w GMSA Summary

This document summarises the
Geneva Metro Service Agreement
(GMSA) offered by SIG telecom to

its Telecom Operator Clients
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Request Handling

All requests, normally by email, should be
addressed in the first place to the dedicated
SIG Telecom Key Account Manager :-
Bernard Ravenscroft

Email :sophie.blanc@sig-ge.ch
Telephone :- 00 41 (0) 22 420 7165

Any change to these contact details will be
advised to the CLIENT

Response to requests will be processed on the
following basis :-

In order for requests to be processed efficiently by
SIG, a minimum amount of information should be
supplied by the CLIENT with every request :-

1. Full A and B end Addresses
(including Postal Codes if known)

2. Customer Contact Name and
Telephone number (provision access
details)

3. Full description of Service
Required, including:-

e Service Type - e.g. SDH,
Wavelength, etc

e Bandwidth - e.g. 2Mb (E1), 34Mb,
45Mb etc

e Level of Protection required

o Single path (single card, single
pair of fibres, unprotected
circuit)

o Flat Loop (shared cable where
necessary, dual card , 2 pairs of
fibres, semi-protected)

o Fully Protected (Separate cables
and two cards)

4. Lease period required — 12 Months,
3 Years etc..........

On Net -
Where the requested connection links sites
already connected to the SIG Network a
Firm Offer response will normally be
provided within 3 working days

Off Net -
Where the requested connection links two
sites not connected (one or more) to the SIG
Network a Firm Offer response will be
provided on a ‘Case by Case’ basis

Budgetary offers - urgent ‘budgetary’ offers
can be provided on a ‘Case by Case’ basis

Request for Offer - Requirements

SIG will provide a firm offer in the form of a Metro
Service Offer (MSO) document
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Firm Order Confirmation -
Requirements
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Orders are confirmed by the counter signature
of SIG’s signed MSO together with the
completion of a Metro Service Request (Order)
or equivalent and where relevant

The MSR is used to formalise the technical
and customer specific details of the original
request for offer and should identify any
special CLIENT requirements where
necessary.

Information to be supplied on the Metro
Service Request (Order) should include :-

e Customer Contact Name and Telephone
number, for 24 Maintenance access,
where required.

e Confirmation of any agreed technical
requirements and precise details of
‘handover’ demarcation locations.

Service Delivery

SIG’s Geneva Backbone Network

Circuit delivery times are dependant on existing network availability. The following table explains the

standard SIG targets for provision of Metro Services.

The actual committed delivery date will always be shown on the formal offer document (MSO) as

provided by SIG.

Target delivery lead | Committed delivery lead
Type of building/customer | Network time time
Status (working days) (working days)
New building (outdoor digging Within 45 Working
required up to 50 metres) Near Net | Days case by case
New building (outdoor digging Within 90 Working
required over 50 metres) Off Net Days case by case
Connected building (indoor 15 working days after | 20 working days after
cabling required) On Net landlord approval landlord approval and/or
and/or authorizations | authorizations

Connected room (only
equipment required) On Net 5-15Working days case by case
Existing SIG equipment (only
cards required) On Net 5-10 Working days 10 Working days
Existing dedicated CLIENT
Equipment (only cards On Net 1-5 Working Days 5 Working Days
required)
Existing equipment, cards and
cabling (only remote On Net 1 Working day 2 Working days
configuration required)

SIG will advise if the requested link is On-Net or Off-Net as soon as possible after receipt of the
request for offer (normally within 1 working day).

Cancellations

There are two types of ‘cancellation’ as defined

by SIG
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Order Cancellation
(during the provision process)

This is defined by SIG as a request to cancel a
signed order which has been received by SIG
and where the relevant circuit has not yet been
accepted by the CLIENT (acceptance being
the officially accepted hand over of the
service).

SIG offers three standard levels of service
availability, dependant on the network solution

Cancellation Penalties

Penalties due to SIG for such a cancellation
are based upon any abortive work proven to
have been carried out by SIG prior to
cancellation.

Managed Bandwidth Solutions

Option 1)
Un-protected, Single Path

Availability 99.90%
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chosen and contracted to by the CLIENT.

Option 1 — Single Path, Unprotected (99.90%)

Service Disconnection
(ceasing of a working circuit)

This is defined by SIG as a request to cease a
Metro Service which has already been
provided by SIG and accepted by the CLIENT

Cease Penalties

Penalties are based on a percentage (%) of
the annual leasing fee as agreed in the
relevant Metro Service agreement for the
circuit concerned

Penalties for cessation of a working circuit are
only due on Metro Services ceased during an

agreed contract term.

Service Availability

Managed Bandwidth Solutions

Option 2)
Semi-protected, Flat Loop
Availability 99.95%
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Option 2 — Flat Loop, Semi-Protected (99.95%)

Managed Bandwidth Solutions

Option 3)
Protected, Redundant
Availablity 99.985%
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0oao
uoao

0
L

o000
\  oooo

\ - ——t
M:
Direct (single)Transmission Path \__ L.-——"’/

Diverse Transmission Path
Optional (Dual Accessto non-NI Buildings
Subject to Availablity or Investment Cost)

SIG Node
of Interconnect

Option 3 — Redundant — Protected (99.985%)

Maintenance
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24 Hour NOC response
SIG provides round the clock 24hr/7
maintenance cover centralised on its
Network Operations Centre (NOC) which is
based in its headquarters building,

Chateau-Bloch 2, Le Lignon, Geneva.

SIG Proxi-LINK
El, 2MB xDSL

4 Hour Repair Target
The target time to repair (TTR) for a critical
outage (complete loss of service) is 4 hours,
with a fully supported escalation process,
should problems occur. This commitment is
dependant on 24 hour access to all relevant
CLIENT and their customer sites. Any delay in
gaining access to a customer site will be
deducted in the actual time to repair
calculation.

SIG Proxi-LINK
SDH product range:-

2Mbps , 34Mbps, 45Mbps, 155Mbps
with 622Mbps & 2.5Gbps available on
a case by case basis
SIG Ethernet over SDH
2 —96Mb options

Service Level Guarantees

Service Credits
SIG guarantees its service levels with a lease
payment credit system, with a right to cancel
individual circuits should service levels fall
below agreed standards.

SIG Proxi-WAVE
WDM based products

SDH interface from
STM1 up to STM16

Ethernet connectivity including:-
Fast Ethernet, Gigabit Ethernet,

Fibre Channel solutions at 1 & 2
Gigabit

Customer Support

SIG provides full customer support via a
dedicated Key Account Manager backed up
by its Pre-Sales/Solutions and Customer
Support teams and its fully operational
NOC, all located in Geneva in the SIG Head
Office building

Services Industriels de Genéve,
SIG Telecom NOC
Chemin du Chateau-Bloch 2
Case postale 2777
1211 Geneve 2

Tel :- +41 (0) 800 241 241
Fax :- +41 (0)22 420 9319
Web :- www.sig-ge.ch

SIG Proxi-LAN
Ethernet product range:-

10 Mbps, 100Mbps (Fast Ethernet) and
Gigabit Ethernet

Standard Metro Services offered
by SIG

Flexible, made to measure solutions available
on request and on a ‘case by case’ basis.

GMSA global discount scheme
applies to all of the above
product lines.
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