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1. The purpose of this modification to Contract GSO0TO7NSDO0O00S8 is to

remove the Service Outage (SLA) from the Verizon Networx Universal
Contract. Specifically, changes are incorporated at J.13.1 Introduction,

J.13.2 (Table J.13.2-2), J.13.3.17 Performance Objective for Service Outage
SLA (Service Independent and Incident Based), J.13.4.2 Incident-Based
Service Outage Credits, J.13.5.1 Notification Forms for Incident-Based Credits,
and J.13.5.1.1 Form for Requesting Incident-Based

Service Outage Credits.

The contract is modified as follows:
Remove wording in Section J.13.1 Introduction, under “1. Service Outage SLA”.

A Service Level Agreement (SLA) is an agreement between the General Services
Administration (GSA) and the contractor to provide a service at a performance
level that meets or exceeds the specified performance objective(s). Seventeen

of the SLAs are for technical services specified in Attachment J.13.3, SLA
Performance Objectives. These SLAs are service specific. If awarded the service
cited in the SLA, the contractor shall comply with the SLA. Three SLAs apply to
all services awarded, except where otherwise indicated, and are termed
service-independent. The contractor shall comply with each service-independent
SLA for all awarded services.

The 17 service-specific SLAs are:

Voice Services SLA

Circuit-Switched Data Services SLA

Toll-Free Service SLA

Combined Services SLA

Private Line Service SLA

Frame Relay Service SLA

Asynchronous Transfer Mode Service SLA

Ethernet Service SLA

Internet Protocol Service SLA

10. Premises-Based Internet Protocol Virtual Private Network Services SLA
11. Network-Based Internet Protocol Virtual Private Network Services SLA
12. Voice over IP Transport Services SLA

13. IP Telephony Services SLA

14. SONET Services SLA

15. Optical Wavelength Service SLA

16. Dedicated Hosting SLA

17. Managed Trusted Internet Protocol Service SLA
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The three service-independent SLAs are:
1.
18. Time to Restore SLA
19. On-Time Provisioning SLA
20. Billing Accuracy SLA

Each SLA consists of five elements: definitions, measurement approach,

performance objectives, credit arrangements, and credit notification forms,
as shown in Figure J.13.1-1.

Table J.13.2-1 Service-Independent SLAs

SLA Type of Metric
Time to Restore SLA Incident Based
On-Time Provisioning SLA Incident Based
Billing Accuracy SLA Aggregate Based

Remove J.13.3.17 Performance Objective for Service Outage SLA

(Service Independent and Incident Based). The performance objective for
the Service Outage SLA is that there shall be no loss of service availability
during the calendar month except for those instances where the customer
has agreed to a scheduled service outage in advance in accordance with
Section C.3.3.1.2, Network Management Functional

Remove Section J.13.4.2 Incident-Based Service Outage Credits

For a service that was interrupted by an outage, there shall be no usage charge
during the period of the outage. The Monthly Recurring Charge (MRC) for a
service that was interrupted by an outage shall be prorated if the outage duration
exceeded 12 minutes and was less than the duration required to qualify for a
Time to Restore credit in accordance with Attachment J.13.4.1. The customer

is not eligible for a Service Outage credit if the outage duration exceeds the
Time to Restore performance objective. The amount of credit due for eligible
service outages shall be calculated as follows:

Credit = (MRC for the service that experienced the outage) x (0.025) x

(duration of the outage in hours and tenths of an hour minus 0.2 hours (12 minutes),
according to the contractor’s trouble ticket).

Incident-based Service Outage credits shall not apply to Customer Specific Design and
Engineering (CSDE) Service or Incident Response Service (INRS).
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Remove J.13.5.1 Notification Forms for incident-Based Credits language “Service
Outage credits” wording as listed below:

J.13.5.1 Notification Forms for Incident-Based Credits

These forms may be used by Government Desighated Agency Representatives, Network Management contacts,
Contracting Officers, or other agency personnel to request:

e Time to Restore (TTR) credits, or
¢ On-Time Provisioning credits

To expedite processing of the credit request, it is desirable to provide all of the information requested below. However,
notification forms with other information requirements may be used as agreed by the agency and contractor.

Remove J.13.5.1.1 Form for Requesting Incident-Based Service Outage Credits

The duration of the service outage was greater than 12 minutes and less
than that required to qualify for a Time to Restore credit (Yes/No)?
If answer is “No,” the incident does not qualify for a Service Outage credit.
If the answer is “Yes,” continue processing this form:

Header Information
Name of Submitter
Job Title of Submitter
Agency of Submitter
Agency Hierarchy Code
Invoice Month

Invoice Year

Address of Submitter
Town/City of Submitter
State/Zip Code of Submitter
Country of Submitter
Phone Number of Submitter

E-Mail Address of Submitter

Services addressed in this form were ordered at critical service level (rather than
routine service level?) (Yes) (No)

Detail Information

List the number of each trouble report opened for service outages that occurred
during the month and the Unique Billing Identifiers as defined in Attachment J.11,
Glossary.

Trouble Report #



Contract No. GSO0TO7NSD0008
Modification No. PS1666
Page 5 of 5

Date

Service

Unique Billing Identifier
Contractor Order Number (Optional)
Monthly Recurring Cost (MRC) (if known)
Contract Line Identification Number (CLIN) of MRC (if known)

Duration of service outage (hours and tenths of hours)

Service Outage Credit in dollars = MRC x (0.025) x (duration of the outage in hours and tenths
of an hour minus 0.2 hours (12 minutes)) =

(Note: Repeat the above fields for each occurrence of a service outage.)

Total for the Form

Total dollar value of all credits due to service outages across all services and
trouble reports on the form =
Requestor Signature
Date of submission

Submit this Networx Credit Notification Form directly to the contractor that provided this
service. The contractor’'s Customer Service Office can give you the correct mailing or e-mail
address. Retain a copy of this form for your records.

3. Except as provided herein, all prices, terms and conditions of the document
referenced in Item 10A remain unchanged and in full force and effect.

4. All other terms and conditions of the contract remain unchanged.
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