLA Missed

% CASE
BREAKDOWN

W Incident W RFI W Enguiry © Feedback m Change

Cases Raised By
Contact

ZIII
[+]

Contact 1 Contact 2 Conmtract3 Comtract4
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Case Ticket Raised Response SLA Resolutions SLA
Ref Type By Raised - xx/xx/20xx Closed - xx/xx/20xx

Achieved Yes Achleved

Summary

Raised  Opus Response SLA Resolutions SLA
By Analyst | Raised - xx/xx/20xx Closed - xx/xx/20xx

CAS- BAU TE BS Agreement | 2-hours Agreement | 16-Hours
00012 Change

Achieved Yes Achleved

Summary

Service Delivery

In today's technology-driven landscape, Opus recognises the significant challenges and costs
businesses face due to communication disruptions and hardware failures.
Our commitment lies in engineering robust, resilient solutions that (.)
proactively mitigate these risks. Nevertheless, we understand that ( ITIL
unforeseen issues can occasionally disrupt operations. It is in these critical

moments that an organisation's true support capabilities are revealed, and at
Opus, we strive to set the standard for exceptional response and resolution.

At the heart of Opus' exceptional service delivery is our cutting-edge Opus
Service Desk (OSD), strategically located in Reigate, Surrey. Accredited by *emceMarI(
both ITIL and the Institute of Customer Service, the OSD operates as the £ -
central hub for orchestrating, managing, and delivering our comprehensive TR SO SeriRe

service offerings.

The OSD is equipped with robust capabilities to ensure seamless support, including:

e Call Logging and Tracking: Efficiently receiving and documenting all customer queries and
incidents.

e Expert Guidance: Offering immediate solutions whenever possible to minimise disruptions.

e Timely Updates: Providing clear estimates for resolution times and proactively keeping
customers informed of progress.

Our customers can conveniently report incidents through a variety of accessible channels: phone,
email, web chat, online portal, or automated alerts from onsite monitoring systems.
Additionally, we ensure collaborative support for incidents reported by third parties, particularly
those involving third-party physical infrastructure such as network connectivity.

Service Request and Incident Reporting

Opus Service Desk (OSD) provides four convenient channels to raise support incidents or service
requests:
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Telephone: Call 0208 545 8545, with most calls answered within 20 seconds.

Email: Contact us at customerservice@opustech.co.uk.

Web Portal: Visit Opus Customer Portal.

Web Chat: Access real-time assistance via our website Customer Support Chat.

All Priority 1 cases must be logged with Opus by phone to 0208 545 8545.
Below is a detailed explanation of each channel and the Opus incident management process:

Telephone Support - Fast and Reliable 24/7 Assistance

For immediate support, subject to your SLA, The Buyer can contact the OSD via telephone,
available around the clock, 365 days a year. A dedicated representative will promptly answer your
call, log the issue into our Incident Management System (IMS), and assign a priority level. From
there, the issue is directed to a technician for initial triage and investigation.

If escalation is required, our comprehensive multi-level support structure (first through fourth line)
ensures efficient resolution, with progress updates provided promptly.

Critical Service Faults (P1/P2): For critical issues outside core business hours, telephone support
ensures rapid engagement, even if other communication methods are disrupted. Rest assured;
response times adhere strictly to your Service Level Agreements (SLASs).

Email Support - Convenient Issue Reporting During Core Hours
The Buyer can report issues via email at customerservice@opustech.co.uk , monitored during core
business hours: 08:30 — 17:30, Monday to Friday (excluding bank holidays).

Process: Upon receipt, an OSD representative logs the issue into our system, assigning a priority
level. You will receive an automated email confirmation, including a reference number and fault
details.

Critical Issues (P1/P2): For urgent matters outside core hours, telephone support is recommended
to bypass potential delays caused by email disruptions.

Web Chat Support - Real-Time Assistance During Business Hours
Access real-time support via the Web Chat feature, available from 08:30 — 17:30, Monday to Friday

(excluding bank holidays).

Access: Visit Opus Customer Support, and click the chat icon at the bottom-right corner of the page.

Our support agents are ready to address queries, log incidents, and provide guidance in real time.

Opus Customer Portal - Comprehensive Self-Service Platform
The Opus Customer Portal offers a seamless way to log cases, view active cases, and manage your
account efficiently.

Capabilities: Log incidents, track real-time progress, and manage account settings.
Ease of Use: The portal’s intuitive design ensures quick access to case information and streamlined

communication.
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Opus Customer Portal

OPUS
B

# LosNew Case Welcome to the Opus Customer Portal

Here you an of cases, view active cases, and manage your account. Please select from the options below:

Current Service Level Performance

100% 98% 98% 91%

Calls answered within 20 seconds Incidents responded to within SLA Incidents fixed within SLA Customer Satisfaction

The screenshot below illustrates how you can conveniently access and view active cases through
our support portal.

Opus Support Portal — Viewing Active Cases

@ Tewers - Opun Tewcema pemn 3 I
« o (e — —r

ExrRED

Opus Incident Management Process
Our incident management system ensures prompt and transparent resolution:
¢ Incident Logging: Emails are automatically converted into incidents in the IMS, assigned a
default severity of 4 unless specified. Telephone calls bypass auto-attendants to ensure
direct reporting.
e Prioritisation and Monitoring: Calls and incidents are monitored in real time. Key
performance indicators, such as response times and escalation alerts, are displayed on our
office wallboards.

Escalation Protocols:

e Level1 & 2 Incidents: Immediate alerts to the Service Desk Manager (SDM) for
management intervention.

e Threshold Breaches: Incidents nearing SLA thresholds trigger alerts to the SDM and
Service Delivery Director (SDD). Critical cases are escalated to the Operations Director, with
the SDD assuming ownership.

e Transparency and Accountability: Incident status, severity, and timers are continuously
displayed for team-wide visibility, ensuring adherence to SLAs.
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Process Flow Overview
Our incident resolution journey—from notification to resolution—is clearly outlined in the
diagram below, showcasing our commitment to efficiency and transparency.

Incoming Service Request Telephone Online Portal Web-chat Email
from customer

Service request is categorised and prioritised by
our Centralised Single Service Desk

Request is categorised
and prioritised

Request is investigated
and diagnosis is
determined

Service Desk Analyst performs 1= line checks
and consults the knowledge base

Solution Provided?

Triage to Internal
Specialist

Resolution and Closure

1 3 Close
Solution Provided? Yes —-
Case
Internal Specialist triage to | Follow Supplier escalation path
Supplier through to resolution

Continual Improvement

Continual Service Chte Review QMS Case scored

Improvement Implemented

Escalation Process

At Opus, we are passionate about delivering exceptional customer service and understand the
importance of tailoring our solutions to meet each customer's unique needs. No matter the size or
scope of your organisation, we treat every customer with the highest level of care and attention.

Effective Communication and Swift Resolution - We pride ourselves on our rapid response times
and clearly defined service delivery targets. Our mission is to consistently exceed expectations by
providing industry-leading support. Should you ever feel that our service falls short, please contact
our dedicated support team or your account director. They will make resolving your concerns a top
priority. If additional support is needed, Customer Services will be promptly engaged on your behalf
to ensure a complaint is formally logged, and you will be contacted directly to discuss the resolution
process.

Proactive Service Management - Opus has made substantial investments in refining our service
management processes to provide real-time monitoring and escalation of support calls. This
ensures you have complete transparency regarding any reported issue, from the moment it is
logged until its resolution. You will receive timely updates that include:

e Case Details: A summary of the issue and key insights.

e Action Plans: Steps being taken to resolve the issue.

e Engineer Allocation: Information on the assigned technical experts.

e Resolution Timeline: Our recommended path to resolution.
Automated Escalation for Priority Assurance
Our system is equipped with an advanced Operational Service Dashboard (OSD) that automatically
escalates cases based on priority if key milestones within the Service Level Agreement (SLA) are at
risk. Proactive notifications are sent to service management and executive leadership before any
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SLA breach occurs, ensuring swift intervention. Most importantly, no case will be closed without
your explicit approval. Your satisfaction and peace of mind remain our top priority.

Standard Escalations - Escalations follow a clearly defined process. The contact numbers shown in
the table connect directly to mobile devices. While staff availability may vary, voicemails are actively
monitored. Opus request that a voicemail be left if a call is not answered, with a minimum of 60
minutes before escalating to the next point of contact.

Level 1 Escalation — Stepa

Sheuld you need additicnal assistance beyond that which yeu've received or are unable to
contact the representative woerking on your request, please contact:

Scott Murphy Urgent - call Non vrgent — email

Custorner Experience Team Leader +44 20 7046 Boz21 s murphy(@opustech co.uk

Level 2 Escalation — Step 2

Should you need additional assistance beyond that which the Custemer Experience Team Leader
was able to provide or you're unable to reach the Custormner Experience Team Leader, please

contact:
Georgina McKenna Urgent - call Non urgent - email
Head of Service Delivery +4.4 20 JoL6 bo22 a.mckenna(@opustech.co.uk
or m.balzarettif@opustech.co.uk

Mark Balzaretti

Head of Technical Services

Level 3 Escalation — Step 3

Should you need additional assistance beyond that which the Service Delivery Manager/Head of
Technical Services was able to provide or you are unable to reach the Service Delivery
Manager/Head of Technical Services, please contact:

Stephen Brown Urgent - call Non urgent - email

Service Delivery Director +44 20 7046 Bo23 =.brown(@opustech.co.uk

Level 4 Escalation — Step &

Should you need additicnal assistance beyend that which the Service Delivery Director was able
to provide or you are unable to reach the Service Delivery Directer, please contact:

Chris Terry Urgent - call Non urgent - email
Chief Operaticns Officer +44 20 7046 Bo2g c.ten opustech.co.uk

Level 4 Escalation — Step &

Should you need additional assistance beyond that which the Chief Operations Officer was able
to provide or you are unable to reach the Chief Operations Officer, please contact:

Michael O'Donnell Urgent - call Non urgent - email

Chief Executive Officer +4.4 20 7046 Go2g michael(@opustech.couk

Urgent Escalations - For critical matters, escalations must be made via telephone to ensure prompt
attention. Due to the nature of these issues, Opus is unable to process urgent escalations via email.
Any email submissions will be addressed as non-urgent.

This structured approach ensures an efficient and reliable escalation process to meet service
requirements.

Finally, Opus is here to ensure that your experience is seamless, efficient, and always prioritised. We
are committed to being your trusted partner in service excellence.

Customer Satisfaction

At Opus, customer satisfaction is a cornerstone of our business, continuously monitored through
diverse channels, including phone calls, surveys, and a feedback "thermometer" embedded in every
customer service email. We prominently display our Net Promoter Scores (NPS) and customer
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testimonials throughout our offices, showcasing our dedication to transparency and consistently
exceeding industry benchmarks.

NET PROMOTER SCORE CUSTOMER SATISFACTION FIRST TIME FIX ON A P1

Month on month we survey our customers CSAT is measured closely to ensure our We pride ourselves on delivering fast first
to ensure our customer experience levels customers are satisfied with their time fix rates to ensure faults are resolved
remain consistently high products, services, and interactions with quickly on P1 incidents
Opus

Cultivating a Culture of Service Excellence

We invite both existing and potential customers to visit our head office, where they can meet our
customer service team and gain insights into our robust five-level escalation process, reinforcing our
open-door approach to service.

Valuing and Acting on Customer Feedback

Customer feedback is integral to our continuous improvement strategy. We conduct annual surveys
to understand what Opus should start, stop, and continue doing, and survey selected customers
monthly following service interactions. Our customer service team also conducts regular
"Touchpoint" calls to gather real-time NPS data and ensure ongoing satisfaction.

In instances where dissatisfaction is expressed informally, account managers or assistant customer
service managers proactively address concerns, initiating customer feedback cases to resolve issues
swiftly and effectively.

Tailored Feedback Response Framework
Our feedback process is designed to address three key scenarios:

e Positive Feedback: Exceptional employees are recognised and rewarded for delivering
superior service.

e Complaints: We thoroughly address and resolve all customer complaints to their complete
satisfaction.

e Dissatisfied but Silent Customers: We proactively reach out to customers who may need
additional support, even without formal complaints.

Comprehensive Customer Communication
Keeping customers informed is a top priority. Our proactive communication strategies include:

e Regular service update emails and customer newsletters

e Active engagement on social media platforms such as Twitter and LinkedIn

e Timely product updates on our website

e Personalised phone calls during service disruptions or unusual usage patterns
e Scheduled service reviews and customer value statements

e Technology briefings on the latest innovations

Commitment to Best Practices and Continuous Improvement

Our commitment to ITIL best practices ensures consistency, value-driven service delivery, and
excellence in customer experience. To stay ahead of industry standards, we actively collaborate with
the Institute of Customer Service, engaging in continuous training and networking to refine our
methodologies.
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In 2018, Opus achieved the prestigious ServiceMark accreditation—a testament to the strength of
our customer service processes, awarded following a rigorous independent assessment. We are
proud to have recently earned this certification for the third consecutive time, this time with
distinction. The assessor praised our unwavering dedication to service excellence, further
reinforcing our position as a leader in customer experience.

This is the third time Opus Telecoms have achieved the ServiceMark standard — this time with
spectacular results. And it was easy to see why. From leadership to frontline staff, there was a
clear and unwavering commitment to delivering outstanding customer service. The team
consistently demonstrated a customer-first mindset, with proactive problem-solving, effective
communication, and a genuine passion for exceeding expectations. Processes are streamlined,
feedback is actively sought and implemented, and a culture of continuous improvement was
evident at every level.

Throughout the assessment there was a clear sense of togetherness among the employees. This
strong sense of shared purpose is a direct reflection of the senior leaders’ commitment to fostering
a positive and inclusive culture. Their actions set the tone for the organisation, ensuring that the
company values are embedded at every level. By leading with transparency, actively engaging
with employees, and creating opportunities for open dialogue, they have built an environment
where both long-serving and new team members feel equally valued and connected. Their
dedication to employee development, recognition, and well-being has helped cultivate a
workplace where people feel motivated, supported, and proud to be part of the organisation’s
vision. This has had a direct impact on the customer satisfaction. When employees feel valued,
supported, and connected, they are more engaged and motivated to deliver exceptional service.
The open communication, collaboration, and shared purpose within the organisation create a
seamless and customer-focused approach, ensuring that every interaction is handled with care
and professionalism. As a result, customers experience consistent, high-quality service, leading to
increased trust, loyalty, and outstanding satisfaction results. The organisation has ambitious
growth plans and wants to lead the market when it comes to innovation and meeting future
customers’ needs. With this genuine commitment to its people and its customers, | am excited to
see what future successes Opus Telecoms will achieve.

Driving Customer Success Through Innovation

At Opus, we constantly evaluate our performance to enhance customer satisfaction and loyalty. Our
position as the UK’s leading independent technology partner enables us to guide organisations on
transformative journeys, delivering tangible benefits such as increased productivity, streamlined
resource management, and elevated customer experiences through seamlessly integrated, cutting-
edge solutions.

This focus on customer-centric innovation underpins our mission to provide unparalleled service,
ensuring that we remain a trusted and indispensable partner to our customers.
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