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? Service Level Agreement
This Services Agreement made this 1% day of April of Year'ithlfS}.f
BETWEEN e

Aglliance Broadband Services Pvt. Ltd., a company incorporated under t'hel:.
1956 having its Registered Office at 53A, .M. Bhattacharya Road, Kolk
with the City/Administrator Office and Communication ad:ti‘rééssa_t r89,CLT R
Floor Kolkata - 700014 (Hereinafter referred to asA‘llia:’i_c_e-,_\&b;ch?@x_:,_éﬁsﬁlé) sh
is repugnant to the context or meaning thereof be deemed to -inelnc_l;e-_ its successors and
assigns) of the ONE PART; o .

AgND
o Mar Athanasios ( }-{)il'egc fc'njx_f iAdva'ncc,;;’ Sm €8
~ hereinafter referred to as "The Customer”, | ‘
the context or meaning thereo be deemed to nelude i




_Whereas.' :
ol Alhance has all necessary licenses to provide the Internet Bandwi thi Servi

the Govemment of India, Department of Telecommunications (DoT)
2. The Customer is desirous of availmg of the Entcrpnsc lntemel serwc‘

FOLLOWS:
1. Service Level Commitment (SLC)
1. In consideration of the Customer fulﬁllmg each and every obllgatmn

I1.

except that any penalty accrued and due to the Customer unde }-'thts

amendment or withdrawal will be paid by Alhancc to the Customg :

L ‘In the event that Alliance fa:ls to meet tlw Servwe Lew.l(

'con'dl'nons ‘hermn contained, Alliance shall bear pcnaityw:thx the:__c"

- 2 Scope of the Agrcement




measured agamst the following parameters. In case Aihance fails

III. Packet Delivery

possxble, all piannedoutagcs

bccause of such events would not form part of this Agreement
V. Alliance shall not be held responsible for Degradation of Serwce 1f servic

suspicion of use of Setvice for any service(s) violating the norms dectded by Dep

on, Government of India. Any Claims for Penalty or dwria' ﬂszn ‘because

Telecommunicati
such events would not form part of this Agreement.

VI. The SLA Target Objectives and Penalty Claims will only :
third party services used in conjunction with Alliance lP Backbnn

Any

3. Service Level Commitment Parameters

Alliance shall constantly monitor the health of the Netwark The N

within the definitions contamed in tlns Agreement the Custcme
Service Credit Claims agamst the respectwe Paramelers' .

I. Average .I}ound Trip Delay or Latency

I1. Network Availability S

The Descriptlons of the ahove-statcd,P@éfﬁﬁt@f‘aw attache

Plarmcd prevemwe network mamtcnanx:c m_ y




htiﬁ.ﬁ%nﬁpbrting.Process

' m.ptmnt h ave to be logged with Alliance’s Help Desk. Th
sz!p Desk contact numbers are gwen in the appeudm 1 Alli

: .house dgweloﬁed Docket System. Whenever Customer calls up th
person “will 'pen a Trouble Ticket immediately. Customer shall pro da :

a) Company;?@amc : SiagE

b) Name and contact details of person.repzéiﬁi'ng-the problem, in case th

in Alliaﬁé;e"skzdatabase
¢) Circuit ID or line reference
d) Descriﬁ;tion of problem
e) Results of troubleshooting tried

ove details will be Iogged ﬁnd Tron

The problem and ab
to be qumcd for any sta

mer. This Trouble Ticket number needs

Custo
ance upon resolut:on of the problem and

Ticket shall be closed by Alli

same {0 the customcr In case,

_ closet'i is sav'ed i
of the ]mks. The samc shall be

|mposmon o pena]ty cqnd '
&dard-and:would




Rebate (Hours) in terms of Parameter

Parameter Service Level Rebate ( Hours ) In terms of
: : exten_siqnlof._sqér_\i_i;g_ -

99.00% -98.50 % 1:1
Degradation Of Service & aEine
98.49 % - 98.00 %. 1: 1‘12--5-
Less than 98.00 % ' 1:15 ‘

1:1 ratio shall mean that for every 1 hour of Degradation of Service, as m“?@?fﬁr’éﬂ.—by
Alliance’s network, Alliance will extend the service by 1 hour. ' Tt
1:1.125 means for every 1 hour Degradation of Service, as measured byAlhancesnetWQrk, e

Alliance will extend the service by 1.125 hours.

1:1.5 would mean that for every 1 hour Degradation of Service,'as-meééﬁgéd- o

by Alliance’s network, Alliance will extend the service by 1.5 hours.

7. Disputes & Settlement Process

Where any dispute arises between the Parties conceming or in any way ari

Agreement or the performance by either Party of the terms of this Agreement the Pam'
good faith to resolve the dispute through consultation at thc semor managamcm
parties cannot resolve the Scrwce Level Dispute, clthcr party may rcquest that”bo

¢ Level Dispute to their respective Chief" Bxccutwe Ofﬁcer or hzs): r hel

escalate the Servic

who shall endeavor to resolve the Semce Level Dlspute in goed falth A d15p ey

differences between the parties arising out of this agreement shﬂl_iw‘bg%;s;;bje__

sn of the Courts in K-.o_ikata.




N party to any dispute between the Customer and its customers. Alhance-

to be confidential and proprietary information. The Parties agreeé-

strict confidence and not to copy, reproduce sell, assxgn
;)

license,

advise each of its employees who may be exposed to such pmprzeﬁrf Vn;l ‘

of their obligations to keep such information confidential,

domain other than by disclosure by Alliance in violation of this Agrecment (11) dem{m
known to Alliance previously, (iii) mdepcndemly developed by Allmnce outsuie'j' :
Agreement or (iv) rightfully obtained by Alliance from third parties or (v) as requlred 0 bef 5
disclosed by Alliance under law or to any government agency. ' ”

¢) It is understood and agreed that in the event of a brcach of tlus Scctlon Sl

may not be an adequate remedy and the Parties shall be entitled to mjunctwe rehef,l_

any such breach, threatened or actual.

d) This provision shall survive termination and expiration of the Ag:eet't_ientg;_;- s

9. Suspension of Service on Regulatory Violations

Customer shall not use capacity offered, for any illegal, lmmoral purpose,-z_.

determined by courts of competent jurisdiction in India and the user shall) mdemmfy ;

in respect of any liability incurred by Alliance m this respect. Alhance

any regulatory violation by the Customer, may suspend the. Sel“’lcc-'-.,k_

service shall not be eligible for any claims for Penalty.

10. Indemnity

ent, both partaesagree that 1hey vill |

During the term of this Agreem _
employees agents and authonzed p

an’d its -managing dircdtdrs,




have resulted from the willful or negligéﬁi ﬁa_‘ctg_'.pt

‘Mar Ai,lganésibs




Annexure 1

Network Availability

i, Definition

consideration for an 1P Port subscribed by Custome

usable time for ;a_n_[fP Port.

il Eweptlons

prexmses to the P Port

c) Pianned outage for Whlch reasonnble nguce is given
release the 1P Port to Allxance ' -

d) Faults mported by the Customer but no fault |s found or

clearance of f'ault
f) The perloﬁs tﬂken by the Customer to conhnn workin

-

clearance by Alliance.
) The penods when interruptions are caused by events beyonc

Inczdems of dlsaster and I’orce Mcasurc. :

i i RaL

m.Measurement




Defimtmn

The "‘Average Round Trip Delay (or

for a 32 byte diagnostic packe




; iv. Service Level

ted Internct Bandwidth

For Dedica

e

Parameter
Average Round Trip
Dclny (oeratency')i to

Except:ons W tens s
t loséi due to .-cpngeétiouoﬁ the

Alliance shall not be responsible for packe

jii, Measurement
Alliance will -use ICMP Ping utility to measure deliver

calculated from Alliance gatwfay-router ‘af"t'ébnﬁfcéhn' op to routs




~SLA Vwiation Trigger shall mean t

he nme duratmn« w it

the expiry of whlchCustomer shall report: the Hel




National or fm‘mgndestmax

Force Majeu.

Party s own é gloyc‘
assocmted wiih__' )

;Ons cmdent ‘breakage
ire ﬂhémxﬁﬁf' 1




