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General Network Availability Level

r The General.Network Availability Levej is,the percentage of time an access router in the city online Network
5rffi::?li;:,'3:*:::omer ourins each Quarter tatlng into accouni-G'nrmoer or hours ror schedured

' The General Network Availability Level is measured at the Router port of city online $ervices Ltd.

' city online will use best efforts to ensure that the General Network Availability at its Network is not tess than98'5o/o' which is 300Mbps (1'1) Dedicateo aanawia*r'itrrougn rirer inJ nF (suuj*"t to avaitabitity).
Credits

Any downtime over and above the time peri-s specified, as above. shall be considered as network downtime and willqualifu for credits' Normally, credit will be offered on the uasis of provioint-se*ic"s ;jrrtir,to a customer for a periodequal to double the agreed period of service level or 
"urir"oitity 

outage.-Maximum iredit, tinicn a customer will belimited to maximum of 21 days per quarter. -"--"'-J

No credit allowance will be made for,

1' lnterruptions caused by the intentional or scheduled/unscheduled shutdown on the part of the Customer, itscontractors, any local access provider or any other entity over which the customer exercise control.

2' lnterruptions due to failure of power, equipment, service or systems not provided by city online.

3' lntenuptions during any period in which City online or its agents are not afforded access to the premiseswhere the access lines associated with the Customer"s service are terminated.

4' An intenuption.during any period when the customer elects not to release the service for testing and / or repairand continues to use it on an impaired basis.

5. During periods in which a major network component (e.g.
and the network is in an emergency reroute configurat)ori.

Backbone link or gateway switch) is not functioning
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6' lMren there is any interruption caus-ed by media failure.of .BSllL I any private Telecom operator/ Radiofrequency links or any ,other. city onlin6 snatt-noi ne riabre for non-6.hor*ance or down time, of anyobligation stipulated in this documlnt, if such non-p*rfor*"r,ce is- caused by an event of force majeure thatmateriallv impairs it's ability to perform its obtigaiionr. city onlin" 
"n"rfLir" ilili';;fi'to=customeradvising of the occurrence and effects of the J"*nt, ano ihdl use all reaionabte eirorts to minimize anyadverse consequences. Neither party shall be liable tb.any delays nor did iritrr", to perform bring about bysuch force majeure. For the purpose of this document,-"n evenl of force majeure shall mean and includedelays or changes in Govemment Regulatory ,;ii.y, third party nf1,-peJormance, strikes riots, floods,earthquake, storms, tenorist activities., war, actg oi god-, and non-perrormance resulting from acts of goct, civildisturbance, Government or Municipal action orlnrJnon, iegutatory or otherwise.

Scheduled Outages

e scheduled outages means those occasions when Gity online performs scheduled Maintenance, upgrades,adjustments, tuning or repairs to its Network and all or part of city online Network is not available at anaccess port as a result.

' Give the customer a minimum of 1 working day notice of any Scheduled Outages.o Best efforts to ensure that a Scheduled'Ouiage is performea netween--tt-pm ano 6am on Saturdays orSundays
r Best efforts to ensure that $cheduled outages willnot, in aggregate, €xceed 24 hours per euarter.
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Response and Restoration Times

o Response Time means the period of time between a service Difficulty in city online Network Being reportedto the City online Help Desk by telephone by a customer contact and a Response fp61n ai;y ontineacknowledging the report of the Service Difficulty. rvv " vrrr vrr,

r Restoration Time means the period of time between a $ervice Difficulty in city ontine Network beingreported to the pitr Onlip Help Desk by telephone by a Customer Contict and, if Cifi ontine Hetp Deskdetermines the Service Difficulty is a Faull the iestoration of the service nv city ontin*.- '
r Response Time: 4 working hours from the time the customer informs city Online Helpdesk.

r Restoration Time:
the reported outage.

City Online will make best efforts to rectify the outage within24 hours from the time of
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On-site $upport and maintenance

' city online will provide onsite support maintenance during business hours on business days or at other. 
times as advised by City Online.

Customer Obligations relating to Service $upport

Customer must provide

' #L','ltr:'ffi[1?,#r?::f1;f#:#reasonablv required bv Gitv ontine in order to enabte city onrine to

' comply with: the Acceptable usag.e policy; and all reasonable directions and instructions of city online in
:?fJ:il"lli-tff.:lfliJ"?,.:"H:,?li* o"'il';;i"ul-"na the Equipmentln accoroance with ciiy onrine,s

The Customer is solely responsible for:

' ,ffLxfiBr:H#y/T;r?il*Xt"?iins and maintainins (at its expense) its own facitities and Equipment, which

' The purpose (s) for which the customer uses services from city online and the Equipment lf any; and' ,H?;:fi#,r"-:;Y#"' or information which the customer sends or receives using services or city ontine or

City Online Hetp Desk

r $erviee Difficurties can be reported 24 hours a day, seven days a week.r customers san contact tne iity onrine netp oesft'on th" fdoGg ni*n*r*
Bangarore: aBa-zz26e1az r oeo-22268103 r oso_2226a1u raaa-2226ila4
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Others

' customer credit: customer must.notify wjthin three (3) business days from the time customer Becomes
33i?J?":i,r:ff,:f-:r.credt' 

Failure to complv with this iequirement wnirorreit customersiffi't receive a

e Remedies shall Not Be cumulative; Maximum credit: ln the event that customer is entifled to muttiplecredits hereunder arising from the same event, such credits shall not be'cumulative and customer shall beentitled to receive only the maximum single credit available for such event.

' Payment of charges: lt would be responsibility of subscriber to make advance payment of the lnternet
f,iilffi,;i.5fffllfi,|"ilXf;:Xffi#,H ;i'il;; iie s"roice in case or non-receipi or Advance payment

All the Terms & conditions mentioned in the Purchase Order are valid and applicable with this sLA.
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