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Service Level Agreement
Verizon IP VPN Dedicated

As one of the world’s premier global service providers, Verizon Business is committed to providing best-in-class
performance and reliability over its network. As part of our commitment to our customers Verizon Business has
prepared this detailed Service Level Agreement (SLA). This SLA commits Verizon Business to a wide range of
service parameters and service credits.

If Customer qualifies for the SLA as per Section 2 below, this SLA shall be incorporated into and shall form part
of the contract for the supply of the Service by Verizon Business to Customer upon the terms of the relevant
Service Order Form(s) (“Service Order(s)”) submitted pursuant to the applicable International Master Services
Agreement (“IMSA”") or, if there is no IMSA, the Internet Services Agreement (“ISA”) signed by Customer, all
together forming “the Agreement”. In case of any inconsistencies between the constituent parts of the
Agreement, unless the context expressly requires otherwise, the following order of precedence shall apply: (i)
the SLA,; (ii) Service Order(s); and (iii) the IMSA/ISA. Capitalised terms in this SLA shall, unless such terms are
separately defined herein, have the same meanings as are ascribed to them in the IMSA/ISA and/or the Service
Order(s).

This SLA shall be valid for the duration of the Service Term with effect from the Service Activation Date.

Service Level Agreements

Verizon Business’s Service Level Agreements (“SLAs”) are listed below and detailed in Section 3. SLAs are
parameters where Verizon Business is accountable for any failure to meet the service level and will make
specified financial compensation (“Service Credits”).

VPN Availability - Customer Due Date
VPN Latency - IP Network Latency
Mean Time to Repair - IP Network Packet Delivery

Proactive Outage Notification

Note: If required by law in the governing jurisdiction of the Agreement, or if Customer otherwise requires, this Service Level
Agreement may be printed and executed as an agreement, by being signed and dated by both Parties

S (o] T U= S (o] T U=
(Customer) (Verizon Business)
Name: Name:
Title: Title:
Date: Date:

Version 7 220405 Page 1 of 19 © 2006 Verizon. All Rights Reserved.



Veri70Nbusiness

2 Qualification

2.1 Qualification for Verizon IP VPN Dedicated SLA

o Inthe case of Verizon Business failing to attain the SLAs described below, in total or in part, the
Customer is entitled to receive reimbursement of a proportion of the Charges for the Service, subject to
the exclusions detailed within this SLA and provided the Customer has complied with the following:

i. Customer must agree to an Initial Service Term of at least one year.

ii. Access Circuits needed for the Service must be provided and maintained by Verizon Business. This
SLA does not apply if Access Circuits are provided by Customer itself or by a third party.

iii. Customer must fulfil its contractual obligations, including but not limited to, the following:

a. enabling Verizon Business to install, operate and maintain an analogue connection for the
OOB modem (as described in the Service Description) per VPN site;

b. maintaining one Technical Point of Contact (“TPOC”) per VPN site (Location’s Technical
Point of Contact), as agreed in the Service Order(s);

Cc. maintaining one Outage Contact per VPN site who will be informed of scheduled
maintenance and outages affecting VPN site(s).

o If Verizon Business considers it necessary to take measures, at its own cost, to increase availability of
the Service (e.g. provision of additional Shadow Lines or ISDN dial connections for backup purposes,
additional CPE at the VPN site) the Customer shall consent to the execution of these measures by
Verizon Business and give full co-operation.

o Customer must operate a VPN with at least three VPN sites in the locations covered by the SLA
2.2 Qualification for VPN Latency SLAs

o Customer must operate a VPN with at least three VPN sites in each Logical VPN. A logical VPN is a
set of VPN sites identified with a unique VPN ID.

o In order to deliver a VPN that meets specific Customer requirements, more than one VPN ID may be
assigned to the Customer’s Service. In this case, each VPN ID will be treated as a separate VPN for
the purpose of this SLA. Latency SLAs will be calculated for each Logical VPN.

0 Sites using DSL Access Circuits do not qualify for VPN Latency SLAs.

0 VPN Latency SLAs are only applicable if Customer’s sustained usage level for each dedicated Leased
Line Access Circuit (as measured by Verizon Business) is less than or equal to 50% of the total capacity
of bandwidth (as defined in the Service Description) ordered by the Customer for each VPN site:

If a Leased Line Access Circuit’s monthly average load is over 50% of total bandwidth capacity
at a VPN site in any two consecutive months, Verizon Business shall notify the Customer.
Monthly average load is measured 24 hours a day, 7 days a week.

If the Customer does not order a capacity upgrade within 30 days of the date of this notification
then no Service Credits in respect of VPN Latency SLAs will be granted to the Customer for the
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remainder of the Service Term in respect of that VPN site. If the affected VPN site is part of a
fully meshed topology VPN or the Hub of a hub-and-spoke topology VPN then no Service
Credits in respect of the Latency SLA will be granted to the Customer for the remainder of the
Service Term in respect of all VPN sites within the Customer’s Logical VPN.

3 Service Level Agreements

3.1 Classification of locations covered by the SLA

Because service levels available from PTTs and other local access providers differ between countries, Verizon
Business’s SLAs for VPN Availability, Pro-active Notification, Mean Time to Repair and Customer Due Date are
divided into three geographic regions. The location of a VPN Site will determine the applicable service levels.

U.S. — 48 contiguous United States

Global Tier A — Australia, Austria, Belgium, Canada, Czech Republic, Denmark, Finland, France, Germany,
Greece, Hong Kong, Hungary, Ireland, Italy, Japan, Luxembourg, Netherlands, Norway, Portugal,
Singapore, South Korea, Spain, Sweden, Switzerland, Taiwan United Kingdom

Global Tier B — Argentina, Brazil, Chile, Mexico, Panama

Because of the way Verizon Business measures and reports latency and packet loss Verizon Business’s SLA
for these metrics are divided into four different geographic regions. The location of a VPN Site will determine
the applicable service levels.

North America - United States (US) and Canada.

EMEA - Austria, Belgium, Czech Republic, Denmark, Finland, France, Germany, Greece, Hungary, Ireland,
Italy, Luxembourg, Netherlands, Norway, Portugal, Spain, Sweden, Switzerland and United Kingdom.

Asia Pacific - Australia, Hong Kong, Japan, Singapore, South Korea and Taiwan.
Latin America - Argentina, Brazil, Chile, Mexico and Panama.

This SLA document supersedes all SLA terms and conditions documented at
http://www.verizonbusiness.com/terms/.

at http://www.verizonbusiness.com/terms/.

If this SLA is not available in a country where Verizon IP VPN Dedicated is provided, the VPN site in that
country shall automatically benefit from any available Internet Dedicated SLA in that country.

3.2 Connectivity to Verizon Business

The SLA Verizon Business offers depends on the type of connectivity between Customer’s VPN sites and the
Verizon (IP) Network. There are three ways Customer can connect to the Verizon (IP) Network:
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On-Net Access — means local access is furnished wholly via facilities owned or operated by Verizon
Business or a Verizon Business Affiliate. If a VPN site is collocated with Verizon Business, Customer is
considered to have On-Net Access for Service to that VPN site.

Off-Net Access — means local access is not wholly furnished via facilities owned or operated by Verizon
Business or a Verizon Business Affiliate but ordered by Verizon Business or a Verizon Business Affiliate
from a third party such as the local PTT.

Third Party Access — means local access plus the IP network up to an Verizon peering point is not owned or
operated by Verizon Business or a Verizon Business Affiliate. Hence all VPN sites using Third Party
Access are excluded from this SLA

3.3 Service Level Agreements

Verizon Business provides SLAs to Customer for VPN Availability, VPN Latency, Mean Time to Repair, Pro-
active Outage Notification, Customer Due Date, IP Network Latency and IP Network Packet Delivery.

Service Level us Global Tier A Global Tier B
Agreements

VPN Availability (With diverse 99.9% 99.9% 99.7%
back-up)
VPN Availability (Without diverse 99.8% 99.8% 99.6%
back-up)

Pro-active Outage Notification 30 minutes 30 minutes 30 minutes
Mean Time To Repair (MTTR) 5 Hours 5 Hours 8 Hours

Customer Due Date (CDD) (On-
Net Access)

100% of Services
installed within 50
Business Days for 56k
- T1 and 70 Business
Days for T3

*100% of Services
installed within CDD

100% of Services
installed within CDD

Customer Due Date (CDD) (Off-
Net Access)

100% of Services
installed within 50
Business Days for 56k
- T1 and 70 Business

*100% of Services
installed within 17
Business Days
following completion of

100% of Services
installed within 17
Business Days
following completion of

Days for T3 local loop installation local loop installation
(Target only) (Target only)
. Latin
Service Level Us EMEA Asia Pacific America
Agreements (cont)
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VPN Latency Yes - see Yes - see Yes - see Yes - see
section 4.2 section 4.2 section 4.2 section 4.2
IP Network Latency Yes — see Yes — see Yes — see Yes — see
section 4.6 section 4.6 section 4.6 section 4.6
IP Network Packet Delivery Yes — see Yes — see Yes — see Yes — see
section 4.7 section 4.7 section 4.7 section 4.7

A

*Canada offers an SLA of 100% of Services installed within 60 Business Days for 56k - T1 and 80 Business
Days for T3 rather than a target.

4 Definition of Standard SLA Parameters

Verizon (IP) Network Diagram

L ocal Access
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L ocal Access
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End-to-End Network for:- VPN Latency, Pro-active Outage
Notification and Network MTTR measur ement pur poses

4.1 VPN Availability

Definition

o VPN Availability is defined as the total number of minutes in a calendar month during which the Verizon
(IP) Network is available to transmit and/or receive IP packets between a Customer’s VPN site and the
Verizon (IP) Network, divided by the total number of minutes in a thirty (30) day calendar month.

With Backup Service
0 Verizon Business shall agree to a higher SLA for VPN Availability for a particular VPN site if Customer
orders any of the following Backup Services for that VPN site:
i. ISDN Backup
ii. Shadow line without redundant CPE (Shadow Service)
iii. Shadow Line with redundant CPE (Dual CPE Fail-Over Service)
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The Backup Services referred to in ii. and iii. must be installed at different (diverse) Verizon POPs
(network hubs) as detailed in the Service Description.

Service Level Agreement
o0 VPN Availability SLA is 99.9% for VPN sites with Backup Services installed or 99.8% for those not
benefiting from Backup Services.

0 VPN Availability is calculated in relation to Network Outages only.

0 Sites using DSL Access Circuits do not qualify for VPN Availability SLAs.

0 Measurement is based on the Trouble Ticket time documentation.

o If the use of the Backup Services is non compliant with the authorised usage as stipulated in the Service
Description, Customer will only benefit from the 99.8% VPN Availability SLA in that calendar month.

0 Where Customer is responsible for paying ISDN Back-up call charges, the time during which the IP
Packets are being transmitted over the ISDN Back-Up will be considered as Network Outage time
providing the Customer has opened a Trouble Ticket reporting the outage or a Trouble Ticket has been
opened by Verizon Business on the Customer’s behalf as part of the managed service.

Calculation

Monthly VPN Availability (%)=

( 1- ( Total minutes of VPN site Qutage per month ) |) X100

30 days x 24 hours x 60 minutes

Service Credits
For simplicity the Service Credit calculation is always based on a thirty (30) day calendar month.

The following tables contain the percentage availability translated into minutes of up time (100% availability),
downtime and show how these times are related to actual Service Credits.

Number of 100 % Network Network Network Network
Days in the Availability Outage in Outage in Outage in Outage in
Month per Month in Minutes for Minutes for Minutes for Minutes for
Minutes 99.9% SLA 99.8% SLA 99.7% SLA 99.6% SLA
30 Days 43.200 43 86 130 173

VPN Availability Service Credit Schedule

US & Region A VPN Availability

Region B VPN Availability

VPN Site Down Time [Service Credits as % [VPN Site Down Time [Service Credits as %
of Verizon Business of MRC monthly fee
monthly fee (MRC) (MRC)
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Minutes with without |Minutes with without
Backup | Backup Backup | Backup
From To Service | Service | From To Service | Service
0 43 0% 0% 0 129 0% 0%
44 86 10% 0% 130 172 10% 0%
87 120 10% 10% 173 240 10% 10%
121 240 15% 10% 241 360 15% 15%
241 360 15% 15% 361 640 15% 15%
361 640 20% 15% 641 720 20% 15%
641 720 20% 20% >720 20% 20%
>720 20% 20%

4.2 VPN Latency

Definition
o VPN Latency is the average packet round trip transmission time between CPEs at the VPN sites that
constitute a Logical VPN.

Service Level Agreement
0 The delay is measured CPE-to-CPE at the tunnel termination point.
o0 VPN Latency: Logical VPN with 3-10 VPN sites

EMEA North America Asia Pacific Latin America
EMEA 120 ms
North America 300 ms
Asia Pacific 300 ms
Latin America 300 ms
VPNs in 3 regions (without LatAm Sites) 300 ms
VPNSs in 3 regions (including LatAm Sites) or VPNs in 4 regions 350 ms

o VPN Latency: Logical VPN with 11+ VPN sites

Asia Pacific Latin America

North America

EMEA

EMEA 90 ms
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North America 250 ms 90 ms

Asia Pacific 250 ms 250 ms
Latin America 250 ms 250 ms
VPNs in 3-4 regions 250 ms

0 VPN Latency SLA examples:

Example 1)
Customer’s Logical VPN has 5 eligible sites
All VPN sites in EMEA
VPN Latency SLA = 120ms

Example 2)
Customer has two Logical VPNs
VPN #1 = 10 eligible sites - all North America
VPN #2 =5 eligible sites - all Asia Pacific
VPN #1 Latency SLA =90 ms
VPN #2 Latency SLA = 250 ms

Example 3)
Customer has one Logical VPN with 4 eligible sites
All sites in Asia Pacific
VPN Latency SLA =250 ms

Example 4)
Customer has one Logical VPN with 50 eligible sites
VPN Sites located in ALL regions
VPN Latency SLA = 250ms

Calculation
o0 VPN Latencies are measured between each VPN site as defined by the Logical VPN topology. To do
this, test packets are sent at regular intervals between the CPEs in each Logical VPN.

o Using Network Time Protocol (“NTP”) the internal clocks of the CPEs are synchronized, to enable an
exact reading of transfer times.

0 The calculation for each CPE pair is as follows:-
i. The first CPE (CPEl1l) sends a test packet to the CPE at the other end of the
VPN tunnel (CPE2) and saves the time the packet was sent at (=t1).
i CPE2 saves the time the packet is received (reception time).

iii. CPE2 subtracts the reception time from the current time and sends the difference (=p) per UDP
packet to CPEL.

iv. CPE1 receives the UDP packet and saves the time it is received (=t2)
V. CPE1 determines the transfer time as: Round trip time or RTT=(t2-t1)-p

0 Such calculations are then averaged over all CPE pairs in a Logical VPN and over the calendar month.
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Service Credits
o Fifteen (15) percent of the Monthly Fee (MRC) for each VPN site in a Logical VPN for the month in
which this VPN Latency SLA was not met.

Service Credits for each VPN site = 15 % of MRC

0 Maximum Service Credit is 15% even if a VPN site is included in multiple Logical VPNSs.

4.3 Mean Time To Repair (“MTTR")

Definition
o MTTR is the average time to restore the Service during a Network Outage.

Service Level Agreement
0 The MTTR SLA for US and Global Tier A VPN sites is five (5) hours excluding all Verizon IP VPN DSL
sites except Verizon IP VPN DSL sites in Belgium, France and Germany.

o Trouble Tickets associated with any router hardware failure for VPN sites located more than eighty

(80) kilometres radius from a Verizon Business spares depot (details available upon request from
your Verizon Business Account Manager) are excluded from the SLA.

o Verizon Business’s objective for VPN sites beyond the specified radius and excluded Verizon IP
VPN DSL sites will be to restore Service within 24 hours.

o The MTTR SLA for Global Tier B VPN sites is eight (8) hours excluding all Verizon IP VPN DSL sites.

o Trouble Tickets associated with any router hardware failure for VPN sites located more than fifty
(50) kilometres radius from a Verizon Business spares depot (details available upon request from
your Verizon Business Account Manager) are excluded from the SLA.

0 Verizon Business’s objective for VPN sites beyond the specified radius will be to restore Service
within 24 hours.

Calculation
o MTTR is calculated as a monthly average of the time taken to repair all Network Outages on a VPN site.

o The number of Network Outages is calculated from the number of corresponding Trouble Tickets for
Network Outages opened during the calendar month for the affected VPN site.

Monthly Mean Time To Repair (Hrs.) =

Cumulative length of Network Outage(s) per VPN site per calendar month
Total number of Trouble Tickets for Network Outages per VPN site per calendar month

Service Credits

Network Outage Time Service Credits as % of MRC
US, Global Tier Global Tier B
From To A
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Hour:Min:Sec Hour:Min:Sec MTTR MTTR
0:00:00 4:59:59 0% 0%
5:00:00 7:59:59 2% 0%
8:00:00 11:59:59 2% 2%

12:00:00 plus 2% 2%

VPN Availability and MTTR SLA Credit Example

Customer without Backup Service has 2 Network Outages on their site in Global Tier A (VPN MRC
$1,588)
- Total Network Outage of 630 minutes (or 10.5 hours)
First Outage: 347 minutes.
Second Outage: 283 minutes
Calculation for VPN Availability
630 minutes Global Tier A = 15% of MRC
Calculation for Mean Time to Repair
630 total minutes/2 outages = 315 minutes per outage
315 minutes = 5.25 hours or 5 hours and 15 minutes
5 hours and 15 minutes = 2% of MRC
Service Credit
- MRC for VPN Service = $1,588
- Credit=17%
- Total Dollar Value = $190.56

4.4 Proactive Outage Notification (“PON”")

Definition

(o]

(o]

Verizon Business will proactively monitor all interfaces relating to Verizon Business provided CPE.

A Managed Interface Fault is defined as loss of layer 2 protocol as indicated by missed ICMP polls.

Service Level Agreement

(0]

(o]

Verizon Business will open a Priority 1 Trouble Ticket for each Managed Interface Fault.

For at least eighty percent (80%) of Priority 1 Trouble Tickets in any one month, Verizon Business aims
to notify Customer, via e-mail, within fifteen (15) minutes of identifying the Managed Interface Fault

Verizon Business will notify the Customer of the Fault and the associated Trouble Ticket number.

PON will be provided to the Outage Contact.

Service Credits

(o]

10 % of MRC

Service Credits for each VPN site

The Service Credit will be calculated on the total MRC for all sites experiencing a Managed Interface
Fault during the relevant calendar month.
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4.5

Customer Due Date (“CDD”)

Definition

(o]

The CDD is the date that Verizon Business commits to deliver the Service to the Customer at each VPN
site.

Service Level Agreement

(0]

The US CDD SLA is 100% of VPN sites will be installed within fifty (50) Business Days for T1 and
seventy (70) Business Days for T3. The CDD time period shall be calculated from the date of Order
Acceptance.

The Canadian CDD SLA is 100% of VPN sites will be installed within sixty (60) Business Days for 56k -
T1 and eighty (80) Business Days for T3. The CDD time period shall be calculated from the date of
Order Acceptance.

For Global Tier A (excluding Canada) and Global Tier B Verizon Business will confirm the CDD in
writing to Customer upon acceptance by Verizon Business of the Service Order.
Where the Service is provided to a VPN site, which has existing On-Net Access, Verizon
Business agrees to deliver the Service by the CDD
Where the Service or any part thereof is delivered to an VPN site using Off-Net Access, Verizon
Business’s objective will be to deliver the Service within seventeen (17) Business Days of the
date the installation of the third party local access circuit(s) is complete.

Where the Service or any part thereof, to a VPN site, requires new Verizon Business direct On-Net
Access, Verizon Business is unable to make any commitment in respect of the CDD.

CDD is only valid if the VPN site to be installed will have at least one other VPN site to communicate
with. If the VPN site to be installed is the first its CDD shall be automatically become CDD of the next
VPN site to be installed to which it can communicate.

Service Credits

(o]

(o]

4.6

If Verizon Business fails to meet the CDD SLA the Customer shall receive a Service Credit equal to the
MRC that would have been payable for the affected VPN site from the CDD until the Service is
delivered.

The applicable Service Credits shall be calculated as follows: MRC divided by the nhumber of days in the

month, multiplied by the difference in number of days between the CDD and the date the Service is
delivered.

IP Network Latency

Definition

(o]

Verizon Business’s IP Network Latency is average round-trip latency between Verizon Business-
designated transit backbone routers ("Hub Routers”).

Service Level Agreement

(0]

The following apply to VPN sites in North America and EMEA.
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o Transatlantic Network Latency SLA is average round-trip transmissions of 90 milliseconds or less
between a Hub Router in the New York metropolitan area and a Hub Router in the London
metropolitan area.

o EMEA Network Latency SLA is average round-trip transmissions of 30 milliseconds or less between
Hub Routers within EMEA.

o North American Network Latency SLA is average round-trip transmissions of 45 milliseconds or less
between Hub Routers in North America

o North America to Intra-Europe Network Latency SLA is an average round-trip transmission of 110
milliseconds or less between a Hub Router in U.S. and a Hub Router in Intra Europe.

o Europe to Asia Pacific Rim Network Latency SLA is an average round-trip transmission of 420
milliseconds or less between a Hub Router in Europe and a Hub Router in Asia Pacific Rim.

o In addition to the above the following apply to VPN sites in Asia Pacific.
o Transpacific Network Latency SLA is average round-trip transmissions of 160 milliseconds or less
between a Hub Router in the Los Angeles metropolitan area and a Hub Router in the Tokyo

metropolitan area.

o0 Australia Transpacific Network Latency SLA is average round-trip transmissions of 210 milliseconds
or less between a Hub Router in Australia and a Hub Router in the United States.

o Hong Kong Transpacific Network Latency SLA is average round-trip transmissions of 230
milliseconds or less between a Hub Router Hong Kong and a Hub Router in the United States.

o Japan Network Latency SLA is average round-trip transmissions of 30 milliseconds or less between
Hub Routers within Japan.

o0 Singapore Transpacific Network Latency SLA is average round-trip transmissions of 260
milliseconds or less between a Hub Router in Singapore and a Hub Router in the United States.

o In addition to the North American and EMEA SLAs the following apply to VPN sites in Latin America.

0 Argentinean Network Latency SLA is average round-trip transmissions of 160 milliseconds or less
between a Hub Router in Argentina and a Hub Router in the United States.

o Brazilian Network Latency SLA is average round-trip transmissions of 130 milliseconds or less
between a Hub Router in Brazil and a hub Router in the United States.

0 Chilean Network Latency SLA is average round-trip transmissions of 150 milliseconds or less
between a Hub Router in Chile and a Hub Router in the United State.

o Panamanian Network Latency SLA is average round-trip transmissions of 60 milliseconds or less
between a Hub Router in Panama and a Hub Router in the United States.

Calculation
o Point-to-point measurements are taken between source and target Hub Routers.

o0 Round-trip latency is defined as the time between the sending of an Internet Control Message Protocol
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(“ICMP”) echo request to a remote host, and the receipt of the corresponding ICMP echo response.

o In order to provide a more representative measurement of the round-trip latency a stream of test
packets is used. The round-trip latencies for all packets in the stream are averaged to give a single

value.

o0 Monthly latency measures are provided by averaging the sample measurements taken during a
calendar month between Hub Routers.

Service Credits

Each calendar month’s network performance statistics relating to the Latency SLAs shall be posted at:
http://www.verizonbusiness.com/about/network/latency/.

Where the IP Network Latency SLA is not met, Customer can claim Service Credits in accordance with
Clause 5.2 of this SLA.

EMEA and / or N. N. American Transatlantic Service Credits per affected VPN site
American Latency Latency Latency (including
Intra Europe)
Exceeded Exceeded Not exceeded 3% of MRC
Exceeded Not exceeded Not exceeded 3% of MRC
Not exceeded Exceeded Not exceeded 3% of MRC
Not exceeded Not exceeded Exceeded 3% of MRC
Exceeded Exceeded Exceeded 6% of MRC
Exceeded Not exceeded Exceeded 6% of MRC
Not exceeded Exceeded Exceeded 6% of MRC

If Customer has VPN sites in an Asia Pacific country, and one or more of the following SLAs are not met,
Customer can claim 3% of the MRC for the affected VPN site for that calendar month:

- IP Network Latency SLA in that country;
- Transpacific SLA;
- Europe to Asia Pacific Rim Network Latency SLA;
- Any North America or EMEA SLAs.

If Customer has VPN sites in a Latin America country, and one or more of the following SLAs are not met,
the Customer can claim 3% of the MRC for the affected VPN site for that calendar month:

- IP Network Latency SLA in that country;
- Any North America or EMEA SLAs.

4.7 IP Network Packet Delivery

Definition

o Verizon Business’s IP Network Packet Delivery is the average round-trip packet delivery between Hub

Routers.

Service Level Agreement

0 The following apply to VPN sites in North America and EMEA.
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o Transatlantic Network Packet Delivery SLA is packet delivery of ninety nine point five percent
(99.5%) or greater between a Hub Router in the New York metropolitan area and a Hub Router in
the London metropolitan area

o EMEA Network Packet Delivery SLA is packet delivery of ninety nine point five percent (99.5%) or
greater between Hub Routers within EMEA.

o North American Network Packet Delivery SLA is packet delivery of ninety nine point five percent
(99.5%) or greater between Hub Routers in North America

o North America to Intra-Europe Network Packet Delivery SLA is packet delivery of ninety nine
percent (99%) or greater between a Hub Router in U.S. and a Hub Router in Intra Europe.

o Europe to Asia Pacific Rim Network Packet Delivery SLA is packet delivery of ninety nine percent
(99%) or greater between a Hub Router in Europe and a Hub Router in Asia Pacific Rim.

o In addition to the above the following apply to VPN sites in Asia Pacific.
o Transpacific Network Packet Delivery SLA is packet delivery of ninety nine percent (99%) or greater
between a Hub Router in the Los Angeles metropolitan area and a Hub Router in the Tokyo

metropolitan area.

0 Australia Transpacific Network Packet Delivery SLA is packet delivery of ninety nine percent (99%)
or greater between a Hub Router in Australia and a Hub Router in the United States.

o Hong Kong Transpacific Network Packet Delivery SLA is packet delivery of ninety nine percent
(99%) or greater between a Hub Router Hong Kong and a Hub Router in the United States.

o Japan Network Packet Delivery SLA is packet delivery of ninety nine percent (99%) or greater
between Hub Routers within Japan.

o0 Singapore Transpacific Network Packet Delivery SLA is packet delivery of ninety nine percent
(99%) or greater between a Hub Router in Singapore and a Hub Router in the United States.

o In addition to the North American and EMEA SLAs the following apply to VPN sites in Latin America.

o0 Argentinean Network Packet Delivery SLA is packet delivery of ninety nine percent (99%) or greater
between a Hub Router in Argentina and a Hub Router in the United States.

o Brazilian Network Packet Delivery SLA is packet delivery of ninety nine percent (99%) or greater
between a Hub Router in Argentina and a Hub Router in the United States.

o Chilean Network Packet Delivery SLA is packet delivery of ninety nine percent (99%) or greater
between a Hub Router in Chile and a Hub Router in the United State.

o Panamanian Network Packet Delivery SLA is packet delivery of ninety nine percent (99%) or
greater between a Hub Router in Panama and a Hub Router in the United States.
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Calculation

o ICMP round trip packet loss is calculated based on the same packet stream that is used to calculate
round trip time. No additional packets are injected into the Verizon (IP) Network to enable packet loss

measurement.

o0 Packet loss is measured by counting the number of ICMP echo requests sent and number of ICMP
echo responses received.

o Packet loss is then expressed as the percentage of packets for which an echo response is not received.

o Monthly packet delivery (packet delivery = 1 — packet loss) measures are provided by averaging the
sample measurements taken during a calendar month between Hub Routers.

Service Credits

Each calendar month’s network performance statistics relating to the IP Network Packet Delivery SLAs shall
be posted at: http://global.mci.com/about/network/latency/
Where the IP Network Packet Delivery is not met, Customer can claim Service Credits in accordance with

Clause 5.2 of this SLA.

EMEA and / or N.
American Packet

N. American
Packet Delivery

Transatlantic
Packet Delivery

Service Credits per affected VPN site

Delivery (including Intra
Europe)
Target not met Target not met Target met 3% of MRC
Target not met Target met Target met 3% of MRC
Target met Target not met Target met 3% of MRC
Target met Target met Target not met 3% of MRC
Target not met Target not met Target not met 6% of MRC
Target not met Target met Target not met 6% of MRC
Target met Target not met Target not met 6% of MRC

If Customer has VPN sites in an Asia Pacific country, and one or more of the following SLAs are not met,
Customer can claim 3% of the MRC for the affected VPN site for that calendar month:
- IP Network Packet Delivery SLA in that country;

- Transpacific SLA,

- Europe to Asia Pacific Rim Packet Delivery SLA,;
- Any North America or EMEA SLAs.

If Customer has VPN sites in a Latin America country, and one or more of the following SLAs are not met,
the Customer can claim 3% of the MRC for the affected VPN site for that calendar month:

- IP Network Packet Delivery SLA in that country;
- Any North America or EMEA SLAs.

5 How the SLA Works
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5.1 Reporting an SLA Related Fault

0 When Customer experiences a Fault to which an SLA relates, Customer must notify the appropriate
Verizon Business Help Desk (or Customer Service Centre) and open a Trouble Ticket.

o0 Verizon Business may also open a Trouble Ticket on the Customer’s behalf where it identifies that a
Fault exists.

5.2 How to Claim

Account Team
o All claims are to be made via your Verizon Business Account Team.

VPN Latency
o In order to receive a Service Credit on the VPN Latency SLA, Customer must do the following:
i. Make a request in writing, to Verizon Business Account Manager, for a Service Credit from
Verizon Business within 30 days of end of the calendar month.
ii. Document the following information when requesting the Service Credit:
a) VPN ID (as provided to Customer on commencement of Service) of the affected
Service
b) Circuit IDs (as provided to Customer on commencement of Service) for each of the
VPN sites that were affected by the Fault to which the SLA relates.

o Claims can only be made after 1 full calendar month of Service and then for each calendar month
thereafter.

VPN Availability, MTTR, and PON
o In order to receive a Service Credit on the VPN Availability, MTTR, and PON SLAs, Customer must do
the following:
i. Report the Fault and open a Trouble Ticket within 72 hours of the occurrence or have the number
of a Trouble Ticket opened by Verizon Business on Customer’s behalf
ii. Make a request in writing, to Verizon Business Account Manager, for a Service Credit from
Verizon Business within 30 days of the end of the relevant calendar month.
iii. Document the following information when requesting the Service Credit:
a) Trouble Ticket number;
b) Time the Trouble Ticket was opened and closed;
c) Circuit ID of the VPN site that was affected by the Fault to which the SLA relates.

CDD
o In order to receive a Service Credit on the CDD SLA, Customer must do the following:
i Make a request in writing, to Verizon Business Account Manager, for a Service Credit from
Verizon Business within 30 days of VPN site install completion
i Document the Circuit ID for the affected VPN site and number of days by which the CDD was
missed.

IP Network Latency and IP Network Packet Delivery
o In order to receive a Service Credit on the IP Network Latency or IP Network Packet Delivery SLA,
Customer must do the following:
i Make a request in writing, to Verizon Business Account Manager, for a Service Credit from
Verizon Business within 30 days of the end of the relevant calendar month.
ii. Provide the circuit IDs for each of the VPN sites that were affected by the Fault to which the SLA
relates.
iii. The report provided at http://global.mci.com/about/network/latency/ shall be the basis for any such
claims
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5.3 Application of Service Credits

o All applicable Service Credits will be provided to Customer in a separate Credit Note for each affected
VPN site.

o Credit Notes will be issued to the billing address of the affected VPN site.

o Credit Notes will be delivered within 90 calendar days following Verizon Business’s confirmation of non-
compliance with the SLA.

6 Terms and Conditions

6.1 Service Credit Liability and Other Remedies

o0 Service Credits are not cumulative month to month.

0 Service Credits or equivalent payments made by Verizon Business to Customer under this SLA are the
sole and exclusive remedy available to Customer in respect of any failure to meet an SLA.

o0 Verizon Business records and data shall be the basis for all SLA calculations and determinations.

o For the purpose of this SLA the term Monthly Fee (MRC) shall exclude any Charges to be paid for the
Access Circuit.

6.2 General Exclusions

0 The following exclusions apply where Verizon Business’s failure to meet any of the SLAs contained
herein is the result of:

Any act or omission on the part of Customer, its contractors or vendors, or any other entity over
which Customer exercises control or has the right to exercise control;

Scheduled maintenance on the part of Verizon Business or its Verizon Business Affiliates which
is within Verizon Business’s maintenance windows, as applicable from time to time;

Lapses of service or performance issues related to non-Verizon Business managed CPE at a
VPN site;

Lapses of service or performance issues related to Customer’s applications, equipment, or
facilities;

V. Any failure of communication resulting from provision of incorrect of incomplete contact
information from the Customer that prevents Verizon Business from issuing appropriate
notifications;

vi.  Verizon Business excludes from the measurement of Trouble Ticket duration any time identified
on the Trouble Ticket as “Customer Time” which shall mean any time attributable to or caused
by the following:

a) Incorrect or incomplete callout information provided by Customer that prevents Verizon
Business from completing the trouble diagnosis and restoration of the Service.

b) Verizon Business being denied access to network components at the VPN site when
access is required to complete trouble shooting, repair, restoration of the Service, diagnosis
or acceptance testing.

c) Customer’s failure or refusal to release the Service for testing.
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d) Verizon Business calls Customer to close Trouble Ticket, but Customer is unavailable or
Verizon Business is unable to verify restoration of the Service with a Customer.

Vi. Reasons of Force Majeure or other circumstances beyond Verizon Business’s reasonable
control.

7 Definitions and Classifications

7.1 Definition of “Service"

The Service enables the Customer to transmit IP packets between the VPN sites for inter-site communications
using the Verizon (IP) Network. All VPN sites are connected to the Verizon (IP) Network by means of fixed local
access circuits and can communicate with all other sites (fully-meshed topology) or exclusively with a central
company site (hub-and-spoke topology) or a combination of the two topologies.

7.2 Definition of “Fault”

A Fault is defined as a material defect, fault or impairment in the Service, which causes an interruption in
provision of the Service, or anything that gives rise to a request for assistance or a report, as described in this
SLA.

7.3 Classifications of “Fault”

The Trouble Ticket priority is related to the severity of the Fault. Please refer to the below schedule for
classifications of Faults.

Operational Classification Criteria

Priority 1 Fault . Total loss of service

Degraded service (i.e. the service is degraded to the extent where
the Customer is unable to use it and is prepared to release it for
immediate testing)

Priority 2 Fault - Degraded service (i.e. the service is degraded, the Customer is
able/still wants to use it and is not prepared to release it for
immediate testing)

Priority 3 Fault - Single non circuit specific quality of service enquiry

Priority 4 Fault - Assistance request, such as technical support provided by Verizon
Business, where Customer requests assistance in testing its
equipment and verifying connectivity
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Priority 5 Fault - Non service affecting, e.g. a Customer request for an incident report,
and all other queries not covered by Priority Faults 1 — 4 above
Scheduled maintenance

7.4 Definition of “Network Outage”

Any period where the Verizon (IP) Network is not available to a VPN site subject to the exclusions in this SLA. A
site counts as available if either the Access Circuit provided by Verizon Business or some sort of backup system
is available to the Customer. However, if a Fault has caused the backup system to activate, such Fault will be
treated as a Priority 1 Fault.

7.5 Definition of “Trouble Ticket”

A Trouble Ticket is the method used by either Customer or Verizon Business to advise the Verizon Business
Help Desk of a perceived Fault, including a Network Outage or a failure to meet an SLA. A unique Trouble
Ticket reference number will be raised and given to the Customer and should be used each time the Customer
calls in to the Help Desk for any Fault update or if appropriate, to inform Verizon Business of restoration of the
Service.

Customer acknowledges that if Customer does not initiate a Trouble Ticket with Verizon Business in accordance
with this SLA, or does not release the relevant circuit to Verizon Business for testing, Verizon Business shall not
be obligated to issue, and Customer shall not be entitled to receive, any Service Credits for failure to meet an
otherwise applicable SLA.

7.6 Scheduled Maintenance

Any maintenance executed on Verizon Business equipment used to provide the Service (a) of which the
Customer is notified 7 calendar days in advance, and (b) that is performed during a standard maintenance
window on Tuesdays and Thursdays from 3am to 7am local time of the Verizon Business hub to which the
Customer s circuit is connected. Notice of Scheduled Maintenance will be provided to the Outage Contact.

7.7 Order Acceptance

Verizon Business considers an order accepted when Verizon Business has received all of the following from
Customer: signed Service Agreement, signed price quotation or authorized purchase order, completed
| Customer Information Form, and (if requested by Verizon Business) completed credit application.
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