OoOVWWA
OVERSEAS WORKERS WELFARE ADMINISTRATION Date: March 18, 2019
Center Bldg. 7 Floor Reference No: OSB-19-11-R1.0

FB Harrison St. Pasay City

Attention : Mr. LEO V, CACDAC
OWWA - Administrator

Through +Ms. NIMFA C. UNICA / Mr. JUAN M. PARCO JR
OIC, PPMD Supply Officer

Subject : MANAGED SERVICES 2018
UNIFY Openscape Business X6

Dear Manm/Sir,

Based from your communication requirement, pleana find the sttached LEASING offer of the OPENSCAPE

BUSINESS X8 IP CONVERGED for your office from APRIL 1, 2010 o DECEMBER 31, 2016,

The offer is complete solution with 24 ANALOG TRUNK PORTS, 24 DIGITAL PORTS, 96 ANALOG LOCALS,
OSB ATTENDANT CONSOLE, BACK UP BATTERY & 16 DIGITAL PHONES with warranty and monthly
maintenance of the OSBIZ X8 IP CONVERGED solution package

The Commerciel Terms and Condition is attached below

Please let us know if you have any clarifications,

Thank you very much.
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SCOPE OF SERVICES:

Preventive Maintenance Service — ARSIELE TECHNOLOGIES shall perform preventive maintenance
service on @ MONTHLY basis on the Equipment to kesp the Equipment in good operating condition.
This service shall be in the form of an on-site visit consisting of:

7 A thorough Inspection of the equipment to ascertsin operational rellability, performances and
operational safety.
Petform evaiuation on the call logs application

A review of typicsl, encountered and potential problems
< The recommandation of solutions and/or courses of action.

Provide Remote Corrective Maintenance Support available from Monday to Friday, 8am to Spm

Provide on Site Corrective Msintenance Support and Minor Change Request srvallshia from ftanday to
Friday, 6:30am to 5:30pm. This is to comect or repair malfunction in or fellure bl The equpmant,

Uniimited Phone Support during normal working hours from Monday to Friday, 8am to S5pm.

Provide Technical Escalation Process to APAC Regional Support Center in Germany and Global Back
Level Support in Austria

ANSIBLE TECHNOLOGIES shall fumish the CUSTOMER a written nervice report of every
maintenance service done and the trouble shooling performed in order to have 8 readily avaiiable
historical data of the maintenance service.

ANSIBLE TECHNOLOGIES shall plovide Emergency Service. The Emergency Service offers 24-
hours. 7-days & week (24/7) service in case of acute and serious problems reiating to the operation of
the network or severs impairment to system availability.
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EMERGENCY SERVICE

The Emergency Service offers 24-hours, 7-days a week (24/7) sefvice in case of acute and serious problems
relating to the operation of the network or severs impsairment to system availebility. The goal of the Emergency
Senvice is to maintsin the availability of the network or system at alt imes or to recover from system faliure as
soon as possible. In their analysis and resojution of the reported problem, our enginsers use the latest
diagnostics and troubleshooting tools.

The following is the Emergency Number of ANSIBLE TECHNOLGIES: Sun Celtular Moblle No. (532 2851888 / 0922-
8688329

DEFINITION OF EMERGENCY (EMCY)

1
Priority | Definition Addressed by |
!
| 0 CRITICAL Afteciing the cperation of the service and Emergency [
system:
| Serious problem * Atotal faiture of the system which |
(probably caveed by resuits in the loss of processing
‘SW, HW or power | capsbility (ex. Processing of calls or
failure) that causes total | dats communication) :
tsilure of the system or ~ Loss of system capability to effect
succesasive recoveries automatic reconfigurations
As a result, the system Total systern crash
availability and service Total crash of signaling system
provisioning is totelly " Total system loas of management
affected. System
EMERGENCY MANDLING
1. Inifial reaponse . <= 2 hours
2. Nsutraiization <= § hours
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Priority dependent response and settling times:

ANSIBLE TECHNOLOGIES will perform an-call support for CUSTOMER during normal working hours (Monday till Friday, 6:30
a.m. to 5:30 p.m.) excluding pubiic holidays

ON-CALL SUPPORT SERVICE

Our ANSIBLE Hotline Number Is: 02-6345538 and Sun Ceflular Moblle No. 0922-8553886 / 0922-8859328
Reésponse Time

Response time begins upon the reception of @ request (either when the call is received during normal business hours, or if the
cali was recorded outside norma!l business hours, at the beginning of the next business day) and ends when ANSIBLE Engineer

retums the call

The call ts documented and confirms the recaption of the request and may, when required, include a request for additional

information. f CUSTOMER's request is not very complex. the problem may be resolved immediately.

The settling time normally ends with the resoiution of the request.

The following table shows maximum vaiues for information and settling time dependent on priority.

J ON CALL BUPPORT BERVICE

| 1. Remote Diagnostics If possible or ss aliowed by the |
| _ Cusiomer.
‘ 4 FAa=ponss Ui to technical ieguiremants dod Ingusles rel@=d to
network cperstion:
Priority 1 <= 4 hours
! Priotty & <= 2 diws
3. Seltling ime for technical question and inquiries reiated to network
operetion:
‘ " Priority 1 <= 5 days
Priority 2 <= § weeks
PRIORITY DESCRIPTION -
Priority Descrintion
f Major ~Any fault reported where more than 50% of operator consoles on
a site unable {0 place or receive calls.
20% or more of all telephones are unable to place or receive calls
:20% or more trunks ars inoperative.
- A Unify designeted major attached processor is unable to send.
receive or retrieve information.
"Any of the “High Prarity’ ‘elephones are unable to place or
| receive calls.
| .20% or more trunks or agents fupported by Unify (ACD)
| applications are inoperative or cannot place or receive calls.
Any fallure or the output data from the PABX to & call logging
device
!
‘ 2 Minor AN other faults covered by the gervice contract other than those
| included in the above definition of major priority.
I
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