. Commerclal Service Order & Agreement va.s 2.12.2014

A t Rep JILL SAVILLE System Address
Phone Number 928) 266-1948
Fax b (866) 721-7630
[¢ Information Auth d C p
Account Number 100-5205252-01 Full Name Kelly Riges
Legal C Name GILA COUNTY Telephone 928-402-8772
Street Address 608 E HWY 260 E Fax 928-402-4386
| City/State/Zip PAYSON, AZ 85541 Email Address kriges@gl: yaz.gov
Billing Address 1400 E. ASH ST Federal Tax ID 86-6000444
| City/State/Zip GLOBE, AZ, 85501 Requested Delivery Date Upon lon of Agi
If Bar or Restaurant account, notate occupancy (1-50; 51-100; 101-150; 151-200; 201-300; 301-500; 501+)

Taxes and Fees Not Includi

Term Monthly Recurring One Time Activation
Service Description Quantity Unit Price {Months) & Setup Fees
Optical Ethernet 20Mbps/20Mbps Polint to Point 1 $700.00 36 Month $700.00
hly Point to Point C lon Total 1 $700.00 36 Month $700.00 $0.00
Equipment Charges
Description Quantity Unit Price Total Fee
Cisco Gear 2 Included $0.00

Special Conditions — Point to Point locations

Location A: 608 E. Hwy 260, Payson AZ 85541

Location Z: 108 W. Main Street, STE A, Payson, AZ 85541
P Details

NOTICE REGARDING 911 SERVICES

While your Suddenlink Phone Service may be supported by a battery backup, it is electrically powered. In the event of a power outage or Suddenlink network
failure, 911 service will not be available, You are prohibited from moving the phone modem from the address where it was installed. If you move the phone
modem, the 911 service may not function properly and emergency operators will not be able to identify the caller’s location.

By signing this Agreement; (i) you represent that you are the Customer or Customer’s authorized agent; {ii} you agree that you have received a copy of and have
been given an opportunity to review this Commercial Service Order and the Commercial Service Agreement, of which this Service Order is a part; (iii) you agree to
the terms and conditions of the Commercial Service Ag {iv) you ack ledge that you have read and understood the Notice Regarding 911 Services
above; and (v) you acknowledge that THIS BUSINESS SERVICE AGREEMENT CONTAINS A BINDING ARBITRATION PROVISION WHICH MAY BE ENFORCED BY THE
PARTIES. This Agreement shall not be deemed effective until it has been executed by both parties. Final proposed prices in this Agreement are valid for 30
business days from the date below of the Suddenlink signatory. The prices are firm for the term of this Agreement when signed below by the Customer and by

wfeshd

Daté’ [4
County  Menideen

Customer Authorized Signature

Dod €. Mo Dl JR.

Print Name J Title i
Ji- 207y
Cequel C icati LLC dba Suddenlink Communications, Date
on behalf of its affiliates providing services Jer {“Suddenlink”)
GLEw A cineK Rek. Snes mael
Print Name Title
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Commercial Service Agreement

TERMS OF SERVICE APPLICABLE TO ANY AND ALL SERVICE(S):

Customer, (also “County” herein) identified in the Service Order (defined in paragraph 1 below), understands and agrees that this Commercial Service Agreement, together with the Annex

and any li tariff, (coll the "A

") applies to each and every communication service provided to Customer by Suddenlink Communications and any affiliate of

Suddenlink Communications that to the extent such affiliate provides Services to you under this Agreement ("Suddenlink") ("Service(s)"), which may include, without limitation, cable

television service ("Video Service"), high speed data service ("High Speed Internet Service"), voice service {"Phone Service") and related i (

ial Service

"). This C

Agreement, along with the Annex, each as may be updated from time to time, can be found on our website at www.suddenlink.com.

1. Agreement. This Ag shall be effective upon by the parties, and
Services shall be provided for the Term (as defined in Section 6 below). Customer agrees to
be bound to this Agreement by: (i) executing a copy of the Commercial Service Order

to C at the time of installation {"Service Order"), (ii) ordering a Service,
or {iii) using one or more Services at Customer's location. Suddenlink may, in its sole
discretion, change, modify, add or remove portions of this Agreement at any time by giving
Cu notice in d with this = 's i i use of the
Services following such notice shall be deemed as Customer's acceptance to any revision in
this Agreement. If Customer does not agree to the revised Agreement, Customer must
i diately notify ink of C ‘s intent to i Service and return all
Equipment.

2. Services and Use. shall use ble efforts to make the Services
available by any requested service date. Suddenlink shall not be liable for any damages
whatsoever resulting from delays in meeting any service dates due to delays resuiting from
construction or for reasons beyond its control. The parties acknowledge and agree that,
except for Web hosting, if applicable, and as otherwise set forth in the Commercial Services
Order, Customer may only use the Services for its own commercial purposes and not that
of any third party, and Customer shall not resell the Services. Customer shall be
responsible for any software and content displayed and distributed by Customer or
Customer's web hosting customers, if any. Unless otherwise expressly set forth in the
Commercial Service Order, Customer acknowledges that pay per view events and premium
video and audio services may not be available, and, if provided, may be subject to
additional charges beyond the base rate. shall provide Cu with the

6. Term, Early Termination. The term of the Service Order shall commence on the date
that any Service and shall upon the expiration or earlier ter i

of the term set forth on the Service Order (the “Term”). If a Service Order does not specify
a term, the Term shall be one (1) year from the date that any Service commences. Upon
the expiration of the Term, each Service Order(s} shall ically renew for
periods of one (1) year each ("Renewal Term(s)") for_three additional &eagi_qulgs_g
notice of non-renewal is delivered by either party to the other at least thirty (30) d
before the expiration of the Service Term or the then current Renewal Term. Effective at
any time after the end of the Term and from time to time therein, Suddenlink may, modify
the charges for HS! and/or Video Services to reflect then-current prevailing pricing subject
to thirty (30) days prior notice. Customer will have thirty (30) days from receipt of such
notice to cancel the applicable Service without further liability. Should Customer fail to
cancel within this timeframe, Customer will be deemed to have accepted the modified
Service pricing for the remainder of the Renewal Term. If Customer cancels, terminates or
downgrades the Service before the completion of the Term, or prior to the term of any
promotional offer, Customer agrees to pay Suddenlink all sums, which shall become due
and owing as of the effective date of the or inati (i) all non-
recurring charges Y ded by Sud, ink to blish service to Customer and
not r d, (ii) any di early llation or i charges
reasonably incurred and paid by Suddenlink to third parties on behalf of Customer, and
all recurring charges for the remaining balance of the Term or term of the promotional

r.

7. Disputed Charges. Customer must notify Suddenlink in writing of billing errors disputes

Services and i on Ci s Co | Service Order; provided, or requests for credit within thirty (30) days after Customer receives the biil for which
h , if Suddenlil i that Ci 's location is not serviceable under correction of an error or credit is sought. The date of the dispute shall be the date

s normal i i ideli ink may i this Agi 3 receives suffici di ion to enable ink to igate the
Unless provided otherwise herein, ink shall use efforts to in the dispute. The date of the is the date i its i jon and

Services in accordance with applicable performance standards, however, Suddenlink shall
have no ibility for the mail or repair of facilities and
not furnished by Suddenlink.

3. Distribution System and Inside Wiring. “Distribution System" shall mean (1) all distribution

plant and associated electronics, equipment and wiring installed or provided by Suddenlink or its
which is yto Services th hout the i but ificall

excluding Inside Wiring defined below, and (2) all equipment furnished by Suddenlink at the

i The i ion of the Distril System and iInside Wiring by Suddenlink will meet

notifies the Customer of the disposition of the dispute,

8. Default. If Customer fails to comply with any material provision of this Agreement,
including, but not limited to failure to make payment as specified, then Suddenlink, at its
sole option, may elect to pursue one or more of the following courses of action upon
proper notice to Customer as required by applicable law: (i) i service wh p

all sums then due and payable shall become immediately due and payable, (i) suspend all
or any part of Services, and/or (iii) pursue any other remedies, including reasonable
attorneys' fees, as may be provided at law or in equity, includi licabl inati

the ter

all applicable FCC specifications and will be installed in a good, manner. O
of the Distribution System shall at all times be and remain in Suddenlink and shall be used
it b ddenli { Upon iration or ination of this
Suddenlink shall continue to own and control the entire Distribution System. Upon termination
of this and if Suddentink is no longer p g Services to the premises, Suddenlink
has the option to remove all or any portion of the Distribution System, provided that any
damage to the premises caused by removal of the Distribution System will be repaired by
ink to Ct r's {: i Any part of the Distribution System
remaining on the premises shall become the sole property of Customer. "Inside Wiring" shall
mean that wiring located within the property. Ownership of the inside Wiring shall at all
times be and remain in Customer. Customer shall be responsible for the repair and
maintenance of the Inside Wiring, in a good, work like manner in d with all
applicable codes, regulations, or laws.

4. Payment. Customer shall pay all monthly service charges, pius non-recurring, one-time
set-up, installation and/or construction charges as set forth on the Commercial Service
Order. Unless stated otherwise on the Commercial Service Order, Monthly Recurring
Charges/Access Charges ("MRCs") for Services shall begin upon, and Non Recurring
Charge/One-time Activation and Set-up Fees ("NRCs") if any shall be due upon, the
commencement of Services. Any amount not received by the due date will be subject to
additional fees as set forth below. If applicable to the Service, Customer shall pay sales,
use, gross receipts, excise, access, uni ! service fund 911 fees, fi i
fees, bypass or other local, state and Federal taxes, broadcast surcharges or other charges
Imposed on the use of the Services. Taxes will be separately stated on the Customer's
invoice. Unpald balances shall be subject to interest or late charges at the maximum rate
allowed by law. Failure to pay the total balance when due may be grounds for Suddenlink
to impose an ini ive fee (" ini: ive Fee") in with li law.
Any Administrative Fee imposed on Customer Is intended to be a reasonable advance
of costs of ing past due d does not extend credit to
s and the inis Fee is not interest, a credit service charge
or a finance charge. Failure to receive a bill does not release Customer from Customer's
obligation to pay. Failure to pay the total balance when due shall constitute a breach of
this Agreement and may be grounds for termination of Service upon written notice to
Customer if Customer has failed to correct such non-payment default within ten {10) days
of written notice from removal of Equi from Cu 's premises and/or
of an Admil ive fee in d with law.

5. Additional Fees. In addition to MRCs, NRCs, late charges, interest, and any
Administrative Fee, additional fees may be imposed, including fees for returned checks,
charge card ct early ter i fon and service calls. Additional
charges, including attorney fees, may also be imposed if collection activities are required to
recover past due balances. A list of fees is available on Suddenlink’s website
(www, ink.com) ("Schedule of Fees”). Suddenlink reserves the right to amend or
change the Schedule of Fees from time to time by posting the changes on Suddenlink's
website.

9. UMITATION OF LIABILITY. EXCEPT FOR ANY REFUNDS OR CREDITS AS EXPRESSLY
PROVIDED IN THIS AGREEMENT, SUDDENLINK, ITS OFFICERS, SHAREHOLDERS, DIRECTORS,
EMPLOYEES, AFFILIATES, VENDORS, CARRIER PARTNERS, CONTENT PROVIDERS AND OTHER
PERSONS OR ENTITIES INVOLVED IN PROVIDING THE SERVICES OR EQUIPMENT
(COLLECTIVELY, THE "SUDDENLINK PARTIES") SHALL NOT BE LIABLE FOR ANY LOSS,
DAMAGE, COST OR EXPENSE INCLUDING DIRECT, SPECIAL, INDIRECT, INCIDENTAL, TREBLE,
PUNITIVE, EXEMPLARY OR CONSEQUENTIAL LOSSES OR DAMAGES INCLUDING, BUT NOT
LIMITED TO, LOSS OF PROFITS, EARNINGS, BUSINESS OPPORTUNITIES, LOSS OF DATA,
PERSONAL INIURY (INCLUDING DEATH), PROPERTY DAMAGE OR LEGAL FEES AND
EXPENSES, SOUGHT BY CUSTOMER OR ANYONE ELSE USING CUSTOMER'S SERVICE
ACCOUNT, AND/OR USE OF THE EQUIPMENT OR OTHERWISE ARISING IN CONNECTION
WITH THE INSTALLATION, MAINTENANCE, FAILURE, REMOVAL OR USE OF SERVICES
AND/OR EQUIPMENT OR CUSTOMER"S RELIANCE ON THE SERVICES AND/OR EQUIPMENT,
INCLUDING WITHOUT LIMITATION ANY LIABILITY THAT ARISES DIRECTLY OR INDIRECTLY
OUT OF THE USE OR INABILITY TO USE THE SERVICES {(INCLUDING THE INABILITY TO ACCESS
EMERGENCY 911 OR E911 SERVICES), MISTAKES, OMISSIONS, INTERRUPTIONS, FAILURE OR
MALFUNCTION,

DELETION OR CORRUPTION OF FILES, WORK STOPPAGE, ERRORS, DEFECTS, DELAYS IN
OPERATION, DELAYS IN INSTALLATION, FAILURE TO MAINTAIN PROPER STANDARDS OF
OPERATION, FAILURE TO EXERCISE REASONABLE SUPERVISION, DELAYS IN TRANSMISSION,
BREACH OF WARRANTY OR FAILURE OF PERFORMANCE OF THE SERVICES AND/OR
EQUIPMENT; OR RESULTING DIRECTLY OR INDIRECTLY OUT OF, OR OTHERWISE ARISING IN
CONNECTION WITH, ANY ALLEGATION, CLAIM, SUIT OR OTHER PROCEEDING RELATING TO
SERVICES AND/OR EQUIPMENT, OR THE INFRINGEMENT OF THE COPYRIGHT, PATENT,
TRADEMARK , TRADE SECRET, CONFIDENTIALITY, PRIVACY, OR OTHER INTELLECTUAL
PROPERTY RIGHTS OR CONTRACTUAL RIGHTS OF ANY THIRD PARTY. SUDDENLINK'S
MAXIMUM LIABILITY TO CUSTOMER ARISING UNDER THIS AGREEMENT SHALL BE THE
LESSER OF $5,000.00 OR THE AMOUNT ACTUALLY PAID BY CUSTOMER FOR SERVICES
HEREUNDER FOR THE RESPECTIVE REGULAR BILLING PERIOD.

10. WARRANTIES. CUSTOMER AGREES THAT THE SERVICES AND EQUIPMENT ARE
PROVIDED BY SUDDENLINK ON AN “"AS IS" AND "AS AVAHABLE" BASIS WITHOUT
WARRANTIES OF ANY KIND, EXCEPT AS PROVIDED HEREIN, THERE ARE NO AGREEMENTS,
WARRANTIES OR REPRESENTATIONS, EXPRESS OR IMPLIED, EITHER IN FACT OR BY
OPERATION OF LAW, STATUTORY OR OTHERWISE, INCLUDING WARRANTIES OF TITLE,
NON-INFRINGEMENT MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE,
RELATING TO THE SERVICES. SERVICES PROVIDED ARE A BEST EFFORTS SERVICE AND
SUDDENLINK DOES NOT WARRANT THAT THE SERVICES, EQUIPMENT OR SOFTWARE SHALL
BE ERROR-FREE OR WITHOUT INTERRUPTION. SUDDENLINK MAKES NO WARRANTY AS TO
TRANSMISSION OR UPSTREAM OR DOWNSTREAM SPEEDS OF THE NETWORK. ALL USE OF
THE SERVICES ARE PROVIDED AT CUSTOMER'S SOLE RISK AND CUSTOMER ASSUMES TOTAL
RESPONSIBILITY FOR CUSTOMER'S OR ANY USER'S USE OF THE SERVICES., THE SUDDENLINK
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PARTIES MAKE NO WARRANTIES THAT THE SERVICE, EQUIPMENT OR SOFTWARE ARE
COMPATIBLE WITH ANY CUSTOMER EQUIPMENT AND ARE NOT RESPONSIBLE OR LIABLE
FOR ANY LOSS OR IMPAIRMENT OF SERVICE DUE IN WHOLE OR IN PART TO CUSTOMER
EQUIPMENT. THE SUDDENLINK PARTIES MAKE NO WARRANTY AS TO THE SECURITY OF
CUSTOMER'S COMMUNICATIONS VIA SUDDENLINK'S FACILITIES OR SERVICES, OR THAT
THIRD PARTIES WILL NOT GAIN UNAUTHORIZED ACCESS TO OR MONITOR CUSTOMER'S
COMMUNICATIONS. CUSTOMER AGREES THAT CUSTOMER HAS THE SOLE RESPONSIBILITY
TO SECURE CUSTOMER'S COMMUNICATIONS AND THAT THE SUDDENLINK PARTIES WILL
NOT BE LIABLE FOR ANY LOSS ASSOCIATED WITH SUCH UNAUTHORIZED ACCESS.

11 .Indemnity. Ci shall i ify and hold anditsr affiliates,
subcontractors, employees or agents harmless (includis of ble attorney’s

fees) from and against any claim, actions or demands relating to or arising out of or related
in any way to Customer's use of the Service, any other person's use of the Customer's
account, the placement or presence or removal of Suddenlink's Equipment, facilities and

wmng on | C 's p including without i (i) any content or

il d or oth ise di i by the Ci , its 1!
or users of the Services, (ii) any claim that Customer’s use of the Service including the
and i of 's selected domain name(s), infringes on the
patenl, copyright, trademark or other intellectual propeny right of any third party; (iii) any
act or act in violation of any laws by Ci its or users

using the Services; and/or (iv) violation by Customer, its employees or authorized users of
Suddenlink’s Acceptable Use Policy (“AUP”).

12. Miscellaneous. The Agreement constitutes the entire agreement between Suddenlink
and Customer for the Services and equipment provided herein. The invalidity or
unenforceabifity of any term or condition of this Agreement shall not affect the validity or
enforceability of any other provision. This Agreement may be modified, waived or
amended only by a written instrument signed by the parties; provided however, that
Suddenlink may modify this Agreement and the AUP and if Customer continues to use the
Service, Customer shall be bound by such modifications. The rights and obligations of the
parties under this Agreement shall be governed by the laws of the State of Arizona,

The failure by either party to exercise one or more rights provided In this Agreement shall
not be deemed a waiver of the right to exercise such right in the future. Notices required by
this Agreement shall be in writing and shall be delivered either by personal delivery or by
mail. If delivered by malil, notices shall be sent by any overnight mail service with proof of
receipt; or by certified or registered mail, return receipt requested; with all postage and
charges prepaid. All notices and other written under this Agr shall
be addressed to the parties at the addresses on the first page of this Agreement, or as
specified by subsequent written notice delivered by the party whose address has changed.
Suddenlink may also deliver any required or desired notice hereunder to Customer by
ing the teleph number on C 's account. All representations, warranties,
indemnifications, dispute r p  in this

and i ions of liability [

Agreement shall survive the termination of this Agreement, as well as any other obligations
of the parties hereunder which, by their terms, would be expected to survive such
termination or which relate to the period prior to i (indluding legal

payment, and Suddenlink rights and the rights of others).

13. Regulatory Authority-Force Majeure. This Agreement and the obligations of the

parties shall be subject to modification to comply with all applicable laws, regulations,
court rulings, and ive orders, as In no event shall either party have
any claim against the other for failure of performance if such failure Is caused by acts of
God, natural disasters including fire, flood, or winds, civil or military action, including riots,
civil insurrections or acts of terrarlsts or the taking of property by condemnation or any
othev canse beyond s ble control, may, in its sole discretion,

this in whole or in part, in the event there is a material
change in any law, rule, Force Maji event, or of any court or
government agency, and that change affects Suddenlink's ability to perform its obligations
under this Agreement.

14. ARBITRATION. CUSTOMER AND SUDDENLINK AGREE THAT ANY CLAIM, DISPUTE OR
CONTROVERSY ARISING OUT OF OR RELATING TO THIS AGREEMENT INCLUDING ANY OF ITS
COMPONENTS, THE SERVICES OR EQUIPMENT PROVIDED BY SUDDENLINK OR ANY ORAL OR

WRITTEN STATEMENTS, ADVERTISEMENTS OR PROMOTIONS RELATING TO THIS
AGREEMENT OR TO THE SERVICES OR EQUIPMENT (COLLECTIVELY, "CLAIM") SHALL BE
RESOLVED THROUGH ARBITRATION. ALL ARBITRATION SHALL BE INITIATED AND
CONDUCTED IN ACCORDANCE WITH THE COMMERCIAL ARBITRATION RULES AND
MEDIATION PROCEDURES OF THE AMERICAN ARBITRATION ASSOCIATION ("AAA"). THE
AAA SHALL APPOINT THE ARBITRATOR. ARBITRATION MUST BE INITIATED BY CUSTOMER
WITHIN ONE (1) YEAR OF THE DATE OF THE OCCURRENCE OF THE EVENT OR FACTS GIVING
RISE TO THE DISPUTE (EXCEPT FOR BILLING DISPUTES WHICH MUST BE INITIATED WITHIN
THIRTY (30} DAYS). CUSTOMER WAIVES ANY CLAIM NOT FILED IN ACCORDANCE WITH THE
PREVIOUS SENTENCE. THE PARTY INITIATING ARBITRATION SHALL GIVE NOTICE TO THE
OTHER PARTY BY MAILING A COPY OF THE REQUEST FOR ARBITRATION TO THE OTHER
PARTY AT THE ADDRESSES ON THE SERVICE ORDER. ALL PARTIES TO THE ARBITRATION
MUST BE INDIVIDUALLY NAMED AND THERE SHALL BE NO RIGHT OR AUTHORITY FOR ANY
CLAIMS TO BE ARBITRATED ON A CLASS ACTION OR CONSOLIDATED BASIS OR THROUGH A
REPRESENTATIVE, UNLESS APPLICABLE STATE LAW MANDATES OTHERWISE. ARBITRATION
OF CLAIMS WILL BE CONDUCTED [N SUCH FORUM AND PURSUANT TO SUCH LAWS AND
RULES RELATED TO COMMERCIAL ARBITRATION IN THE STATE OF NEW YORK THAT ARE IN
EFFECT ON THE DATE OF THE NOTICE TO ARBITRATE.

15. Assignment. Customer may not assign, in whole or in part, this Agreement without the
prior written consent of Suddenlink, which consent may be withheld in Suddenlink's
discretion. Suddenlink may assign, in whole or in part, this Agreement, and Service may be
provided by one or more legally authorized Suddenlink affiliates.

16. Legal Arizona Workers Act Compliance: Contractor hereby warrants that it will at all

times during the term of this Contract comply with all federal immigration laws applicable
to Ce ploy of it’s employees, and with the requi of ARS. § 23-
214 (A} (together the “State and Federal Immigration Laws”). Contractor shall further
ensure that each subcontractor who performs any work for Contractor under this contract
likewise complies with the State and Federal Immigration Laws. County shall have the right
at any time to inspect the books and records of Ci and any sub in order
to verify such party’s compliance with the State and Federal Immigration Laws.
Any breach of Contractor's or any sub of i with the State
and Federal Immigration Laws, or of any other prowslon of thls section, shall be deemed to
be a material breach of this Contract subj uptoand includi
suspension or termination of this Contract. If the breadl is by a subcontractor, and the
Is led or as a result, Contractor shall be required to take
such steps as may be necessary to either self-perform the services that world have been
provided under the subcantract or retain a replacement subcontractor as soon as possible
so as not to delay project completion.

Contractor shall advise each subcontractor of County’s rights and the suboontractor’s

obligations under this Article by including a in each sub in
the following form: “Subcontractor hereby warrants that it will at all times durmg the term
of this contract comply with all federal immigration laws to

employees, and with the requirements of A.R.S. § 23-214 {A). Subcontractor further agrees
that County may inspect the Subcontractor's books and records to insure that
Subcontractor is in compliance with these requirements. Any breach of this paragraph by
Subcontractnr will be deemed to be a material breach of this contract subjecting
to Ities up to and includi or ter ion of this contract”

Any it cost directly or indirectly to action under this Article
shall be the responsibility of Contractor, in the event that remedial action under this Article
results in delay to one or more tasks on the critical path of Contractor's approved

or critical mil b such period of delay shall be deemed
excusable delay for which Contractor shall be entitled to an extension of time, but not
costs.

CANCELLATION: Th-s agreernent is subject to cancellation pursuant to A.RS. § 38-511. If

the Agi to A.RS. § 38-511, the County shall be liable only
for for services and pted material received by the County before
the effective date of termination.
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suddenlink

business

Service Level Agreement

I Scope. This Service Level Agreement (“SLA”) is
incorporated into the Commercial Service Agreement by and
between Suddenlink Business Services, LLC (“Suddenlink™)
and the undersigned Customer. Suddenlink shall endeavor to
meet the performance standards and services levels set forth in
this SLA with respect to the Services provided to the
undersigned Customer.

A. Network Availability. The Suddenlink network
shall be available for use by Customer with the Services

provided under the Agreement at least 99.99% of the available
time (“Network Availability”). This parameter is calculated by
dividing the number of minutes that the Services are available
for Customer’s use by the total number of minutes in each
calendar month and multiplying by 100. In calculating
Network Availability, the reasons or causes set forth in Section
A.3 of this SLA shall not be included in determining whether
Suddenlink has met the applicable performance standard for
Network Availability. For example, if the Services experience
an outage for One (1) day due to a Force Majeure (flood) event,
and otherwise experience no other outage or Service
Interruption during the applicable month, Suddenlink will be
deemed to have met the Network Availability performance
standard of 99.99%.

1. Service Interruption. A Service Interruption or an
outage in Services is not a Default under the Agreement, but
may entitle Customer to credits as provided in this SLA. A
Service Interruption is a loss of Services or a degradation of
signal to the Customer that adversely affects the ability of
Customer to use the Services. A Service Interruption period
begins when Customer makes a Trouble Report (as defined
below) to Suddenlink's Network Operations Center (NOC)
under the methods and procedures set forth in Section IT of this
SLA and ends when Suddenlink restores the Services to

Customer.

2. Service Interruption Credits for Network

Availability. A Credit Allowance will be given in any month
during the term of the Agreement when there is a Service
Interruption that qualifies for a credit allowance. The amount
of the Credit Allowance shall be as follows:

Services Interruption Length Credit

Less than 2 continuous hours None

2 hours or More 1/30 of MRC
due for the
applicable month

for each 2 hour
period and additional
fraction thereof

3. Exceptions to _Credit Allowance. Credit
Allowances shall not be provided for Services Interruptions: (i)
caused by Customer, its employees, agents or subcontractors;
(ii) due to failure of power or other equipment provided by
Customer or the public utility company supplying power to
Customer; (iii) during any period in which Suddenlink is not
allowed access to the premises of Customer to access
Suddenlink equipment; (iv) due to scheduled maintenance and
repair; or during the maintenance window (v) caused by or due
to violations of the Suddenlink Acceptable Use Policy (data
customers); (vi) caused by fiber optic cable cuts on the
Customer’s property which are not the fault of Suddenlink;
(vii) caused by a loss of service or failure of the Customer’s
internal wiring or other customer equipment; or (viii) due to
Force Majeure events. In no event shall Customer receive
more than One (1) month’s MRC as credit for Service
Interruptions or outages in any thirty (30) day period
regardless of the number of Service Interruptions or outages. In
the event that it is discovered that the Service interruption was
at no fault of the Suddenlink network, and/or Suddenlink
personnel and is further proven to be as a result of an issue
from the Customer’s network, and/or personnel a “No-Fault
Trouble Call” fee will be assessed to the customer of $165 per
hour with a 2-hour minimum deemed payable within the next
billing cycle.

4. Major Outage. If three (3) times during the term of
the Agreement, the Services to the Customer experience a
Network Availability outage that falls below the 99.99%
agreement, other than as a result of the causes set forth in
Section A.3 above, Customer may terminate this Agreement
without charge or payment of any termination charges
otherwise provided in the Agreement; provided Customer
complies with the notification process described in this Section
4. Within thirty (30) days of the occurrence of the 3rd Major
Outage Customer shall notify Suddenlink in writing of its
election to terminate this Agreement and this Agreement shall
terminate upon Suddenlink's receipt of such notice. If
Customer fails to notify Suddenlink within thirty (30) days of
the 3rd Major Outage, of its intent to terminate, then Customer
shall be deemed to have waived its right to terminate this
Agreement under this Section 4 until the occurrence of a
subsequent Major Outage, if any. Upon termination under this
Section 4, neither party shall have any further rights,
obligations, or liabilities to the other party, except those
accrued through the termination date, and that expressly
survive termination of this Agreement.

II. Trouble Reports. Suddenlink shall maintain a
twenty-four (24) hour, seven (7) day a week point-of-contact
for Customers to report Service troubles, outages or Service



Interruptions. Customer shall call Trouble Reports to 866-232-
5455. A “Trouble Report” means any report made by
Customer relating to the Services or the equipment provided by
Suddenlink. In the event Suddenlink receives a Trouble Report
from Customer, Suddenlink shall respond within 4 hours.

111 Service Instaliation Intervals.

A. Service Instailation and Availability. Suddenlink

shall endeavor to install, provision and make the Services
available for Customer’s use within ten (10) business days of
the Requested Service Date set forth in the Customer Service
Agreement. Service availability shall mean that Suddenlink
has completed its obligations to install the Suddenlink
equipment and facilities set forth in the Agreement necessary to
provide Customer the Services.

1. installatios Credit.  Suddenlink shall provide
Customer with an Installation Delay Credit if the Services are
not available for Customer’s use within Ten (10) business days
of the service installation date that is mutually agreed to by
Customer and Suddenlink. In this event, Customer will be
entitled to an Installation Credit of an amount equal to one
month’s recurring charges (MRC) for the affected Services.

2. Exceptions to Installation Delay Credits.

Installation Delay Credits shall not be provided for Installation
Delays (i) caused by or requested by Customer, its employees,
agents or subcontractors; (ii) due to inability of Suddenlink to
access Customer’s premises due to restrictions by Customer’s
landlord or property owner; (iii) due to the public utility
company restricting Suddenlink’s access to necessary conduits
or wiring in Customer’s building or property; or (iv) due to
Force Majeure events.

Installation Delay Credits do not apply to Suddenlink Business
Phone services.

By signing below, Customer and Suddenlink agree to the terms
and conditions of this Service Level Agreement.

Customer: _&y o (oot 2l
Signature: _J

Title: Oty Mrapeern.  / /
Date: LY —
Suddenlink: __ (L EN A CLALK
Signature: y

Title: RS - g

Date: -20-¢Y




