Broadband
and Ethernet
SLA’s




Broadband

Please find below information on the most recent SLA’s for Broadband and Ethernet.

*Please note that these are based on a smooth process and are subject to change depending
upon the circumstances of each order*

Provisioning Lead Times

Typical Lead Times (Working Days)

Technology Modify Install Type

ADSL+2 /
SOADSL
FTTC + WLR 5 10 1 Self-Install/Managed Install
SOGEA, No Site
SoTAP/SoADSL Visit/Standard/Premium/Prove
5 10 1 IP Voice/lnstall UPS No Site
FTTP 10-14 Visit/Standard/Premium/Prove
(20 for CF) 10 1 IP Voice/Install UPS

Care Levels and Fault Lead Times — BTW & Vodafone

Technology Modify Install Type

Mon-Fri Regional Public and Bank
BASIC CARE (VE g0 - 72 WH Holidays. Allowable parked
SOGEA ONLY)
18:00) times
Mon-Fri Regional Public and Bank
STANDARD (08:00 - 40 WH 40 WH Holidays. Allowable parked
CARE : :
18:00) times
ENHANCED .
CARE 24 x7 20 CH 20 WH Allowable parked times
PREMIUM CARE 24 x7 8 CH 8 CH Allowable parked times

Fault Lead Times — CityFibre

Technology Install Type

CF Business FTTP

1GB Premium CF 8 WH
Business FTTP
1GB EoNWD
CF Business FTTP
160MB EoNWD

EoNWD = End of Next Working Day
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Ethernet

Ethernet Order Journey

Order Journey — Key Milestones

KM1 - Order
Acknowledged

KM2 - Order Placed
with Supplier

KM3 - Order Verified
and Accepted by
Supplier

KM4 - Site Access

Request (Survey)

KM5 - No ECCs
Confirmation/ECCs
Confirmation

KM®6 - Estimated
Delivery Date

KM?7 - Site Access
Request (On-Site
Works)

KM8 - Site Access
Request (Fit and
Test)

KM9 - Giacom Router
Shipment

KM10 - Scheduled
Bring Live
KM11 - Service

Handover

KM1 - Order
Acknowledged

This will be sent within 2 working days of an order being received into
the Data Provide team

This will be sent out within 2 working days on the KM1 unless any
issues are identified that delay the order being placed in which case a
delay notification will be sent

This typically takes around 10 working days

This is to agree the route of the circuit within the end user premises. It

will confirm if a wayleave is required and whether excess construction

charges (ECCs) will be applied. At this stage there will be no physical
check of the remainder of the route

Confirmation that the circuit can be delivered within cost and the order
is progressing to the next stage or that there are ECCs which will
require acceptance before the order can continue

The supplier will start to physically check the route determined by the
planner earlier in the order process. During the delivery process it is
possible that Business as Usual (BAU) delays can occur, such as
blockages and missing equipment that will require additional civils,
traffic management and council permission. These unforeseen issues
will result in the Estimated Delivery Date being missed

This is the request for access at the end user premises to install any
cabling or perform any works in preparation for the Fit and Test

This is the request for access at the end user premises to complete the
final works and test the circuit before the handover is sent out.
Timescales for provision of the handover document to DWS vary
dependent on supplier and can be up to 10 working days

This will include the LAN IP information

DWS will commence billing in 2 working days from the scheduled bring
live date or from the date that the circuit is brought live, whichever is
soonest

The circuit will be fully operational, and you will be sent the Brought into
Service certificate. Billing will commence

This will be sent within 2 working days of an order being received into

the Data Provide team
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Ethernet Fault Lead Times

BT /TTB / Colt / Vodafone /
Neos / City Fibre / Sky BT/  Total Loss of Service 24 x7 5 clock hours
TTB / Colt / Vodafone / Degraded Service /
Neos / Sky Other 24 x7 Best Efforts
Virgin Total Loss of Service 24 x7 6 clock hours
Degraded Service /
Virgin Other 24 x7 Best Efforts
Vodafone Query 24 x7 48 Hours
Important

**SLA is extended to 15 hours for data services if it is a result of a fibre break**

Ethernet Router Fault Lead Times

Once the fault has been identified, the SLA for a replacement router is same day delivery depending
on site location and time of day.

Examples

Fault identified
before 12pm —

Fault identified

after 12pm — next
day delivery

same day
delivery

Again, delivery times are based on where the router will be delivered to and customer opening hours.
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