pPLDT

ALPHA

January 11, 2017

MR. DANILO FLORES

MIS Head
OVERSEAS WORKERS WELFARE

ADMINISTRATION
OWWA Bldg., F.B. Harrison Street, Pasay City

Dear Mr. Flores,

The Internet has become an indispensable tool in ensuring companies i
a reliable, high speed and c

company continues to expand, the need for
only essential but crucial.

To address this need, we

to meet the ever increasing demand of today's corporate landscape.

IGATE is a Dedicated Internet Access Service that provides high spe€
With a data transfer capacity of 450 Gbps (the large

the Global Internet.

IGATE offers you the most powerful and most extensive broadband nety
and real-time voice, data and video applicati

critical, bandwidth-hungry

Our core network is engineered to provide uninterrupted connection at
Routers are strategically located in separate sites to fu
number of international IP peering partners which
from the US, Europe, Asia and the rest of the world.

Gateway Border
We have the most
applications to and

On the next page is the summary of our Service Proposal. If
conformity on the space provided below.

Thank you and we 1cok forward to serving you.

With my conformity for:

OVERSEAS WORKERS WELFARE ADMINISTRATION

By:
Signature Over Pri N ; ' m\rﬁ/ /]
ignature Over runted& arg® of the Signatory “‘5 “/

w

~ \MENs LECY). CACDAG
Designation) e

Date Signed:

PLDT ALPHA OFFICIAL PROPOSAL -

present to you PLDT IGATE Premium, our b

you find t

iGATE PREMIUM 50MBPS-02022017

e yours be on top of its game. As your
bngestion free premium internet is not

est-in-class internet service engineered

d, reliable and managed connectivity to
kt amongst local providers) and growing,

vork guaranteed to support your mission-

pNs.

the physical level. Our core switches and
ther ensure resiliency and route diversity.
enables you to run bandwidth-intensive

Lis acceptable, kindly signify your

ery truly yours,

PLDT ALPHA
By: s

Relationship Manager
Mobile #: 0928-5079093

9

ot

20:702668!
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pLDT PLDT ALPHA OFFICIAL PROPOSAL ~ iGATE PREMIUM 50MBPS-02022017
ALPHA

Service Summary

Installation Address: | OWWA BLDG., F.B. Harrison Street, Pasay|City
Site Contact
Person:
Contact no: ] ] Email: l
Site Technical
Person
Contact no: | Email: l
iGate Variant: FIXED - Internet Service Bandwidth: l 50Mbps
Circuit IP Block: O /29 IP Block (6 IPs) /28 IP Block ({14 IPs) | O /27 IP Block (30 IPs)
O /26 IP Block (62 IPs) /29 IP Block (126 IPs) | O /29 IP Block (254 IPs)
CPE Details:
Other Inclusions:

Monthly Recurring Cost (MRC): Php 144,000.00
One-Time Charge (OTC): —

Notes:

a. All rates are INCLUSIVE of VAT and other charges unless otherwise indicated.

b. The rates provided shall be valid for a period of thirty (30) working days from receipt of proposal.

c. Pre-termination of the Contract shall render the Customer liable fgr pre-termination charges equivalent
to 100% of the unrealized monthly revenue charges for the unexpired term, plus actual expenses
incurred in the recovery of equipment and facilities (de-installation cost).

d. The proposed rates assume the existence of appropriate facilities. In the event of special build
requirements, PLDT shall prepare a separate quotation for the additional facilities required.

e. Managed Router is Co-terminus with the iGATE Service.

With my conformity for:
OVERSEAS WORKERS WELFARE ADMINISTRATION

By:

\Y™ 7

Signature Over Printed Name of the Signatory g
Des\gnatioa e £0 4 CACDAC < ’ ‘\(/(
Date Qigned: —Administaator
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PLDT

PLDT DATA SERVICES TERMS AND CONDI

1. Contract Documents

a. The following documents shall, by this reference, form integral parts of the contract between
PLDT and the Customer for the provision by PLDT of the Service described in the Proposal to
which this PLDT Data Services Terms and Conditions is attached (the “Contract’):

(1) Proposal with Customer's written conforme, which contains the commercial terms of the

Contract;

) This Data Services Terms and Conditions; and

(3) The Service Level Agreement (applicable to all domestic and international data services except
DSL, IP-VPN via DSL and IP-VPN via wireless broadband)

(4) As Built Plans, Service Protocol and Solution Design, if deemed necessary by PLDT, shall be
provided to the Customer and shall form part of the Contract.

b. In case of any conflict in the interpretation of the provisions of the aforementioned documents,
these Terms and Conditions shall prevail.

2. Customer Responsibilities

The Customer shall have the following responsibilities for the proper installation, operation and
maintenance of the Service requested:

a. Provide access and clearance to allow duly authorized PLDT personnel to enter and leave the
Customer’s premises at reasonable hours or at such frequency as may be necessary, and
subject to prior notice to the Customer, for the purpose of conducting site surveys, installation,
inspection and maintenance, and/or removal of its equipment and facilities used in connection
with the Service. In the event that the Customer's premises is located inside a building, the
Customer shall coordinate with the Building Administrator/Property Management Office and
secure the necessary permits granting PLDT egress and ingress to the building twenty four hours
a day, seven days a week for maintenance, test and repair, and installation activities, subject to
compliance by PLDT with reasonable building security regulations.

b. Prepare all the required civil works, conduits and in-house wiring installations prior to the
installation of service. PLDT reserves the right to delay installation works in the event the
required civil works, conduits, and in-house wiring have not yet been installed, or in the
alternative, start billing for the installed services notwithstanding the Customer’s inability to use
the same owing to its failure to install the required civil works, conduits, and in-house wiringin a
timely manner.

¢. For Radio and VSAT installations, electrical, civil works and tower construction (if applicable)
are for the account of the Customer and must comply with engineering standards required by
PLDT.

d. Provide the required Uninterrupted Power Source (UPS) in each location to ensure the
uninterrupted power supply necessary for the continuous operation of the service. Customer
shall provide electric power from a commercial source connected to the standby generator
required for the efficient operation of PLDT-provided equipment.

e. Provide the interface cables between the PLDT equipment and the Customer-provided
equipment.

. Ensure that no connection, disconnection, movement, and/or alteration of any and all equipment
and facilities furnished by PLDT are conducted by parties other than the duly authorized PLDT
personnel.

g. Provide a secure, clean and a well-ventilated and air-conditioned room suitable for the proper
and continuous operation of all equipment used in the provision of the Service.

h. Provide due care to all PLDT owned equipment installed in its offices. The Customer shall be
liable for any loss or damage on the equipment upon completion of the installation by PLDT
unless such loss or damages is directly due to causes beyond its reasonable control.

i. Undertakes not to assign, transfer, sublease, charge or otherwise part with the PLDT-owned
equipment; neither shall the Customer permit any extension of the Service whether or not said
extension may cause damage or interference to the Service, without prior written consent and
approval of PLDT.

j. Provide its own additional protection to its system against external attacks/hacks. In the event
of such occurrence, it is the Customer’s responsibility to investigate the matter with the proper
assistance of PLDT or its subsidiaries and/or affiliates.

k. Other terms and conditions apply for specific PLDT Service components such as Customer
Premises Equipment (CPE), such as routers, multiplexers, radio equipment, special equipment
or others (Please refer to Annex A).

3. Applicable Prices and Taxes

a. Prices quoted are based on initial network design/configuration presented subject to change
depending on the final network configuration determined during the actual survey. PLDT shall
inform the Customer of any change in the network configuration and seek prior approval for any
change in price from the original proposal as a result of the difference between the network
design/configuration presented and the actual configuration. Should the Customer not approve
the change in initial network design/configuration and price, PLDT and the Customer shall
negotiate to achieve a mutually acceptable solution.

b. Unless otherwise indicated, the prices quoted above are exclusive of the 12% Value Added Tax
(VAT)/Overseas Communications Tax (OCT). Applicable taxes may apply for services provided
by foreign carriers (Applies to international services only).

¢. For customers claiming tax exemptions, the necessary exemption certificates and/or documents
shall be submitted prior to installation of the Service.

d. The prices provided for in the Proposal shall be valid for thirty (30) days from the date thereof.

e. In addition, the price shall be subject to fulfilment by the Customer of the special conditions (if
any are specified in the Proposal) pursuant to which PLDT offered such price. Non-fulfiliment by
the Customer of such special conditions shall entitie PLDT to amend the price of the Service.

4. Installation and Lead-times

Installation and activation of Service shall be based on the mutually agreed Ready For Service
(RFS) date. The projected installation and activation lead time is determined on the basis of
the location of the Customer's site (whether the site is within or outside PLDT’s franchise area)
and whether the provision of the Service in the Customer’s site requires the construction and
installation of additional or new facilities.

5. Delivery of Equipme

a. Upon delivery of
Endorsement of P|

b. Upon activation o
parameters, the
sign PLDT'’s Accey
hear from the Cy
endorsement of th
and billable. PLDT
necessary billing
Proposal with Con

c. PLDT's responsibif
expressly waives
requirements of th)

6. Payment Terms

a. Billing shall comr
Customer’s duly g
Terms and Condit

b. PLDT has the opti
not limited to elecy

¢. Payment must be

7. Contract Period

a. The Contract ternf
not found.) month
under the Service|
link, the contract g
of the Service con

b. If PLDT does not
before the end of
period equivalent

8. Cancellation of Ord

In case of cancellatiol

a. After installation
shall pay 100% of
of the total contrag
in the installation

b. If the circuit is not
parameter testing

i.  100% of th
i. 50% ofthe

cost it incu
ii.  Actual de-if

9. Pre-termination of {

a. In case of pre-term

(1) The Customer,
to the date of

(2) Pre-terminatio
the unexpired

(3) In addition, a d
incurred.

(4) Total pre-termi

Total Pre-termin
Charge) + actua
installation cost;

(5) The PLDT Sery
above pre-tern

b. Upgrading / Downg

TIONS

Int; Acceptance of the Service

he CPE to the Customer's designated site, the Customer shall sign an
operty and Service (EPS) form to acknowledge receipt of the CPE.

the Service and conclusion of PLDT’s testing thereof based on PLDT's
ustomer shall cause its duly authorized or designated representative(s) to
btance of Service Form (ASF). If, for any reason whatsoever, PLDT shall not
stomer or receive the signed ASF within seven (7) days from date of
e form, PLDT shall assume that the service is working, deemed accepted
shall therefore take this as commitment on the Customer's part to pay/settle
components/charges for the service(s) in accordance with the signed
forme consistent with these Terms and Conditions.

ity shall strictly relate to the Service as described in the Proposal only. PLDT
liability for claims arising from internal hardware problems and software
e Customer.

nence on the effective billing date indicated in the ASF signed by the
uthorized or designated representative(s), subject to Section 5(b) of these
ons.

fon to provide the bill for the Service using any media available such as but
yonic mail, printed bill sent through courier or mail.

Femitted to PLDT within the stipulated due date as indicated in the bill.

shall be Error! Reference source not found. (Error! Reference source
s from the date of activation of each Service. PLDT links and all components
are co-terminus. |f PLDT Service components are installed on the current
If the link is automatically extended according to the longest contract period
ponents.

receive any written termination advice from the Customer sixty (60) days
Contract term, the Contract shall be deemed automatically renewed for a
o the original term.

r

 of order:

prks have been started but prior to acceptance of the Service, the Customer
he total contract value for the CPE that may be provided by PLDT and 20%
it value for the network service to compensate PLDT for the cost it incurred
orks.
laccepted by the Customer after it has passed the Bit Error Rate (BER) and
the Customer shall pay the cancellation charges as follows:

total contract value for the CPE as indicated above,

otal contract value for the network service to compensate PLDT for the
red in the installation works,
astallation charges incurred.

ontract

nation of Contract without fault on the part of PLDT:

is required to submit a written notice at least sixty (60) calendar days prior
ircuit termination stating the reason/s for such request.

charge equivalent to 100% of the unrealized monthly revenue charges for
lerm will be imposed.
k-installation charge will be imposed amounting to the actual total expenses

hation charge shall be computed as follows:

ation Charge = (No. of months remaining in the contract x Monthly
expenses incurred in the recovery of equipment and facilities (De-
ice components are co-terminus with the main PLDT data service. As such,

ination charges also apply.

rading of service within the contract term

(1) Upgrading within the Contract term is allowed, subject to an adjustment in the fees

payable to PLI
the Contract tg
termination ch

Pre-terminatig
downgraded §

(2) It is understoo
for the downgr]

10. Discontinuance of §

a. PLDT has the op!
the period provide;
notice to the Cusf
amount despite s
of the overdue a
which, based on
Customer's namg
applicable pre-teri

b. The basis for disc
or the date the elqg

T for the upgraded Service. However, downgrading is not allowed within
rm for circuit, CPE, Server, and PCs, unless the Customer pays pre-
hrges computed in accordance with the following formula:

dn charge = (MRC under the original contract - MRC of the
Service) x No. of months of the original contract.

i that the Customer is still obligated to pay the Monthly Recurring Charges
aded Service for the remainder of the Contract term.

ervice

on to discontinue the Service for non-payment of fees due to PLDT within
4 for in the relevant bill for the Service. Subject to one (1) month prior written
lomer and provided that the Customer continues to fail to pay the required
ch notice, PLDT has the option to discontinue the service for non-payment
tcount, as well as other accounts involving other existing PLDT services
PLDT records, are maintained or owned by, or kept under the same
. Aside from the outstanding charges of the Customer due to PLDT,
mination charges shall be imposed, subject to Section 9 hereof.

bnnection of Service will be the date of receipt of the PLDT billing statement
ctronic bill was sent.
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11.

12

13.

PLDT

c. The Service is intended for the Customers internal operations and not intended for
nationalfinternational resale of voice and/or data. These circuits will not be used for any Voice
Callback, or any form of Public Switched Telephone Network (PSTN) by-pass operation similar
to that of an International Simple Resale or ISR (the “Unauthorized Use/s”).

PLDT RESERVES THE UNILATERAL RIGHT TO IMMEDIATELY TERMINATE/CANCEL
THE SERVICE AT ANY TIME AND WITHOUT PRIOR NOTICE SHOULD PLDT FIND ANY
UNAUTHORIZED USE AS DEFINED HEREIN OR THAT THE SERVICE OR ANY OF THE
LINES ARE UTILIZED OTHER THAN FOR ITS SPECIFIED PURPOSE AND/OR IN ANY
INSTANCE THAT PLDT FINDS THAT ANY OF ITS MATERIALS, WIRES, EQUIPMENT,
AND DEVICES, RESOURCES AND EFFECTS ARE ACTUALLY BEING USED OR HAVE
BEEN USED BY THE CUSTOMER BUT WITHOUT, HOWEVER, SECURING THE PRIOR
WRITTEN CONSENT OF PLDT. PLDT ALSO RESERVES THE FURTHER RIGHT, AND
ALSO WITHOUT PRIOR NOTICE, TO IMMEDIATELY DISCONNECT AND RECOVER ITS
MATERIALS, WIRES, EQUIPMENT, AND DEVICES AND SUCH RESOURCES AND
EFFECTS WHICH ARE FOUND TO BE ILLEGALLY CONNECTED AND/OR ATTACHED
TO PLDT FACILITIES AND PROPERTIES WITHOUT THE KNOWLEDGE, AUTHORITY
AND/OR PRIOR WRITTEN CONSENT OF PLDT. FINALLY, PLDT RESERVES THE RIGHT
TO COLLECT MONETARY COMPENSATION DUE TO REVENUE LOSS OCCASIONED
BY SUCH UNAUTHORIZED USE AND/OR OPERATIONS OR TO COLLECT FROM THE
CUSTOMER LIQUIDATED DAMAGES IN THE TOTAL AMOUNT OF ONE MILLION PESOS
(PHP1,000,000.00), WHICHEVER IS HIGHER.

d. In addition to having the Service temporarily/permanently disconnected and/or the telephone
lines (if applicable) barred from toll placement, there shall be a 2% penalty per month for
accounts with 90 days past due.

e. Notwithstanding Section 7.a, the disconnection of the main PLDT data service will mean
automatic disconnection of the Service components.

Force Majeure

a. PLDT shall not have any liability whatsoever or be deemed to be in default for any delay or
failure in the performance under the Contract resulting from acts beyend its control, including
without limitation, international system cable faults, acts of God, acts cf nature, acts or
regulations of any governmental or supranational authority, war or nationai emergency,
accident, fire, lightning, riot, strikes, lock-outs, industrial disputes (whether or not involving
PLDT'’s employees) or epidemics.

b. In the event of service disconnection arising from force majeure, PLDT shall endeavor to
restore services as soon as possible, subject to its discretion in the allocation of available
resources.

Indemnification

The Customer agrees to defend, indemnify and hold PLDT, its directors, officers and employees,
free and harmless from and against all liabilities, costs and expenses, including reasonable
attorney's fees, related to or arising from: (a) any violation of applicable laws, regulations or
these Terms and Conditions by the Customer (or any party using the Customer’s account, with
or without the Customer’s permission, to access the Service); (b) the use of the Service or the
placement or transmission of any message, information, software or other materials using the
Service by the Customer (or any party using the Customer’s account, with or without the
Customer's permission, to access the Service); (c) negligent acts, errors, or omissions by the
Customer's (or any party using the Customer’s account, with or without the Customer's
permission, to access the Service); (d) injuries to or death of any person and for damages to or
loss of any property, which may in any way arise out of or result from or in connection with these
Terms and Conditions, except to the extent that such liabilities arisefrom the act, negligence or
willful misconduct of PLDT; or (e) claims for infringement of any intellectual property rights
arising from the use of the Service, any software, or the Internet.

Rebates

a. Rebate computation shall be as follows:

Rebate for the Month = Monthly Rental X_Total downtime for the month {in hrs.)

b. This Rebate is subj

(177) records.

Customer shall
experienced by t
(3) Customer should

730 Hrs.

ject to the following conditions:

All applicable reppates will be computed based on PLDT's Enterprise Service Management

be responsible to report to PLDT Corporate Helpdesk any outages
e network.
submit a written /formal advice to PLDT to document its claim for any

rebates for outages, subject to PLDT's verification. PLDT shall grant rebates based on the

results of its verif

for Outage (RFO

Outages due
applications,
ii. Scheduled m:

iii. Inability of PL]
rectification,

iv. Incidents of F|

v. Travel time al

vi. Power failure

c. Itis understood by
remedy of the Cu
Agreement in the g

14. Limitation of Liability

In no event shall PL
advantage, loss of usq
damages, even if PLD)

15. Acceptable Use Poli

The use of the Servicg
or which violates any ¢
the use of the Service
other services shall bg
acceptable use of the

16. Violation of Acceptal

a. PLDT will respond
or use of the Servi
and partners reser)
operate the Servic|
network and PLDT

b. PLDT shall advise
action. However, i
violative of the Ac

deems appropriatg.

removal of content
Service. PLDT sh
prejudice to any ai
equity in order to r
the Acceptable Us
c. PLDT reserves th
including the gathq
party, if any, and tf]
an investigation, P
authorizes PLDT
suspected criminal
or other network ol
operation may in
information about i
any files, programs|

cation.

Customer must siibmit a written request for rebate within two weeks from receiving Reason

. Any rebate requests beyond this prescribed period shall be forfeited.

The following oufages are not subject to rebates:

0 Customers fault, equipment failure (e.g., failure of Customer's UPS) and

gintenance,
DT staff to gain access to the Customer’s premises for the purpose of fault

prce Majeure and Fortuitous Events,

d accessibility of site, or

n the Customer’s site.

he parties herein that such credit allowance shall be the sole and exclusive
tomer and shall be the sole and full extent of PLDT's liability under this
vent of Service interruption.

DT be liable for any loss of revenue, business opportunity or business
, interruption of business, any indirect, incidental, special or consequential
T has been advised of the possibility of such claims.

y for PLDT Data Services

for any activity that is contrary to laws, morals, customs or public policy
rdinance, decree, order or regulation, or affects, interferes with or disrupts
by other parties or the manner by which PLDT provides the Service or any
deemed inappropriate use and shall be considered as a violation of the
Bervice under these Terms and Conditions (the “Acceptable Use Policy”).

ble Use Policy

lappropriately in the event that it becomes aware of any Unauthorized Use
ce in violation of the Acceptable Use Policy. PLDT and its various affiliates
e the right to monitor bandwidth, usage and content from time to time to
B to identify violations of the Acceptable Use Policy, and/or to protect the
users.
customers of inappropriate behavior and take any necessary corrective
the Service is used in a way which PLDT, in its sole discretion, believes is
teptable Use Policy, PLDT may take any immediate respcnsive action it

Such actions include, but are not limited to, temporary or permanent
and the immediate suspension or termination of all or any portion of the
all not be liable for any such responsive actions and shall be without
tion available to PLDT under these Terms and Conditions, the law or in
cover any and all damage/s suffered by PLDT arising from the violation of
Policy.

right to investigate suspected violations of the Acceptable Use Policy,
ring of information from the user or users involved and the complaining
e examination of any information on PLDT's servers and network. During
LDT may suspend the Service of the Customer and the Customer hereby
b cooperate with (i) law investigation authorities in the investigation of
lviolations, and (ii) system administrators of other internet service providers
computing facilities in order to enforce the Acceptable Use Policy. Such
ude PLDT providing the username, IP address, or other identifying
e Customer. Upon termination of an account, PLDT is authorized to delete
data and e-mail messages associated with such account.

Y]

CONFORME: Signed in the prgsence of:
| A
OVERSEAS WORKERS WELFARE ADMINISTRATION PH'?—“?‘ﬁNE LONG DISTANCE TELEPHONE COMPANY
By: \ " - / 9
Signature OveNPrinted Name Y
ANS ! 7D L CACDAC
Designation: Administrator
Date:

HERMINICH DD D, MENDOZA
0IC, Accounting Division

<T L8 e - ( Reb -
L. AL

2fri o

2
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PLDT

Router/Switch/Customer Premises Equipment Ac¢eptable Use Policy

PLDT's

router/swiitch/CPE only.

have its

responsibility is up to the managed
The Customer should
pwn means of securing its LAN network.

For the rputer, a shared access read only level 7

privilege

s given to Customer technical group.

ANNEX A

This Router/Switch/CPE Acceptable Use Policy 7.

specifies the actions allowed by Philippine Long

Distance Telephone Company ("PLDT") to users

of the PLDT Network. PLDT reserves the right to

modify the Policy at any time, effective upon the

Customer’s receipt of the modified Policy.

8.

The following terms and conditions apply to all PLDT-

provided Customer Premises Equipment (CPE) and

routers:

1. Router/switch/CPE management includes the
following services:

a. Re-configuration of settings 9.
b. Troubleshooting and repair

2. The PLDT router/switch/CPE is provided for the
sole purpose of connecting the Customer's
network to PLDT's network. PLDT will provide
initial and subsequent configurations as part of the
agreement. 10.

3. PLDT will provide either Static or dynamic Boarder
Gateway Protocol (BGP) routing to the Customer's
Local Area Network (LAN) upon Customer's
request.

4. PLDT does not permit the connection of other 11.
provider's equipment or connections to any PLDT
router/switch/CPE, managed or otherwise, and will
not be responsible for configuring other provider's
equipment. Should PLDT identify any
unauthorized connection, PLDT shall have the
right to disconnect such unauthorized connection
without any liability to the Customer.

5. The PLDT router/switch/CPE is intended for the
Customer's enterprise network only. It is provided
for connectivity to Internet Protocol/Multi-Protocol
Label Switching (IP/MPLS) or data networks and
must be used as a customer edge device. 12.

6. PLDT provides and manages only Wide Area

Network (WAN) addresses and not LAN
addresses. The addresses for the LAN segment
are merely redistributed in the routing instance of
the Customer.

An accéptance test shall be conducted by
between PLDT and the Customer after end-to-end
testing gf the installed service. Part of such
acceptance test shall include procedures in
accordance with the Service Level Agreement
(SLA) between PLDT and the Customer.

To prevent any unauthorized person from
tampering or accessing the Customer’s router, a
security seal will be applied on the console port
and on the auxiliary port of such router. The seals
shall be @pplied after the Customer has accepted
the site.

Tampering with the security seal referred to in Item
9 above Will void the router warranty. In the event
of routel malfunction with voided warranty, the
Customelr shall pay an amount equivalent to the
remainder of the router contract before PLDT will
replace the router.

The minimum lease period will be equivalent to the
longest |ease period for other PLDT Service
componegnts. The Customer shall pay pre-
terminatipn charges equivalent to the remaining
contract| price if the Customer wishes to
downgrape the Service before the minimum
contract | term expires. There will be no pre-
terminatipn charges payable for upgrades to the
existing $ervice which may involve changes to the
existing Services or the installation of additional
router cgmponents during the minimum contract
term.

Additional features, service requirements and
hardwarg components not included in the signed
Proposa| which will require operating system,
hardware and or license upgrade shall be subject
to additignal charges.
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PLDT

ANNEX B
SERVICE LEVEL AGREEMENT

+ I

This Service Level Agr ble to all d tic and
international data services except DSL IP-VPN via DSL and IP-VPN via

wireless broadband.

A. SERVICE PERFORMANCE

Service Service Level Agreement

Availability 99.6%

1. The end-to-end Service Availability level indicated in above shall be
determined in the following manner:

1.1 End-to-end Service Availability is calculated per circuit on a calendar month
basis as follows:

A-B X 100%
A

Where: A = Total Hours for the Calendar Month
B = Total Unavailable Hours for the same Calendar Month

Unavailable Hours shall be the sum of all hours in which the Data Service is
not available for usage. This is calculated from the time when Customer reports
a fault condition and releases the circuit to PLDT for failure analysis and testing
action, to the time PLDT returns or attempts to return the circuit to the Customer
in proper working condition.

The granting of Service Credits is contingent upon the Customer having
opened a trouble ticket with PLDT Enterprise Service Management. The start
of the problem occurrence will be considered to begin when the trouble ticket
is opened with PLDT Enterprise Service Management for the purpose of
Service Credits. The duration of the service outage period will be determined
at the sole discretion of 177

1.2 For purposes of calculating Unavailable Hours, the following faults/outages
shall be excluded:
a. Outages due to Customers fault, equipment failure (e.g., failure of
Customer’'s UPS) and applications.
b. Scheduled maintenance
¢. Inability of PLDT staff to gain access to the Customer's premises for the
purpose of fault rectification
d. Incidents of Force Majeure and Fortuitous Events
e. Travel time and accessibility of site
f. Power failure in the Customer’s site

1.3 Failure to Meet Service Level. PLDT shall, upon request of the Customer
and after validation of PLDT, credit the Customer the amount corresponding to
the period of interruption, provided that the period of interruption shall not be
less than 175.2 minutes per month. The computation is as follows:

Rebate for the Month = MRC X Total downtime for the month (in hours)
730 Hrs

B. ROLES AND RESPONSIBILITIES

CUSTOMER
1.1 Customer shall provide, at its own expense, suitable and adequate space
at its office in [Customer Site A and B] for the Data Circuit-Terminating
Equipment (DCE) or modem to be installed thereat, and shall protect the same
from natural elements, fire, and other hazards, and from access, handling and
operation by unauthorized persons.

CONFORME:

1.2 Customer ag
not be altered, ni
otherwise impair
written approval g
facilities and equi
1.3 Customer sh3
electric power an
operation and go
with the IGATE
Site A and B].

1.4 Customer sh
identifying, anal
immediately repo

PLDT

PLDT shall be res|
maintenance of the
identified problems,
documenting and clo|

2.1 PLDT Servic
service.

2.2 Incident Man4

2.2.1 Conduct]

commy

22141

2.21.2

2.2.2 Compl
suppor

2.3 Reason for
with a report stati

Rebates

Rebates or serv
reported by the
service, shall be
team based on th
by PLDT. PLDT"
to the Relationshi

Signed in the prg

lees that all facilities and equipment installed by PLDT shall
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PLDT

ANNEX B-1

CBG CUSTOMER ESCALATION LIST FOR DATA SERVICE RESTORATION

Key Contact Information List

Contact Person Contact Number E-mail
LEVEL 1
177
. o s
PLDT Corporate Customer Fault E_Naté?n Vi, pLOT t
Management (CCFM) andline) corporatecust-
24 Hours Fault Management Fault Manager T Gl GERSEaR c@pldt.com.ph
Conter (toll-free for other PTCs)
0918 919 6877
(SMS only)
LEVEL 2
Rowie Andrada 09088945123 rodandrada@pldt.com.ph;
Susan Aldover 09209699915 ssaldover@pldt.com.ph;
Team Lesider Tito Manalo 09088973150 rimanalo@pldt.com.ph
LEVEL 3
09189189225
’ g Tony Halili 09989615823 ashalili@pldt.com.ph
Service Quality Manager 09285068483
LEVEL 4
Divisioi Head Joma Cruz 09088751895 jolcruz@pldt.com.ph
LEVEL 5
Barterfiaad Gene De Guzman gsdeguzman@pldt.com.ph

Notes:
1

5.

6.

Escalation to next level shall be done if no regular hourly feedback is given.

For trouble reporting, customer should provide the following:

PL Number / Circuit Code

Contact Person

Contact Number (for both terminating end, points A and B)
Service Type

Address (for both terminating end, points A and B) - optional
e Nature of complaint

PLDT Corporate Customer Service Support shall provide the cofresponding Fault Ticket Number for the

complaint.
For follow-up, customer shall provide PLDT CCSM with any of the
e  Fault Ticket Number
e PL Number/ Circuit Code
In case of escalation via email, the following reference information|
e  Fault Ticket Number
e  PL Number/Circuit Code
e Date and Time complaint was reported
e  Nature of complaint
It is recommended that escalation be confirmed thru e-mail for d
confirmed and acknowledged by receiving party.
PLDT CCSM must provide substantial update to the customer and
thereafter.

following information:

is needed:

bcumentation purposes. SMS should be

RM initially within 45 minutes, every hour
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