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Network Availability Commitment
Fusion aims to provide 100% core network availability.

Service Level Commitment (dependent upon ordered service)

Broadband Standard care

Is available on BT IPStream, BT ADSL “Max”, C&W LLU ADSL and BT Data-
Stream products within tariff. Standard Care offers a 40 working hour clear
within BT Wholesale, but no guaranteed response time and is not supported
by a Service Level Guarantee. No out of hours engineering visits are sched-
uled under standard Care, and no service credits are offered against a Stan-
dard Care service.

Broadband Enhanced care
Is available on BT IPStream, DataStream and LLU products within tariff and
offers a 24 clock hour clear within BT Wholesale and BT OpenReach, a 4 hour
response time and is supported by an improved Service Level Guarantee.
Out of hour engineer visits to site may be used to complete a repair if unre-
stricted access is available.

Your Remedy

If Fusion fails to clear the Digital Subscriber Line reported in accordance with
this SLA, Fusion will credit your account with One (1) days service credit for
each service effecting incident.

Service Credit Specifications

In the event Fusion fails to achieve any Service Level Commitment, at your
request, Fusion will credit your account in accordance with the applicable
remedy set forth above in connection with such Service Level Commitment
and subject to the following:

To be eligible for a Service Credit, you must report the commitment failure to
Fusion within five (5) days of its occurrence (via telephone at 0845 500
8585 or via e-mail notification to support@fmn.uk.net), and you must have
notified Fusion of any service-affecting conditions at the time of such failure
and have provided Fusion with all other information reasonably requested in
furtherance of troubleshooting the reported issue.

Hardware

Hardware purchased to deliver the ordered service is not covered by the
Service Level Agreement.

Should hardware fail, Fusion will replace the hardware under the manufac-
turer’s warranty (if this is still valid). Next Business Day hardware replacement
is only guaranteed if you have ordered the Netbiz 24/7 Next Business Day
Hardware Replacement option with your service. Should we fail to deliver the
replacement hardware within guaranteed Netbiz 24/7 time frame, you will
then be eligible for Service Credits as stated within this document.

All requests for Service Credits must include a valid report of failures that
include the Service Level Agreement “trouble ticket” number assigned to
Customer’s report, and include such other information as Fusion may have
reasonably requested to assist it in verifying the request. Fusion may reject
any Service Credit request which does not provide sufficient supporting
information to allow Fusion to verify the claim. All requests for Service Credits
will be subject to confirmation by Fusion, and will be applied by Fusion as
soon as possible to a subsequent recurring invoice following approval.

Service Level Commitment, based on a 365 days (e.g., a one-day Service
Credit means the Customer will receive as a credit an amount equal to 1/365
of the applicable recurring annual charge for the affected service). The maxi-
mum Service Credit to be granted for all failures within a given month shall
not exceed the monthly recurring fees charged by Fusion for the given service
for the month in which the given Service Credit is claimed.

The remedies set forth herein for each Service Level Commitment shall be the
exclusive remedy available to Customer for Fusion'’s failure to achieve such
Service Level Commitment. This SLA does not represent a warranty or guar-
antee by Fusion that services will be uninterrupted or fit for any particular
purpose or intended use of any kind, and Fusion shall not be liable for any
damages of any nature or amount as a result of any failure to achieve any
Service Level Commitment, other than the permitted Service Credits author-
ised and described hereunder.
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Fusion shall promptly notify Customer of its resolution of the event. Customer must
claim any applicable Service Credits by the 15th day of the month following the month
in which the reported incident was resolved. Fusion will inform Customer of credit
requests rejected for insufficient information, and Customer will be allowed to resub-
mit such requests with additional supporting information within fifteen (15) days of
Fusions notification of its rejection of the credit request. After Customer resubmits the
credit request with the additional supporting information, the standard verification
and crediting timelines outlined herein shall apply.

Service Credits are calculated based on the contracted annual rate for the affected
circuit, prorated by the number of days of credit provided as the remedy for the
applicable Service Level Commitment, based on a 365 days (e.g., a one-day Service
Credit means the Customer will receive as a credit an amount equal to 1/365 of the
applicable recurring annual charge for the affected service). The maximum Service
Credit to be granted for all failures within a given month shall not exceed the monthly
recurring fees charged by Fusion for the given service for the month in which the



