Local Transparent LAN Service (TLS)

 Service Level Agreement (SLA)

This page describes the Service Level Agreement that is available to qualifying Local Transparent LAN Service (TLS) customers.  
Eligibility Requirements

Local TLS

· Minimum three (3) year contract term or service extension to meet the requirement for those with less than 36 months remaining. 

· TLS UNI (Universal Network Interface/Canoga-Perkins NID) must be in service for at least one calendar month.

Metric Definition

	Metrics
	Threshold
	Credit

	Mean Time To Repair (MTTR) 
	4 Hours
	50% Local TLS UNI Port MRC

	Network Availability (NA) 
	99.9%
	10% Local TLS UNI Port MRC 


Mean Time to Repair

Mean Time to Repair (MTTR) reflects Verizon’s responsiveness in resolving problems in the network. Under the MTTR service level agreement, Verizon will measure the Time to Repair (TTR) for customer-reported interruptions in the services with respect to Local TLS UNI. The TTR is measured from the date and time a trouble ticket is opened by Verizon and the date and time when such ticket is closed by Verizon. In measuring the TTR, any standard stop clock time associated with the trouble shall be subtracted from such. The MTTR service level metric is measured on a calendar month.

If the MTTR for an interruption exceeds four (4) hours, Verizon will provide a credit of fifty percent (50%) of the monthly recurring charge for any individual Local TLS UNI that is unavailable for use for more than four (4) consecutive hours during the calendar month
Network Availability

Network Availability refers to the percentage of time during a calendar month that the service is available for use by the customer.  The Verizon threshold for Network Availability is 99.90%. Network Availability is calculated based upon the total number of minutes in a calendar month that customer was actually in service divided by the total number of minutes in that month. The number of minutes out of service is computed in the same fashion as the number of minutes for Time to Repair.
If Network Availability across any Local TLS UNI in a customer’s Local TLS network less than the threshold of 99.90% for a calendar month Verizon will provide a credit equal to ten percent (10%) of the associated monthly recurring charge for the UNI that did not meet the threshold during that calendar month.

Business Rules

This list of Business Rules is universal across the EA product set; however, it is by no means an exhaustive list. 

· Local TLS Operational SLA guarantees are available to the subscribing customer on each local TLS circuit.

· SLA credits will not exceed 100% of MRC per circuit – applicable if other SLA metrics are violated within SLA monitoring period.
· To receive credit, the customer must request credit within 30 days of SLA monitoring period during which the violation is suspected to have occurred. SLA’s will be effective once the eligible circuits have been “in effect” for a full calendar month. 
· All measurements are understood as performed and collected using Verizon-monitoring systems and procedures.

· Monitoring policies may change.

· Verizon is not responsible for failure to meet performance objectives for any of the following reasons unless otherwise stated in the performance objective description:

· The negligence of the customer or others authorized by the customer to use the service.

· Interruptions, failures or delays due to power, equipment, service or systems not provided by Verizon.

· Interruptions or delays at any time in which Verizon or Verizon’s agents are not granted reasonable access to the premises where the access lines associated with the service are terminated.

· Interruptions or delays as a result of customer authorized maintenance, re-arrangement of services or implementation of a customer order.

· Interruptions or delays as a result of customer refusal to release service(s) for testing and/or repair and continues to use the service.

· Interruptions or delays due to Force Majeure events.

· Interruptions or delays due to the hours of scheduled maintenance and scheduled downtimes of the local access provider in the location for which the customer is reporting a trouble.
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