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Service Level Agreement (SLA)

1. Purpose

This Service Level Agreement (SLA) defines the service performance objectives, operational
commitments, support procedures, and service credit policies applicable to the Services provided
by Bresco Solutions under the associated Services Agreement. This SLA applies only to the
Services specifically identified in the applicable Services Agreement.

2. Scope

This SLA applies to the Bresco-managed network and services described in the applicable
Services Agreement. Any managed services, equipment, or professional services provided by
Bresco are subject to the terms of the Services Agreement and do not expand the performance
guarantees contained in this SLA unless expressly stated.

3. Definitions

* Bresco Network: Infrastructure owned or controlled by Bresco from the Customer Demarcation
Point through the Bresco backbone to upstream Internet interconnection points.

» Customer Demarcation Point: The physical or logical handoff between the Bresco Network
and the Customer network.

» Customer Equipment: Equipment owned by the Customer.

* Managed Equipment: Customer-owned equipment that Bresco has agreed to install, configure,
monitor, or manage under the Services Agreement.

* Network Availability: Ability of the Bresco Network to successfully forward IP traffic.

* Service Interruption: Complete loss of the contracted service.

+ Service Degradation: A measurable reduction in service performance that does not constitute
a complete outage.

* Response Time: Time from receipt of a valid trouble ticket until Bresco begins investigation.

* Restoration Time: Time required to restore service after diagnosis.

* Business Hours: Bresco's standard business hours unless otherwise stated in the Services
Agreement.

* Force Majeure: Events beyond the reasonable control of either party.

4. Network Availability

Bresco guarantees 99.99% monthly network availability for the Bresco Network. Availability is
measured monthly and applies only between the Customer Demarcation Point and Bresco's
upstream Internet interconnection points.

Exclusions include scheduled maintenance, emergency maintenance, Force Majeure events,
Customer Equipment, customer-caused outages, third-party carrier failures, utility failures, and
services outside the Bresco Network.

5. Network Performance

» Latency: Average round-trip latency across the Bresco backbone shall not exceed 35
milliseconds.

« Jitter: Target average jitter shall not exceed 10 milliseconds within the Bresco backbone.

» Packet Loss: Average packet loss shall remain below 1% over any 60-minute interval.
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» Speed: Service speeds are measured at the Customer Demarcation Point using Bresco-
controlled equipment.

6. Network Monitoring and Trouble Reporting

Bresco continuously monitors the Bresco Network. Customers must report service-affecting
issues by opening a trouble ticket with the Bresco Network Operations Center. Opening a trouble
ticket is required for eligibility for SLA service credits. Bresco monitoring data and trouble ticket
records will be used to verify qualifying events.

7. Incident Response

Incident Severity Target Response
Complete Service Outage 15 minutes

Major Service Degradation 30 minutes

Minor Service Degradation 4 business hours
General Service Request Next business day

Response targets are objectives and are not guaranteed restoration times.

8. Service Restoration

Bresco will make commercially reasonable efforts to restore affected services as quickly as
practical. Restoration times depend upon the nature of the incident, equipment availability, site
accessibility, third-party dependencies, and other operational factors.

9. Hardware Replacement

Equipment covered under the applicable manufacturer warranty will be replaced at no charge for
the equipment itself. The Customer is responsible for applicable shipping costs, including
expedited shipping if requested. Once replacement equipment is received by Bresco,
commercially reasonable efforts will be made to install it the same business day during normal
business hours. After-hours emergency dispatch is available as a billable service unless
otherwise provided in the applicable Services Agreement.

10. Planned Maintenance

Standard maintenance window: Saturdays from 5:00 AM to 7:00 AM, with a fallback maintenance
window on Sundays from 5:00 AM to 7:00 AM.

Bresco will provide at least seven (7) days' advance notice for planned service-affecting
maintenance outside the standard maintenance window whenever practical. If notified in advance
of critical business events, Bresco will make commercially reasonable efforts to avoid planned
maintenance during those periods. Emergency maintenance may occur without prior notice when
necessary to protect or restore the network.

11. Chronic Service Issues

If Bresco repeatedly fails to meet the commitments described in this SLA after being provided a
reasonable opportunity to correct verified issues, the Customer may request escalation and
review. If qualifying chronic service issues remain unresolved, the Customer may terminate the
affected service in accordance with the Services Agreement.
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12. Service Credits

To qualify for SLA credits, the Customer must: (1) open a trouble ticket at the time of the incident,
and (2) submit a written credit request within thirty (30) days.

Qualifying Outage Duration Credit

>30 minutes to <8 hours One-day service credit

8 hours to <12 hours One-week service credit
12 hours or more One-month service credit

Total credits shall not exceed one month's recurring charge for the affected service during any
billing period.

13. Managed Services

Where Bresco provides management of Customer-owned equipment, such services may include
monitoring, configuration, firmware management, troubleshooting, and vendor coordination.
These managed services do not modify or expand the performance guarantees established under
this SLA.

14. Exclusions

This SLA does not apply to Customer applications, servers, end-user devices, software, internal
LAN traffic, third-party cloud services, public Internet destinations, or equipment and services
outside the Bresco Network unless expressly stated in the applicable Services Agreement.

15. Force Majeure

Neither party shall be liable for failure to perform due to events beyond its reasonable control,
including acts of God, severe weather, utility outages, governmental actions, labor disputes, or
other Force Majeure events.

16. Support Contact Information

Network Operations Center: 24x7x365
Phone: 614-444-1001
Email: support@brescobroadband.com

Revisions:

1 -6-17-2022 - Added some examples of force majeure events.

2 —6-17-2022 - Reformatted document page/paragraph breaks.

3 — 6-29-2026 - Enterprise SLA redesign. Added Purpose, Scope, Definitions, Incident Response, Restoration Targets, Hardware
Replacement, Managed Services, Exclusions, Support Contact Information, Jitter objectives, enhanced maintenance procedures, and
standardized enterprise language.
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