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Dear Mr' Flores,

The lnternet has become an indispensaPPl:{l ensuring companies

company continues to 
"ffiil:i.tiJ-n"Lo 

rot a reliable' high speed ano

InivLttlnti'l but crucial'

To address this need, we present tg ygy 
I_Lp^T-IGATE 

premium' our

to meet the ever'n"'"'l'"n|' i"i'un J'iiioo'y's corporate landscape'

reliable and managed 9onn99ti1i!,i3
,i-lfrgtt ro""l providers) and growtng'

lffjl=d",l,R:,*?:i'i,Jilf 'J:::ffii"j:''":I;"j''Ji?"?38ffi :til:
guaranteed to support your mission-

IGATE offers you the most powerful and most extensive broadband

critical, bandwidth-hu'g;'#i'tt;"i-til" 
uoit"' data and video appli

Our core network is engineered to provide uninlerrupted connection at

GatewayBorderno,t",..,?iri:i#X"':1fl"3Jffi T:l?:it:'J;:l

ohvsical level' Our core switches and

rufi; ;;;''lilncY and route glY":lY

Gatewav Border *o"'' 
t:;;'i"ili"r]i,i"rr I 

p peeri ns partners

H?,i:XIi"l:1#""i ;:ilfi; i;s,'E,'p", nsia ano tnirest or the

On the next page is the summaU if 9ur 
Service Proposal' lf you find

;;;i;;;iiv on tie sPace Provided below'

Thank you and we look forward to serving you'

With mY conformitY for:

OVERSEAS WORKERS WELFARE ADMINISTRATION

vours be on toP of its game' As Your

l!-"i"" ir* premium internet is not

internet service engineered

ffi;i;;yilto run 
-bandwidth-intensive

accePtable, kindlY signifY Your

truly Yours,

ALPHA

Manager

#:0928-5079093

0,1-'i026EBi
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ALPHA
- |GATE PREMIUM SOMBPS-0202201

lnstallation Address: OWWA BLDG., F.B. Harrison Street, Pasay 3ity

Site Contact
Person:

Contact no: Email:
Site Technical
Percon

Contact no: Email:
iGate Variant: FIXED - lnternet Service Bandv idth: I SOMbps
Circuit lP Block: a l29lP Block (6 lPs) | A ng lP Block 14lPs) | D 127 lP Block (30 lPs)

E 126lP Block (62 tPs) | D t29 tp Btock ( 26 lPs) | E l29lP Block (254 lPs)
CPE Details:

Other lnclusions:

Notes:

a. All rates are INCLUSIVE of VAT and other charges unless otherv
b. The rates provided shall be valid for a period of thirty (30) workinl
c. Pre-termination of the Contract shall render the Customer liable fr

to 100% of the unrealized monthly revenue charges for the ur
incurred in the recovery of equipment and facilities (de-installatior

d. The proposed rates assume the existence of appropriate faci
requirements, PLDT shall prepare a separate quotation for the ac

e. Managed Router is Co-terminus with the |GATE Service.

th my conformity for:
/ERSEAS *O*\s WELFARE ADM|N|STRATTON

?.,-V-\J

,,,\ - ltl6foflgry'^rl

se indicated.
days from receipt of proposal.
' pre-termination charges equivalent
rxpired term, plus actual expenses
cost).
lies. ln the event of special build
litional facilities required.
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Monthlv Recurrinq Cost (MRC): Php 144,000.00
One-Time Charqe (OTC):

c

d

e

With my con'
OVERSEAS
By:

Service Summary



DPLDT
PLDT DATA SERVICES TERMS AND

,. CofilracfDocrments

a' .lhe 
following documents Shall, by this reference, form integral parts of the contract between

PLDT and th; Customer for the provision by PLDT of the Servi@ described in the Proposal to

which this PLDT Data Seryices Terms and Conditions is attached (the 'Contracl'):

(1) Proposal with Customeds written conforme which contains the commercial tetms of the

Contract;

5, Deliveryol

6, PaymentTerms

7. ContractPeriod

8. Cancellation ol

ln €se of

9, Pre-termination

a. ln cse of

Total

(2)
(3)

This Data Seryi@s Terms and Conditions; and

The Service Level Agreement (appli€ble to all domestlc and internatronal dala seryrces except

DSL, lP-VPN via DSL and LP-VPN via wireless broadband)
(4) As Built Plans, Serurce Proto@l and Solution Design, if deemed necessary by PLDT, shall be

provided to the Customer and shal form part of the Contract

b. ln €se of any confltct in the interpretation of the provisions of the aforementioned documents,

these Terms and CondlUons shall prevail

. irttomDrfte$porsrrrlf/es

The Customer shall have the following responsib lities for the proper nstallation, operation and

maintenance of the Seruice requested:

a Provide access and clearance to allow duly authonzed PLDT personnel to enter and leave the

Customeis premises at reasonable hours or at such frequency as may be necessary and

sublect to pnor noti@ to the Customer, for the purpose of conducting slte suryeys' instaliation,

inspection and maintenance, and/or removai of its equipment and faolilies used in connection

with the Service. ln the event that the Customefs premises is lo€ted lnsrde a building, the

Customer shall mordinate wrth the Bulldrng Admlnistrator/Property l\4anagement Office and

secure the necessary permlts granting PLDT egress and ingress to the bulldlng twenty four hours

a day, seven days a week for maintenance, test and repair, and installation activiUes, subject to

complian@ by PLDT with reasonable building secunty regula!ons
b Prepare all the required civil works, conduits and in-house wiring nstallations pnor to the

installation of seruce PLDT reserves the right to delay installation works in the event the

required civil works, condults, and in-house wiring have not yet been installed, or ln the

alternative. start billing for the installed serur@s notwlthstanding the customeis inability to use

the same owing to its failure to install the requlred civil works, @ndlits and in-house wiring in a

timely manner.
c. For Radio and VSAT installations, electncal, civil works and towei @nstructlon (if applicable)

are for the ac@unt of the Customer and must comply with engineenng standards requlred by

PI DT
d Provide the required Uninterrupted Power Source (UPS) ln each ocation to ensure the

uninterrupted power supply ne@ssary for the continuous operation of the seruice Customer

shall provide eectnc power from a mmmerqal source connected to the standby generatol

required for the efficieni operation of PLDT-provlded equipment.
e Provide the interfa@ @bies between the PLDT equlpment and the Customer-provided

equipment.
f. Ensurethatnoconnectlon,dlsconnection movement and/oralterationofanyandallequipment

and facilities furnished by PLDT are onducted by parties other than the duly authorized PLDT
personnel.

g Provide a secure, clean and a well-ventilated and alr-@nditioned room suLtable for the proper

and continuous operation of all equipment used in the provslon of the SeNice

h. Provide due €re to all PLDT owned equipment installed in its offires. The Customer shal be

liable for any loss or damage on lhe equlpment upon completion of the inslallation by PLD'T

unless such loss or damages ls directly due to causes beyond its reasonable control.

i. Undertakes not to assign, transfer, sublease, charge or otheMise parl wlth the PLDT-owned

equipment, neither shall the Customer permit any extension of the Seryie whether or not said

extension may €use damage or lnterference to the Seruice without pnor written @nsent and

approval of PLDT.
j. irovide its own addrtional protection to lts system against external attacks/hacks. ln the event

of such occuren@, it is the Customeis responslbility to investlgate the matter with the proper

assistan€ of PLDT or its subsidianes and/or affiliates.
k. Other terms and conditions apply for speqfic PLDT Servi@ @mponents such as Customer

PremLses Equipment (CPE), such as routers, multiplexers, tadro equipment, special equipment
or others (Please refer to Annex A)

:i. Appllcable Priees rrd i-ar4s

a. Prices quoted are based on initial network design/@nfiguration presented sublect to change

depending on the final network conflguratron determrned during the actual suryey. PLDT shall

inform thtCustomer of any change ln the network @nfiguration and seek prior apptoval for any

change in pri@ from the original proposal as a result of the difference between the network

design/@nfiguration presented and the actual configuration. Should the Customer not approve

the change in initial network design/@nfrguration and price, PLDT and the Customer shall

negotiate to achieve a mutually acceptabLe solution.
D. Un-lessotheMiseindicated,thepricesquotedaboveareexclusiveofthel2%ValueAddedTax

(VAT)/Overseas Communictions Tax (OCT). Appli€ble taxes may apply for services provided

by forergn €rriers (Applies to internalional seruces only).

c Forcustomersclaimingtaxexemptions,thenecessaryexemption@rtifictesand/ordocuments
shall be submttted prior to tnstallation of the Servi@.

d. The pn@s provided for in the Proposal shal be valid for thirty (30) days from the date thereof

e ln addruon the pri@ shall be subject to fulflllment by the customer of the special @nditions (rf

any are specifed in the Proposal) pursuant to which PLDT offered such pnce. Non-fulfillment by

the Customer oi such special @nd trons shall entitle PLDT to amend the price of the Setuice

4" it I stal I ata n and l-ead-lirre..j

lnstallation and activation of Service shall be based on the mutually agreed Ready For Servi@

(RFS) date The prolected installatlon and actlvatron lead time is determrned on the basis of

the location of the customeas site (whether the site is within or outside PLDT',s franchise area)

and whether the provsLon ol the serytce in the customels site requires the construction and

installation of additional or new facilities.

(2)

\2)

a. Upon delrvery of
Endorsement of

b Upon activation

Acceptance of the Seryice

CPE to the Customeds designated site, the Customer shall sign an

and Service (EPS) form to acknowledge re@ipt of the CPE
and conclusion of PLDT'S testing thereof based on PLDT's

parameters, the
sign PLDT's
hear from the omer or reeive the signed ASF within seven (7) days from date of

form. PLDT shall assume thal the seruie is working, deemed acceptedendorsement of
and billable shall therefore take this as commitment on the Customeas part to pay/settle

neessary biling onents/charges for the serue(s) in ac@rdance with the signed
@nslsient wth these Terms and Condiuons.Proposal with

c. PLDT'S respo shall stricuy relate to the Seruice as described in the Proposal only. PLDT
cility for claims arising from internal hardware problems and softwareexpressly waives

requirements of Customer

C!stomeas duly
on the effective billing date indicted in the ASF signed by the

:ed or designated representative(s), subject to Section 5(b) of these
a Billing shali

Terms and
b. PLDT has the to provide the bill for the Service using any media available such as but

not limited to mail, printed bill sent through @uner or mail

c Payment must to PLDT within the stipulated due date as indicated in the bill

The Contract shall be Error! Reference source not found. (Error! Reference source
not found.) from the date of activation of each Serui@. PLDT links and all components

under the
link, the contract

rre @-teminus. lf PLDT Seruic @mponents are installed on the curent
the link is automatiGlly extended a@rding to the longest contract period

er shall cause its duly authorized or designated representative(s) to

of Service Form (ASF). lf, for any reason Mlatsoever, PLDT shall not

any written termination advi@ from the Customer sixty (60) days
term, the Contract shall be deemed automatically renewed for a

of the total value for the network seryice to @mpensate PLDT for the cost it incurred
rn the nstallaton

b. lf the qril t s by the Customer after it has passed the Bit Enor Rate (BER) and

parameter the Customer shall pay the Gn@llation charges as follows:
total @ntract value for the CPE as indi€ted above,1. 1O0a/. ol

t. SAa/o ot contract value for the netlvork seruice to compensate PLDT for the
in the installation works,

charges incurred

of Contract without fault on the part oi PLDT

(1) The required to submit a written noti@ at least sixty (60) €lendar days pnor

to the date of termination stating the reason/s ior such request.
charge equivalent to 1 00% of the unrealized monthly revenue charges for

the unexpired will be imposed.
(3) ln addrt on a

incurred.

will be imposed amounting to the actual total expenses

(4) Total charge shall be computed as follows

Charge = (No. of months remaining in the contract x Monthly
Charge) + i

installation
expenses incured in the recovery of equipment and facilities (De'

(5) The PLDT are co-teminus with the main PLDT data serui@. As such,

above charges also apply

b. llpgrading / of seruiG within the contract tem

before the end
penod equivalent the onginal term.

of the Servi€
f PLDT does

a. Afterinstallation
shall Pay 1 00% i

cost it
ii Actual

(1 ) Upgrading
payable to

amount despite
of the overdue

i have been started but prior to ac@ptance of the Serui€, the Customer
total contract value for the CPE that may be provided by PLDT and 20%

the Contract term is allowed, subject to an adjustment in the fees
forthe upgraded Serui@. However, downgrading is not allowed within

count, as well as other accounts involvng other existing PLDT services
PLDT records, are maintained or owned by, or kept under the same

the Contract for circuit, CPE, Seruer, and PCs , unless the Customer pays pre-

termination compuied n accordance with the following formu a:

charge = (MRC under the original contract . MRC of the
doMgraded x No. of months of the original contract.

that the Customer is sull obligated to pay the l\4onthly Rearring Charges
ded Service for the remainder of the Contract term

l0,Discontinuance ol

a. PLDT has the to dis@nunue the Serur@ for non-payment of fees due to PLDT within

the period for in the relevant bill for the Seryice. Subject to one (1 ) month pnor written
noti@ to the and provided that the Customer @ntinues to fail to pay the required

notice, PLDT has the option to dis@ntinue the seruice for non-payment

It is un
for the

which. based
Customefs Aside from the outstanding charges of the Customer due to PLDT'
appli@ble shall be imposed, subject to Section I hereof.

b The basis for )n of Seryice will be the date of receipt of the PLDT billing statement
bill was sent.or the date the

Page 3 of 7



11.

12.

&pLDr
c. The SeM@ is intended for the Customeis internal operations and not intended ,or

nalronallnternationalresaleofvoieand/ordata ThesecircuitswillnotbeusedforanyVoi€
Callback, or any form of Pubiic Switched Telephone Nehrork (PSTN) by-pass operation similar
to that of an lnternationai Srmple Resale or SR (the "Unauthonzed Use/s").

PLDT RESERVES THE UNILAIERAL RIGHT TO IIV]MEDIA'TELY TERMINATE/CANCEL

THE SERV]CE AT ANY TIIVE AND WITHOUT PRIOR NOTICE SHOULD PLDT FIND ANY

UNAUTHOR|ZED USE AS DEF]NED HEREIN OR THAT THE SERVICE OR ANY OF THE

LINES ARE UTILIZED OTHER THAN FOR ITS SPECIFIED PURPOSE ANDiOR IN ANY

INSTANCE IHAI PLDT FINDS THAT ANY OF ]TS I\4ATERIALS, WIRES, EQUiPMENT.

AND DEVICES, RESOURCES AND EFFECTS ARE ACTUALLY BElNG USED OR HAVE

BEEN USED BY THE CUSTOMER BUT WITHOUT, HOWEVER, SECUR]NG THE PRIOR

WRITTEN CONSENT OF PLDT PLDT ALSO RESERVES THE FURTHER RIGHT, AND

ALSO W THOUT PRIOR NOT]CE, TO ]IVIMEDIATELY DISCONNECT AND RECOVER ITS

MATERIALS, WIRES, EQUIPMENT, AND DEV]CES AND SUCH RESOURCES AND

EFFECTS WHICH ARE FOUND TO BE ILLEGALLY CONNECTED AND/OR ATTACHED

TO PLDT FACILITIES AND PROPERT]ES WITHOUT THE KNOWLEDGE, AUTHOR TY

ANDiOR PRIOR WRITTEN CONSENT OF PLDT FINALLY, PLDI RESERVESTHE RlGHT

TO COLLECT IV]ONETARY COIVIPENSATION 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 iIILLION PESOS

(PHP1,000,000.00), wHIcHEVER ls HIGHER.

d. ln addition to having the Servi@ temporarily/permanently dis@nnected and/or the telephone
lrnes (if applicaoie) bared from toll placement, there shall be a 2% penalty per month for
acco..ts wrth 90 days past due

e Notwithstanding Section 7.a, the dis@nnection of the main PLDT data seryice wlll mean

automatic drs@nnection of the Seruice components.

€orae Majeuie

a. PLDT shall not have any liability whatsoever or be deemed to be n default for any delay or
failure in the pedorman@ under the Contract resulting from acts beycnd ils control, including

without limitation, intemational system cable faults acts of God, acts cf nature, acts or
regulations of any governmental or supranational authority, war or nationai emergency,
accrdent, flre, lightning, not, strikes, lock-outs, industnal disputes (whether or not invoiving
PLDT's employees) or epidemics.

b. ln the event of service drsconnection arisrng from force maleure, PLDT shall endeavor to

restore serui@s as soon as possible, sublect to its disqeuon ln the a location oi available
resourGS.

tnaiemnifica'ttai

Ihe Customer agrees to defend, indemnify and ho d PLDT, its d rectors, offi€rs and employees,

free and harmless from and against all liabilities @sts and expenses, lncluding reasonable

attorneysfees,reatedtoorarisingfrom:(a)anyviolationofapplicablelaws regulationsor

these Terms and Conditions by the Customer (or any party uslng the Customeis account, with

or without the Customels permission, 1o access the Sery ce), (b) the use of the Seryice or the

placement or transmission of any message nformation software or other materials using the

Seruice by the Customer (or any party using the Customer's account, with or without the

Customeis permission, to access the Seruce)t (c) negligent acts, errors, or omissions by the

Customefs (or any party using the Customeis account, with or witho!t the Customeis
permissron, to acess the Seryice); (d) lniuries 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 mnneclion with these

Terms and Conditions. exrept to the extent that such liabrlities arisefrom the act, negligence or

willful misconduct of PLDTT or (e) claims for infringement of any intellectual property rights

ansing from the use of the Serue, any software orthe lnternet

{ebr,es

a, Rebate computat on shall be as follows:

Rebate for the = Monthly Rental

b. This Rebate is

(1) All appli€ble

730 Hrs.

lo the follow ng conditions:

will be computed based on PLDT's Enterprise Seruie Management
(177) rc@rds.

(2) Customer shall responsible to report to PLDT Corporate Helpdesk any outages
experienced by network.

(3) Customer submit a written /formal advice to PLDT to document its claim forany
rebates for subject to PLDT'S verifGtion. PLDT shall grant rebates based on lhe
results of its

(4) Customer must a written reque6t for rebate within two weeks from receiving Reason

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

(5) The following not subject to rebates:

i. Outages due

appli€tions,
Customers fault, equipment failure (e.9., failure of Customefs UPS) and

ii. Schedu ed

ii lnabllity of staff to gain access to the Customefs premises for the purpose of fault

rectifcation,
iv. lncidents of Majeure and Fortuitous Events,

v. Travel time aressibility of site, or
the Customels site.vi. Power

c. lt is understood parties herein that such credit allowan@ shall be the sole and exclusive
remedy of the ,r and shall be the sole and full extent of PLDT'S liability under this

of Service rnterruption.Agreement in the

l4.Limitation ol

ln no event shall PL be liable for any loss of revenue, business opportunity or business
advantage, loss of nterruption of business any rnd rect, inodenlal special or @nsequential

has been adused of the possibility of such claims.damages, even if

lS.Acceptable Use for PLDT Data SeMices

The use of the for any activity that is mntrary to laws, morals, customs or public policy

or which vrolates any decree, order or regulation, or atfects, interferes with or disrupts

the use of the other padies or the manner by wh ch PLDT provides the Seryice or any
other seM@s shall deemed inappropriate use and shall be @nsidered as a violation of the
accepiable use of the under these Tems and Conditions (the "A@ptable Use Policy").

l6.Violation of Use Poticy

a. PLDT will propriately in the event that it be@mes aware of any Unauthorized Us
in violataon of the Aceptable Use Policy. PLDT and its various affiliatesor use of the

and partners the nght to monitor bendwrdth usage and content from time to time to
operate the
network and

b. PLDT shall

to identify vlolations of lhe Ac€ptable Use Policy and/or to protect the

action. However,
customers of inappropriate behavior and take any necessary @rrective
the Service is used in a way which PLDT, in its sole disqetion, believes is

violative oi the Use Policy, PLDT may take any immediate respcnsive action it
deems Such aclions include, but are not limited to, temporary or permanent

and the immediate suspeosion or termination of all or any portion of iheremoval of
Seruice. PLDT
prejudice to any

not be liable for any such responsive actions and shall be without
available to PLDT under these Terms and Conditions, the law or in

equity in order to any and all damage/s suffered by PLDT arising trom the violation of
the Acceptable

c. PLDT reserues
Policy.
right to investigate suspected violations of the Aeeptable Use Policy,

including the of information frcm the user or usrs involved and the complaining
party, if any, and
an investigation,
authorizes PLDT

examination of any infomation on PLDT'S servers and network. During
may suspend the Serui@ of the Customer and the Customer hereby

cooperate with (i) law investigation authorities in the investigation of
suspected and (il) system administrators of other internet seryice providers
or other network
operation may

@mputing facrlities in order to enforce the A@eptable Use Policy Such
ude PLDT providing the username, lP address, or other identifying

information about Upon termination of an a@unt, PLDT is authorized to delete
any files, data and e-mail messages associated with such a@unt.

Signed in theCONFORME:

HERMINIC!I DN Ii. MENDOZA

OlC, Attu.,nting Division

"l 1,triq,r,,,.- (B.i 0* nn)
e.2-)-4
t lu [>, rr "!.'/02669i2

NE LONG

Page 4 ot 7

By:

:ARE ADMINISTRATIONr{Name
I-1 I,CACDAC

Designation:
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This Router/Switch/CPE Acceptable Use Policy
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
Custome/s receipt of the modified Policy.

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
b. Troubleshooting and rePair

2. The PLDT router/switch/CPE is provided for the

sole purpose of connecting the Custome/s
network to PLDT's network. PLDT will provide

initial and subsequent configurations as part of the

agreement.

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
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. lt is provided

for connectivity to lnternet Protocol/Multi-Protocol
Label Switching (IP/MPLS) or data networks and

must be used as a customer edge device.

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.

ANNEX A
Router/Switch/Gustomer Premises Equipment

7. PLDT'S

have its
For the
privilege

8. An

9. To

shall be
the site.

between DT and the Customer after end-to-end
testing the installed service. Part of such

test shall include Procedures in

with the Service Level Agreement
(sLA) PLDT and the Gustomer.

any unauthorized Person from

ble Use Policy

is up to the managed
only. The Customer should

means of securing its LAN network.
rter, a shared access read only level 7

given to Customer technical group.

ce test shall be conducted bY

after the Customer has accePted

or accessing the Customer's router, a

security will be applied on the console Port
and on auxiliary port of such router. The seals

10. Tampe with the security seal referred to in ltem
9 above void the router warranty. ln the event
of malfunction with voided warranty, the

shall pay an amount equivalent to the
' of the router contract before PLDT will

replace router.

11. The lease period will be equivalent to the

longest period for other PLDT Service
The Customer shall PaY Pre-

charges equivalent to the remaining
contract price if the Customer wishes to

the Service before the minimum
term expires. There will be no Pre-

charges payable for upgrades to the
existing
existing

which may involve changes to the
or the installation of additional

router
term.

during the minimum contract

features, service requirements and
components not included in the signed
which will require operating system,
and or license upgrade shall be subject

charges

Page 5 of 7
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ANNEX B

SERVICE LEVEL AGREEM

This Service Level Agreement is applicable to all domestic and
international data seruices except DSL, IP-VPN via DSL and IP-VPN via
wireless broadband,

A, SERVICE PERFORMANCE

Seryice Seryice Level Agreement

Availability 99.6%

1 The endlo-end Service Availabillty level indicated in above shall be

determined in the following mannerl

1 1 End{o-end Servi€Availability ls calculated perclrculton a calendarmonth

basis as follows:

(A-B) X 100%
A

Where A = Total Hours for the Calendar l\,4onth

B = Total Unavailable Hours for the same Calendar Month

Unavailable Hours shall be the sum of all hours in which the Data Seruice is

not available for usage This is €lculated f.om the time when Customer reports
a fault @ndition and releases the circuit to PLDT for failure analysis and teshng

action, to the tme PLDT returns or attempts to return the circuit to the Customer
in proper working condition

The granting of Seruice Credits is mntingent upon the Customer having

opened a trouble ticket with PLDT Enterpnse Seruice Management The start

of the problem occurrence will be considered to begin when the trouble ticket
is opened with PLDT Enterpnse Seryice Management for the purpos of

Seruice Credits The duration of the serylce outage period will be determined
at the sole discreuon of 1 77

1 2 For purposes of cal culating U navai lable Ho! rs, the foll owinO faults/outages
shall be excluded:

a. Outages due to Customers fault equipment failure (e.9. fallure of
Customeis UPS) and aPPlications.

b Scheduled maintenance
c. lnability of PLDT staff to gain access to the Customeis premises for the

purpose of fault rectifl€tion
d. lnodents of Force l\4ajeure and Fortuitous Events
e. Travel lime and accsslbility of site

f. Power failure in the Customeis site

1.3 Failure to lvleet Service Level. PLDT shall, upon request of the Customer
and after validation of PLDT. credit the Customer the amount correspondinq to
the penod of interruption, provided that the period of interuption shail not be

less than 1 75.2 minutes per month. The computation is as follows:

Rebate for the Month = MRC X

B. ROLES A'VD RESPONSIBILITIES

CUSTOMER

730 HE

1.2 Customer that all facilities and equipment installed by PLDT shal!

not be altered, shall any equipment or other devies that may hamper or
otheNise the performan@ ot IGATE be attached without the prior
written approval PLDT. Customer recognizes the ownership by PLDT of the

Tent installed by PLDT at Custome/s premises.fac litres and
1.3 Customer at its own expense, provide the in-house wiring, supply the

air-conditionlng needed for the smooth and uninteruptedelectnc power
operation and maintenane oi the transmission equipment associated
with the ,GATE
Site A and Bl.
'1.4 Customer

link installed at its offiG premises in lcustomer

perform 1st level of maintenance of the equipment by

identifying,
immediately

and @recting problems (when required) and
to PLDT any operational problems or outages.

for the provisioning, performance, support and

maintenane of the GAIE infrastruclure installed at Customels site. For all

PLDT shall be responsible for analyzing, mrrecting,identified
documenting and trouble tickets.

PLDT
PLDT shall be

2.1 PLDT
seruie.
2.2 lncident

2.2.1 isolation and resolution and link restoration for all its
serurceS

ldentify, analyze, correct and @mmunicate status of
problems
Follow through untrl problem closure with Customer.

with Customer policies on secunty and @nfidentiality during

2.3 Reason for (RFO) Summary - PLDT shall provide the Customer
with a report the reason/s for an outage upon Customeis request.

Rebates or credits due to the Customer by reason of an outage

Desk - Provide 24 hours a day, 7 days a week customer

as provided in the Terms and Conditions of the
by PLDT'S Enterprise Service Assuran@ reports

reported by the
servie, shall be

l.'l Customer shall provide at its own expense, suitable and adequate space

at its office rn [Customer Site A and Bl for the Data Circuit-Terminat]ng
Equipment (DCE) or modem to be installed thereat, and shal proteci the same

from natural elements. f re. and other hazards, and from ac@ss handling and

oPeraton by unauthorized Persons

CONFORME:

team based on rebate sent by the Customer as validated
by PLDT. PL response to Customeis request for rebate shall be relayed

to the lvlanager assigned to the Customer

Signed in the

LONG DISTANCE TELEPHONEoVERSEAS WORKERS WEL(ARE ADMINISTRATION

*#er(
rro r. cRcont
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ANNEX B.1

ESCALATION LIST FOR DATA
Key Contact lnformation L

E RESTORATION

Contact Percon Contact Num er E-mail

LEVEL 1

PLDT Corporate Customer Fault
Management (CCFM)
24 Hours Fault Management
Center

Fault Manager

177
(Nation Wide,
Landline)
1 800 1 888 5r

(toll-free for ot
0918 919 687'
(SMS only)

,LDT

56
er PTCs)

corporatecust
c@pldt.com.ph

LEVEL 2

Team Leader

Rowie Andrada
Susan Aldover
Tito Manalo

090889451 23
0920969991 s
090889731 50

rodandrada@pldt.com.ph ;
ssaldover@pldt.com.ph ;

rlmanalo@pldt.com.ph

LEVEL 3

Service Quality Manager
Tony Halili

091 891 89225
0998961 5823
09285068483

ashalili@pldt.com.ph

4

Division Head
Joma Cruz 09088751 895 jolcruz@pldt.com.ph

LEVEL 5

Center Head
Gene De Guzman gsdeguzman@pldt.com. ph

1. 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
. Nature of complaint

2. PLDT Corporate Customer Service Support shall provide the co
complaint.

3. For follow-up, customer shall provide PLDT CCSM with any of the
o Fault Ticket Number
r PL Number / Circuit Code

4. ln case of escalation via email, the following reference informatior
o Fault Ticket Number
. PL Number/Circuit Code
o Date and Time complaint was reported
. Nature of complaint

5. lt is recommended that escalation be confirmed thru e-mail for d
confirmed and acknowledged by receiving party.

6. PLDT CCSM must provide substantial update to the customer and
thereafter.

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

responding Fault Ticket Number for the

following information :

is needed:

nentation purposes. SMS should be

initially within 45 minutes, every hour
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