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2. The second component is the project management service hilling (man-hours) in support of
each project. The man-hour rate is calculated by dividing the project management service budget
by the number of man-hours available for billing. Man-hours are billed as actually incurred on
behalf of the client. Residual amounts are cleared monthly by planned activities

3. To facilitate regulatory auditing, the cost of Facilities' management oversight will load follow the
use of man-hours, rather than being incorporated into the rate.

Service Cost Drivers:

If no services are used, no costs will be billed to the client. If there is the need for this service,
common cost drivers include:

* The scope and scale of the project

* Requests for an accelerated construction or furniture procurement schedule

* Requirements for after hours or weekend work

* Non standard requests that increase expenditure of design resources and construction or
furnishings costs.

Service Provider Initiatives:

Provide alternative solutions, including least cost alternatives, for all projects.
Assist client in evaluating alternatives in order to select those which will best satisfy their
requirements.
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Service Provider Information

The best source of business services for CenterPoint Energy cfients.

c ﬂEﬂ mfm CenterPoint Energy Service Company, LLC
e— Service Level Agreement
Energy >

Year: 2023

Business Unit Information

Company: CenterPoint Energy Service Co LLC Business Unit:
Organization: CNP Finance

Location: Houston

Center: Accounting

Service: Benefits Accounting

Scope of Service

Houston Electric
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Accounting for benefit-related plans.

Responsihilities

Service Provider:

1.

Provide general accounting function for benefits related plans
a. Prepare journal entries (see listing at bottom)
b. Prepare account reconciliations as assigned per policy
c. Properly compile, document and archive all journal
entries, analysis, reports and other products

2. Manage financial data to support external reporting for:

a. 10-Q
b. 10-K

3. Provide data and information to clients & others

a. Prepare external reports as required

b. Prepare audit schedules as required for Deloitte &
Touche {external auditors) and Internal Audit.

c. Respond to requests for information for Rate Cases

e. Respond to requests for information for Internal
Revenue Service (IRS) Information Data Requests
(IDRs)

d. Respond to requests for information from internal and
external audit.

e. Prepare schedules and documentation for distribution to
the Compensation Committee related to executive
compensation

f. Perform quarterly SOX testing

g. Prepare schedules used for quarterly tax computation

4. Compile data to support budgeted costs for the next five years for the executive benefits area
{company wide)
5. Complete benefits plan audits and financials for required filings (11-k, 5500, 9390) for benefit

plans, including: Savings Plan, Pension Plans, and Post-Retirement Plans.

6. Perform all work with the highest efficiency
Specific Jounal Entires Prepared (see 1a. above):

a. Deferred Compensation Plans
b. Long Term Incentive Plan
c. Executive Split-Dollar Life Insurance Plan

Houston Electric



d. Directors Benefit Plan

e. Directors Stock Plan

f. Old and Deferred Vested EICP
g. Corporate Owned Life Insurance
h. Health & Welfare IBNR

i. Pension

j. Post-Retirement

k. Post Employment

|. Benefits Restoration Plan

Business Unit:
Identify informational needs and provide feedback

Performance Standards:
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1. Close financial records monthly without significant error by due dates
2. Complete journal entries and reports without significant error by due dates
3. Operate within approved budget

Pricing Methodology:

Direct charges are tracked and charged directly to the applicable business unit.

Assignable internal labor charges are billed directly to the applicable business unit.

All remaining cost are assigned based on number of employees.

Service Cost Drivers:

Cost drivers:

. Number of profit centers

. Number of manual journal entries

. Complexity of systems, in particular cost flows

. Complexity of allocations and number thereof

. Number of entities

Changes in headcount

Number of ad-hoc requests and special projects
Number of rate case filings

Service Provider Initiatives:

Continued training and retention of staff will improve responsiveness and accuracy and will reduce

costs of this service.
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The best source of business services for CenterPoint Energy cfients.

c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Financial Services

Service: OnePay Administration

Scope of Service

OnePay Card Administration provides services necessary for the issuance, maintenance, and
closure of Company OnePay Cards in compliance with the CNP General Expense and
Reimbursement Policy.

Responsibilities

Service Provider:

These services will include the following activities:

* Verify that employees requesting a new OnePay Card have taken the General Expense and
Reimbursement training before requesting a new card

* Submit to issuing Bank applications for OnePay Cards

* Enter new OnePay Card information into SAP

* Monitor employee termination list from SAP Security to cancel OnePay Cards assigned to
terminated employees

* Cancel OnePay Cards upon request or when an employee leaves the company

* Increase OnePay Card limits upon employee request and with proper management approval.
* Monitor the application limits requested to confirm they comply with the CNP Authorization Policy
* Monitor bank reporting system for OnePay Card activity

* Review and respond to OnePay Help Emails

* Answer employee questions on OnePay Help Line

* Monitor unassigned Lodge Transactions (Ghost Card transactions) and assign to appropriate
employee ID.

* Review cardholder single transaction limit increase requests

* Work with vendor if problems occur with the OnePay system application

Business Unit:

* Submit OnePay card application and acknowledgement of responsibilities form with proper
authorization signatures and card limit specified.

* Notify Credit Card Administration if a card is lost or stolen.

*Notify Credit Card Administration if an cardholder is retired or employment is terminated.
*CNP card holders are required to use the card for all general business and travel expenses
associated with company business.

*Submit expenses with required documentation according to the CNP General Expense and
Reimbursement Policy.

*Submit all expenses on a timely basis.

*Approvers have the primary responsibility for ensuring that expenses are reviewed and approved
according to the CNP General Expense and Reimbursement Policy.
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Performance Standards:

* OnePay Card Applications are entered within 48 hours of receipt if proper training has been

completed.
* Newly assigned OnePay Cards are entered in SAP within 48 hours after receipt of the information.
* Phone calls and email are answered within 48 hours of receipt.

Pricing Methodology:

Rate Calculation:

* The annual cost of service for OnePay Administration is divided by total estimated volume of
expense reports to determine the standard rate.

* Actual costs are calculated monthly by multiplying the standard rate times the actual expense
reports created.

* Rates may be adjusted periodically.

* Residual amounts cleared using number of planned transactions.

Service Cost Drivers:

* Completing required training before submitting OnePay Card Application.
* Combining all expenses related to a trip into one Expense Report.
* Combining all general expenses for a month into one Expense Report.

Service Provider Initiatives:
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Financial Services

Service: Payroll Admistration & Compliance

Scope of Service

The Payroll Department provides the following services for CenterPoint Energy clients: Full scale
payroll services including maintenance of master data life events, issuing payments (direct deposit
and paper paychecks), voluntary and involuntary deductions, generating year-end earnings and tax
statements (Form W-2, Form 1099R).

Supporting activities for those services are:

Payroll Administration:

* Process multiple pay frequency payroll cycles for all companies within CNP

* Process off-cycle payments

* Process non-qualified benefit plan payments for retirees and survivors

* Process payments for Board of Directors

* Process annual bonus payments and salary changes (STIl, CPA)

* Process employee cash awards and imputed income items, such as gift certificates

* Set up and maintain Master Data and Organizational Management Data

* Administer executive MBA tuition program

* Administer special payment plans

* Administer corporate aircraft imputed income

* Administer relocation imputed income and tax gross-up

* Administer Travel Advances

* Administer OnePay vendor file for ocut-of-pocket employee business expense reimbursements
* Administer military vouchers and salary reductions for employees in the Armed Forces

* Administer worker compensation deductions

* Administer voluntary deductions and wage garnishments

* Administer United Way employee charity payments

* Administer employee loan programs

* Process vacation cash out payments and holiday carryover hours

* Administer employee overpayments and issue Form W2C as necessary

* Prepare payroll funding wires for the Cash Management dept.

* Process third party payments

Payroll Compliance:

* Audit OnePay system for taxable items and impute income as necessary

* Comply with union agreements as they relate to payroll

* Maintain internal controls and data integrity in compliance with Sarbanes-Oxley and company
policies

* Research and comply with all payroll related laws and regulations {IRS, DOL, etc...)

Payroll Accounting and Funding:

* Prepare Journal Entries from Payroll Runs

* Prepare Severance Entries

* Prepare all necessary funding related to Payroll Runs

Client Support:

-1- Houston Electric



Exhibit LDS-5
Page 54 of 148

* Provide Employment and Wage verifications and payroll data for subpoenas

* Provide data support to Legal, Audit Services and Regulatory dept.

* Provide ad-hoc management reports

* Provide statistical data reporting to the Department of Labor * Provide client support for taxability
issues

* Provide BU client support including time administrator training and new hire orientation

* Participate in cross-functional teams with HR, Finance (i.e.: policy development)

System:

* Act as a liaison between BU and IT department for SAP configuration needs

* Ensure that the SAP HR/Payroll module is in compliance with regulatory requirements (system
testing)

* Maintain disaster recovery plan

* Ensure payroll data security and segregation of duties

Record Keeping:

* Maintain the record retention of payroll records in accordance with company policy and
federal/state requirements

* Adhere to internal controls documentation requirements

Responsihilities
Service Provider:

Business Unit:

* Submit accurate and timely Organizational Management and Master Data change information
* Provide timely and accurate Time Management entries
* Report timely and accurate employee awards and non-employee travel expense information

Performance Standards:

* Process authorized transactions only

* Ensure that wages are taxed correctly

* Processing of payroll payments on time

* Process and issue off-cycle payments and Travel Advances in 3-5 days. {If there is a system
problem, conflict with a union agreement or the law, Payroll will do everything possible to correct
the problem ASAP)

* Respond to initial payroll inquiry within 24 hours

Pricing Methodology:

The costs for payroll payments, including direct deposit and printed checks, will be allocated
among all the Business Units based on the active and inactive employee headcount.

Service Cost Drivers:

* Reduce the number of off-cycle payments by timely and accurate time entry and by timely and
accurate data submission for master data and organizational changes

* Reduce the number of inquiries to the Payroll Department by utilizing available on-line tools

* Increase participation in voluntary electronic paystub program (Paperless Pay)

* Limit the number of voluntary deductions
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Service Provider Initiatives:

* Continue to educate clients on automated payroll tools, i.e., ESS/MSS, online time approval and
Payroll Website to better serve clients

* Contihue to sponsor time administrator training classes

* Continue to increase percentage of participation in paperless pay

* Continue to promote on-line enrollment for United Way

* Continue to research electronic W-2 distribution
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy clients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Accounting

Service: Property Accounting

Scope of Service

Provide Property Accounting services in compliance with GAAP and FERC to include the following:
* Maintain fixed asset records and associated accumulated depreciation.

* Provide guidance in making capital and expense determinations.

*Calculate and apply AFUDC to eligible capital projects.

* Provide fixed asset accounting and reporting to support corporate, financial, operational and
regulatory requirements.

*Record quarterly entries regarding non-service benefit costs in capital assets per ASC 715.
*Record monthly entries regarding lease accounting per ASC 842.

*Maintain current disposal calculations associated with Asset Retirement Obligations.
*Maintain an interactive online catalog of retirement unit information, including criteria for
capitalization.

Responsibilities
Service Provider:

* Provide analysis and reporting on fixed assets to support timely release of financial statements
and attest to reasonableness, completeness and accuracy of property schedules, reports, etc.
*Pravide information to support depreciation studies as needed.

* Support jurisdictional regulatory reporting and rate filings.

* Research proposed changes to the capitalization policy for FERC/GAAP compliance and make
recommendations on changes

* Maintain accurate fixed asset records.

* Follow Accounting Policies.

* Manage internal controls related to Property Accounting functions and test controls in compliance
with Sarbanes-Oxley.

* Leverage available technology to maximize efficencies in the delivery of service provider
responsibilities.

Business Unit:

* Proactively seek counsel and advice of service provider regarding GAAP and/or FERC (Regulatory)
treatment of fixed assets to insure compliance with CenterPoint policy and reporting requirements.
* Properly charge expenditures to capital, manage capital work orders and report asset retirements
in a timely and accurate manner.

* Adhere to all Accounting Policies.

* Evaluate Asset Retirement Obligations on an annual basis.

Performance Standards:

* Timely close of Property Systems.
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* Timely delivery of reports/schedules.
* Timely support of regulatory filings.
* Timely implementation of process changes due to changes in GAAP or regulatory requirements.

Pricing Methodology:

Billable hours
Residual amounts are cleared monthly by planned activities.

Service Cost Drivers:

* Accuracy and quantity of work order data received and application of automated system
processing.

* Availability of data requested.

* Number of rate filings.

* System enhancement projects.

* Number of ad hoc requests and special projects from Corporate, Operations and Regulators.
* Changes in accounting standards or regulation that affects Property, Plant and Equipment.
* Compliance Audit requests.

*Number and complexity of asset retirement obligations.

*Number and complexity of lease agreements.

* Depth and frequency of reports/schedules needed to support Corporate, Operations and
Regulatory Reporting.

Service Provider Initiatives:

* Enhance operational training on proper use of capital work orders.

* Improve reporting for operations on processing capital transactions.

* Enhance Property Accounting reporting for regulated operations, non-regulated operations, and
tax support.
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy clients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Financial Services

Service: Remittance Processing

Scope of Service

CNP Remittance Processing will provide the following services for Company Code 0003-Houston
Electric:

* Reconcile the bank remittance advice (RA 820) to the remittance payment instructions (820-02)
received from all competitive retailers.

* Release the payment instruction files for posting and notify the appropriate departments of
postings, irreconcilable files, and payment advices.

* CNP Remittance Processing will open, process, create payment deposits, update and correct
customer accounts for all ARO payments processed by Remittance received via US Mail, Courier,
ACH, Wire, and EFT.

* Research ARO payments as required.

* Resolve discrepancies in bank deposits, balance sheets, and General Ledger entries created by
Remittance.

Responsihilities
Service Provider:

1. Competitive Retailers:

* Retrieve Bank Administration Institute (BAI) file.

* Support matching of RA 820 and payment instruction 820-02.

* Notify Technology Operations as needed of issues

* Notify the Credit and Revenue Accounting Departments as needed.

* Post General Ledger journal entries of funds.

* Record deposit and file totals on internal Remittance balance sheet for each day's deposits and
transmissions.

- Competitive Retailer Research and Resolution:

* Provide support documentation upon request.

* Research payments that go to Clarification/Distribution Lot

* Transfer payments from Clarification/Distribution lot to correct account

2. Accounts Receivable Other (ARQ):

* Open, process and post payments received via US mail and courier service, wires and ACH.
* Prepare deposit and forward checks, images or data deposits to the bank.

* Record transmission and deposit on internal remittance balance sheet.

* Transmit payment information, check, and stub images to FileNet for archive.
- ARO Research and Resolution:

* Provide support documentation upon request.

* Research payments received without payment data.

* Process returned checks.
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Business Unit:

* CEHE Credit will notify Remittance to release unbalanced competitive retailer files.

* CEHE Credit will notify competitive retailers of unbalanced or missing files/payments.

* Revenue Accounting will determine if all invoices are paid.

* Revenue Accounting will verify balance sheet with invoices posted.

* ARO accounts will be created and billed by CNP designated departments and forwarded to
Remittance Department with check and bill stub.

Performance Standards:
* ARO Payments will be processed within 2 business days of receipt of all posting information.

Pricing Methodology:

SERVICE BILLINGS

* Remittance Processing Research and Resolution is billed hourly at a standard rate. This rate will
be used to bill the Business Unit for processing Accounts Receivable Other (ARQO) payments and
Competitive Retailer payments.

* Rate Calculation: The annual cost of service is divided by the total billable hours based on
number of employees multiplied by annual estimated time per employee.

* Actual hours per client will be tracked on a monthly basis.

* Monthly billing will be calculated using the standard hourly rate times the actual number of hours
dedicated to the Business Unit.

* Rates may be adjusted periodically.

* The hourly rate does NOT include fees that are/may be directly requested by the Business Unit.
These fees are paid directly by each Business Unit.

* Residual amounts are cleared monthly by planned activities.

Service Cost Drivers:

* Bank account changes

* Non-automated validation process for competitive retailers

* Non-matching funds and payment instructions

* Non-automated release of files to post

* ARQ payments received prior to account set up

* Payments made without remittance stub with or without account number or work order written
on check.

* Customers who make payments for multiple BU's with one check.

* SAP configuration to post to a particular/designated invoice requires manual posting.

* Contacting sending department for payment information.

Service Provider Initiatives:

* Increase conversion from manual to automated processes
* EIP - Qracle to SAP
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy clients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Financial Services

Service: Revenue (Electric) Billing

Scope of Service

Industrial, Commercial, Residential, Street Light and Guard Light Electric Billing; Metered Interval
DCata Translation and Processing

Responsihilities
Service Provider:

Industrial, Commercial, Residential, Street Light and Guardlight killing services for approximately
2.5 million electric customers. Additional products, services and policies or enhancements to
existing products, services and policies may impact the Service Level Agreement and are therefore
subject to review/agreement by both parties.

*Support and facilitate billing data interfaces between the automated systems (SAP, EAI, TMH,
MVS0, MDM).

*Develop, monitor and prioritize legacy systems change activities and coordinate system testing
and implementation with Technology Operations.

*Support ad hoc data retrieval as needed for various information requests.

*Monitor and resolve billing exceptions due to meter readings failing internal system parameters.
*Audit bills to confirm accuracy of billing.

*Perform hilling for special handled accounts.

*Maintain system tables for rate factor and rate code changes.

*Prepare monthly and yearly read schedules and processing schedules.

*Provide internal client support for communicating with internal and external customers.
*Communicate with internal and external (MarkeTraks) customers on inquiries related to billing
matters. Provide support regarding billing disputes and/or general questions regarding any
electric invoicing.

*Provide data and schedules for regulatory filings and requests for information.

*Support audit functions relating to revenue related items.

Interval data translation and processing are Multi-Vendor 90 activities which will support the
industrial and large commercial billing process. Interval data will be validated, edited and
estimated. Support will be provided in filling Interval Data Recorder (IDR) gaps. Other activities will
include ad hoc reporting and graphics, pulse meter service order entry, trouble reports, and
verification of transformer losses. Load research data will be provied to the market as required.

Business Unit:

Provide meter readings.

Provide meter completion information on installations/exchanges/repairs/investigations.
Provide rate and premise location information.

Use information in manner intended.

-1- Houston Electric



Exhibit LDS-5
Page 81 of 148

Performance Standards:

Industrial, Commercial, Residential, Street Light and Guardlight accounts accounts will be billed
according to the monthly processing schedule prepared for each respective month. Each month
will have twenty (21) billing cycles.

Street light billing accounts will be billed primarily in cycles 10 through 18.

Yearly meter read schedules will be provided after the release of the annual Company Holiday
Schedule.

Legacy system changes will be tested and placed into production by the effective date of each
respective change.

Billing and Exceptions will be processed in accordance with Market Protocols.

Monthly closing of the billing systems will comply with the Financial Accounting close schedule.

Pricing Methodology:

Billable hours

Service Cost Drivers:

Drivers of revenue (Electric) billing costs are:
"Bad" meter readings

Meter exchanges not worked timely

The number of ESI ID accounts

The number/type of transactions

The number/type of exceptions

The number of rates/billing complexity

The scope and scale of projects

The degree of automation/system capabilities
Regulatory and Legal reguirements
Competitive Retailer requests and inquiries.

Service Provider Initiatives:
Other Process Improvement Initiatives as appropriate
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Risk Control

Service: Risk Management/Control

Scope of Service

Weather hedges: Risk Control will provide professional services and advice for weather hedges.

Responsihilities
Service Provider:

Weather hedges: Primary responsibilities are:

* Work with executive leadership to advise of the design and implementation of the seasonal
weather hedges

* Perform the monitoring (daily margining) and evaluation (analysis of effectiveness) of the
seasonal weather hedges

* Develop and prepare weather hedge presentations (as necessary) for respective committees such
as the Risk Oversight and Executive committees.

Business Unit:
Weather hedges: Provide consultation regarding potential transaction/transactions when necessary.

Performance Standards:

Active participation in team meetings
Accurate reporting of completed risk evaluations

Pricing Methodology:

Billable hours
Residual amounts are cleared monthly by planned activities.

Service Cost Drivers:

Service Provider Initiatives:
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The best source of business services for CenterPoint Energy cfients.

c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Financial Services

Service: Accounts Payable

Scope of Service

Accounts Payable provides three (3) services billed on a "per transaction” basis. They are: *
Automated Invoice Processing (APAUTQ), for all invoices processed via electronic payment. *
Manual Invoice Processing (APMANI), for invoices manually entered into SAP by the central A/P
staff. * Special Payment Runs, authorized only in an emergency (outside of normal payment runs
(requires approval by Vice President level).

Responsibilities
Service Provider:

The following are typical "Detail of Service" processes, procedures and functions that comprise the
Automated and Manual services. They are provided as a reference to give the client for an
appreciation of the fiduciary rigor that is necessarily associated with each service. Not every
procedure or process listed is required to be performed for each service activity. Some are
performed only on an as-needed or as-requested basis. Others are performed in aggregate.
INVOICE SCANNING AND INDEXING:

*Open all mail received in Specified P.O. Boxes designated to Vendor invoices; *Separate US mail by
invoice type (Purchase Order, Non-Purchase Orders, Utility Invoices, Accounts Payable Payment
Request, Credit Memo's; *Scan all invoices received by US mail into system. *Index necessary fields
required for payment of the invoice. *Manually post those invoices which cannot be auto-posted.
*Notify clients and vendors of missing information which prevents invoices form auto-posting.
AUTOMATED INVOICE PROCESSING: * Monitor automated entry of invoice data from Automated
Feed or electronic flat files, such as: - Purchase Order (PQO) Evaluated Receipt Settlement - Electronic
Data Interchange (EDI). * Process rejects (bad or missing account info; closed work orders (WQ's)
rejected by SAP, etc.) * Monitor and clear exception items to the EDI 820 {payment) File * Provide
Standard Accounts Payable Reports as needed * Respond to vendor/client inquiries and research
requests * Perform all vendor master related maintenance i.e. adds/changes/etc.) for both and
related invoices * Check Processing: - Investigate fraudulent checks - Monitor and clear exception
items to the Positive Pay File * Returned Check Processing: - Research for correct vendor
information {remit-to address) - Maintain Returned Check Log - Cancel original check returned and
re-Issue * Stop Payment Request processing: - Process Stop Payment Requests same day when
received by 3:00 P.M. (CST) * 1099 Tax Reporting Including: - Identify vendors requiring 1099Misc,
1092NEC and 10995's as applicable - Request and update Vendor Tax Identification Numbers -
Prepare and remit 1099Misc, 1099NEC and 10998's to qualified vendors as applicable - Submit file
to Internal Revenue Service reporting all issued 1099Misc, 1099NEC and 10995's * Audits: Support
internal and external audits including representation and use of Kofax AP Essentials for document
retrieval and recovery * Workshops and Training: provide as needed MANUAL INVOICE PROCESSING:
* Invoice Processing: - Research Vendor files to ensure accurate vendor payment and mailing
address - Notify responsible buyer of PO non-compliance and/or Lack of material receipt - Manually
enter invoice into the Accounts Payable System (on emergency basis) - * Internal Audit Updates the
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Automated Approval Table for Accounts Payable invoices as indicated by the Authorization Policy
Section 3 (for non-fuel related expenditures) and Accounts Payable is the backup. Image
Processing (for records retention and retrieval): - Open and sort all incoming mail - Image all non-
automated invoices and supporting documentation via Kofax AP Essentials system - Image void
checks generated from manual and automated invoice processing * Error Processing: Notify
initiator of payment requests containing errors {i.e. invalid or missing authorization, etc.) * Account
Reconciliation: - 176986 Temp. Suspense Clearing; 176999 Clearing Accounts/Suppl Discounts;
201010 Accounts Payable - Trade Count; 213890 AP - Disb Clearing Account Citi - Virtual Card;
213994 Unrecorded Liabilities; 213999 Goods Rec'd / Inv Rec'd * Monitor Reports, including: -
Laily Check Proposal - Job Overview (SM37) - Blocked Report {MRO2) - Duplicate Invoice Report -
Payment Exception Report - Pending AP Workflow Report

Business Unit:

Provide vendors with correct Purchase Order (PO) Number, or Work Flow (WF} Number prior to
invoice submission as appropriate.

* Ensure that vendors comply with CNP's standard formatting for invoices. Each invoice should
have at a minimum (Vendor name; vendor address; invoice #; invoice date; PO # or Contract # and
WF # or WF #; invoice amount)

*Ensure that all invoices are received directly from the vendor into Accounts Payable. Required to
have all invoice billing {except for utilities) submitted via email to
AP.invoices@centerpointenergy.com. *Utility invoices should be mailed to P. O. Box 209, Evansville,
IN 47708;*APPR's should be sent via email to APinvoice.review@centerpointenergy.com

*Timely entry of goods receipts or contract releases * Daily review of SAP Accounts Payable Work
Flow In-box * Timely coding and approval of non-PQO related invoices

*Require completed and verifiable CNP Form 474 for all vendor creates/changes and W-2 form for
all new Vendor set-ups.

Performance Standards:

*(1) Operate within approved budget; *(2) Achieve payment timing standards: (a) Vendor invoices
emailed to ap.invoices@centerpointenergy.com will be scanned {includes OCR) and committed to
SAP on the same day. Invoice received by AP via US Mail will be scanned and committed to SAP
within 72 hours of receipt of mail. Vendors maintenance is performed on average within 3 working
days of receipt of required vendor documentation/information (verification of information by a
third may extend this time}; {c) Payments made cutside of the normal scheduled payment run, will
be processed within 24 hours of reciept of the "invoice" with the proper authorization; (d) Perform
duplicate review within 3 working days of item being flagged a suspected duplicate.

Pricing Methodology:

TRANSACTION SERVICES AND SERVICE RATES * A/P provides three (3) transaction driven services,
each with its own fixed annual rate. They are: Manual Invoice Processing, Automated Invoice
Processing, and Special Payment Runs. * Emergency payments (requiring special payment run) are
billed at a flat rate of $250 per payment. * Manual and Automated Invoice Processing services are
billed to a client {monthly) based on the number of transactions times the service rate. * Individual
service rates are determined annually by calculating the total annual cost of providing a given
service by the number of annual transactions estimated for the service. * The estimated number of
annual transactions is determined by historical precedent, modified by projected levels of future
activity. * Billable Hour Service - Workflow invoices that require a processing type change. *
Residual amounts are cleared monthly by planned activities. 1099 assessed penalties will be
charged to the business unit who contributed to the penalty.
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Service Cost Drivers:

Number of line item transactions.

Number of vendor creations and changes.

Duplicate invoice submission

Completeness and accuracy of information provided
Method of invoice entry into the Accounts Payable System.

Service Provider Initiatives:

Partner with Internal and External Clients to create maximum process efficiencies. Continued
assessment of technologies to create more effective and efficient payment process flows.
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Financial Services

Service: Bank Recon and Escheat Processing

Scope of Service

Provide timely reconciliation of all bank accounts assigned to Bank Reconciliation on the Treasury
Allbank file. Perform all activities required to satisfy the unclaimed property laws of the various
states. Perform Escheat General Ledger Due Diligence Review to identify unclaimed property.

Responsibilities

Service Provider:

For bank reconciliation services:

1. Obtain bank statements with assistance as needed from Cash Management

2. Monitor receipt of daily bank activity files into SAP, resolving errors and notifying technical
group when files do not arrive

3. Reconcile differences between the bank statement and the general ledger in SAP

4. Generate a reconciliation report detailing the results of the account reconciliation per
Accounting policy 07 Account Reconciliation Policy

5. Refer unbooked or mishooked general fund activity to Accounts Payable, Remittance Processing
or Cash Management for correction as appropriate

6. Refer check cashing errors to Accounts Payable for correction in the General Ledger or to
Corporate Disbhursements for correction by the bank as appropriate

7. Refer all other bank errors to Cash Management for correction by the bank

8. Suggest correcting journal entries to client-designated contact as appropriate

9. Monitor correction processes to ensure corrections are made within 90 days of the bank
statement date

10. Follow up with proper management when corrections are not being made in a timely manner
11. Respond to requests from internal and external auditors regarding bank reconciliation matters
12. Manage internal controls related to bank reconciliation functions and test controls in
compliance with Sarbanes-Oxley

13. Monitor Treasury's ALLBANK file listing of all company bank accounts and communicate
differences between this list and the reconciliation review log immediately to Treasury

For escheat processing and reporting services per Accounting policy 32 Escheat Policy:

1. Periodically examine the SAP check registers for the bank accounts to determine eligibility for
transfer of checks to the escheat tracking database, Tracker

2. Periodically examine the SAP General Ledger to determine if there is any unclaimed property
included in the balances. Determine if the new property is escheatable and include with Escheat
reporting

3. Verify the list of escheat eligible checks with client

4. Refer check classification errors to A/P for correction in the General Ledger or to Corporate
Disbursements for correction by the bank as appropriate
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5. Prepare journal entries for outstanding checks to be reclassified as unclaimed property as
appropriate

6. Reconcile escheat payable General Ledger account to Tracker database

7. Attempt to contact via mail the claimants of unclaimed property

8. Remit to responding claimants their previously unclaimed property

9. Report and remit to the proper agencies any remaining unclaimed property

10. Respond to unclaimed property audits as necessary

11. Manage internal controls related to Escheat functions and test controls in compliance with
Sarbanes-Oxley

12. Introduce the Unclaimed Property/Escheat Website and provide training.

13. Periodically examine the SAP General Ledger to determine if there is any unclaimed property
included in the balances. Determine if the new property is escheatable and include with Escheat
reporting.

14. Assure that 3rd party service providers making payments on behalf of CenterPoint Energy are
reporting unclaimed property.

Business Unit:

For bank reconciliation services:

1. Review suggested correcting journal entries submitted by Bank Reconciliation and within 30
days post either the entry as suggested or an alternate correcting entry

2. Notify Bank Reconciliation of the document number of the journal entry when posted

For escheat processing and reporting services:

1. Review list of cutstanding checks for accuracy when requested

2. Review General Ledger accounts for unclaimed property and report abandoned property prior to
dormancy period due date

3. Assist with claimant contact information when requested

4. Reference Unclaimed/Property Escheat Website for information.

Performance Standards:

Measures:

1. Bank account analysis completed in accordance with the timeline for the Account Reconciliation
Policy.

2. Unclaimed property remitted and reported to each agency by the dates prescribed.

Pricing Methodology:

Employees no longer reside in a separate cost center, and instead will reside in 125093 after June.
For the first part of year, the cost will be captured in Oracle with intercompany to SAP.

Service Cost Drivers:

Number of labor hours required to complete each reconciliation and escheat on time.
License/maintenance fee for escheat data base software.

Service Provider Initiatives:

Continued training and retention of staff will improve responsiveness and accuracy and will reduce
costs of this service.
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Treasury

Service: Cash Management

Scope of Service

- Determine the daily cash position for CNP and its subsidiaries

- Administer the pooling of funds by CNP and its subsidiaries according to the terms of the money
pool agreement(s)

- Initiate borrowings and repayments under bank credit facilities of CNP and its subsidiaries
- Administer commercial paper programs for CNP and its subsidiaries

- Invest available cash

- Process electronic transactions for CNP and its subsidiaries

- Open, maintain and close banks accounts

- Assist IT with banking file transmission issues

- Assist with projects that involve banking matters

- Maintain a cash forecast

Maintain internal controls

Responsihilities
Service Provider:

- Determine the daily cash needs for every money pool participant and the resulting money pool
borrowing/investing position

- Initiate borrowings and repayments under bank credit facilities of CNP and its subsidiaries

- Determine rates for commercial paper offerings and communicate issuance requirement to
dealers

- Manage investment of excess cash

- Process electronic transactions on dates requested by CNP and its subsidiaries

- Upload General Ledger information relating to transactions initiated by Treasury to SAP each
business day

- Prepare and distribute the money pool memo each business day

- Monitor bank accounts for CNP and its subsidiaries

- Review and allocate bank fees to CNP and its subsidiaries

- Maintain a Business Continuity Plan

- Maintain a rolling twelve-month cash forecast to assist in determining cash needs, liquidity and to
reduce borrowing costs

-Adhere to internal controls by reviewing and testing each quarter

Business Unit:

- Provide cash forecast information via the SharePoint website or directly to Treasury

-Submit and approve wire transfer and ACH tax payment requests prior to deadlines as stipulated
by Treasury

- Reconcile bank accounts timely
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- Provide IT support for FIS Treasury Management System, SAP, FileNet and LAN

Performance Standards:

Wire transfers made on dates indicated by clients

- ACH tax payments made on dates indicated by clients

- Cash positions of client companies determined each banking day

- Compliance with the borrowing and investing terms of money pool agreements

- Credit facility borrowings and repayments made each banking day by the time deadlines specified
in each facility agreement

- Credit facility fees paid and notices provided in accordance with the terms of each facility
agreement

- Commercial paper issuance and repayments executed timely and accurately

- No defaults resulting from failure to pay principal, interest or fees

- Investments made in accordance with CNP Short Term Investment Policy

- Distribution of the money pool memo each business day

- Reasonable bank fees when compared to bank fees of peers

Pricing Methodology:

- Billable hours
- Direct costs associated with maintenance of bank accounts
- Non-interest related costs associated with Money Pool borrowings

Service Cost Drivers:

- Number of subsidiaries

- Number of credit facilities

- Number of bank accounts and number of different banks utilized by CNP and its subsidiaries

- Number of wire transfer and ACH tax payment transactions

- Number of companies making external investments

- Number of commercial paper programs and associated dealers

- Number and complexity of exceptions during daily upload of GL posting data to SAP and next day
exceptions which appear on daily SAP settlement reports

- Extent of client counseling on the processes to follow when completing wire transfer and ACH tax
payment requests

- Source of borrowed funds (commercial paper or bank loans) which is affected by credit ratings

- Federal and State regulatory requirements

- Whether CNP (on a consolidated basis) is in a borrowing position or an investment position

Service Provider Initiatives:

- Periodically conduct benchmarking studies of service charges to ensure that current fees are
reasonable

- Continue to reduce the number of bank service providers and to consolidate services in order to
reduce costs
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The best source of business services for CenterPoint Energy cfients.

c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Financial Services

Service: Check Printing

Scope of Service

Corporate Disbursements provides services necessary for the printing and distribution of checks in
compliance with the CNP Check Disbursement Policy. These services will include the following
activities:

* Print checks, insert into envelopes, and prepare for distribution.

* Assist in the investigation of fraudulent checks.

* Provide copies of cashed checks upon client request.

* Monitor bank Positive Pay and Positive Payee files, which are files sent from SAP to notify the
bank of checks issued.

* Provide ongoing review/investigation of new security features for Company check stock.
Types of check to be printed/disbursed for this client include:

* Accounts Payable Checks

* Customer Refund Checks

* Claims Checks

* Payroll Checks/Stubs

Responsihilities
Service Provider:

* Manually review check registers for special handling and distribute checks as needed (interoffice
mail, US Postal Service, overnight courier, or pick-up).
* Hold selected customer accounts payable checks, per client request.

Business Unit:

* Provide control totals for incoming print file. Totals to include number of checks and total dollars
in file.

* Notify Corporate Disbursements that print file has been sent and is ready to be downloaded.

Performance Standards:

* Accounts Payable checks will be mailed within 24 hours after receipt of a correct print file.
* Customer refund checks are mailed according to the date on the check.
*Claims and Payroll Checks are mailed or distributed according to business unit instruction.

Pricing Methodology:
SERVICE BILLINGS
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* Rate Calculation: The annual cost of service for Check Disbursements is divided by total
estimated volume of printed checks to determine the standard rate.

* Actual costs are calculated monthly by multiplying the standard rate times the actual check
volume.

* Rates may be adjusted periodically.

DIRECT CLIENT INCURRED

* Check courier costs will be charged directly to the client.

Service Cost Drivers:

* lncorrect customer addresses add to re-work for check disbursements.

Service Provider Initiatives:
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Accounting

Service: Gas Cost Accounting

Scope of Service

Perform monthly inventory accounting duties for Electric Operations.

Responsibilities

Service Provider:

1. Perform Inventory Accounting

a. Prepare inventory adjustment journal entries due to cycle count.

b. Monitor and reconcile MMS inventory balances by G/L balances

c. Properly compile, document and archive all journal entries and reports according to CNP
Journal Entry Documentation and Record Retention policies.

d. Respond to requests for information

e. Monitor and reconcile consignment inventory accounts.

f. Perform Sarbanes Oxley compliance duties as required.

2. Follow all accounting policies.
3. Perform all work with the highest efficiency.
4. Use new technology as applicable:
a. Blackline
i. Journal Entry Module
ii. Account Reconciliation Tool
iii. Smart Close
b. Master Data Governance (MDG) Tool
c. Onenote
5. Proactively review work for innovation/automation opportunities.

Business Unit:

1. ldentify informational needs and provide feedback
2. Timely and accurate completion of data.

Performance Standards:

1. Complete journal entries and reports without significant error by due dates
2. Operate within approved budget.
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Billable Hours

Residual amounts are cleared monthly by planned activities.

Service Cost Drivers:

Cost Drivers:

1. Number of /profit centers/plant locations/cost centers.
2. Frequency of rate orders filings

3. Complexity of account analysis

4. Compliance requirements

5. Number of data requests or request for information

Service Provider Initiatives:

None at this time.
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Accounting

Service: General Accounting - Electric

Scope of Service

Attest to financial data in compliance with GAAP, FERC and regulatory requirements. Perform
general and revenue accounting functions. Includes CC 125119 Financial Accounting Electric &
Corporate.

Responsibilities

Service Provider:

1. Manage financial data to support external reporting
a. Review and attest to trial balance for monthly close
per policy 06 Monthly Closing General Ledger Review
Policy
b. Prepare audit schedules as required for external and
internal audits
c. Implement changes as required from issuance of new
GAAP
2. Provide general accounting functions
a. Prepare journal entries
b. Determine contingencies and other liabilities per
Accounting policy 08 Contingency Policy and 14
Accrued Liabilities Policy
¢. Maintain debt structure
d. Prepare account reconciliations as assigned per policy
07 Account Reconciliation Policy
e. Properly compile, document and archive all journal
entries, analysis, reports and other products
f. Coordinate and process quarter-end and year-end
accruals and accrual reversals
3. Provide data and information to clients & others
a. Prepare schedule of significant events monthly
b. Prepare schedules for SEC and FERC filings
c. Respond to requests for information (provide revenue
analysis and prepare ad hoc revenue schedules and
data retrieval requested from other internal
departments, municipalities, auditors and consultants)
d. Prepare external reports as required
e. Provide data and schedules for regulatory filings
4. Manage internal controls related to general accounting functions and test controls in
compliance with Sarbanes-Oxley
5. Follow Accounting Policies
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6. Control costs and maintain accuracy
7. Use new technology as applicable

a. Blackline

i. Journal Entry Module
ii. Account Reconciliation Tool
iii. Smart Close

b. Master Data Governance (MDG) Tool

c. Wires Automation Tool

d. Treasury Management System
8. Proactively review work for innovation/automation opportunities
9. Prepare and submit daily the Transition Charge Bond and System Restoration Bond Wires (EFT) to
be sent to Deutsche Bank
10. Prepare and submit weekly the Nuclear Decommissioning Charge Wire (EFT) to be sent to
Boston Safe Deposit and Trust Company
11. Support and invoice Miscellaneous Non-Electric Services for Transmission Cost of Service
revenues and customer pay jobs such as line relocations, damaged poles, wireless and fiber leases,
and other similar services
12. Prepare franchise fee payments (ACH or check) for the City of Houston and certain other
incorporated cities that have a monthly fixed franchise fee payment
13. Prepare the franchise fee payments (ACH and check) for incorporated cities within Houston
Electric’s service area that receive quarterly franchise payments based on Kilowatt Hour
14. Support and facilitate the interface between systems
15. Coordinate with CenterPoint Energy's Regulatory & Rates Department regarding the
Transmission Cost Recovery Factor and related Transmission Cost of Service expense recovery.
16. Prepare the annual Transition Charge & Charge Off Allowance True-Up Schedules for
CenterPoint Energy's Regulatory Department
17. Prepare annually new monthly fixed franchise fee recurring payment form for the City of
Houston and certain other incorporated cities
18. Develop, monitor, and prioritize system change activities and coordinate system testing and
implementation with IT
19. Additional products, services, and policies or enhancements to existing products, services and
policies may impact this Service Level Agreement and are therefore subject to review/agreement by
both parties

Business Unit:
1. Monthly closing of the revenue systems and adherence to the Financial Accounting close
schedule

2. Analysis of monthly and periodic financial data and provide information for journal adjustments
required

3. System changes will be tested and placed in production by the effective date of each respective
change

4. Assess operational changes in the business unit for determination of proper accounting
treatment or impacts to the financial statements

5. Identify informational needs and provide feedback

6. Provide Accounts Receivable Other balance verification and write-offs for electric customers
7. Use information in manner intended

8. Compliance with CNP Code of Conduct

9. Adhere to all Accounting Policies

10. Provide miscellaneous non-electric billing information

11. Miscellanecus non-electric billing accounts will be billed daily according to client's needs
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Performance Standards:

1. Complete journal entries and reports without significant error by due dates
2. Prepare and submit payment information accurately and by due dates

3. Close financial records monthly without significant error by due dates

4. Operate within approved budget

Pricing Methodology:

Billable hours
Residual amounts are cleared monthly by planned activities.

Service Cost Drivers:

. Number of profit centers

. Number of manual journal entries

. Degree of automation/system capabilities

. Complexity of systems, in particular cost flows

. Complexity of allocations and number thereof

. Regulatory and legal requirements

. Municipalities and other tax authorities requests and inquiries
. Scope and scale of projects

oo~ N —

Service Provider Initiatives:

1. Continued training and retention of staff will improve responsiveness and accuracy and will
reduce costs of this service
2. Other Process Improvement Initiatives as appropriate
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy clients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Treasury

Service: Financing & Investment Management

Scope of Service

Finance seeks to ensure compliance with regulatory and legal requirements, support the decision
making process associated with the investment of funds held in trust, administer trust fund
investments and implement appropriate financings to ensure liquidity.

Responsihilities

Service Provider:

- Evaluate and implement financing alternatives

- Administer investment of benefit plan assets and other funds held in trust
- Provide support for investment decisions relating to funds held in trust

- Ensure compliance with legal agreements

- Support filing requirements under the 1934 Act

Business Unit:

Performance Standards:

- Timely execution of financings to meet cash needs
- Effective support for decisions made by the Benefits Committee
- Comply with requirements in existing financing agreements

Pricing Methodology:

- Costs associated with outstanding debt of a company

- Actual costs incurred in connection with a financing

- Billable hours

- Residual amounts are cleared monthly by planned activities

Service Cost Drivers:

- Amount of debt outstanding

- Number of financings

- Complexity of financings

- Aggregate principal amount of financings
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- Time needed to administer benefit plan investments and other investments
- Number and complexity of regulatory filings including 1934 Act filings and rate cases

Service Provider Initiatives:

- Refinancing of existing debt
- Execution of pre-issuance interest rate hedging to reduce interest rate risk associated with future
financings

-2- Houston Electric



Houston Electric

Exhibit LDS-5
Page 79 of 148



Exhibit LDS-5
Page 80 0f 148

c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy clients.

Service Provider Information Business Unit Information

Company: CenterPoint Energy Service Co LLC Business Unit:  Houston Electric

Organization: CNP Financial Planning & Analysis

Location: Houston and Indiana
Center: Financial Planning & Analysis
Service: Financial Planning & Analysis

Scope of Service

Financial planning and analysis (FP&A) is a set of planning, forecasting, budgeting, and analytical
activities that support CNP’'s major business decisions and overall financial health. FP&A works with
the business units to identify and improve financial performances. In addition, FP&A maintains
master data and manages the month-end close process.

Responsibilities

Service Provider:

FP&A involves analysing quantitative and gualitative data to assess business performance. FP&A
teams take this data from internal and external sources and use it to build reports and forecasts.

The insights that emerge from this process help build recommendations that will maximise
operational efficiency and ultimately steer top level business strategy.

Works with the business units to create/maintain master data objects and manages the month-end
close process.

Business Unit:

Clients will provide information and resources in a timely manner in order to maintain the planning
and forecasting timetables leading up to and during the plannig season.

Performance Standards:

-Prepare and maintain accurate and timely planning and forecasting models to the business units.
-Organize and hold planning and forecast meetings with the clients and to adjust as needed.
-Ensure the business units are updated with any additional changes.

-Work with the business units to ID and recommend adjustments when actuals start to deviate from
the plan.

-Maintain master data within SAP

-Maintain the month-end close process and systems
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Pricing Methodology:
- Billable hours
- Residual amounts are cleared monthly

Service Cost Drivers:

- Degree of automation/system capabilities

- Complexity of systems, in particular cost flows

- Complexity of allocations and number thereof

- Regulatory and legal requirements

- Municipalities and other tax authorities requests and inguiries
- Scope and scale of projects

Service Provider Initiatives:

- Continued training and retention of staff will improve responsiveness and accuracy and will
reduce costs of this service

- Proactive review for innovation/automation to control cost and maintain accuracy

-Other Process Improvement Initiatives as appropriate
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy clients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Finance

Location: Houston

Center: Accounting

Service: Financial Acctg - Gas

Scope of Service

Prepare financial data in compliance with Generally Accepted Accounting Principles. Perform
general accounting functions which consists of accounting services, reporting and analysis for Gas
Operations in Texas, Minnesota, Indiana and Ohio.

Also includes CenterPoint Energy Intrastate Pipeline (CEIP) and Home Service Plus North (HSPN).

Responsibilities
Service Provider:

The following are typical processes, procedures and functions that comprise the financial
accounting process. These items occur in various frequencies, such as monthly, quarterly, annually
or on an as-needed basis.

- Provide various reports monthly, quarterly and annually.

- Calculate, prepare, submit payment and handle correspondence for franchise fees for certain
incorporated cities within jurisdictional service areas

- Prepare schedules, journal entries and reports

- Prepare general ledger account reconciliations and reviews

- Review Trial Balance monthly

- Perform internal controls and related testing for Sarbanes Oxley controls.

- Support Regulatory Reporting in the preparation and/or review of schedules, workpapers,
exhibits, witness testimony and responses to data requests related to rate case proceedings,
internal and external auditors.

- Properly compile, document and archive all journal entries, analysis, reports and other products

Business Unit:

- Timely and accurately provide support and information for accounting-related financial activities,
reporting and analysis

- Analyze financial data and provide information for journal adjustments required

- Communicate operational changes in the business unit for determination of proper accounting
treatment or impacts to the financial statements

Performance Standards:

- Complete journal entries and reports without significant error by due dates
- Prepare and submit payment information accurately and by due dates

- Close financial records monthly without significant error by due dates

- Operate within approved budget
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Pricing Methodology:

- Billable hours
- Residual amounts are cleared monthly

Service Cost Drivers:

- Number of cost or profit centers

- Number of manual journal entries

- Degree of automation/system capabilities

- Complexity of systems, in particular cost flows

- Complexity of allocations and number thereof

- Regulatory and legal requirements

- Municipalities and other tax authorities requests and inquiries
- Scope and scale of projects

Service Provider Initiatives:

- Continued training and retention of staff will improve responsiveness and accuracy and will
reduce costs of this service

- Proactive review for innovation/automation to control cost and maintain accuracy

-Other Process Improvement Initiatives as appropriate

Houston Electric
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Human Resources

Location: Houston

Center: Learning & Organizational Development

Service: Learning & Organizational Development

Scope of Service

Provide services to support Corporate HR strategy including, but not limited to:

* Corporate culture initiatives

* Employee and leadership development through CNP University

* Employee survey design/administration

* Consulting services - management and team development (assessments and teambuilding),
analysis and diagnosis of organization issues {develop and implement solutions)

* Learning Technology services - virtual learning tools, consulting and support for learning
management system

* Learning Content - instructional design and third-party content providers

* Customer Service Learning services - training support for all new and existing call center service
agents and sales training support for HSP North and South

Responsihilities

Service Provider:
Provide services and satisfy client needs in a timely and cost efficient manner

Business Unit:

* Partner with Human Resources to identify needs and implement solutions
* Timely request of services

Performance Standards:

Provide value added service within the timeframe and cost agreed upon at the time of the request

Pricing Methodology:

Direct charges from items such as assessments, late cancellation/no show fees, etc. are tracked
and charged directly to the business unit; all remaining costs are allocated to business units
proportionally based on number of employees.

Service Cost Drivers:

* Number of trainees
* Number of Corporate initiatives
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* Provider and client driven travel expenses

Service Provider Initiatives:

Leadership Development for Succession Planning Candidates
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Human Resources

Location: Houston

Center: HR Business Partners

Service: Labor Relations

Scope of Service

- Labor Relations support services are provided to employees in states: Indiana and Texas.

- Labor Relations activities include: Planning and leading the collective bargaining process for the
business unit, interpreting labor agreements, and providing direction for the proper application of
the agreements to management.

- Labor Relations partners with Human Resources Business Partner(s) on employee relations issues
and processes. It manages grievances, coordinates arbitrations with Legal and other departments.
- Develops and delivers Labor Relations Training to management and non-exempt employees as
required.

- Labor Relations provides consultation to management on labor issues, implements and develops
labor strategies, and coordinates labor relations within CNP.

- Labor Relations participates in industry and regional labor relations activities and builds
relationships.

- Labor Relations leads, coordinates and executes comprehensive employee activities within
unrepresented work groups when faced with organizing activities.

Responsibilities

Service Provider:

- To provide a full array of Labor Relations expertise and support to CenterPoint Energy.

- Services are designhed to meet the needs specified by management, this includes mitigation of
risk, advancement of labor relationships and optimization of each contract relationship, as well as
developing tactics tailored to each business unit while meeting overall corporate interests.

Business Unit:

- To adhere to our contractual obligations, assist in the consistent application of corporate and
business unit Labor Relations strategies.

- Work in coordination with corporate Labor Relations to ensure compliance with senior
management business objectives.

Performance Standards:

- Align operations with the company's strategic objectives and provide value added labor relations
services.

Pricing Methodology:

- Direct charges are tracked and charged directly to the applicable business unit.
- All remaining cost are assigned based on number of employees.
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Service Cost Drivers:

- Percent of organized workforce

- New unionization activities

- Market trends

- Change issues

- Cost controls

- Level of service requested and required by business unit
- Travel requirements to service the business needs

Service Provider Initiatives:

- To provide excellent service at the least cost.
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c CenterPoint. CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
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The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Human Resources

Location: Houston

Center: Compensation & Benefits

Service: Compensation & Benefits

Scope of Service

General activities and costs to support Compensation and Benefits groups

* Salaries and related expenses

* Design, price and administer benefit plans

* Negotiate and manage vendor contracts relating to the provision of and administration of
benefits

* Manage Family Medical Leave Act (FMLA) leaves and reasonable accommodations under
Americans with Disabilities Act

* Monitor Long Term Disability referrals, active cases and appeals

* Ensure regulatory compliance with the many laws and regulations impacting Compensation and
Benefits (Internal Revenue Service, Department of Labor, and Security and Exchange Commission)
* Coordinate annual benefit enroliment activities

* Monitor competitive developments and conduct annual market pricing

* Design and administer job structure, base, variable, long-term pay, employee recognition
programs

* Coordinate, review and analyze total company benefits budget

* Adhere to internal controls documentation requirements

* Conduct merger and acquisition cost benefit analyses and recommendations

* Manage wellness programs and initiatives

Responsihilities
Service Provider:

* Provide and manage employee benefits

* Design, develop, communicate and maintain compensation programs designed to attract,
motivate and retain human capital

* Manage employee financial security plans in a cost effective manner

* Maintain vendor relations

Business Unit:

Align operations with the company's strategic objectives and adhere to Human Resources
standards and policies.

Performance Standards:
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Pricing Methodology:

Direct charges are tracked and charged directly to the applicable business unit.
All remaining cost are allocated to business units proportionally based on number of employees.

Service Cost Drivers:

Cost drivers for Human Resources include:

Compensation:

* Number of surveys in which we participate in and purchase data. (We seek three credible sources
for general industry jobs and seek at least one credible source for specialty jobs such as gas or
electric industry specific jobs.)

* Functionality required from compensation planning system. {(Annually we endeavor to improve
the Compensation Planning System in order to deliver a user friendly and robust planning tool.)

* Degree to which special studies and analysis are required including the pricing of new positions
and reevaluation of existing positions and progressions.

* Degree to which special educational programs are requested which require design and
development of educational materials regarding compensation programs and strategies.
Financial Security and Benefits Administration:

* Required compliance activities related to Employee Retirement Income Security Act of 1974,
Health Insurance Portability and Accountability Act of 1996, etc. such as Summary Plan
Descriptions, Summary of Material Modifications, Form 5500s, Family Medical Leave Act (FMLA) and
Americans with Disabilities Act {(ADA)

* Degree to which multiple vendors are required to provide benefit options for active and retired
employees located in non-urban locations

* Plan design studies, analysis and contract reviews necessary to maintain cost effective benefit
options

* Communications and systems required to conduct user friendly annual enrollment activities

* Ability and need to investigate and address specific employee or retiree concerns in addition to
plan appeal procedures

Disability Management:

* Frequency and support provided for FMLA leaves and ADA accommodations

* Number of long-term disability cases

Employee Services:

* Number of severances and degree to which termination documentation is prepared and made
available to the vendor, timeliness of vendor requests for termination information (unemployment
insurance)

*Complexity of an amount of participation in programs administered within this area

* Health Plan Initiatives (for Ex. - Flu shots and other vaccines)

Service Provider Initiatives:
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Human Resources

Location: Houston

Center: HR Business Partners

Service: Client Direct Support

Scope of Service

- Human Resources Client Direct support services are provided to employees in states: Indiana and
Texas.
- Provide direct Human Resources consulting services as follows:
1. Employee Relations
- Conduct employee investigations.
- Interpret and administer corporate policies and labor contracts (as applicable).
- Counsel employees and management on issues related to
disciplinary actions, terminations, promotions, selection and hiring, etc.
2. Compensation and Benefits - in collaboration with the Corp. HR groups
- Administer base and variable pay process and budgets.
- Provide education, communication and training to managers and employees on comp matters.
- Support job documentation process and assist management in use of salary surveys.
3. Organization Effectiveness
- Facilitate leadership and employee development activities.
- Conduct assessments of training and development needs.
- Partner with leadership by collaborating, coaching and
influencing to achieve top organizational performance.
4. Disability Management - Coordinate personal disability
management activities with the Corp. HR disability management group
5. Coordinate additional activities such as employee transfers and relocations, drug and alcohol
testing, etc.
6. Workforce, Diversity and Inclusion

Responsibilities
Service Provider:
- Satisfy client needs in a timely and cost-effective manner.

Business Unit:
- Partner with HR to identify needs and implement solutions.

Performance Standards:

- Client satisfaction feedback {formal and informal).

Pricing Methodology:

- Direct charges are tracked and charged directly to the applicable business unit.
- All remaining cost are assigned based on number of employees.
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Service Cost Drivers:

- Client Demand

- Litigation

- Policy/Regulatory Changes

- Employee Investigations

- Travel Costs

- Level of service requested and required by business unit
- Travel requirements to service the business needs

Service Provider Initiatives:

- To provide excellent service at the least cost.
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy cfients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Human Resources

Location: Houston

Center: HRIT Technology

Service: HR Technology

Scope of Service

* Provide in-depth knowledge and understanding of HR, systems, resources, and key personnel.

* Serves as liaison between HR/HR users and Technology Operations.

* Provide clarity around HR data for users.

* Research and resclve data integrity issues.

* Advise and assist management in handling organizational changes and related employee
changes.

* Coordinate and/or design various HR Form changes or creation of new forms that support
processes and systems.

* Train Company personnel on the use of HR applications and processes through systems
demonstration and customized training classes. Prepare and design training materials/manuals.
*Analyze, propose and execute enhancements to improve functionality & increase effectiveness of
systems including incorporation of changes as the Company pursues new business opportunities.
* Interface with clients to determine their technical needs and requirements for configuration and
enhancements to the various HR systems.

* Work with the technical support teams to provide input and coordination of activities related to
routine systems, interfaces, third party bolt-on, production support activities and customization
requests and programs.

* Monitor and audit data integrity issues in HR applications

* Manage the security process for the HR applications and other non-HR applications that retrieve
HR data. Design new security roles when business process dictates.

Responsihilities

Service Provider:

* Provide subject matter expertise on SAP and related HR applications
Provide training on use of HR reporting tools

Provide skills of business analyst for SAP efficiency
Liaison between HR business units and Technology Operations

*

#+

*

Business Unit:

Align operations with the company's strategic objectives and adhere to Human Resources
standards and policies.

Performance Standards:

Provide value added services within the timeframe agreed upon at the time of the request.
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Pricing Methodology:
Internal labor charges are assigned based on the number of employees in the applicable business
unit.

Service Cost Drivers:

Service Provider Initiatives:
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy clients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Human Resources

Location: Houston

Center: HR Talent Management

Service: HR Talent Acquisition

Scope of Service

Provide leadership with support and advisory assistance, and ensure execution of day-to-day
functions for the following:
- Serve as primary contact for all levels of management, business unit and functional leadership for
all talent acquisition activities for full-time, experienced, entry-level and college interns/co-ops.
- Develop and adhere to compliant sourcing and recruiting processes that include:

a) Workforce planning and forecasting for resources
b) Job Postings, recruitment advertising and employer branding

¢) Candidate evaluation and assessments

d} Skills testing and pre-employment assessments
e) Interview and selection processes and job offers

f) Post offer screening {background checks, drug screen, physicals and motor vehicle records)

g} Responsible for on campus college recruiting programs

h) Responsible for intern and co-op program management
i) partnerships with schools and student organizations including sponsorships, donations and
program development
- Vendor management and program administration including but not limited to: applicant tracking
system, technical support, relocation, recruitment branding, diversity cutreach, background
services and digital interviewing
- Candidate records maintenance and administration
- Support inclusion and diversity initiatives:

a) Diversity - Race/Ethnicity and Gender

b) Veterans and Military recruiting

c) People with disabilities

d} Inclusion and engagement programs

Responsibilities
Service Provider:
Provide services and satisfy client needs in a timely and cost-efficient manner

Business Unit:

- Partner with internal business units and HR Business Partners to identify needs and implement
solutions
- Timely responses to requests for services

Performance Standards:
- Provide value added service within the timeframe and cost agreed upon at the time of the request
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- Provide qualified candidates for open positions based on timeframe agreed upon with hiring
manager

Pricing Methodology:

- Costs are allocated based on headcount

- Direct charges from items such as post offer screens, contingent staffing, placement relocation
and outplacement fees are tracked and charged directly to the business unit. Remaining costs are
allocated to business units proportionally based on number of employees.

Service Cost Drivers:

- Demand for corporate and Business Unit initiatives
- Compliance requirements

- Level of service requested and required

- Volume of hiring and resources required

Service Provider Initiatives:

- Inclusion, Diversity, and Engagement
- Technology solutions
- Metrics, Reports and Analytics
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c cEﬂ mfm CenterPoint Energy Service Company, LLC
e Service Level Agreement Year: 2023
Enemr

The best source of business services for CenterPoint Energy clients.

Service Provider Information Business Unit Information
Company: CenterPoint Energy Service Co LLC Business Unit: Houston Electric
Organization: CNP Information Technology

Location: Houston

Center: Information Technology

Enterprise Computing; Multifunction Devices; Technology Support Services;

Service: Programming/ Applications; IT Cyber Security

Scope of Service

Scope of Service

Information Technology

These service levels apply to support for hardware and software acquired and installed by
Information Technology (IT) in CenterPoint Energy offices and other contracted locations. These
service levels apply only to CenterPoint Energy production systems and not test or development
environments. Support of test and development environments will be on a "best effort” basis only
and will not be factored into performance calculations. IT reserves the right to temporarily redirect
test resources for other purposes when deemed necessary.

We have Service Level Agreements around Programming Applications, Technology Support Services,
Telecommunications, Enterprise Network Services, Multifunction Devices, IT Cyber Security and
Enterprise Computing. For these services we have provided the follow information where
applicable: Scope of Service, Service Provider Responsibilities, Business Unit Responsibilities,
Performance Standards, Pricing Methodologies, Service Cost Drivers and Service Provider Initiatives.
Multifunction Devices

This service will provide assistance for multifunction devices in many locations, including
administrative supervision for vendor contract compliance, EOP requirements, new request
processing, and administrative device maintenance and repairs.

Technology Support Services

Business Technology Services

Consulting and testing of new products are performed. This service also manages CenterPoint
Energy Common Operating Environment (COE) build images for hardware and deployment
standards. This service is also responsible for Software delivery release orchestration for Microsoft
and CenterPoint Energy approved applications, enforcing patches and updates to all corporate
computers. In addition to overseeing multi-site Executive / C-Suite technical support, audio-visual
integrations and video streaming / conferencing events. This service includes the packaging and
distribution of applications and management of workstation policies and user profiles for all
workstations {office desktops and mobile data workforce computers.) This service also includes the
training and management of Microsoft 0365 products and cloud-based services.

Business User On-Site Support

This sub-service includes second-level IT support for office desktop and laptop computers, as well
as mobile data workforce computers. Desktop support encompasses hardware, software, printers,
the operating system, mobile devices, and telecommunications systems. As needed, desktop
support includes visits to the user's workstation. Installation and maintenance of mobile data
computer hardware and software are included in mobile data computer support. As needed, mobile
data workforce assistance includes visits to the vehicle or workplace of mobile data users. On-site
support may involve instruction on the use and applications of computers and mobile devices. This
subservice also offers hands-on implementation, troubleshooting, and telephonic equipment
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support under the supervision of the Enterprise Network Services and/or Enterprise Compute
teams.

Business Device Management Support Technology Basic Services

This sub-service aids in the procurement of personal computers and associated hardware for
business customers and is responsible for the Life Cycle management of business technology
egquipment, including acquisition for large-scale replacements and Asset Management. These
services provide on-site warranty repair; warranty repairs in remote places are done by third-party
contractors. This service also offers Mobility Services, which include New Requests, Upgrades,
Replacements, and Reassignments, as well as the optimization of cellular plans. When requiring
these types of services, business customers will contact the Technical Support Desk by telephone,
chat, or the Self-Service site. Business Device Management Support will then receive the service
request and, following Computer and Mobile Management Guidelines, determine the requirements
based on the business user's job requirements. This service also involves the procurement and
management of Multi-Function Devices, the movement of computer hardware (Moves), and the
coordination of material recovery and disposal at the request of facilities or business users.

Programming/Applications

1. Production Support:

Production Support includes problem identification and resolution for existing functionality,
monitoring systems, and routine maintenance.

2. SAP Support:

Information Technology {IT) provides ongoing baseline support for enterprise applications (SAP)
that run numerous critical business systems including general ledger, asset management, payroll,
accounts payable, accounts receivable, human resources, materials management, purchasing and
logistics, budgeting, work management, customer care, customer relationship management,
electric commercial and industrial, electric residential, sales/distribution, SRM, GRC, 5PM, EWM,
streetlight and business warehouse reporting. Functions include deployment and training as well as
configuration and programming teams.

3. Enterprise Database:

Database Administration: Database Administration involves creating, updating, monitoring, and
tuning databases through the phases of initiation, assessment, design, development, deployment,
and maintenance on the compute platforms and includes the maintenance and support of the
Database software. Sub-services include database maintenance, performance and tuning services,
operating system interfacing, security interfacing, and backup and recovery. Enterprise Database
supports the following database platforms and their respective database tools: DB2, MS-SQL Server,
Suite on HANA, 5/4 HANA and QOracle. The Enterprise Database team maintains the physical
databases following their implementation.

4. FileNet Enterprise Document Management System (EDMS):

Information Technology (IT) provides an Enterprise Document Management System (EDMS) service
that is scalable to the current and future needs of CenterPoint Energy. EDMS reduces handling of
paper documents and paper storage costs, eliminates microfilming activities, supports online
access to all document records and multiple online users, and improves customer support and
access time to stored documents. EDMS utilizes FileNet Paragon IDM software and provides two
separate platforms for document management&#58; FileNet Image Services, which runs on a UNIX
platform, and FileNet P8 Services, which also runs on UNIX. EDMS services for Image Services
include hardware and software support, FileNet IDM desktop software and custom application
support, scan/indexing support, and Print Manager support. EDMS FileNet P8 services include
document storage, versioning, and records management.

5. NAESB Texas Market Interface System (NAESB): Effective June 23, 2007:

The NAESB Texas Market Interface system includes NAESEB, TMH and the firewalls, routers,
switches, servers, databases, hardware, software, and networks that support those systems. It does
not include CIS & SAP/CCS {Industrial Clients and EMR formerly BES) or Service Suite. In other
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words, the NAESB Texas Market Interface system needs to be single fault tolerant. For single
failures the NAESB Texas Market Interface system needs to be up and running in one hour. For
multiple failures (which should be rare given proper maintenance and a single fault tolerant
configuration) the NAESB Texas Market Interface system needs to be back up and operating within
4 hours.

In the event of a major disaster CNP would declare force majeure. However, regarding the Houston
Electric Market Interface systems only, the focus of IT should be to restore NAESE first and then
endeavor to provide restoration of service to the other Electric Market Interface systems within 4
hours of an outage.

6. Portals, Collaboration & Web Content Management Support:

IT provides ongoing baseline support for enterprise portals and team collaboration sites that
interface with numercous critical business systems including SharePoint, Online Customer Self
Service, My Account Online, Regulatory sites and SAP human resources. Functions include
deployment and training as well as system administration, monitoring through the Technology
Systems Control Center (TSCC) and application development teams.

Telecommunications

These service levels apply to support for hardware and software acquired and installed by
Information Technology {IT) in CenterPoint Energy offices and other contracted locations. These
service levels apply only to CenterPoint Energy production systems and not test or development
environments. Support of test and development environments will be on a “best effort” basis only
and will not be factored into performance calculations. IT reserves the right to temporarily redirect
test resources for other purposes when deemed necessary.

1. Telephone Basic Line:

Telephone Basic Line service includes support and maintenance of analog, digital and VolP line
connections to CenterPoint Energy's private telephone system. Telephone basic line service
includes the following: daily production, service management, cost management, problem
resolution (24x7 for Severity 1 problems), chargeback billing, preventive maintenance, vendor
management, capacity planning, releases/upgrades, long distance access, 911 emergency access,
voice messaging where available, technical research, and audio conference bridge service.

2. Telecom Move/Add/Change:

This service includes labor for telephone, fax, modem, and ISDN/SIP trunk programming,
installation, removal, or any change other than a repair. Programming phone features is also
included in this service.

3. Call Center Basic Line:

This service provides an agent connection to CenterPoint Energy's Automated Call Distribution
(ACD) phone system. Call Center Basic Line service includes the following: daily production, service
management, cost management, problem resolution (24x7 for Severity 1 problems), chargeback
billing, preventive maintenance, vendor management, capacity planning, releases/upgrades,
technical research, and Interactive Voice Response (IVR), Computer Telephony Integration (CTI),
and Automatic Call Distribution (ACD) operations/maintenance.

Enterprise Network Services

This service provides the design, configuration and deployment of network components that
comprise the IT enterprise network. These components consist of devices such as: routers,
switches, virtual private network (VPN) appliances, application load balancers, rack mounted
uninterruptable power supply (UPS) equipment, wireless access points, wireless controllers, and
data circuits.

Key business services consist of:

- Multiple Data Center connectivity and solutions
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- VPN branch office connectivity

- Application load balancing

- Call Center and Contact Center platform hosting

- Server connectivity for all applications

- Desktop access

- End point security solution referred to as Cisco ldentify Services Engine (ISE)

- Internet access and connectivity via data centers

- Cloud access and connectivity via data centers

+ I[P Management

- Disaster Recovery support

- Wide Area Network (WAN) connectivity to remote offices

- Detailed performance analysis for application and infrastructure platforms
IT Cyber Security

Corporate Technology Security provides services necessary to plan and implement cyber security

measures for the protection of personnel, assets, and ensure compliance with reguirements of the

Department of Homeland Security and other regulatory entities. These services include providing:

1. Standards for the installation and maintenance of electronic security systems in all business

units, with special attention to critical infrastructure facilities.

2. Security risk assessments of new and existing technologies and systems.

3. Security event monitoring and response services

4. Assessments of technology systems threats and vulnerabhilities in all business units, even
those not installed or maintained by IT, to ensure compliance with CNP policies and
standards. {Includes security inspection of servers, appliances, routers, modems, firewalls,
etc.)

5. ldentity and access management services to provide approved/authorized access to CNP
Systems and data

6. Security Awareness and education services, including Phishing simulations

7. Cybersecurity Incident Response plan, including readiness exercises.

8. Secure Socket Layer encryption certificates/keys for servers, WEB applications and
ERCOT access.

9. Confidential cyber security investigations.

10. 24/7 on call for critical services

11. Provide required services in a timely and cost-effective manner using CNP security staff
and/or external contractors.

Enterprise Computing

Compute

This service identifies hardware and software that is managed by Information Technology and is

unique to the business unit. It provides use and support of the compute environments (Windows,

UNIX, Linux, Gateways and specialized servers) platforms DIRECTLY attributable to specific clients,

along with related hardware and software, staff, and environmental elements. Included are the

hardware systems, data storage, operating systems, related software, operations, and technical

support functions.

Responsihilities
Service Provider:

Service Provider Responsibilities

Nonstandard Hardware/Software

1. The Corporate Technology Review Council {(CTRC), comprised of management
representation from both Business Units and Information Technology, have delegated responsibility
to develop and enforce CenterPoint Energy Technology Operation standards to the Solutions
Review Board (SRB). All Information Technology work requests involving new or nonstandard
technology will require an SRB review as part of the Information Technology methodology and
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process. SRB will assess and recommend new or nonstandard technology consistent with the SRB
assessment processes and procedures. The business user may appeal SRB decisions to either the
ClO or the CTRC. The CTRC recognizes the potential support and financial implications of
nonstandard technology. Further information can be found under the Information Technology
SharePoint forum.

2. Unsupported Hardware/Software: Information Technology support for hardware or software
which is unsupported by the vendor will be provided on a "best effort” basis and will not be
included in SLA performance calculations.

3. Application Removal: Information Technology reserves the right to remove from production,
without prior notice, any applications which cause server or network problems or failures.
4, Incident Resolution: The Technology Service Desk will receive, record, resolve or

assign/dispatch, monitor, and track all Information Technology related incidents and service
requests. A service ticket will be created for all incidents and requests. The Technology Service
Desk hours of operations is 24x7x365 days including holidays via Chat and Phone mediums.
Standard Information Technology hours of operation are Monday - Friday 07:00 - 18:00 (excluding
holidays). After hours support will be provided only for critical production systems at designated
critical sites. The after-hours TSCC hotline has been established for designated representatives at
critical sites to address critical applications, functions and production system issues. On-call
Information Technology personnel and a designated business unit representative will be notified
upon entry of any critical problem in Information Technology problem management system. The
Technology Service Desk maintains a list {provided by Business Units) of designated critical sites,
applications, and business unit representatives. Updates to this list (which is available on request)
will be accepted only from each BU's designated CTRC member.

5. In the event of multiple concurrent critical problems under the responsibility of the same
Information Technology work group, Information Technology will prioritize the problems based on
available resources and resolve the problems on a "best effort” basis.

b. Emergency Conditions. This agreement will be suspended for a mutually-agreed-upon time
in cases of gas or power outages, "acts of God," declaration by the company of an "Emergency
Condition, " or initiation of Technical Recovery procedures -- unless otherwise stated in the
agreement.

7. PEQP {Planned Event Operations Process) When a change owner has submitted a Risk level 2
change or higher there is a requirement to gather and perform a PEOP. This document provides
guidelines for implementing our Planned Event Operations Process when performing any risk level
2 changes on the production network. This plan is divided into four levels of implementation
based on the type of event and the impact or reliance on our energy infrastructure and emplovees.
Multifunction Devices

1. Recommend and communicate status on equipment relocation, removal, upgrade, or
downgrade

2. Conduct on-going product evaluations

3. Coordinate lease or purchase of equipment

4, Administer maintenance and lease contract

5. Work with vendors to maintain adequate support level on equipment for repair service,
parts, and supplies.

6. Maintain accurate equipment inventory and volume counts.

7. Ensure the processing of equipment maintenance and capital purchase invoices to the
appropriate charge codes.

8. Ensure accuracy of vendor billings

9. Submit monthly meter counts to ensure accurate billing

10. Emergency Operations Support

Technology Support Services

Monthly Security Desktop Patching

Technology Support Services will perform monthly security, and virus protection patching and
updates.

Houston Electric
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Communication of Changes: Changes to the production desktop environment will be
communicated to business users according to Information Technology Change Management
process.

Programming/Applications

Maintenance

Preventive maintenance and upgrades of an enterprise nature will be conducted during Block
Maintenance Time (BMT). Such maintenance will be excluded from availability calculations and will
require no advance notification. System access will be unavailable for client use during BMT. The
Client or IT management may issue a request to have the application processing schedule and/or
online availability schedule altered on a given date. Such mutually-agreed-upon revisions will not be
counted as downtime against the Service Level Agreement. Changes to application processing
schedules and/or online availability schedules will be documented according to Information
Technology Change Management System. IT also will work with the Business Units to coordinate
maintenance to minimize downtime on any given date.

BMT for IT maintenance windows is 00:00-06:00 Sunday

BMT for Windows security patching is 00:00-06:00 Friday and Sunday

Note: Enterprise Computing and End User Computing BMTs may impact application availability.
1. Maintenance Qutside Block Time Business-unit-driven projects approved by the IT Working
Council, essential infrastructure and environmental upgrades, and preventive maintenance may
require outages or reboots outside or beyond scheduled Block Maintenance Time (BMT). Site-
specific maintenance may be conducted during regular business hours with business unit approval
and coordination. Maintenance conducted outside BMT will be coordinated and scheduled (usually
during slow or weekend periods) with the client's designated representative, will be subject to
postponement in the event of significant storm activity or gas outage, and will be excluded from
availability calculations if the client agrees to do so.
2. Communication of Changes to the production infrastructure environment will be
communicated to clients according to IT's Change Management System. A Corporate
Communication may be issued for infrastructure changes designated risk level 1 or 2 with
widespread potential impact.
3. Cowntime Statistics Clients may obtain access to available statistics indicating the number,
frequency, timing, duration, etc. of IT service outages -- planned and unplanned, approved and
unapproved, during and outside Block Time.
Application Decommissioning
Information Technology will adhere to decommissioning schedules mutually-agreed-upon with the
Business Units (BUs).
Technical Recovery
Application Recovery (AR) Teams have been established for each BU with responsibility in the event
of a disaster for validating and supporting all critical application systems at the recovery center and
subsequent interim moves. The teams also serve as liaisons to the end user community and are
responsible for all backlog processing from the Business Units and ensuring that all online/batch
processing input is defined and functioning properly. AR Teams ensure that applications and
databases are in a consistent state prior to resumption of production processing. They are
responsible for ongoing applications support as well as ongoing user liaison/Service Desk support.
Performance Reporting
Information Technology will track and report service performance on a monthly basis. Service
performance will be cumulative: each standard will be met or not met on an annual basis.
Telecommunications
Maintenance
Preventive maintenance and upgrades of an enterprise nature will be conducted during Block
Maintenance Time (BMT). Such maintenance will be excluded from availability calculations and will
require no advance notification. System access will be unavailable for client use during BMT. The
Client or IT management may issue a request to have the application processing schedule and/or
online availability schedule altered on a given date. Such mutually-agreed-upon revisions will not be
counted as downtime against the Service Level Agreement. Changes to application processing

-6- Houston Electric



Exhibit LDS-5
Page 102 of 148

schedules and/or online availability schedules will be documented according to the Information
Technology Change Management System. IT also will work with the Business Units to coordinate
maintenance to minimize downtime on any given date.

BMT for IT maintenance windows is 00:00-06:00 Sunday

BMT for Windows Server patching is 00:00-06:00 Friday and Sunday
1. Maintenance Outside Block Time: Business-unit-driven projects approved by the CTRC,
essential infrastructure and environmental upgrades, and preventive maintenance may require
outages or reboots outside or beyond scheduled Block Maintenance Time (BMT). Site-specific
maintenance may be conducted during regular business hours with business unit approval and
coordination. Maintenance conducted outside BMT will be coordinated and scheduled (usually
during slow or weekend periods) with the client's designated representative, will be subject to
postponement in the event of significant storm activity or gas outage, and will be excluded from
availability calculations if the client agrees to do so.
2. Communication of Changes: Changes to the production infrastructure environment will be
communicated to clients according to IT's Change Management System. A Corporate Communiqué
may be issued for infrastructure changes designated risk level 1 or 2 with widespread potential
im pact.
3. Downtime Statistics: Clients may obtain access to available statistics indicating the number,
frequency, timing, duration, etc. of IT service outages -- planned and unplanned, approved and
unapproved, during and outside Block Time.
Enterprise Network Services
Preventive maintenance and upgrades an enterprise nature will be conducted during Block
Maintenance Time (BMT). Such maintenance will be excluded from availability calculations. System
access will be unavailable for client use during BMT. The Client or IT management may issue a
request to have the application processing schedule and/or online availability schedule altered on a
given date. Such mutually-agreed-upon revisions will not be counted as downtime against the
Service Level Agreement.

BMT for Enterprise Network maintenance windows is 00:00-04:00 Sunday

Extended BMT will be reviewed for management approval as needed.
IT Cyber Security
Provide required services in a timely and cost-effective manner using CNP security staff and/or
external contractors.
Enterprise Computing
Maintenance
Preventive maintenance and upgrades of an enterprise nature will be conducted during Block
Maintenance Time (BMT). Such maintenance will be excluded from availability calculations and will
require no advance notification. System access will be unavailable for client use during BMT. The
Client or IT management may issue a request to have the application processing schedule and/or
online availability schedule altered on a given date. Such mutually-agreed-upon revisions will not be
counted as downtime against the Service Level Agreement. Changes to application processing
schedules and/or online availability schedules will be documented according to Information
Technology’s Change Management System. IT also will work with the Business Units to coordinate
maintenance to minimize downtime on any given date.

BMT for IT maintenance windows is 00:00-06:00 Sunday

BMT for Windows security patching is 00:00-06:00 Friday and Sunday
1. Maintenance Qutside Block Time
Business-unit-driven projects approved by the CTRC, essential infrastructure and environmental
upgrades, and preventive maintenance may require outages or reboots outside or beyond
scheduled Block Maintenance Time (BMT). Site-specific maintenance may be conducted during
reqgular business hours with business unit approval and coordination. Maintenance conducted
outside BMT will be coordinated and scheduled {usually during slow or weekend periods) with the
client's designated representative, will be subject to postponement in the event of significant storm
activity or gas outage, and will be excluded from availability calculations if the client agrees to do
50.
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2. Communication of Changes

Changes to the production infrastructure environment will be communicated to clients according to
IT's Change Management System. A Corporate Communiqué may be issued for infrastructure
changes designated risk level 1 or 2 with widespread potential impact.

3. Downtime Statistics

Clients may obtain access to available statistics indicating the number, frequency, timing, duration,
etc. of IT service outages -- planned and unplanned, approved and unapproved, during and outside
Block Time.

Business Unit:

Business Unit Responsibilities

1. Nonstandard Hardware/Software: The Performance Standards described below apply only to
CenterPoint Energy standard hardware and software that has been approved by the Solution Review
Board (SRB). Additional support costs of nonstandard equipment authorized for implementation
will be the responsibility of the client. In addition, nonstandard hardware and software are not
covered by the terms of this Service Level Agreement, and nonstandard items will not be factored
into any SLA computations. Unsupported nonstandard software runs the risk of being lost in cases
in which re-imaging is required.

2. Maintenance: The Client or IT management may issue a request to have the application
processing schedule and/or online availability schedule altered on a given date. Such mutually
agreed upon revisions will not be counted as downtime against the Service Level Agreement. If the
client requests a delay or postponement of Block Maintenance Time (BMT), time will be added to
BMT equal to the length of the delay. For example, if the start of BMT for SAP is delayed from 00:00
a.m. to 3:00 a.m_, the conclusion of BMT will be 7:00 a.m. instead of 4:00 a.m. If BMT is canceled
altogether on a given date, IT may bring down the system prior to the next scheduled BMT at a
time to be negotiated with the client for whatever time required up to the usual duration of BMT.

3. Problem Resolution: The following Performance Standards are based upon the assumption
that user-identified problems are promptly reported to the Business User Support at (713) 207-
HELP (4357) or 1-888-207-HELP. Problems will be addressed only after the creation of a service
ticket.

Multifunction Devices

1. Assign a key operator to each device who will be responsible for ordering supplies (toner,
staples, waste toner bottles) and communicate reoccurring device issues like paper jams or lines
on the paper to the appropriate vendor.

2. Contact Technology Self Service Support portal for assistance with network issues
Technology Support Services

Monthly Security Desktop Patching: The Business Unit or Information Technology management may
issue a request to have the desktop security patching schedule altered on a given date. Schedule
changes typically occur for EOP or weather events.

Installations and Large-scale Relocations: Standard hardware unit installations will be conducted by
an in-house certified Information Technology technician. A certified Value-Added Reseller (VAR)
may be retained for large-scale installations. In such cases, the cost for the installations will result
in additional charges which will be billed directly to the business unit. A standard hardware unit is
defined as a PC, printer, scanning device, or laptop with docking station. Relocations of more than
five (5) units will be handled by Facilities Management. Relocation of more than ten (10} units will
be handled by a relocation company and will result in relocation charges to the business unit.
Information Technology will assist in all relocations.

Programming/Applications

New EDMS (FileNet) Users: Clients adding new FileNet users will need to contact the EDMS team for
an estimate of costs. These could include scanning device and software costs, FileNet user licenses,
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and EDMS support for document class and user setup. Other costs may be applicable based on
client requirements.

Telecommunications

1. Telephones, Conference Phones, Video Conference Units, and Fax Machines: If a unit fails
and cannot be repaired, or a department needs a new unit, the preference is to locate an item that
can be moved from an existing area and redeployed. TO will work with the client to help identify
equipment for redeployment. If none can be identified, the BU must authorize and pay for the
purchase of a new unit.

2. Audio Conferencing: BUs are responsible for all long-distance charges associated with audio
conferencing. The company has limited facilities allocated on a first-requested, first-served basis.
Some audio-conferencing requests may have to be served by an outside vendor with the resulting
cost paid by the BU.

IT Cyber Security

Contact IT Security to request or change security services

Performance Standards:

Performance Standards

General Incident Resolution: Resolution of Incident Management (IM) tickets opened by the
Technology Service Desk will be measured according to Internal Priority level SLA for Incident
Response & Resolution Time*

Business Hours are defined as Monday - Friday, 07:00 am to 06:00 PM, excludes holidays

Priority 1

Response- 30 minutes

Priority 2

Response - 1 hour

Resolve - 1 business day

Priority 3

Response - 2 business day

Resoclve - 5 business days

Priority 4

Response - 3 business days

Resolve - 10 business days

1. A Priority 1 event occurs when a designated business critical application is unavailable in
total or at a designated critical site, or when a significant "safety event” occurs that requires
immediate action. The Technology Service Desk maintains a list of designated critical sites and
applications. Updates to this list will be accepted only from the business unit’s Business
Technology Support Manager. Information Technology will respond to Priority 1 events within 30
minutes of notification and work to resolve the issue so that total system availability metrics are
met for each specific application. Priority 1 events are provided 24x7 IT support. All downtime
resulting from a Priority 1 event is counted against SLA availability. In the event of multiple
concurrent Priority 1 incidents under the responsibility of the same Information Technology work
group, Information Technology will pricritize the incidents based on available resources and
resolve them on a "best effort” basis.

2. A Priority 2 event occurs when a component or function of a system or business critical
application is unavailable. (See the Applications SLA for a list of critical applications or reguest one
from the Technology Service Desk) A Priority 2 event also occurs when a designated business
critical application is unavailable to BU location{s) that have not been designated as critical.
Information Technology will respond to Priority 2 events within 1 business hour of notification and
work to resolve the issue so that total system availability metrics are met for each specific
application. Ninety percent (90%) of Priority 2 events will be resolved within one (1) business day of
the opening of a problem ticket or arrival of Information Technology personnel on site (see Travel
Time below). One business hour refers to a 60-minute period between 7:00 a.m. and 5:00 p.m.
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excluding weekends and official company holidays. Priority 2 events are provided Information
Technology support during business hours Monday through Friday (excluding weekends and
holidays). Downtime during these periods is counted against SLA availability.

3. A Priority 3 event occurs when a component issue occurs that impacts an individual's ability
to perform work or when a procedural issue has significant potential to impact Information
Technology ability to deliver service to the business user. Information Technology will respond to
Priority 3 events within 1 business day of notification and work to resolve the issue so that total
system availability metrics are met for each application. Ninety percent (90%) of Priority 3 events
will be resclved within three (3) business days of the opening of a problem ticket or arrival of
Information Technology personnel on site (see Travel Time below). Priority 3 events are provided
Information Technology support during business hours Monday through Friday (excluding
weekends and holidays). Downtime during these periods is counted against SLA availability.

4. A Priority 4 event occurs when a component issue occurs that has minimal impact (the
business user can continue to perform the job), or when an incident occurs that requires extended
resolution time (e.g., parts on order) for which the business user has an available workaround (e.qg.,
another printer to use). Information Technology will respond to Priority 4 events within three (3)
business days of notification and work to resolve the issue so that total system availability metrics
are met for each application. Ninety percent (20%) of Priority 4 events will be resolved within ten
(10) business days of the opening of a problem ticket or arrival of IT personnel on site (see Travel
Time below). One business day refers to a 24-hour period excluding weekends or official company
holidays.

5. Travel Time: These performance standards apply to locations that have on site Information
Technology personnel. At these locations, response timing begins when a service ticket is opened
and routed to the correct department. For all other locations, delivery of services will be delayed by
the travel time to the location, if travel is required. While a service ticket will be created promptly
and response resources dispatched as agreed upon, response timing begins when the Information
Technology personnel or their proxies arrive on site.

6. Repair and Maintenance: Repair and maintenance of warranty premise equipment will be
completed according to severity level {(see General Problem Resclution above). Typically, resclution
will occur within three (3) business days of opening an Incident ticket (Level 3) unless
circumstances dictate otherwise. One business day refers to a 24-hour period not including
weekends or official company holidays.

7. Sample Availability Calculation (29.9% and 99%): Incident resolution provides 24x7 support
for access to critical applications from designated critical locations only. Consequently, the
calculation varies by critical versus non-critical sites.

8. Critical Site: 31 days x 24 hours - 16 hours block time = 728 hours per month. 728 x 0.999
= 727.27 target hours of availability. 728 - 727.27 = 0.73 hours {43.7 minutes) allowable
downtime.

9. Non-Critical Site: 21 days x 9 hours (7 a.m. to 5 p.m.) = 189 hours per month. 189 x 0.99
= 187.11 target hours of availability during M-F/8-5 business days. 189-187.11 = 1.89 hours (1
hour, 45 minutes) allowable downtime per month during M-F/7-5 business days.

Multifunction Devices

Operate within the approved budget (subject to changes in scope by client).

Measures:

Vendor will provide repair response time reports on a quarterly basis.
Variation:

Vendor response time for service calls (4 hours in Metro Houston - 8 hours outside Metro
Houston)

Rush orders for devices
Technology Support Services
Programming/Applications
1. SAP and Legacy Application and Database Availability: Availability of applications and
databases designated as "critical” will be 29.8% outside scheduled maintenance, which equates to
less than 90 minutes unscheduled downtime per month. Availability of non-critical applications
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will be maintained on a "best effort” basis. Application-related problem calls to the Business
Technology Support will be resolved according to severity level (see General Problem Resolution
above).

Critical Applications

Critical Applications: The following applications have been designated as "critical” and will be
available 99.8% outside scheduled maintenance, which equates to less than 90 minutes
unscheduled downtime per month. Applications not designated as critical will be maintained on a
"hest effort” basis.

Advance Metering Systems (AMS)

Bill Print Delivery

CNP - Contact Center (Customer Service) including all Call Processing applications, IVR self
Service, Recording, Reporting and Agents End points
. CNP - My Account Online

CNP Internet Web site {centerpointenergy.com)

CNPToday.com

CyberArk PAM

DARTS

Demand and Energy Information System (DEIS)

Distribution Design Studio {ODS)

Enterprise Application Integration (EAl)

Enterprise Document Management System (FileNet)

Field Collection System (FCS)

Hybris

Image RPS / Remittance FTP Processing

Mobile Data System (Service Suite)

Mva0

NAESB

Network Node Manager (NNMI)

QOutage Tracker

Preference Center

Quorum Transaction Management System

SAP BW

SAP BPC

SAP CCS

SAP CRM

SAP ECC

SAP EWM

SAP HCM

SAP HR

SAP MM

SAP 5/4 Advanced Finance

SAP SRM

Service Suite Mobile and Dispatch Applications
. SharePoint
1. If a "Storm Condition” is declared by Distribution Dispatching, the ADMS will remain
available until mutually agreed upon by Distribution Dispatching and Information Technology.
2. Technical Recovery: In the event of a disaster, applications will be recovered within the
Recovery Time and Recovery Point specified in the IT Application Portfolio. The Recovery Time
Objective (RTO) is the total elapsed time {(expressed in hours) from the event to restoration of the
business operation. RTO includes the time required to evaluate the event, mobilize, and deploy
resources, and re-establish the environment at an alternate location. The RTO requires a recovery
plan supported by the technical teams (see Provider Responsibilities above) assigned to recover the
environment and applications. The Recovery Point Objective (RPQO) is the amount of data that the
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business can afford to lose. The RPO is based on the data captured by the system since the last
backup and off-site storage movement. An application that is backed up nightly has a 24-hour
RPQO. The formula to compute RTO is "frequency of backup + duration of backup + time to move
off-site.” Below is a list of 72-hour applications supporting this business unit. See |IT's Application
Portfolio for a complete list of application RTO/RPQOs.
Telecommunications
1. Response timing will be suspended/adjusted under the following conditions:

The client or contact is not available when a technician arrives for repair or to verify a repair
was made

An outside vendor is required to make repairs for fax machines or VolP equipment
connected from the wall jack to the desktop

An outside vendor such as AT&T, Comcast, or Lumen is required to make repairs to a
circuit, telephone, or VolP line.

The Service Desk opens an old problem ticket for additional repairs not on a previous ticket
{unless the original problem reoccurs)
2. Dial Tone Availability: Dial Tone Availability is defined as a state in which the phone system
is operating to receive a dial tone from an outside vendor or the internal CNP network. Dial tone
availability of TO-provided basic telephone lines will be 99.9% at BU designated critical sites and
99% at other, non-critical sites. Critical sites are provided 24 x 7 support; 99.9% equates to less
than 44 minutes of unplanned downtime per month. Non-critical sites are supported from 7:00
a.m. to 5:00 p.m., Monday - Friday, except official company holidays; 99% equates to less than 1
hour, 54 minutes per month of unplanned downtime during 8-5/M-F. Downtime calculations
exclude scheduled maintenance. Availability is measured through the telephone network reports
and individual switch phone system reports.
3. Telephone Basic Line: Problem Resolution/Repairs Telephone Basic Line issues will be
diagnosed remotely if possible and dispatched when necessary, with ninety-five percent (95%) of
analog or digital line problems to be resclved within three (3) business days of being received by
the CenterPoint IT Service Desk via telephone call or through the IT Web (Service Desk) intranet
site. {One business day consists of twenty-four hours excluding weekends and official company
holidays.) SLA reports are performed monthly through IT's problem management system.
4. Telecom Moves/Adds/Changes: Ninety-five percent (95%) of MAC service requests will be
completed within five (5) business days (i.e., 120 hours excluding weekends and official company
holidays) of being received by the CenterPoint IT Service Desk through the IT Web (Service Desk)
intranet site. Moves/Adds/Changes will be conducted during regular business hours (7:00 a.m. -
5:00 p.m.).
To ensure that service is provided at the required date, authorized regquests should be submitted at
least five (5) business days in advance of the desired date of service. In cases when infrastructure
availability limits service delivery, a mutually-agreed-upon service date will be negotiated with the
client’s representative based on the time required to obtain the necessary additional equipment. In
all cases, every effort will be made to provide service on a timely basis.
Response timing will be suspended/adjusted under the following conditions:

The client or contact is not available when the technician arrives for a move or to verify a
move was made

Facilities Management changes information on the move list submitted to Information
Technology

Information provided on the service ticket is inaccurate

Telephone or electrical lines are not in place prior to a move

The client requests that a move not be performed or asks the technician to return later
SLA reports are performed monthly through IT's problem management system. The number of
tickets completed on time (5 days) each month is divided into the total number of tickets and
multiplied by 100 to determine the percentage successfully completed.
5. Call Center Availability: Availability of Call Center basic lines will be 92.9%, excluding
scheduled maintenance, which equates to less than 44 minutes of unplanned downtime per month.
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Cowntime calculations exclude scheduled maintenance. Availability is measured by dividing call
center uptime by the total amount of available time for the month and multiplying by 100.

b. IVR Availability: Interactive Voice Response availability will be 99.9%, which equates to less
than 44 minutes of unplanned downtime per month. Downtime calculations exclude scheduled
maintenance. Availability is measured by dividing IVR uptime by the total amount of available time
for the month and multiplying by 100.

IT Cyber Security

KEY METRIC: IT security will operate the security controls with no significant deficiencies within
industry average cost. IT security will provide bi-annual statistics of industry average security cost.
Enterprise Computing:

Dedicated Server Availability: Availability of all, aggregated dedicated servers will be at least 99.9%
at BU-designated critical sites and 99% at other, non-critical sites. Critical sites are provided
24x7support; 99.9% equates to less than 44 minutes of unplanned downtime per month. Non-
critical sites are supported 7:00 a.m.-5:00 p.m., Monday-Friday {except official company holidays);
99% equates to less than 1 hour, 54 minutes per month of unplanned downtime during 7-5/M-F.
Cowntime calculations exclude scheduled maintenance as well as applications/platforms running
software not supported by the vendor. IT does not provide on-call support for Development and
Test Servers. These servers have no availability guarantees and are not reported on.

Pricing Methodology:

Pricing Methodology

1. Residuals: Residual amounts are cleared monthly based on planned activities.

2. Rent & Depreciation: Rent and depreciation associated with each service are included in the
total cost of the service. The service rates applied to the BU's volumes per service include rent and
depreciation

Multifunction Devices:

1. Service Billing Rate Calculation Method

Total labor and expenses for administrative oversight divided by the total number of devices
owned/leased.

2. Billing method
Rate multiplied by devices owned/leased by client. Billed monthly.
3. Direct Client Incurred

Third party cost for maintenance and lease or acquisition costs will be charged directly to the
appropriate client.

Technology Support Services

Desktop Device: Charges will be allocated based on the number of login IDs for a given BU
Programming/Application

1. Programming: Programming Usage of this service is determined by estimating the work
effort required to support ongoing baseline activities. Costs are calculated by estimating the
number of full-time employees (FTEs) and contractors required for the baseline applications for
each given business unit. The number of available annual work hours is considered to be 1720 per
FTE (2080 available hours in the year minus 360 hours for vacations, holidays, illness, and general
training}.

2. SAP Support: SAP Production Support costs are allocated to Business Units based on the
BU's operating expenses (67% weighting) and headcount (33%)

3. Billable Hour Rate: The hillable hour rate is calculated by dividing the total incurred
applications budget by the total number of billable hours.

Telecommunications:

1. Telephone Basic Line: Each telephone instrument, fax machine, or modem requires a
dedicated port on the telephone network. Each connection counts as one unit. The volume of this
service is determined by a percentage based upon the number of clients per billing unit divided by
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the total number of clients in the Houston telephone network supported area. This percentage is
then used to allocate a portion of the total Telecom expenditures for all lines to the billing unit.
2. Telecom Moves/Adds/Changes: Telecom Moves/Adds/Changes are bhilled monthly at an
hourly rate for labor including consultation and technician time for services rendered as recorded
on service request tickets.
3. Call Center Basic Line: Call Center volume is based on the actual number of agent licenses.
Volume represents annual usage. For example, one agent license for 12 months equals a volume
of 12.
IT Cyber Security:
SERVICE BILLINGS: The Client Billing Plan reflects cost transfer pricing for the following:

The Cyber Security service is billed based on the total IT O&M spend allocated to each
business unit. In some cases, services are directly billed to Capital Projects
Enterprise Computing

Compute: Specific software that is shared among Business Units is distributed. Hardware
services are direct billed based on calculated percentages.
Multifunction Devices

1. Requests for non-contract multifunctional machines without contacting Information
Technology for contract pricing.

2. Equipment repairs due to abuse identified as out of scope of normal use.

3. Purchase of multifunctional equipment from vendors outside of the CNP approved vendor
selections.

Technology Support Services

1. Maintain standardized desktop images

2. Maintain standardized operating system(s) of Windows 10 (64 bit)

3. Standardize PC - enterprise image and additional applications based on BU requirements
and defined business user profiles (no customization)

4. Managed Workstation Environment - Local administrator access to workstations will be
restricted.

5. Centralized Software Upgrade & Deployment - Software upgrades and deployment through a

central managed push or pull process
Business User On-Site Support

1. Ensure support staff have proper training / certifications
2. QOutsource site support if cost/quality justified
3. Hardware repair service vendor if justified

Programming/Applications
Application maintenance costs can be reduced by:

1. Cecommissioning applications that are no longer in heavy use by the BU.

2. Adhering to mutually agreed-upon legacy decommissioning schedules.

3. Reducing the number and frequency of jobs to be run.

4, Reducing the amount of data stored online for a given application.

5. Moving toward one of three common databases (DB2, Oracle, SQL) rather than remaining

with a proprietary database.
Telecommunications
Telephone Basic Line

1. Size of the network
2. Congestion resolution and re-routing call flows based on traffic patterns
3. Maintaining interfaces to clients’ special voice processing applications such as Predictive

Dialing system, fax servers, and Automatic Call Distributions (ACD). This includes special routing
implementation for various applications.

4. Performing database backups, traffic reports, and applying software patch fixes to multiple
voice processing platforms.

5. Telephone network battery replacement and maintenance.

Telecom Moves/Adds/Changes

1. Minimize convenience moves
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2. Coordinate employee moves so that an employee is moved into a cubicle or office with an
appropriate handset to avoid phone change outs.

3. Plan moves well and minimizes last minute changes.

Call Center Basic Line

1. Call center agent licenses

2. Number of trunks required based on volume

3. Hardware and software vendor maintenance escalations

IT Cyber Security

1. Increase in national security threat levels.

2. Service Provider Initiatives

3. Enterprise Computing

Compute

1. Adopt common software products (i.e. database, reporting etc.) to eliminate unique
business unit costs and encourage common processes

2. Share servers across Business Units to enable full utilization

3. Maintain consistent version levels of standard software across Business Units to simplify the

environment and reduce support costs

Service Cost Drivers:

Service Cost Drivers
Multifunction Devices

1. Requests for non-contract multifunctional machines without contacting Information
Technology for contract pricing.

2. Equipment repairs due to abuse identified as out of scope of normal use.

3. Purchase of multifunctional equipment from vendors outside of the CNP approved vendor
selections.

Technology Support Services

1. Maintain standardized desktop images

2. Maintain standardized operating system(s) of Windows 10 (64 bit)

3. Standardize PC - enterprise image and additional applications based on BU requirements
and defined business user profiles (no customization)

4, Managed Workstation Environment - Local administrator access to workstations will be
restricted.

5. Centralized Software Upgrade & Deployment - Software upgrades and deployment through a

central managed push or pull process
Business User On-Site Support

1. Ensure support staff have proper training / certifications
2. Qutsource site support if cost/quality justified
3. Hardware repair service vendor if justified

Programming/Applications
Application maintenance costs can be reduced by:

1. Decommissioning applications that are no longer in heavy use by the BU.

2. Adhering to mutually agreed-upon legacy decommissioning schedules.

3. Reducing the number and frequency of jobs to be run.

4, Reducing the amount of data stored online for a given application.

5. Moving toward one of three common databases (DB2, Oracle, SQL) rather than remaining

with a proprietary database.

Telecommunications

Telephone Basic Line

1. Size of the network

2. Congestion resolution and re-routing call flows based on traffic patterns
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3. Maintaining interfaces to clients’ special voice processing applications such as Predictive
Dialing system, fax servers, and Automatic Call Distributions (ACD). This includes special routing
implementation for various applications.

4, Performing database backups, traffic reports, and applying software patch fixes to multiple
voice processing platforms.

5. Telephone network battery replacement and maintenance.

Telecom Moves/Adds/Changes

1. Minimize convenience moves

2. Coordinate employee moves so that an employee is moved into a cubicle or office with an
appropriate handset to avoid phone change outs.

3. Plan moves well and minimizes last minute changes.

Call Center Basic Line

1. Call center agent licenses

2. Number of trunks required based on volume

3. Hardware and software vendor maintenance escalations

Enterprise Network Services

Support employee relocations

Application deployments and required network configurations.

Application load balancing.

Detailed performance analysis

System upgrades for business systems and platforms.

DCesign for new facilities.

Security reviews and updates.

) Support of other departments projects and initiatives.

T Cyber Security

Increase in national security threat levels.

Service Provider Initiatives

Enterprise Computing

ompute

Adopt common software products (i.e. database, reporting etc.) to eliminate unique
usiness unit costs and encourage common processes

Share servers across Business Units to enable full utilization

Maintain consistent version levels of standard software across Business Units to simplify the
environment and reduce support costs
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Service Provider Initiatives:

Service Provider Initiatives

Multifunction Devices

1. Continue equipment evaluation to ensure standardization and optimization.

2. Reduce overall cost to CNP by reducing printer usage and increase volume on digital
multifunction devices.

Technology Support Services

2022 Technology Support Services initiatives include:

Panasonic Toughbook CF-33 Upgrades for Gas Operations - begin upgrade of 5-year-old Panasonic
CF-33 Toughbook’s in Gas Operations. 40% to be replaced in 2023 and the remainder in 2024.
Programming/Applications

Initiatives and/or Project implementations may impact production environments for durations
outside normal Block Maintenance Times. In those instances, Information Technology will notify
the affected business organizations in advance, and will work with bus