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Procedure el

Customer Escalation Procedure
(Amsterdam, Brussels, Lisbon and Paris)

To track the progress of established operational or technical faults and their resolution,
please ensure that you make a note of the full name of the person you speak to as well as

In the event of an any customer reference they may give you.

operational or technical  \arket/Functional Support Technical Support

issue on NYSE Euronext’s _
The Equities & Bonds and Structured Products Euronext Customer Technical Support (CTS)
European regu lated cash Surveillance teams of Euronext Cash Market is responsible for resolving all technical

Operations (CMO) provide customers issues experienced by members, data
markets or NYSE ArCa with functional assistance on everyday vendors and ISVs on Euronext regulated
EU rope, p|ease fo| |0W operations taking place on Euronext regulated  cash markets, NYSE Alternext, NYSE Arca

. cash markets, NYSE Alternext and NYSE Europe, SmartPool and the Bourse de
the escalatlon procedure Arca Europe, and also monitor the market Luxembourg, which NYSE Euronext
dGSCI’i bed on a functional level making sure that partners with the technology sidg. CTS

regulatory rules and policies are respected. is also responsible for the administration

Should a functional problem arise, trading of customer access means and Euronext

clients should contact the appropriate central systems.

Surveillance desk directly.
For commercial issues and any enquiries
not in relation to a specific fault, please
contact your local relationship manager.

For market/functional support contact:  For technical support contact:

Equities & Bonds Desk Customer Technical Support (CTS) Help Desk

equities@euronext.com
+33 (0)1 49 27 50 10 +33 (0)1 49 27 50 50 e cts@nyx.com

Structured Products Desk
structured.products@euronext.com
+33 (0)1 49 27 50 30 CTS Help Desk Line Managers

NYSE Arca Europe Desk Fred Croisic ® +33 (0)1 49 27 50 64
naetrading@nyx.com
+33 (0)1 49 27 50 00

Head of CTS Help Desk
Head of Equities & Bonds Desk Ahmed Arharbi ® +33 (0)1 49 27 50 81
Joachim Dellicour ® +33 (0)1 49 27 50 10

Head of Structured Products Desk
Nicolas Prudencio ® +33 (0)1 49 27 50 30 Head of Cash Market Operations

Head of NYSE Arca Europe Desk Fabrice Peresse ® +33 (0)1 49 27 12 40
Joachim Dellicour ® +33 (0)1 49 27 50 00

Head of Cash Market Surveillance
Jean-Pierre Backes ® +33 (0)1 49 27 50 22

Head of Cash Market Operations
Fabrice Peresse ® +33 (0)1 49 27 12 40
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