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SERVICE lEVEL AGREEMENTS ("SLAs")
APPliCABLE PRI AND OTHER VOICE liNES OF

SERVICE ARE PROVIDED PURSUANT TO Ica AUTHORITY

A~lservice levels and rellilec:llesset forth herein,
performance remedies forth in the Agreement.

1.1 Frontier win provide a dedicated technical service manager who will be available to address
major and/or chronic problems 24 X 7 (hours x days) via a provided toll free number
and mutually agreed escalation procedures.

12 Frontier will provide a business relationship manager who will be available to
address major and/or chronic service problems 24 X7 (hours x days). The business
relationship manager will be available all scheduled and ad-hoc meetings as well as
conference calls as needed.

1.3 Frontier will provide a unique electronic email box to submit service requests and business
inquiries.A toll free number to escalate identified issues will also be provided.

1.4 Air Frontier representatives assigned be fully informed and accountable for all. E
, 7 account activities and capable of addressing any enterprise, operational, billing
and/or administrative issue that may arise.

1.5 All Frontier representatives will be qualified to handle and capable of fulfilling their respective
portion of the Agreement requirements. Frontier will furnish resumes of key management
personnel to •••••• account representatives upon request

1.6 Frontier shall update••••••• when Services are being affected by a major, chronic
and catastrophic problem. Service interruptions will be immediately escalated to the
management level, Service recovery procedures must be in place to re-instate normal or apply
reasonable operating procedures, to extent practicable, within 24 hours of any
event/disaster (natural or homeland security related).

1.7 Frontier will provide •••••• 120 days notice prior to new, or end of life services to
ensure technology lifecycle management strategy is managed appropriately and in a timely
manner.

2.1 Frontier shall develop a Customer Service Guide/Plan with the collaboration of dI _Uj J
, , stakeholders that will standard processes/procedures and tools used in the

••••••• nvironment. be a living document and as changes occur will be
updated by Frontier and together, This guide will include the following

a) Invoice and
Fee Schedules

matrix -

RecolilcilliationProcedures
Ex~!editeand

worksh~~t to respond)



c) Procurement I Order Processing
d) Project Management (applicable to this and/or any project)
e) Problem Management
f) Escalation procedures for all services to include Financial, Procurement, Problem and

General Account Management
g) Frontier field maintenance/customer notification (19,9" grooming)

Performance requirements I Service Level Agreements (SLAs) are established to ensure management
and monitoring of Frontier performance/expectations. The F IIFrontier Customer Service
Guide for processes and provisions will include language supporting SLAs agreed upon below, Table 1
below defines SLA measurement goals and remedies to be enforced during the Term of the Agreement.

3,1 Frontier shaH be accountable for management and performance of 3rd party subcontractors, if
any, used to perform services under this Agreement and such services shall be subject to the
performance standards set forth herein.

3.2 Maximum Monthly Credit The maximum total credit for the aggregate of the service levels
stipulated in the SLAs in any calendar month for any Services shall not exceed 100% of the
Monthly Recurring Charge ("MRC") during the calendar month in question for the affected lines
of Service. Any Interruptions or failures caused solely by 1) defects or failures in IS•••
•••• F equipment, 2) the actions of •••••• ,21 personnel or third parties not under
Frontier's control that directly lead to the failure of Services, or 3) a Force Majeure event, will
not be subject to credits as described in the SLAs,

3.3 Scheduled Maintenance, Failures in service attributable solely to Frontier scheduled
maintenance shall be exempt from service levels described herein. Frontier shall provide
written notice of any such scheduled maintenance to ••••••• at least seven (7)
calendar days in advance of the commencement of such maintenance.

Note: Formula criteria;;;; Actual calendar days to ensure consistency. All SLAs below will be measured
monthly, unless a special request has been made

SERVICE LEVEL
EXPECTATION

~. __ ¥~~~~·'A~'=
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I Project
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I

MEASUREMENT
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'# Changes wiiiin-T1··bo%-. -_ _.._.._ .

the control of I
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·_·"m<•••""".~.=~ __ ",,_.
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above
requirements

Changes in project
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delivered services no
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; I I...... 1
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I Orders will be proactlvely '# expedites j total
i plannedl managed to '# orders by
I avoid expediting charges. service

Goal: <1% per service _-~.>r

and total monthl orders
TTR (Time to restore)
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1100% ofMRC
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affected lines not I
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hrs 'i..•..,-"" .
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Service Category
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and Voice
Lines

Support !
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Resolution
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(VoiceJPRL}:::: <4 hours
monthl avera

Sum
time/total number
tickets.



maintenance changes
(SCM) managed
and communicated to

Savoid impact IS••••
di i3 an'production

measurement an
circuits by service
(VoiceJPRI) :::::99.999%
availability per service.

No Remedy,
other than MTTR
provision above if
applicable

) 0.5% ofMRC for
j Service Category
i in that state

Hours Circuit
Downtime for aU
Circuits for Month
Aggregate
NetworkI Availability::

I
I x 24 hours x
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• The above service level provisions will apply to all service lines provided under this agreement, which
consist of the following two categories of intrastate Service, namely, (I) ISDN-PRI lines ("PRI"), and (ii)
Centrex, lntellipath, Custoflex, and other voice lines of Service provided hereunder ("Voice" lines), that
are provided under this Agreement pursuant to Frontier's authority to apply individual case basis
pricing and other terms that from applicable tariffs.

• The above service will not apply to that a fallure to meet any requirement is
caused by Force Majeure, or by Customer or Customer's employees or equipment, third parties, or
causes beyond cOiltr>:)].,or by scheduled maintenance or upgrades, or in States excluded as
set forth in Frontier's proposal.

• Measurements will be based on trouble tickets and will be on a "stop clock" or adjusted duration time
basis (i.e., the measurement clock is stopped when Customer testing is occurring, when Frontier is
awaiting Customer acceptance, duling scheduled maintenance or upgrades, or when Frontier is denied
access to premises or necessary to diagnose, or test). Requests or claims for the
service level credits or listed above shall be within sixty days after the month in which
the performance goal was not satisfied.

• All measurements will be by Frontier in accordance standard practices for
Customer, PerfOl:m~mcemleEMsunementwill reflect an average provided in that Service
category In all risdictil:ms cOiJ'ered this Agjreelner1t Mieasrurement ISON~PRI may include ISDN-
PRI Services and data se!'Vlc:esthat are included in Frontier's method of measurement
of Customer's Se!'VlC'SS.lfgoa! is not met as measl..lredaj:;ro~>s jurisdictions, then
credits described above will provided only on affE~ct€!d Sef\iric€~sin the St8te(s) where
such Service category to the applicable



NOTE: Chronic issue is defined asa line of Service that, during three successive 30~day periods,
suffers three separate service outages/troubles during each such 30~ay period. Frontier shall
proactively monitor chronic trouble reports and proactively advise •••••• lts plan of
action. Frontier shall respond to such issues resolving them within a 30-day period to It
• ] reasonable satisfaction. These will be monitored on a per incident basis. Frontier will
resolve chronic situations to •••••• $ reasonable satisfaction. If such chronic issue
continues after such 90 day period, •••••• may terminate the affected line of Service
with no termination liabmty.

Support levels are assigned to each location at•••••• "ln determining the Support Level
designation per site, •••••• considered the criticality of business, and the hours of operation.
Mean Time to Repair (MTTR) is determined by on site response requirements and severity levels and is
defined as the time to completely resolve a problem from the time it is assigned a severity leveL

I SERVICE EXPECTATION
i Level 1 24 X 7~X~36~5~:~Frontiertwenty-four (24) hours a day by seven {7} days a week.

Mean Ti . . 4 hours with arts on site.
Level 2 7 X 365: Frontier twelve (12) hours a day by seven (7) days a week. 7 AMto

M. Mean Time to Reair is 8 hours.
Level 3 8 X 5: Eight (8) hours a day by five (5) days a week. Mean Time to Repair is12

hours.

Each operational problem is assigned a Severity Level. These severity levels are independent of support
levels and are consistent across all sites. Specific Severity Levels have been defined by ••••••
and are listed below:

Frontier is responsible for assigning resources, tracking, resolving and reporting problem management
based on the designated severity levels. Note that the fix criterion is dependent on the severity of the
problem .

.m·sevei-ity---'-D-·-efi-In-it-io-n---'----~-~··-'-~-'--'--

I
! System is down or effectively unusable as a result oftlle problem.
I Problem causes mission-critical impact on the Company's operation
i with no acceptable workaround or functionality used to perform tasks
I considered to be~~~§!:ntialto Company operations

2 I System is up and running, but the problem cause significant impactI and have no acceptable workaround. High impact problem where
operation is proceeding, but in a significantly impaired fashion or
functionality used to perform tasks considered important not
prima to immediate business operations.

3 System is up and running and the problem causes only limited or
insignificant impact Important long-term productivity, but is not

I Estimated Initial
nse Time

Within 30 minutes
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