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SOF Blank P.2

JasTel Bandwidth Services Order Form v

(PLC / IPLC / IP Broadband / IP-VPN) , _j aST el l

Please write and tick where applicable,

BILLING ARRANGEMENT
+ Company Name: Type of Billing:
[Jmalt Circuit Billing || Single End Billing

Billing Address: (Street / City / Country)

J
!

I Postal Code | _
Contact Person: Contact Email;

l | |
Office Contact Telephone No.: Office Facsimile No.:

LT T T T T T T T T T T T T T T T T T T T TP T T I T T
Month: I [ Year:! I Year

{ Currency Exchange Rate

Installation
Cross-Connection Charge
VAT 7%
Total One Time Charges

Private Leased Circuit

In Country Access

Other (e.g. equipient, service)
VAT 7%

Total Monthly Recuring Charges

CUSTOMER'S SIGNATURE.
I/ We agree to hire the service (5) and facilities above provided by JasTel and agres to be bound by the Term and Conditions of JasTel Bandwidth
Services Agreement.

Name: I Signature: Company Official Seal:

Tidle: |
Date: i
Contact Telephone No.: |
Contact Facsimile No.: I

Contact Email: I

JasTel'S SIGNATURE

Name: | Signature: Company Official Seal:

|

Title: | |
Date: | I
Contact Telephone No: | [
|

|

Contact Facsimile No: |

Contact Email: I

Processd by; Namelsig.namrchate Venfied by: Name/Signature/Date JBS Circuit ID

A -
JasTel Bandwidth Services

200 Moo, 4 Jasmine International tower, 7th floor, Chaengwattang Rd,, Pakkret, Nonthabusi, 11120, Thailand.



B JasTel Bandwidth Services Order Form

{Country

SOF Blank P.1

(PLC / IPLC / IP Broadband / IP-VPN) . » . aSTEI

Please write and tick where applicable,

BUSINESS CUSTOMER INFORMATION

Company Name: Type of Business:

Business Registration No.: |

Company Address: (Street / City / Country)

| | Postal Code |
Contact Person: Contact Email:

l | | |

Qifice Contact Telephone No.: Office Facsimile No.:

NN NN N .

Important: Please attach photocopy of your company's Centificate of Registration from the Regisiry of Companies and Businesses.

TYPE OF ORDER

AT
[ Jrheitand Demestic [ JThmitend Ealf cirouit | Joverscas Haif Circuit [ ]pun circuit [ IManage Network

DNew Order I:I Relocation DTermination DUpgrading Danngdeng EIModiﬁcation |:| Extznsion of Contract Term
DO:hers (Pledse specify) l ’

' DPLC(Private Leased Cireuit) DIPLC(Inlematianal Private Leased Circuit) D IP Broadband DIP-Viﬂual Private Network

For Relocation, Termination, Upgrading, Downgrading and Modification; please specify existing service number.
For Extension of Coatract Term; please state the completion date of the previous contract.

Existing Service Number: | I Day/Month/Year: | - —l

SERVICE DETAILS
Required Ready for Service Date (Day/Month/Year): I I* 4 weeks Leadtime after receive order confirmation

Service Bandwidth: | | Kbps/Mbps/Gbps

Typeof Interface:  |_}G.703 [vas - [Irc [Msc e .

Service Level Guarantee (SLG) [Cdves e
Note: If SLG is subscribed, Service Level Agreement must be sttached together with this form.

SERVICE ADDRESS SITE A/ COUNTRY A SERVICE ADDRESS SITE B / COUNTRY B

Company Name

Installation Address

171001_' /Room No.

City / Postal Code

Contact Person

Contact Emait

Contact Telephone Number

Contact Facsimile Number

- JasTel Bandwidth Services
200 Moc. 4 Jasmine International tower, 7th floor, Chaengwattana Rd., Paklret, Nonthaburi, 11120, Thailand,

2D
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Y

JasTel Bandwidth Services Order Form
(PLC /IPLC/ IP Broadband / IP-VPN)

Please write and tick where applicable.

8)
9

Price include VAT 7%

Price include Local Link charge.

Price exclude Cross Connection, Inter- flooring or any Inter- connection charge concerned.

100% penalty charge as contract remain in case of any cancellation before contract ends.

Debit note issued every 1st date of month. Payment due within 30 days afier D/N date.

The service charges shall be paid in full within 30 days from Jastel invoice date.

For ovedue amount remains unpaid by PCCW :

- Jastel reserves the sole and absolute right to suspend the services 15 days' notice to PCCW, and;

- Jastel shall be entitled, at its option, to late charges on all overdue Service Payment at a rate of 1.5%
per month, calculated from the due date to the date of actual payment thereof

Any suspended Service shall only be re-connected once PCCW has paid to Jastel the outstandmg

Unless being notified by either party of the termination at the end of the lease period, the Contract

shall automatically be renewed for another 1 (one) consecutive period of the previous Confract,

maintaining the same terms and conditions.

10) Termination the service at the end of the lease period shall be able to do so by notlfymg in written
at least 30 (thirty) days prior to this expiry date
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Service Level Agreement of JasTel Bandwidth Service

TABLE OF CONTENTS

PART I
INTRODUCTION

PART II:

JASTEL NETWORK
SERVICE LEVEL AGREEMENT

TERMS AND CONDITIONS OF SERVICE LEVEL AGREEMENT -

1.0
2.0
3.0
4.0
5.0
6.0
7.0
8.0

PART [k

Definition of Terms and Interpretation
Amendment-

Delivery of JasTel Bandwidih Services
Design and Configuration
Mairtenance and Support

Quality

Installation and Testing

Future Development

NETWORK AND SERVICE SUPPORT

1.0 Scope of Network and Service Support
20 Services Provided and Service Level
3.0 Scape of Responsibility -

PART IV:

THE SERVICE WARRANTIES
1.0 Installation Guarantes
2.0 Service Availability Guarantee

PART V:

DATA COLLECTION AND CREDIT CALCULATION

1.0
2.0

PART VI:

Data Collection for calculating Availability Outage Time (AOT)
Credit Caiculation

2.1 Credit for Committed Guarantee

2.2 Limitation and Exclusion of Liability

NETWORK SUPPORT AND FAULT REPORTING PROCEDURE

1.0

2.0
3.0

Network Systern Support and Maintenance

- What To Do When Encountering Network [nterruption

- Recommended Steps for Trouble-Shocting on any Network Interruption

- Obtaining Status Progress of Faults Restoration Tasks from Helpdesk Support
- Submission of Fault Reporting Document (FRD) to Melpdesk Support

JasTel's Network Management System (NMS)

Contact List
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Service Leve! Agreement of JasTel Bandwidth Service

PART 1: INTRODUCTION

1.0 This Service Level Agréement {hereinafier referred to as '‘SLA") shall apply to all Services for JasTel Bandwidth
Services ordered in a Service Order made pursuant to a Master Services Agreement entered into between JasTel
and the Customer (as dafined in the Master Services Agreement)

2.0 This SLA shall apply to ONLY JasTel's Network coverage areas. It shall not apply to other partners’ networl, in
case Customer orders Full Circuit Service. Lo

3.0 The Parties agree that all the Terms and Conditions of this SLA shall apply to Installation, Testing,
Commissioning, Maintenance and Service Support.

4.0 Upon Services ordered by Customer, JasTel shall complete the installation, testing and commissioning of the
JasTel Bandwidth Services and provide the Service Support throughout the SLA Period to meet customer's

requirement and satisfaction. Customer shall agree to accept the said Services under the Terms and Conditions of
this SLA.

2|Page




Service Level Agreement of JasTel Bandwidth Servicé '
e e R
PART Il: TERMS AND CONDITIONS dF SERVICE LEVEL AGREEMENT -

1.0

1.1

2.0

3.0

DEFINITION OF TERMS AND INTERPRETATION

In this SLA unless the context otherwise requires the following expressions shall have the meaning
respectively assigned to them:-

. a) “JasTel Bandwidth Services” mean JasTel's senvices consist of IPLC {International Private Leased

Circuit), IP Broadbarid Services {IP Bandwidth) and IP-VPN ([P-Virtual Private Netwark).

b) “Service Level Agreement” or “SLA” is an agreement between JasTel (A Telecommunications Network
and Service Provider) and Customer {A JasTel Bandwidth Services client), which document specific
services in connection with the Right/s, the level or quality of services to be delivered, the conditions
that apply for the level of service to be maintained and the penalties to apply if the Agreed Service
Availability is not met.

c) “Agreed Service Availability” means the level of service availability to be maintained by JasTel in the
provision of the JasTel Banawidth Services as set out In Clause 1 of Part IV of this SLA.

d) “Service Level” ‘means the level of Service Support for the performance of the JasTel Bandwidth
Services, the Agreed Service Availability and the quality of services as specified in this SLA.

e} “SLA Period” means the period commesponding to the valid period of the Service.

f) - “Network & Service Support” means the agresd services that shall be provided to Customer according
‘to the Terms and Conditions of this Agreement. '

o) *Coverage” means JasTel's Network geographical areas and operational operating hours that JasTel
staff is available to assist and provide the services stated under this SLA.

h) “Customer” means the party who contracts with JasTel for the provision of the JasTel Bandwidth
Services. ‘
iy "Helpdesk” means JasTel's customer service center that is made accessible to JasTel's customers via

e-mall, telephone and website (If any) for fault reporing and complaints.

)] "Circuit” means the end-to-end link of the JasTel Bandwidth Services provided by JasTel in the Service
Order;

K “POI" means Point Of Interface and shall refer to JasTel's POl as listed.

) “Right/s" means the right/s to use a Service in a Service Order for which this SLA applies.

-AMENDMENT

The Terms and Conditions of this SLA may be modified and any such additions, reductions, or alterations
subject to agreement by the Parties, and may be sfiected in writing and signed by the Parties from time to
time after execution of this SLA. :

DELIVERY OF JASTEL BANDWIDTH SERVICES

JasTel shall make its best effort to ensure that the JasTel Bandwidth Services meet the ITU-T standard and
deliver the JasTel Bandwidth Services in accordance to the Committed Ready For Service Date. However, in
the avent of a delay due to circumstances beyond JasTel's contral or JasTel's infrastructure constraint, JasTel
shall inform Customar of the delays and the delivery period will be reviewed and negotiated with Customer.

/ - . ] 3|Page



Service Level Agreement of JasTel Bandwidth Service

4.0

4.1

4.2

4.3

5.0

5.1

5.2

5.3

54

'DESIGN AND CONFIGURATION

JasTel shall be and remain solely responsible for the correct design of the JasTel Bandwidth Services. If
modifications or changes are necessary for the Services to function in accordance with Customer's network
requirements, JasTel shall inform Customer prior to such modifications or changes including the additional
charges, if any, that Customer shall be required ta pay. JasTel shail be responsible for the cost of the initial
configuration and modifications to JasTel's own network, if any, for the completion and commissioning of the
JasTel Bandwidth Services to suit Customer network requirements. The cost for any configurations, changes
or medifications to JasTel's network that is necessary to suit any subsequent changes modifications or
configurations in Customer network shall be borne by Cusiomer.

JasTel shall make iis best effbrt to provide the most efficient and cost-effective design and configuration of the
JasTel Bandwidth Services in accordance with the Customer’s network requirements.

JasTel shall monitor the performance of the JasTel Bandwidth Services using suitable tools available from time
to time in order to achieve highest efficiency and where the co-operation of Customer is required, JasTel shall
inform Custornet, who shall give its co-operation accordingly. :

MAINTENANCE AND SUPPORT

During the SLA Perlod, JasTel shall provide maintenance and Service Support no less than those
requirements in Part Il of this SLA under the Terms and Conditions of Network and Service Support herein.

In relation to the Righis, JasTel shall maintain the JasTel Bandwidth Services effective from the respective
Acceptance Date.

Customer shall allow JasTel's personnel or employee including its agents or contractors such reasonable
access to the site to perform installation, testing or maintenance or any related work under this SLA.

JasTel shall allow Customer personnel or employee including its agents or contractors such reasonable -
access to Customer equipment locaied in premises within-JasTel's control to maintain the equipment
However, Customer shall perform to the site access process as follows:

Process for access to JasTel's Site Locations .
541 For access into JasTel's site for planned and scheduled wark, a written request is required to
be received 7 worklng days in advance of the entry date. The request should include the following
details:

a) Date of Entry;

b) Time of Eniry;

¢) Reason for Entry;, .
d) Personnel entering the site,

5.4.2  Awork permit shall be issued &t least 2 working days prior to entry.

5.4.3 This work permrl't is produced for security of the site and psrsonnel so that the defined work will be
carried out.

544  Entailto enter site, customer must submit name of person who has authorization to access to JasTel's
Network Operation Center for reference.

5.4.6 For immediate access due fo emergencies. please contact JasTel's Network Operation Center or
JasTel's Helpdesk Support.

Customer’s Hotline: (To be provided by Customer);
JasTel's Helpdesk Support: + (66) 2 100 4222

4
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Service Level Agreement of JasTel Bandwidth Service

6.0

7.0

7

7.2

8.0

QUALITY

JasTel and Customer shalt give a reasonable help and assistance to each other to meet their respective
obligations as defined in this Agreement. JasTel shall make its best effort to provide JasTel Bandwidth
Services as a high guality service and achieve the required quality level of the essence of this Agreement.

INSTALLATION AND TESTING

The installation, testing and commissioning for all network cannectivity shall be within the time frame agreed
by the Parties.

The JasTel Bandwidth Services to be delivered by JasTel shall be subjected to the Commissioning Tests.
During the pre-installation period and whenever the Commissioning Tests are conducied, Customer reserves
the right to request for re-testing i the Commissioning Tests indicate that the JasTel Bandwidth Services or
any part thereof do not reasonably meet the relevant ITU-T Standards.

FUTURE DEVELOPMENT

JasTel reserves the right to inform Customer in advance for upgrading the equipment with up-to-date
technology or enhancing Jastel's network. However, JasTel shall make its best effort to keep the JasTel
Bandwidth Services going without affecting other services to Customer.

5|Page
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PART Ill: NETWORK AND SERVICE SUPPORT’

1.0

1.1

1.2

2.0

21

2.2

SCOP'E OF NETWORK AND SERV[CE SUPPORT

The services that are offered to Customer under this SLA include the fallowing:

a)
b)
c)
d)

Provisioning services set out in Clause 2.1 below.

Network Management Services sst out in Clause 2.2 below.
Helpdesk Support set out in Clause 2.3 below and

Operation, support and maintenance set out in Clause 2.4 below.

In terms of services coverage, the Network and Service Support contained in this Part 1l of this SLA is covered
only JasTel's Netwark geographical areas and operated 24 hours each day.

SERVICES PROVIDED AND SERVICE LEVEL

Provisioning Services

211

The installation, testing and commlssmmng services conducted shall be:

a) Site Preparation
Prior to installation, JasTei shall recommend the site preparation plan as and wheh required
by Customer.

b} Installation, testing and commissioning JasTel Bandwidth Services

During this period, JasTel may require Cusiomer participation in ensuring the JasTel
Bandwidth Services reasonably satisfy Customer's requirements and specifications. This
means both Parties shall be present at the location far the purpose of JasTel Bandwidth
Services commissioning and Customer shall allow JasTel personnel including their agents or
‘subcontractors such reasonable access to the site to perform the services, if required.

c) Certificate of Acceptance
. Commissicning Tests shall be prepared and conducted together by both Parties on the
circuits of the JasTel Bandwidth Services and upon reasonable safisfaction of the test(s),
Certificate(s) of Acceptance shall be countersigned by Customer within 5 days; otherwise
Certificate(s) of Acceptance shall -be effective automatically. This Certificate(s) of
Acceptance shall evidence the acceptance and commISS|on|ng of the JasTel Bandwidth
Services provided to Customer from JasTel.

d) JasTel's Obligation

Any complaints or dissatisfaction after the Certificate of Acceptance has been signed by
both Parties shall be treated as an obligation of JasTel under its maintenance and service
support to Customer in this SLA.

Network Management Services

2.2.1

222

223

Service Avallabllity

JasTel shall monitor and manage the entire JasTel Bandwidth Services network or its equipment
using its Network Management System (NMS3), which covers all areas of network management
functions or processes (faull, configuration, performance and security management) towards
ensuring the JasTel Bandwidth Services network services avanabihty, reliability, serviceability and
customer satisfaction, as in Part [V of this SLA.

Monihly Fault Report
At the end of each month, JasTel shall send the service quality and performance report for JasTel
Bandwidth Services to Customer together with the invoice.

Quality of Service Co-ordination Meeting

In respect of the service quality and performance report for JasTel Bandwidth Semces from JasTel,
JasTel and Customer may have a mesting in case there are the important or emergency issues or
accarding to JasTel or Customer's request to review and discuss about Bandwidth network quality of
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service provided to Customer. The location of these msetings may be varied as agreed by the
Partles

2.3 Helpdesk Support

2.3.1

JasTet shall provide helpdesk services and support to Customer including:

a) JasTel Bandwidth Services inguiries;

b) Receiving complaints, siggestions or recommendations; )

c) Receiving and rasponding to problem reports {e-mails, calls and website {if any));
d) Notifying probtem resolution status and verification within an agreed time frame; and
e) Updsating new or enhanced JasTel Bandwidth Services.

2.4  Operation, support and maintenance

241

242

JasTel shall monitor and manage the JasTel Bandwidth Services network using the network
management systerns (NMS) and other available tools towards the Service Level,

JasTel shall manage faults in the JasTel Bandwidth Services or any part thereof proactlvely prior to

Customer's report or aggressively in response to Customer's report.

243  Escalation Procedure
Upon fault notification received from Custamer, fault escalation shall be conducted according to the
table below:
Fault Escalation Criteria
Level Critical Major Minor

Immediate . Immediate Immediate
immediate 30 minutes 1hour
30 minutes 1 hour -3 hours

Classification of Faulis

Critical Critical problems severely affect service, bandwidth, capacity/traffic, and maintenance

capabilities and require immediate corrective action, regardless of time of day or day of
week as viewed by Customer upon discussion with both parties. For example, all
destinations are not reachabls, and service is unavailable.

Major Major problems seriously affect system operation, maintenance and administration, ete.

and require immediate atterition as viewed by Customer upon discussion with both
parties. The urgency is less than critical situations because of a lesser immediate or
impending effect on service periormance, Custemers, and the Customer's operation
and revenue. For example, certain destination is not reachable or any service is
significantly degraded, Bandwidth is dropped or degraded > 30 %, and Quality of
-Service is not based on agreed criteria. '

Minor Other problems that Cusiomer does not view as critical or major are considered &s

minor. Minor problems do not significantly impair the functioning of the system and do
not significantly affect service to customers. These preblems are tolerable during
bandwidth or trafiic use, e.g., Cali cut off, echo, static noise, long PDD, dead air, fast
busy tone, and low ASR etc.

244

245

2.4.8

Restoration Acknowledgment

Upon resolution of the fault, Customer shall be notified and asked for written confirmation and
acknowledgment to JasTel of the restoration of the service before the reference number issued by
JasTel is closed.

Incident Report
JasTel shall provide an incident report to Customer if required. Customer may request for reports on
incidents of Breakdown at any time.

Scheduled Outage / Mamtenance

Scheduled outage/maintenance is scheduled malntenance work involving components of JasTel's
network whereby a miinimum downtime of 5 minutes are expected for each mainienance work.
Network Interruption Notice (NIN) shall be issued by JasTel to Customer for gach maintenance work

7|Page
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247

248

24.8

2410

before the scheduled date. Customer shall acknowledge this NIN form and responsé back if
Customer requests to change / put off the scheduled date to JasTel as soon as possible; otherwnse

the Scheduled outage/maintenance shall be proceeded as the scheduled date.

Unscheduled Outage / Maintenance

Unscheduled outage/maintenance is maintenance work which is carried out due to breakdowns or
unexpected circumstances.

In extreme situations (unscheduled outage) that nesd instant action, part of the JasTel Bandwidth
Services network may be interrupted without notice. Nevertheless, every attempt shall be carried out
to notify Customer. Such emergency actions are only taken when it will benefit the majority of
customers and prevent a more serious outage.

Preventive Maintenance

Preventive maintenance is maintenance work scheduled io be performed on the JasTel Network
whereby negligible or no traffic interruption is expected in normal circumstances and Network
Interruption Notice {(NIN) shall not be issued. However, if that Preventive Maintenance may cause any.
traffic interruption, the maintenance details and schedule shall be informed to Custemer at least ane
(1) week in advance using the Network Interruption Notice (NIN} form. Custorner shall acknowledge
this NIN form and response back, if Customer requests to change / put off the scheduled date, fo
JasTel within 1 week; otherwise the Scheduled cutage/maintenance shall be

proceeded as the scheduled date.

Fault Reporting/Complaints

JasTel shall log all calls and ensure Customer personnel in charge of problem reporting or calls have
been briefed on the reporting procedure. Customer shall make fault reports to JasTel according to
the agreed reporting procedure as defined in Part VI of this SLA.,

Fault Management

" Upon receiving the fault report from Customer with the reference number, JasTel shall further

proceed with fault management processes and Customer shall be updated or notified on the
progress of the fault resolution through an e-mail, a call or website (if any). Customer will also be
permitted 1o ask for the status by providing the reference nurmber to the Helpdesk personnel on duty.

SCOPE OF RESRONSIBILITY

JasTel's responsibilities are:-

a)
b)
c)
d)
e)

Provide technical recommendation in conducting site preparation.

identify and provide the required JasTel Bandwidth Services.

Conduct installation, testing and commissioning.

Conduct the Acceptance Test and prapare the Ceriificate of Acceptance.

Provide network management and services management functions towards the Servica Level.

Customer's responsibilities are:-

a)

b)

c)

d)
e)

f)

Participate in technical discussions and provide necessary information associated with the JasTel
Bandwidth Services.

Adhere to the network requiremenis including the protocol standard to ensure compatibility,
conformance to the international industry standards such that problems and integration issues can be
aveided and resolved.

Adhere to procedures and processes outfined in this SLA to énsure smooth and efficient execution of
the services beiween both Parties.

Menitor and manage all devices that belong to Customer.

Participate in the testing and commissioning to be conducted by JasTel until all process is
completed.

Inspect and verify the Acceptance Test and sign the Certificate of Acceptance accordingly.

// : Hres



Service Level Agreement of JasTel Bandwidth Service

PART IV: THE SERVICE WARRANTIES
1.0 INSTALLATION GUARANTEE
1.1 JasTel guarantees that the Service will be provided to Customer on the Committed Ready for Service Date

{"CRFS Date") in the Service Order. Any changes of CRFS Date to the Service Order must be agresd by both
JasTel and Custoemer in writing.

1.2 In the event JasTel fails to meet the CRFS Date as guaranteed in Clause 1.1 above, Customer will receive a
credit against the One Time Installation Charges (OTC) applicable to the affected Service. The credit will be
calculated based upon the number of days after the CRFS Date that the Service is actually made available to
Customer. Days attributable to service testing and Customer's inability to accept the service shall not be
counted as delays. Credits shali be calculated as follows:

4-6 ‘ ‘ 10%
7-9 156%
10 and More 20%
1.3 In case One Time Instaliation Charges (OTC) has been waived, the condition in Clause 1.2 shall not be
affected.
1.4 Customer will acknowledge in Writing on JasTel's Reqguest for Acceptance Note. The Request for Acceptance

Note mustentail the following information:

a) individual Service Identification Information
b) Individual Service Commencement Date
¢} Both Ends Destination Address -

d) Both Ends Interface Type

e} Test Resulis

f) Helpdesk Support Contact Information

1.5 JasTel shall noi be liable for failures or delays in mesting the CRFS Date due to any of the following reasons: -
a) The Service being medified or altered in any way at Customer's Request;
) An act or the failure of any third parties (e.g., vendors, suppliers, subcontractars) which is beyand the their

control; )
¢} Any act or omission of Customer which causes or contiibutes to the delay or failure to meeting the CRFS
Daie, or
d) Some extracrdinary and unforeseen events or circumstances beyond the control of the pariies, such as
war, strike, riot, crime, act of God {g.g., flood, earthguake, volcana), an act of any government, or any other
circumstance commonly known as “Force Majeure” .

20 SERVICE AVAILABILITY GUARANTEE
JasTel guarantees that the Service will meet the Service Availability Guarantee performance criteria:

{The test is based on ITU-T standard, conducted in a data transmission facility, which shall be considered as the
basis of measuring the quality of service level of the Senvice)

21 The Service Availability Guarantee shail apply to the Circuit in the Service Order.

2.2 "Availability Outage Time" is the criteria that will be used to determine the applicability of the Service
Availability Guarantee. If the Availability Qutage Time for the Service exceeds 44 minutes during

any applicable billing [month], Customer will receive a credit against the Monthly Recurring Charge
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for the affected Service calculated as follows:

O 44 Minutes . 0%
45131 Minutes 2%
132 - 218 Minutes 5%
219304 Minutes , 10 %
305 - 434 Minutes . 15 %
Above 434 Minutes ' ' ~20%
23 Failures, outages, interruptions, defects or delays in Services due to any of the following shali not

couni towards the calculation of Availability Outage Time and shall be excluded from the Serwce
Availability Guarantee:

a) Outages attributable in whole or in part to Oustomer s Premlse Equipment, |nclud1ng
Customer's omissians or errors;
b) Planned outages in JasTel Network after they have given Customer advance notlce
¢} Failures or outages that arise from some extraordinary and unforeseen evenits ar
O circumstances beyond the control of the parties, such as war, strike, riot, crime, act of
God (e.g., flood, earthquaks, volcana), an act of any government, or any other

circumstances commeonly known as “Force Majeure”

2.4 A Chronic Outage is defined as service availability outages, which entitle Customer to credit under the Service
Level Agreement. In the event of a Chronic Outage condition, Customer will have the  right to either -
a) Obtain service availability outage credits, as set forth in the Service Level Agreement; or
) Terminate the Agreement by giving at least 30 calendar days written notice to JasTel without
liability or early termination charges.

A —
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PART V: DATA COLLECTION AND CREDIT CALCULATION- '

1.0

1.1

1.2

1.3

1.4

2.0

241

2.2

DATA COLLECTION FOR CALCULATING AVAILABILITY QUTAGE TIME (AOT)

In AQT, the outage time fdr each event of service non-availability shall commence from the time of Network
Management System (NMS) detect and start record network fault and shall end upon restoration of the
Service as evidenced in the NMS record. AOT is an event. whereby the Bandwidth Services is not able to
carry traffic from POl to POl in the Circuit.

Customer shall ensure that the Ser\nc:e non-availability is not caused by the malfunction of Customer's
equipment.

Upen the restoration of the Service, Helpdesk personnel will call Customer to confim the restoration of the
Services followsng which, the FRDR form will be generated and submitted to Customer for reference. The
status of the Service restoratiori is also generated at the Customer Helpdesk support and website {if any),

The Reference Number is closed when the FRDR form is generated.

CREDIT CALCULATION

Credit for Commitied Guaraniee

214 Credits are calculated after deduction of all discounts and other special pricing amangements and

may not be applied to governmental fees, taxes surcharges.

212 Credits note will generally be reflected on the next invoice following the billing month in which the
Service-affecting event occurs.

Limitation and Exclusion of Liability

221  Exceptfor any right of termination provided herein, such credits provided herein shall be Customer's
sole and exclusive remedy with respect to such failures of Service, and shall be in heu of any other
rermedy which Customer may have at law or otherwise.

222 Save as expressly set forth In this Agreement, all conditions and warranties, express or implied,
statutory or otherwise, (including but not limited {o any concerning the fitness of the Services ar any
part thereof for a particular purpose) are hereby excluded.

/"'/. 11|Prge
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PART Vi: NETWORK SUPPORT AND FAULT REPORTING PROCEDURE

1.0

1.1

1.2

NETWORK SYSTEM SUPPORT AND MAINTENANCE

Introduction )
This suppert and maintenance guideline is designed to assist Customer with the next course of action In the
aveni of iraffic fault or network interruption when utilizing the Bandwidth Services in Customer’s network
operational routines.

The following section outlined steps, which Customsr will take in the process of resolving the network _

interruptionffaults and acquiring the necessary Service Support from JasTel's Helpdesk Support. The
sequence of the process flow is as follows:

a) What to do when you encounter any network interruption;
b} Steps for trouble-shooting on network faults;

¢) Obtaining status progress of the Service restoration tasks from Helpdesk Support;
d} Official record submission on nétwork interruption to JasTel.

121 WHAT TO DO WHEN ENCOUNTERING NETWORK INTERRUPTION )
1.2.1.1 When customer encountering any network interruptionfiaults. JasTel is fully comimitied to customer
satisfaction before, during and post sale.

1.21.2 If Customer has a problem with Customer n'etwork transmission while operating on the JasTel
Bandwidth Services, Customer is advised to fully utilize the Helpdesk Support via the JasTel's
Helpdesk Support number +(66) 2 100 4222

1.2.1.3. In the event of customer has a problem with bandwidth network operation; cusiomer must fill in the
problem detail in FRD form and send to JasTel's Helpdesk Suppert for generating Reference
Numnber. Then, FRD form shalt be sent back to Customer to acknowledge.

1.2.1.4 Please review the steps carefully and contact JasTet office should Customer reqmres any furiher
clarification pertaining to the steps and actions.

1.22 RECOMMENDED STEPS FOR TROUBLE-SHOOTING ON ANY NETWORK INTERRUPTION

1.2.2.1 This section will provide Gustomer with detalls on how to identify network interruption/faults and
action to take after full diagnostic steps is completed. It will also explain the necessary INSPECTION
and CHECKING required on Customer network equipment prior to reporting to JasTel's Helpdesk
Support.

1.2.2.2 Since the network connection involve both sides; Customer's network equipment and JasTel's
Network POl to POI, it is wise to perform the trouble-shooting at the nearest location first and
subsequently determine which connection is probably causing the network interruption to avoid

incidences whereby false ermrorfalarm messages or codes on the system ls misinterpreted to

conclude that the Services network has encounter a failure.

1.2.2.3 TROUBLE-SHOOTING ACTION
li Customer encounters any network interruption/faults with its network equipment on JasTel's
Network, refer to the following list of general suggestions before taking further actions.

1. Always check that the network equipment/hardware are properly plugged in or connectad
into the working outlet. There are many incidences whereby the connectivity of the
wiring/cables or network equipment is not properly plugged into the socket, resulting in the
alarms giving failure signals io the systems.

2. Check all cable connections or network card installation for locse or incorrect connections
to the working outlet/socket.

3. Ensure that all wired connectivity and network communication cards are in good conditions
and working conditions (properiy plugged in).

®
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2.0

2.1

2.2

2.3

24

123

1.2.3.1

1.2.3.2

124

1.2.4.1

1.2.4.2

4, Meanwhile, Customer may alert Helpdesk’s personnel of the situation and software or
physical loop-back test will be performed on JasTel's node to confirm whether or-not the
fault is originating from JasTel's trunk network.

5. Turm up the brightness and contrast controls of the monitoring/indicator light to avoid any
confusion over the afarms.

6. If everything of the above is fing, Customer have io call Helpdesk support at the JasTel's
Helpdesk Support number for further support assistance.

OBTAINING STATUS PROGRESS OF FAULTS RESTORATION TASKS FROM HELPDESK
SUPPORT

Reference Numbear (FRD No.)

In the event of Customer call JasTel's Helpdesk Support to report netwark fault detection, Helpdesk
persennel shall release the Referenca Number (FRD No.) immediately. Customer is advised to record
the Reference Number {FRD No.) as official record submission on the Fault Reporting Document
{FRD) to JasTel and for reference on restoration progress.

Interval Status Progress

1. OCnce the network interruption/faults are reported to JasTel’'s Helpdesk -support, Customer
may follow up on the siatus progress of the reported faults at an interval period of every
hour.

2. When Customer reduires updates on the stafus progress of the reported faults, the

Reference Number (FRD No.) shall bé used as an Identification Number whenever
Customer contact the Helpdesk support without having to re-introduce, or re-describe or
provide other details of identification for the secend time.

3. At JasTel's Helpdesk support, the Reference Number (FRD No.) is centrally managed and-
kept in a database for reporting and administration purposes. This Reference Number (FRD
No.) is also used for retrieving or checking the details of the nature of network
interruption/faults and actions taken to rectify the reported faults.

SUBMISSION OF FAULT REPORTING DOCUMENT (FRD) TO HELPDESK SUPPORT

Customer is required to officially submit FRD on network interruptiorn to Helpdesk Support by
sending back the copy of FRD with lodge of customer's signature via FAX or e-mall to ensure that
both Parties are fully aware of occurrence of network interruption/faults.

This submission shall be evidenced that Customer has officially lodged the complaints to JasTel for
any network: interruptionffaults and shall be used later on for the credit calculation on rental fee
refund to Customer as committed under this Agreemant.

JASTEL'S NETWORK MANAGEMENT SYSTEM (NMS)

JasTel's NMS incarporates ihe concept of network configuration modelling, which is beyond the management
system to build intelligent relationships between devices, their associations with the networks and sub-
networks.

JasTel offers network configuration management and performance features, which are specially designed for
high perfarmance capability, unparalleled flexibility, backed by comprehepsive fechnical support.

. The database representation of the network attains comprehensive Information, such as date of installation

and inspection. Physical information of equipment or any information that may be necessary for operations
and monitoring purposes, relocation, routine mainienance, upgrading or ultimate replacement.

JasTel’s Netwark Operation Center (NOC), centrally operaies from JasTel Network Co., Ld. in Bangkok.
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3.0

CONTACT LIST

Na.

Address

Contact Person

1.

JasTel's Network Operation Center (NOC)

200 Moo 4 Jasmine International Tower 8" floor
Chaengwattana Rd., Pakkret, Nonthaburi, 11120
Thaitand

Network Enginger on duty in NOC
Tel: +{66)2 100 3366

+ (66) 2 100 3367

+ (66) 2 100 3368

-+ {66) 2 100 4222
Fax: +{66)2 100 3383

E-mail: nmg@ m]geg

JasTel Network Co.,Ltd. (Head Office)

200 Moo 4 Jasmine International Tower 8" floor
Chaengwattana Rd., Pakkret Nonthaburi, 11120
Thailand

Mr. Sutthee Opassamutchal

Transmission Engineering Assistant Manager
Tel: +(66)2 100 4021 :

Fax: +(66)2 1003383

Mobile: + (66) 8 1822 3800

E-mall; osuithee@jasmine.com

JasTel Netwoik Co.,Ltd. {Head Office)

200 Moo 4 Jasmine International Tower 6 floor
Chaengwattana Rd., Pakkret, Nonthabur, 11120
Thaitand

Mr. Seksan Wutthilert

Transmission Engineering Manager
Tel: +(66)21003168

Fax: +(66)2 100 3383

Mobile: + (660 8 1 822 3655

E-mail: wseksan@jasming.com
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DWDM

ITU Standard Compliance
- ITU-T G.694.1 Spectral grids for WDM applications: DWDM frequency grid

- ITU-T G.6§1 Optical Interfaces for signal channel STM-64 and other SDH systems with optical
amplifiers

- ITU-T G.693 Optical Interface for intra-office systems

- ITU-T G.957 Optical interfaces for equipménts and systems relating to the SDH

- 'ITU-T G.709 Optical Transport Network,

- ITU-T G.773 Protocol suites for Q-interfaces for management of transmission system

- ITU-T G.798 Characteristics of optical transport network hierarchy equipmeﬁt functional

blocks
- ITU-T G.959.1 Optical transport network physic;al layer interfaces
- ITU—T G.7710 Common equipment management function requirements

-ITU-T (G.874.]1 Optical Transport Network (OTN) protocol-neutral management information

model for the network element view
- ITU-T G.664 Optical safety procedures and requirements for optical transport systems
ITU-T G.825 The control of jitter and wander within digital networks, which are based on the
SPH
- ITU-T G.872 Architecture of optical transport networks
- + ITU-T G.692 Optical interfaces for Multi-Channel systems with optical amplifiers
ITU-T G.707 Network node interface for the SDH

Service Interfaces Standard Compliance
- SONET: OC-3, OC-12, 0C-48, OC-192
- SDH: STM-1, STM-4, STM-16, STM-64
- Gigabit Ethernet, 10 Gigabit Ethernet
- Storage Area Networking: ESCON, FICON, Fiber Channel, ETR/CLO, Digital Video, FE,
FDDI, ATM or any mix ' '

Reference Access Offer (RAQ)

/1/

®



O

o

nmsunutsiruems 4 lasia Tnsamnnaye: 15 Sama dindda $15a
W
SDH
Standard Compliance
- ITU-T G.7041, G.7042 and G.707
- ETSI, ATM Forum, IETF and IEEE

Service Inferfaces Standard Compiiance
~ 63x2 Mb/s (ISDN-PRA and re-timing function)

- 3x34/45 Mb/s switchable

- 4xSTM-1 (Electrical, S-1.1, L-1.1, L-1.2, 1-1.2 JE)

- 16xSTM-1 Electrical/Optical

- 4x0C-3 with AU3/TU3 conversion .

- 4xSTM-4 (8-4.1, L-4.1,1.-4.2, L-4.2 JE)

- 1xSTM-16 (I-16.1, 8-16.1, L-16.1, L-16.2, L-16.2 JE1/2/3)

MPLS
Standard Compliance
. IEEE 802.1d Bridging
- IEEE 802.1 p/q VLAN Tagging
- IEEE 802..3 10Base-T
- IEEE 802.3u 100Base-TX
- IEEE 802.3x Flow Conirol
- IEEE 802.3z 1000Base-SX/LX
- TEEE 802.3ad Link Aggregation
- IEEE 802.3ae 10 Gb/s Ethernet

Service Interfaces Standard Compliance
- _Routing: BGP4, IS-1I8, OSPF, RIPv1 and 2, GRE and IGMP v1 v2 v3 snooping

- Equal cost multipath protocol (ECMP) routing (up to 16 paths)
- MPLS: LSR and LER, RSVP—TE, LDP, Fast Reroute (FRR) with sub 50ms failover
- Line rate Layer 2 and 3 ACL filtering at 10 Gb/s

Network Management: SSH, Telnet, FTP, TFFP, SCP, RADIUS(AAA), TACACS+ and SNMP vl vie

and v3

Reference Access Offer (RAQ)
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200 Moo 4 Jasmine lnternation Tower 77 1., Chaengwattana Rd., Pakkret, Nonthaburi 11120 Thailand,

4 as lel JASTEL NETWORK CO:, LTD,

Tel: (662) 100-3183 Fax : (662) 100-3184

ral Regulation

No food and beverage are allowed within Co-Location area.

No srmoking in Co-Location area except for the designated smoking area. Chewing tobacco is also
prohibited on the Co-Location.area.

No combustible and hazardous materials are allowed within the Co-Location area.

No any cutting of material (pipes, floor tiles etc...) shall be performed inside the Co-Location area
unless speacial arrangements are made. 7

Visitors may not be under the influence of any alcohol, iffegal drugs or other intoxicants

Mobiles and cameras and any media recorder are not permitted at Co-Location area without prior
approval, Visitors, clients or guests are fo request Co-Location and the application must be approved

prior to any photos being taken.

Customers that do not have a valid government issued photo 1D {Driver's License, Passpori, and

State |D) are not permitted on the premises.

Upon e'ntering Co-Location Facilities, you will be greeted at the front desk by a Co-Location Staff.
You must present a valid photo 1D and receive a visitor's badge. .This badge must be worn at all
fimes. You must also remember to check out with Co-Location siaff when you leave the Co-Location

area.

Visitors/ Customers will sign infout of the Co-Location area using the site Log location in Go-Location .

area.

All Visitors are subject to constant surveillance camera while on the premises.

All packing material must be removed from storage room and unpack in the specified staging room
before being moved into the "Telecom” or “Server" room.- '
Customers shall only access racks that contain egquipments for which they are personally
responsible.

All floor tiles and sub floor access must be removed or operated by Co-Location staff only.

In the event of an emergency notify Co-Location staff immediately.
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JASTEL NETWORK GO, LTD.

200 Moo 4 Jasmine Internation Tower 7 FL., Chaengwattana Rd., Pakkret, Noathaburi 11120 Thailand.
Tel: (862) 100-3183 Fax : (B62) 100-3184

The Policy of JasTel Co-Location Area

The policy was written in order to commit all customers to servicing confidentially and excellently. The policy
is mentioned security and access, installation, connectivity, site visit, facilities, maintenance, outage and
information. JasTel is strongly committing to be certified 1SO 27001 within 2010 and then JasTel will direct to
approach ISOC 20000 later. '

Security and access

1. Fingerprint and Keycard holder
JasTel staff only work in JasTel Co-Location shall be registered as authorized holders. Fingerprint
and keycard access are available to the Co-Location area on a 24/7 basis for authorized holders.

2. Authorized cusfomers ) '
Authorized customers, customers completely signed the'Service agreement, can access their’
equipment housed in the Co-L.ocation area on a 24/7 basis. However customers shall provide the
list of their employees enter the Co-Location area for registration. If'accéss is requested, see
accéss procedui"e.

3. Approved Vendors

" The approved venders list is maintained at the Co-Location area. The approved venders will be

alldwed to enter the Co-Location area to perform scheduled maintenance or repair work according
to accéss procedure.

4. Guest Visit

Guest visit will be allowed according to access procedurs.

Everybody access to the Co-Location area shall respect the general regulation attached.
Access records shall roufinely be verified in order to ensure no risks to the Co-Location area.
All pictures recorded by IP cameras shall be maintained at least 30 days.

All activities by customers and suppliers shall be observed and watched by JasTel staff at all times.

Equipment installation
1. Receiving new equipment - _

Authorized customers can ship their equipments to the Co-Location area as address below:
JasTel Network Co,Ltd.
200 Moo 4 ,Jasmine International Tower,

Chaengwattana rd.,Pakkret, Nonthaburi, 11120, Thailand

s
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I el JASTEL NETWORK CO., LTD.

Tel: (662) 100-3183 Fax : (662) 100-3184

The customers shall inform DC engineer via e-mail about detalls of shipment or ]:Sacking list at least
2 days prior to shipment. When DC engineer receives the shipment, checks and stores it in secure
place and then confirms the customers. Contact information for DC engineer as the contact table

below.

If any equipments are special size and not to fit standard racks, customers should inform DC
engineer before shipment by 45 days to make to order special racks.
In'case of equipments extremely constme power supply and dissipate heat, JasTel should_ be
informed to review readiness for facilities. -
2. Installation of new equipments
Customers installing new equipments in the Co-Locétion area should be aware of:
O The equipments and standard rack weight shall not exceed floor-load specified. Thus, all
equipments shall be weighed before installation. '
O All equipments shall only be unpacked, configured and tested at staging room.
O After test, All equipments shall be housed in standard racks or special racks.

JasTel staff is available for'assisting customers with their requests.

3. Equipment removal _
Any authorized customers intending to remove equipment from the Co-Location area shall se'nd
Equipment remox,_fal list to be approved by DC manager. All équipments removed shall match with
Equipment removal list and checked by DC head of technician before taking them out of the Co-

Locaticn area.

Refer to Installation and removal protedure.

Connectivity
1.  Network connectivity

The Co-Location area provided Meet Me Room {MMR} for connecting circuit between customers

and providers. Any connectivity of rent racks in between shall be approved and performed by
JasTel staff only. -
2. Electrical distribution

JasTel will manage all electrical distribution requirements. All electrical distribution installations or -

changes shall be specified and approved in advance by DC engineer, Al distribution panels shall

be controlled by JasTel technicians at all times.

ed

200 Moo 4 Jasmine lnternation Tower 7" FL, Chaengwattana Rd., Paldkret, Nonthaburi 11120 Thaitand.
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JASTEL NETWORK CQO., LTD.

200 Moa 4 Jasmine intemation Tower 7° Fl., Chaengwattana Rd., Pakkret, Nonthaburi 11120 Thattand.
Tel: (662) 100-3183 Fax : (662) 100-3184

Site Visits
1. Planned Work visit

Customen;s planning to work on their equipments should provide "Work Permit” at least 3 days
advance. Work Permit shall be pre-approved by DC Manager before starting to work. Refer to
~ Access procedure.
2. Emergency Wark visit
Registered staff of Authorized customers will immediately be allowed to access during an

emergency situation by call +662-100-3368 or e-mail to DC NOC (LL_noc@jasmine.com)’

Facilities

" 1. Environment condition

Operating environment standard for the Co-Location area provide 20-24 degrees Celsius and 40-
60% relative humidity. If temperature and relative humidity are out of these ranges, JasTel staff
shall immediately correct them on a 24/7 basis.

2. AC/DC Power supply
AC/DC power supply designed as two sources separately as power supply diagram attached.

JasTel guarantees AC/DC availabilities and regulations corﬁplied with Service Level Agreement.

Maintenance -
All equipments and facilities of the Co-Location area shall regularly be checked and measured according to

Scheduled maintenance. The results of schedule maintenance will be kept and analyzed to improve and

increase efficiency. Refer to Maintenance procedure

QOutage :
Outagé from JasTel's faciliies or connectivity shall immediately be corrected. If any critical problems

occurred can not be rectified within specified period, the problems will be escalated as escalation table,

Information

Any information such as power line diagram, layout, security diagram, customer list etc. shall be confidentially

kept. Access to the information shall strictly follow document control procedure.

e
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Smart Hands Service (Remote hand Serv.ice)

Tape Backup: Cassette exchange and strongbox storage
Ladder racking, pre-wiring of patch panels and equipment

. Interface card removat and installation

Inventoryingf/labeling of equipment

Powercycling a router, server and switch

Adding, removing or verifying a demarcation

On-site technical assistance and troubleshooting

Equipment installations

soft-booting a server :

Equipment and Interface card configuration (details of configuration must be given)
etc.

Package Price (THB)

15 mins

2 hrs/month
5 hrs/month
10 hrs/month

1,000
8,000
18,000
29,000

Remarks : « Smart Hands Service for less than 15 minutes is calculated as 15 minutes
* Time counting based on the ticket time issued by JasTel's customer service team
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