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Service Level Agreement

1. Service Level Agreement

Network Uptime - Airtel guarantees network uptime of 99.00%. The service will be considered
unavailable in the event of any unscheduled service outage on the Airtel network due to the transmission
or equipment failure causing 100% blocking of movements of packets ahead of the Customer link and will
be calculated on the monthly basis on Customer's request.

2. Maximum Time to Respond/ Mean time to resolve (MTTR)
The MTTR for a network related problem reported on the Airtel network only is as per table below

MTTR
Description Maximum Time to Respond Mean Time to Resolve
¢ Airtel Network 30 minutes 4 Hours

*All parameters in Table 2.0 would be calculated by taking an average over a period of 1 calendar month.

3. Network and Service Availability/ Uptime (in %)
Network Unavailability will not include any unavailabiiity resulting from:

(a) Scheduled Maintenance of Airtel Network;

(b)An interruption during any period when the customer elects not to release the service for testing/
repair/ maintenance and continues to use the Service on an impaired basis;

(c) Any cut/fault in submarine cable system beyond Airtel control. However Airtel may provide service on
best effort basis during this period depending on availability of resources;

(d) Interruptions due to failure of equipment provided by Customer or other third party on behalf of
Customer;

(e)Acts or omissions of Customer (including the provision of inaccurate information knowingly or
unknowingly), or any use or user of the service authorized by Customer or Customer caused outages or
disruptions;

(f) Interconnections to or from and connectivity within other Internel Service Provider (ISP) networks or
any other service provider network in India; or

(g) Disconnection/s due to non-payment of Airtel's dues; or

(h) Reasons of Force Majeure.

() Network Availability =

——___Overall Network Uptime
(Total Time ~ Maintenance - Incidence of Disaster - Outage on Customer's Behalf)

rk Avallability In the event the Cus ility during a month in excess
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Table 2.0 — SLG Table for Availability G R
Rebate (Hours) In
Parameter Service Level e
Service
98.99% - 98.00% 11
Network Avallability || 97.09% - 87.00 % 1:1.25
Less than 97.00 % 115
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« 1:1 shall mean that for every 1 hour of network downtime, as measured by Airtel's network, Airtel
will extend the service by 1 hour.

+ 1:1.125 means for every 1 hour network downtime, as measured by Aittel's network, Airtel wil
extend the service by 1 hr and 15 minutes

o 1:1.5 would mean that for every 1 hour network downtime, as measured by Airtel's network, Airtel
will extend the service by 1 hr and 30 minutes

However the total extension of service offered as service credit shall not be more than three (3) days.

4, Service Credit Claim Process.

All service credit are calculated post completion of one (1) service quarter. To initiate a claim for Service
Credit with respect to the Network Availability Guarantees, Customer shall submit a Service Credit
Request Form within seven (7) business days after the end of the service quarter during which the
outages occurred. Customer to claim service credits within maximum of 80 days post end of a
service quarter.

The claim for Service Credit must include the following information:

Customer Name and contact information
TICKET number, circuit ID and billing code. I
Product or Service type [
Date and beginning /end time of outage
Brief description of the characteristics fault
End User location and circuit ID.

Balance Payment status

@a~oapop

5. Planned Outages

a. Planned preventive network maintenance may be scheduled by Bharti.

b. Al planned outages will be carried out during maintenance window between 0200 hrs to 0600 Hrs
IST. !

¢. Bharti will inform by Phone, email or fax about maintenance activity to customers at least 14 days
in advance. Customers may plan their data transfers accordingly.

d. Customers shall allow Bharti to carryout maintenance activities as and when required. Bharti will
carry out repair and maintenance activity on non receipt of confirmation from customers and shall
not be responsible for loss of service.

e. In case of emergency and customer services are affected partially or fully, Bharti will evaluate the
critical ness and carryout maintenance to restore service immediately without any prior notice

IN WITNESS WHEREOF, the parties hereto have caused this Agreement to be duly executed on the
day, month and year first above written.

SIGNED AND BELWERED : - SIGNED AND DELIVERED

Bharti Alrtel Limited
Bhartl Crescent, 1, Nelson Mandela Road,
Vasant Kun|, Phase I, New Delhi - 110 070
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Service Level Agreement (SLA) for Enterprise Solutions

Atria Convergence T echnologies 1td
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1. Service Level Commitment

L1 In conuideration of the Customer fultiliing each and every obligation and cevenant on s pan te be performed and otherwise comphyng with the terms and
conditions of the agreement for Enterprise Internet Service, ACT commits that the Enterptise Internet Service subscribed by the Customer shall meet the Service
Level(s) during the period of the Subscription of the Service

-

The 5LC provided hereunder may be withdrawn or amended by ACT with 7 days’ notice unless the change in SLC n mandated by Government of India or any
Statutery or regulatory body thereol, without being liable to the € in damages or erwise, except that any penalty accrued and due to the
Customer under this SLC on the date of such amendment of withdrawal will be paid by ACT 1o the Customer

1.3 In the event that ACT fails to meet the Service Level(s), then subject to the terms and conditions herein contained, ACT shall | bear penalty within the scope of
this Agreement

2. The Scope of this Agreement

2

This agreement covers Enterprise Internet service from ACT for both Dedicated Internet Bandwidth and Shared Internet Bandwidth

2.2 ACT agrees 1o bear penalty on any Violatians of the Service Levels within the stope of the Agreement. Any damages indirect or consequential: sustained by any
Customer/Partner/ Atfiliate of the Customer shall not be covered by this Agreement.

23 ACT will © ly moniter the N Performance and provide the Customer the committed Service Levels on the parameters mentioned in this
Agreement

24 ACT shall not be held responsible for degradation of service under Service Level Commitment Parameters because of any events or companents not covered
under this agreement occurring out of Force Majeure. Any Claims for Penalty or damages arising because of such events would not form part of this
Agreement

25 ACT shall not be held responsible for Degradation of Service If service is suspended on any suspicion of use of Service for any service(s) violating the narms
decided by Department of Telecommunication, Government of India, Any Claims for Penalty or damages arising because of such events would not form part of
this Agreement.

2.6 The SLA Target Objectives and Penalty Claims will only cover the ACT IP Backbone. Any third party services used in cenjunction with ACT IP Backbane to provide
service to the Customer will not be covered under the Target Objectives and Penalty Claims,

2.7 The billing will starts after Installation Report (IR} submitted 1o us. The IR should be submitted within 2 days fram the date of activation or else after 48 hours
of activation of the link by default the billing will be started. Whichever the early possible is considered for the billing of the link

3. Service Level Commitment Parameters

3,

ACT shall constantly monitor the health of the Network. The Network Performance will be measured against the following parameters. In case ACT fails 1o
deliver the Service Levels within the definitions contained in this Agreement, the Customer shall be eligible for the Service Credit Claims against the
respective Parameters.

3.1.1 Average Round Trip Delay or Latency

3.1.2 Network Availability
313 Packet Delivery

4. Planned Dutages

4.1 Planned p tive network t may be sch Iy ACT at any time

4.

19

Where possible, all planned outages will be carried out during maintenance window between 0200 hrs, to 0600 hrs. and ACT will inform by Phane, email or fax
about activity to s at least 72 hours In advance.

4,

"

In case of emergency and customer services are affected partially or fully, ACT will evaluate the critical ness and carryoul maintenance to restore service
immediately with prior netice

4.4 Customers shall allow ACT to carryout maintenance activities as and when required. ACT will carry out repair and maintenance activily on receipt
of confirmation from customers -

/l Principal e
Z A" W.0P. vaishnav College for Women -y

N G, e W
Custhmer Signature L:mmm c::;b'.laj ce Technologies Linike@nvergenterechnolodies P Ltd: | PogeZ 5] 7
REGISTERED M:&z?«ig w&m D{¥ess Building, Queens Road, Bangalore - 560 001. Ph: 0B0-42884288, Fax: 0B0-42884200

- = o: 94, MRC Nagar, Chennai - 60! Tamil Nadu, Ph: 044 - 4092 0000
OFFICE-TVH 10th Fi Block No: 94, C A 0028, Ta 5
REGIONAL Beliciaa Towers, Tower | oor,

CIN No: UT2900KA2000PLC027290

|

A
-

{
Signature of the Principal

rincipal
M 0 P. Vaishnav College Enr Women

Page | 4

Autonomous——— —
20,1V La(ne. Nungambakkaf: High
s Chcnnai-ﬁo 3



M. O. P. VAISHNAV COLLEGE FOR WOMEN (AUTONOMOUS)

Chennai - 600 034, India.

P EATC i e

5. Problems & Violation Reporting Process

51 Al Customer Camplaints have (o be logged with Lnterprise Help Desh. The detasts of the Enterprise Help Desk contact numbers are Eiven in the appendix |
ACT's Helpdesk uses an in house developed Troubie Ticket system called the Customer Complaint System {CCs)

52 Whenever Customer calls up the Helpdesk, ACT Suppart person will open a Trouble Tickel immediately. Custamer shall provide

5.2.1 Company name

5.2.2 Name and contact details of persan reparting the prodlem, in case they are different from ones in ACT's database
5.2.3 Customer Uiser Name

5.2.4 Description of problem

5.2.5 Resulrs of troubleshoating tried

5.3 The problem and above details will be logged and Trouble Ticket number issued 1o the Customer This Trouble Ticket number needs to be quoted for any status
on the problem. The Trouble Ticket shall be closed by ACT upan resolution of the prablem and telephonic confitmation of same 1o the customer. In case, the
custamer in not reachable through telephane, same will be ¢ ated via e-mai and tor closing the Trouble Ticket.

54 The Trouble Ticket when closed is saved in database for reference purpose and for the talculation of uptime performance of the links. The same shall be used 1o
caiculate the uptime deviations i any (penalty clause). Any imposition of penally conditions or claims would always be with reference to the Trouble Ticket
number &5 a standard and would not be taken in to consideration if atherwise

6.1 ACT shall always strive to meet SLC performance levels. However, in case of any Degradation of Service at any point af time during this agreement period, ACT

Rebate (Hours) In
terms of
Parameter Service Level
Extension of
services

Osssoxtcssson 11

Degradation of Service  [BEas%icogoox 10125

[Jtess than 38.00% s
Note
1 Urommnﬂmmrhr;wemy:hmrdﬂqmdmmaf
Service, a3 measured by ACT's network, ACT will extend the serwce by
1 hour.
2 1:1.125 means for every 1 hour Degradation of Service. as

measured by ACT's network, ALT wif extend the service by 1125 houre
1 1 s—wmnlnsrfwm-ylanM-mm af Service,
As measured by ACT'S network. ACT will extend the servce by 1.5 hours

7. Disputes & Settlement Process

7.1 Where any dispute arises between the Parties concerning or in any way ansing out of this Agreement or the performance by either Party of the terms of this
Agreement, the Parties will attempt in £00d faith to resolve the dispute through consultation at the senior management levels.

7.2 the parties cannot reslve the Service Level Dispute, either party may request that both parties escalate the Service Level Dispute 1o their respective Chief
Executive Officer or his or her nominee, who shall endeavor to resalve the Service Level Dispute in good faith,

7.3 Al disputes and ditferences between the parties arising out of this agreement shail be subject to the exclusive jurisdiction of the Courts in Chennai
8. Confidentiality

a1 mhnnmmmnnummmm.lnﬂnmuu of perf g it under this Ag 1, be exposed to or acquire
information which is proprietary to or confidential to the other Party or its atfiliated companies o their clients or 1o third partios 1o whom the Party owes a duty
of confidentiality. Any and all non-public information of any form obtained by the Parties or its employees in the performance of this Agresment shall be deemed
o be confidential and proprietary infarmation. The Parties agrees to hold such information in strict confidence and not to copy, reproduce, sell, assign, license,
market, transfer or otherwise dispase of, give or disclose such infarmation to third parbies of 16 use such information for any purposes whatsoeyer
other than the provision of Services as contemplated by this Agreement and 10 advise each of its employees who may be exposed to such BrGprietary
and confidential information of their obligations to keop such information confidential, e
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8.2 Confidential information shall not include information that s (1) in or becomes part of the public domain ather than by disclosure by ACT in violation of this
agreement, () demonstrably known te ACT previgusly, (i) independently developed by ACT outside of this Agreement or (iv) rghtfully obtaned by ACT from
third parties or {v) as required Lo be disclosed by ACT under Law o to any EOvernment agency

B3 It s understood and agreed that in the event of 2 breach of this Section damages may not be an adequate remedy and the Parqes shail be entitled to
Inunctive relisf ta restraim any such breach, theeatened ar actual,

8.4 This provision shall survive termination and expiration of the Agreement
9. Suspension of Service on Regulatory Violations

9.1 Customer shall nat use capacity otfered, for any lliegal, immoral pufpose, as finally determined by courts of competent juris diction in India and the user shail

indemnify ACT in respect of any liability incurred by ACT in this respect. ACT shail not be a party to any dispute b the C: and its ¢ 5. ACT, on
suspicion of any regulatory violat by the C « may suspend the service. This suspension of service shall not be eligible for any claims for Penaity
10.  indemnity

firm or corporation to the extent that such injury or damage shall have resuited from the willful or negligent acts or omissions of the other party or its oficers or
employees in connection with the performance of ather party's obligations under this Agreement. This provision shall Survive termination and expiration of this
Agreement on mutual understanding

10.2 Indemnification : Both Parties agree that they shall at their own expense, indemnify and hold harmiess the other Party, its subsidiaries, alfiliates or
assignees, and their managing directors, directors, afficers, employees and agents and defend any action brought Against same with respect to any claim,
demand, cause of action, debt or kability, including attorneys’ fees, to the extent that it is based upon a claim that the serwices, equipment and software used
hereunder infringe or vislates any patents, copynghts, trade secrets, licenses or other property rights of any third party. Customer may, at its own expense,
assist in such defense if it so chooses, provided that the other Party controls such defense and all negotiations relative to the settlement of any such claim
Customer shall pramptly provide the other Party with written notice of any claim which Customer believes falls within the scope of this paragraph

This p ion shall survive and of the Agreement. ¢ hereby ind ACT against any penaities or civil / criminal proceedings
s per law or action by any civil or judicial autharities, arising out of any wiolations of Indian Tel ®raph act or regul for p € and access Internet
services in India. All such proceedings will be to the account of ¢ for any such vl 8

11. Network Availability

11.1.1 Defi Network Availability is the percentage of the total available time peniad to the total service period under consideration for an Ip
Port subscribed by C . where tolal available time is the sum of the usable time for an IP Part. Defi for total avail tume (i} Bandwidth X 60 M

X

24 hours X 30 days i.e. Bandwidth for 43,200 minutes is the total time. Total uptime will be 99% of 43,200 minutes.

11.1 Exceptions;

11.1.2.1 For the purpose of talculating Outage Time for an IP Port in this SLC, the followings shall be disregarded:

(i} During the first Day when 3 new 1P Port is impl and by the C. - (i) Outage Time is due to the Customer's equipment and/or the circuit

that connects Customer's premises to the IP Port, (iii) Planned outage for which reasonable naotice is given to the Customer and the Customer agrees Lo release the
IP Port to ACT, (iv) Fauits reported by the Customer but no fault is found or confirmed by ACT. (v} The periods when the Customer’s staff are not available to
confirm service operation after clearance of fault. (vi) The periods taken by the Customer to confirm working condition of the IP Port after fault clearance by ACT,
[vil) The periods when interruptions are caused by events beyond ACT's reasonable control - Incidents of disaster and Farce Majeure,

11.2 Measurement:

11.21 N Availability = (Total availabl limcuﬁod-Tnnlouta;enmﬂudSeme Time period)

11.2.2 The downtime is the sum of complete Outage in service availability time in minutes for an 1P Port that is unable to provide the service subscribed by the
tmlmer.ﬂmquz Time said IP Port is not capabile of g and 1§ all of the C ‘s IP data, ¢ dered from the time when the Customer
reports a fault condition and releases said P Port to ACT for testing action, to the time at which ACT returns or attempts to return aid IP Port 1o the Customer, If
during testing action, ACT confirms that said IP Port is able to provide the Service subscribed by the Customer, this period shall not be considered as Outage Time and
shall be excluded.
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11.3 Service Level:
Service
P t i
arameter 4 et SLA Violation Trigger
Average Netwark Duration of Netwark Unavailability
Availability 99.50% exceeds 30 minutes continuously

11.4 Average Round Trip Delay {ar Latency)

11.4.1 Definition: The “Average Round Trip Delay (or Latency)” shall mean the average time (in milliseconds) for a 32 byte diagnastic packet to transit from ACT's
Gateway Router to Peering Router at the foreign end and return within the Backbone Network.

11.4.2 Exceptions: Average Round Trip Delay {or Latency) does not include delays caused by: (i) Delays in transit accurring in the local loop circuit between a ACT's
Router and the Customer's site (2 the delay varies with the physical distance and the line access speed); or (i) Any used to i ect the local loop

11.4.3 Measurement:

11.4.3.1 Specially generated delay measurement packets are used by ACT to measure Backbone Network Transit Delay.
11.4.3.2 The measurement frequency is fifteen (15) minutes.

11.4.3.3 The measured data from the G y Router is coll d by ACT's N Manag System.

11.5 Service Level:
11.5.1 For Dedicated Internet bandwidth
Parameter Service Level

Average Round Trip Delay Maximum of <300
{or Latency) to U.S.A. ms

Average Round Trip Delay Maximum of <200

(or Latency) to UK ms
11.5.2 Service Uptime®
Parameter Uptime %
Service Uptime3% 99.50%
MTTR 4hrs
11,6 Packet Delivery
11.6.1 Definition: The “A age Backbone N Packet Delivery™ shall mean the average successful packet defivery from ACT's Gateway Router to Peering
Router at the foreign end.

11.6.2 Exceptions: ACT shall not be responsible for packet loss due to congestion on the Customer access link.

11.6.3 Measurement.

11.3.3.1 ACT will use ICMP Ping utility to measure delivery of packets. Delivery of packets will be calculated from ALT gateway router at connecting POp to router at
foreign end.

11.3.3.2 Presently, ACT will use SingTel routers at San Jose USA and Singapore as foreign end routers, Testing would be done with sample size of 20000 packets of
32 bytes each. Successful echa reply from foreign end will be treated as successful packet delivery,
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11.6.4 Service Level
Parameter Service Leved SLA Violation Trigger
Maonthly Backbone Duration of Packet |oss
Network Packet 99.50% exceeds 30 minutes
Delivery continuously
12. Disclaimer

services, prod and other inf ion and the quality and bility of all handise provided through the internet access service offered by ACT, The
services by ACT are provided on an “as available” basis only. ACT does not warranty that the services will be uninterrupted, error- free or free from viruses or harmful
companents. ACT is not liable for any costs or damages that may arise directly or indirectly on account of your using the services provided by ACT, including any
direct, incidental, plary multiple special itive or ial damages in any event including acts of god, lightning strikes, earthquakes, floads, storms,

13. Declaration

15.1 Subscriber, hereby, certifies that Internet Bandwidth and other services subscribed fram Atria Convergence Technologies Pvt Lid are used as permitted by the
Government of India or any other Statutory Authority. Subscriber undertakes that the same shall not use the Internet Bandwidth offered for any illegal,
immoral purpose. Further, subscriber agrees and certifies that the infringement or violation of any rules prescribed by Government of India or any other
regulatory or statutory authority, if any, shall be solely the responsibifity of subscriber and shall indemnify Atria Convergence Technologies Ltd in respect of any
lability arising out of such misconduct.

I/We hereby to abide by the provisions of Indian Telegraph Rules in force and as modified/amended from time to time and such other terms and conditions
prescribed by Telegraph Authority/ACT. I/We hereby agree that the services will be used purely for private/permitted application, It will not be used to carry any
communication, which is not permitted by the rules of Telegraph autharity or in violation of above terms and conditions. |/We hereby further agree to extend facility
o Telegraph Authority/ACT in order to enable monitoring of the purpose, performance and operation of the services, as and when required

Customer Signature
14. Termination of Agreement

14.1 Continued use of ACT services, constitutes acceptance of the terms of this agreement in its present form without exception and also
includes acreptance of any future revisions to the same. if the subscriber’ is dissatisfied with the servicas pravided by ACT then the sole
and exclusive remedy available to the ‘subscriber' Is to stop using the services and to terminate the ACT account, under intimation to ACT
in writing with 1-month advance notice. This does not absalve the 'subscriber’ of any dues which remain and the same femains payable,
Agreed contractual charges are payable irrespective of termination and or down gradation. Contract would be revised to new 1-year lock
in period from the date upgrade/Price Revision takes place

- negative address verification, non-payment, violation of any terms of this agreement, usage of the service for any illegal or immoral
activity etc. ACT is not liable to give the subscriber any advance notice for such disconnection,

15. Jurisdiction

15.1 Any disputes arising out of or related to this agreement will come under be under chennai Civil Court Jurisdiction,

Any, dispute controversy or claim arising out of or relating to this service arrangement, or the breach, termi , exist or invalidity
thereof, shall be referred to a sole arbitrator inted by ACT. Ci shall not challenge the ion of the arki on the ground that the
nomination is made by ACT. The arbitration shall be conducted in accordance with the Indian Arbitration and Conciliation Act, 1996, as amended
from time to time, The award of the arbitration shall be final and binding upon the Parties. The arbitration praceedings shall be conducted
in English. The venue of the arbitration shall be at Chennai on mutual understanding - —
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