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(/ 5 WEST Service Level Agreement with Covad Communications Company

Unbundled Loop Services
[Trade Secret Dats Begins

USWEST s comminied 1o provide its cuztomers excellent senvice. In an elfon 10 meet Covad's 1equest,
und to provide incree£ed senics o ciher co-providers, U S WEST agrees 10 make demonsuratle
improvamsnts 10 s provisioning senvics performance on untundled loops, in onder 10 seach wihin
regscnatle tme the fellowing sanvice quality niandaros in tha metrcpehian areas where Covad prom&es w
115 WEST wire center forecasts.” These quality standasds would apply under normal operating conua.ons,
bLut they would riet eswatish a level of perorrance 1o be achievsd during pemd: of emergoncy,
canastiephe, nawra] disaster, severe storm of other everits affecung lerge numbers of telecommunications
customers. Tnese standards would not apply undet exrraordinary of abnormal condiiions of operavons
suth BS Ihcse tesuhing from werk Sloppage of slowdewn, o during periods o civil unrest, They weula not
apgly duting e\;nms curside he cenrol or respensidility of U S WEST, such as cable cuts by thad pares, _
vandafiem, of condiicns prompred by ver.cors cf supghiers. The panies have agreed that U SWEST's
percrmance will increasa on siep-level increments with 8 commiment to reach thasa service levels within
o0 doys.

1. FOG Ploce,sa

" USWEST wil pmv!dz 80% of Covad’s Fum Crdet Confumation lFDCJ dates within 48 how: of :empl of
preporly comgleted sepvice requesis for POTS unburdied loop services. Wis understocd thatnese POTS
cenices will Aot requie lop conditoning aciivity of any son (load eoll or bridged 1ap remaval). U S WEST
will notfy Covad of any taciiiies thenage issues for DSL c2pable, ISDN capeble and DS capable senices
within this £ame 46-hout bme pennd

Fcr DSL capable, ISDN capsatie and DSy capatie unbungled bnp services, U S WEST wil provioe 90% of
Covaa's FOC oates whhin 72 hours of receipt of properly compieied servica 1equests, As pan of the 72-

neut FOC process, U S WEST will aispaich 8 1schnician 1o vesily the exisience of stitable faciimes prior 1o
piovicing Coved s FOC date. '
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2. Scrvice Intervale

_wh.en lacincs are availabls, U 'S WEST wilt previce Coved wih utibunctad Imp service 1hat dces not
Fe<quire locp condioning consient with U 5 WEST's putlished Smndard Jnterval Guide, &£ ¢l Marin 31,
on00) ut lwasr 90% of ke tme. The s@ndatd imenvals witt not 2pply it Covad requests o lztet comgletion
Hote, o if the ceder is deleyed {1 custemer Cause, of reasons culside U S WEST's conitcl, US WEST wil
govioe Covad with ling shanng senvice {access 10 N8 Fagh frequency £peciium nerwerk élémenq at least
oi¢4 of the time witun e snwnal se1lonh in ery Fne tharing agreement petween Coved andU § WEST

llcw gervice Fallures

S WEST mc,ognlzss the need for a quality pravicioning prcc.f‘s and is commined 10 providing tiicuns
vavch ate propedy eonditened, yesied and icleased right 1he firet ime. US WEST will reduce the
~incidence of tailure on new Covad circuils 16 less than 10% fature witkin the first 30 calencar days, For
Jrrposes ol measurement, f2ilurcs™ wevld be dilired es U S WEST uwbles, or woutles atvibuted o U S
_wEST facives and centm! cffice aqu:pmenl of 1o U S WEST emgleyees. "Failures® would not Include
1uyp it Hickets which are srformstional in rature, or boutles isolsted ousidethe US WEST network,

4. Facilitles Problems

1"oved terwce requesis which &ra accefied, but C2n not be complmed due 10 1ack of {aciliies, would be e
jeschved through the U S WEST *hcid cicer” plcu:nss For thase sence requests held dug 10 find
wcndiioning, Y S WEST wil provice Covad e opticn of poying for the Ene cendiioning athe appmpmtn
1are approved by the relevant Siste Commission, which U § WEST wil cemplata in 24 days ot less 50% of
w.vime. WherpU S WEST hes commined 1o bulk concifioning 1 cenzintocaiies, U § WEST wit provida
(-oved the edgitiona) opvon cf tetaining those sBrvice xeque-ts untl U S WEST has comgpleted the bulk
Londdionung in tha locality, U S WEST wit then process the senvice roquest and not charge Covad for the
fne ccnmuorung jn these siuarions whese the end user turiomet is cerved by digial locp camier ot off par
Jusin, U S WEST will oty Covad of thal shuatich 2na previde it ihe opton of submming a $ervice request
tor 2n 1SEN capetis loop comptiant wih TR- 483 ctandards ano U S WEST Technical Publicanon 77..-.!19
LI 5 WEST wi, where iechnically fezsible, eithes ms'.aJI an 2ppropriate ISON card for viose end user
customers cerved by digital loop targier of RICVICD ar.mhcl ISDN opioni for those servea cff of pair gain In
10 days or tess 96% ol he time. Whete 1 would notUimpact 2 cureert end uses tustomer, U S WEST wil
jednin a fing and etztion irarstor in cieer 10 provisicn the Cevad Semvee Jequest in 10 days or less 90% of

o
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W lime. tn @ paradel eien, U & WEST vl 1e2oive those Drders aleedy being T.elg” for lack of facaies
witun the nex 60 days in the mannal decerred in this pragrapn 1o now renice tequesns, Foraliservice
rnquects for which faciliies cannot be made avajatle inthe manner cescribed in s paragraph, US

WEST will nctity Covag of trat factand, a1 e option of Ceved, edher placa the service requesicna

< enice inquiry kst or cancel of seject the service request

flasedonU S WEST's cammitmert 10 me et Ness sanics performance standaids, Cevad commits 1o
withdiBwing its ’o;:potiﬁﬁn 1o the U S WEST/Owesl mcug:r.' U S WEST scknoewledges thet the recchilicns
[caehed in tras SEvEe level agreement 2re for serdemerd purpeses only and do net recessatlysepicsent
yhe pesiticn that Coved wold take il it continued 10 litgate \His proceedng. This senvice level agre-é.me neis
.ol iriended 10 modity, &Nef of waive 2ny existing of futwie legal ot conpactaal tequirements hatu S
WEST previde anice In shener irienals cr &1 4 Fagher success rate han set forth in this 2greement.
Covad specilicaly feserves tha right 1o take positicns corrzry 10 the fesoluions agreed 10 this service
jevel agicement in any future procecaing befoie any swte of federn) reguiatory, Judicial o aomunisiiabee
1ody or.0 1o argue {or eranely diferent rezuRs in any future proceecing befcre eny siale ot feaeral

eguisiery., juoicial of sominisiative body. .
h

T-rnde Secret Dita Ends) ‘

- Deted: Apri 19, 2000

Ken G Marccon : Cathenne Hernrner:
Viee Presdent, 0(0_.14»-_--— _Executive Vice President, _ .
U 5 WEST Network Complex Senices " Covad Communications Company
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