Uptime® Service Levels

1 Overview
Effective Monday 9th October 2017 your existing Uptime® service levels will be changed to the new Uptime version 4 servicelevels for Cisco assets. These will be reflected on all your new quotes, invoices and records of service entitlements.

©) NTT

Effective Monday 23rd July 2018 your existing Phase 1 Non Cisco Vendors (Checkpoint, Bluecoat, Riverbed, Del/lEMC) Uptime® service levels willbe changed to the new Uptime version 4 service levels. These will be reflected on all your new quotes,
invoices and records of service entitlements.

Please be advised that all NTT service entitlements include a service calendar applicable to parts and/or engineer. Anexample of a typical service entitlement is "Uptime Onsite BH 4h", this means Parts and engineer will arrive on site w ithin 4 hours
during business hours.

2 Uptime v3to Uptime v4 Mappings - Cisco

Old Entitlement Name

Old Service Calendar

Entitlement Name

Entitlement Code

Entitlement Descripti

AU Uptime Reconfig Response 4H+ESW+UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h DDSP-UPTS- 24x7 Remote Support, Alerting; Business Hours x 4 engineer and parts arrival on
PartsEngineerOnsiteBusHrsx4 site.
. . ! : DDSP-UPTS- . . . .
AU Uptime Reconfig Response 4H+ESW+UCSS AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

PartsEngineerOnsite24x7x4

AU Uptime Reconfig Response Best Effort AU.MS.Mon-Fri 07h30-18h00 AU LEprft(l)rpte Parts Only Reasonable DDSP-UPTS-PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
AU Uptime Reconfig Response Best Effort AU.MS.Mon-Fri 08h00-18h00 AU Léﬁtgf PRI Qi [ResieElie DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
AU Uptime Reconfig Response Best Effort AU.MS.Mon-Sun 24 Hours Lé?ftg:f Parts Only Reasonable DDSP-UPTS-PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
AU Uptime Reconfig Response NBD+ESW+UCSS | AUMS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD D i 2T REITEE SUTREET AT BUSIrEEE RO ST Na 25 e [Day @naineer
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime Reconfig Response NBD+ESW+UCSS AU.MS.Mon-Sun 24 Hours Uptime Onsite BusHrsxNBD DDSP'UP.TS' . 24x1 Rermte_ Support_, Alerting; Business Hours x Next Business Day engineer
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime Reconfig Result 4H+ESW+UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h DDSP-UPTS- 24x7 Remote Support, Alerting; Business Hours x 4 engineer and parts arrival on
PartsEngineerOnsiteBusHrsx4 site.
AU Uptime Reconfig Result 4H+ESW+UCSS AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 DDSP-UPTS- 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site
T PartsEngineerOnsite24x7x4 ' ' '
AU Uptime Reconfig Result NBD+ESW+UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD DDSP-UPTS- 24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime Reconfigure Response 2 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS-PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
AU Uptime Reconfigure Response 2H+IPS AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS- PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
AU Uptime Reconfigure Response 4 Hours AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h DDSP-UPTS- 24x7 Remote Support, Alerting; Business Hours x 4 engineer and parts arrival on
T PartsEngineerOnsiteBusHrsx4 site.
AU Uptime Reconfigure Response 4 Hours AU.MS.Mon-Fri 08h00-18h00 INT Uptime Onsite 24x7x4 DDSP-UPTS- 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site
P 9 P T P PartsEngineerOnsite24x7x4 pport, g g P '
AU Uptime Reconfigure Response 4 Hours AU.MS.Mon-Fri 24 Hours AU Uptime Onsite 24x7x4 DDSP'UP_TS' . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
AU Uptime Reconfigure Response 4 Hours AU.MS.Mon-Sun 06h00-18h00 AU Uptime Onsite 24x7x4 DDSP'UP.TS' . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4 ' '
AU Uptime Reconfigure Response 4 Hours AU.MS.Mon-Sun 09h00-21h00 AU Uptime Onsite 24x7x4 DDSP-UPTS- 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

PartsEngineerOnsite24x7x4

Confidential - Recipients Only
© NTT Australia Pty Ltd

Page 1 of 12
27 April 2020



Uptime® Service Levels

Old Entitlement Name

Old Service Calendar

Entitlement Name

Entitlement Code

Entitlement Description

AU Uptime

Reconfigure Response 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime

Onsite 24x7x4

DDSP-UPTS-
PartsEngineerOnsite24x7x4

24x7 Remote Support, Alerting;

24x7x4 engineer and parts arrival on site.

AU Uptime Reconfigure Response 4H+IPS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h DDSP'UP.TS' . 24)(7 Remote Support, Alerting; Business Hours x 4 engineer and parts arrival on
PartsEngineerOnsiteBusHrsx4 site.
; ; : : DDSP-UPTS- — . . .
AU Uptime Reconfigure Response 4H+IPS AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

PartsEngineerOnsite24x7x4

AU Uptime

Reconfigure Response NBD

AU.MS.Mon-Fri 08h00-18h00 AU

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting;
and parts arrival on site.

Business Hours x Next Business Day engineer

AU Uptime

Reconfigure Response NBD

AU.MS.Mon-Fri 08h00-18h00 INT

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting;
and parts arrival on site.

Business Hours x Next Business Day engineer

AU Uptime

Reconfigure Response NBD

AU.MS.Mon-Fri 08h00-20h00 AU

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting;
and parts arrival on site.

Business Hours x Next Business Day engineer

AU Uptime Reconfigure Response NBD AU.MS.Mon-Fri 09h00-17h00 AU Uptime Onsite BusHrsxNBD DREEUPIE 2L BT SUREO, ALSTITE: SUEIIRES (ROUNS T N2 EUSfess LA EneiieEar
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime Reconfigure Response NBD AU.MS.Mon-Fri 09h00-17h00 INT Uptime Onsite BusHrsxNBD DDSP-UPTS- 24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer

PartsEngineerOnsiteBusHrsxNBD

and parts arrival on site.

AU Uptime

Reconfigure Response NBD

AU.MS.Mon-Sun 24 Hours

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting;
and parts arrival on site.

Business Hours x Next Business Day engineer

AU Uptime

Reconfigure Response NBD

Mon-Fri 08h00-18h00 Business

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting;
and parts arrival on site.

Business Hours x Next Business Day engineer

AU Uptime Reconfigure Response NBD+PS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD posillPnes 24x7 Remote Support, Alerting; Business Hours X Next Business Day engineer
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime Reconfigure Response NBD+IPS AU.MS.Mon-Sun 24 Hours Uptime Onsite BusHrsxNBD DDSP-UPTS- 24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer

PartsEngineerOnsiteBusHrsxNBD

and parts arrival on site.

AU Uptime Reconfigure Result 4 Hours AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h DESSLETR: 20T eitate SUpen Al AUl U A eigliser el a0l 2l
PartsEngineerOnsiteBusHrsx4 on site.

AU Uptime Reconfigure Result 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 DDSP-UPTS- 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4 ' '

. : . . DDSP-UPTS- . . . .

AU Uptime Reconfigure Result 4H+IPS AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 ) . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
DDSP-UPTS- o . ) .

AU Uptime Reconfigure Result NBD AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD 24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer

PartsEngineerOnsiteBusHrsxNBD

and parts arrival on site.

AU Uptime

Reconfigure Result NBD

AU.MS.Mon-Sun 24 Hours

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting;
and parts arrival on site.

Business Hours x Next Business Day engineer

AU Uptime

Remote Response + Pat + Upg

AU.MS.Mon-Fri 08h00-18h00 AU

Uptime

Remote Support

DDSP-UPTS- Remote Support

24x7 Remote Support.

AU Uptime

Remote Response + Pat + Upg

AU.MS.Mon-Sun 24 Hours

Uptime

Remote Support

DDSP-UPTS- Remote Support

24x7 Remote Support.

AU Uptime

Remote Response + Patches

AU.MS.Mon-Sun 24 Hours

Uptime

Remote Support

DDSP-UPTS- Remote Support

24x7 Remote Support.
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Uptime® Service Levels

Old Entitlement Name

Old Service Calendar

Entitlement Name

Entitlement Code

Entitlement Description

AU Uptime Remote Response + Upgrades AU.MS.Mon-Fri 08h00-18h00 AU Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support.
AU Uptime Remote Response + Upgrades AU.MS.Mon-Fri 24 Hours AU Uptime Remote Support DDSP-UPTS- Remote Support 24x7 Remote Support.
AU Uptime Remote Response + Upgrades AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support.
AU Uptime Replace Response 2 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS- PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
DDSP-UPTS- . g . .
AU Uptime Replace Response 4 Hours AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h _ _ 2 esitalte SUpeanE 2 G [BUElEes SIS s shefusey el sers el o
PartsEngineerOnsiteBusHrsx4 site.
) ) ) DDSP-UPTS- . . . .
AU Uptime Replace Response 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 . . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
) ) ) DDSP-UPTS- . . . .
AU Uptime Replace Response 4H+IPS AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 ) ) 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
AU.MS.Mon-Fri 08h00-18h00 DDSP-UPTS- ing: i i i
AU Uptime Replace Response NBD Uptime Onsite BusHrsxNBD . _ 24x7 Rermte_ Suppor;, Alerting; Business Hours x Next Business Day engineer
AU PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
i . . DDSP-UPTS- RersE ; : f
AU Uptime Replace Response NBD AU.MS.Mon-Sun 24 Hours Uptime Onsite BusHrsxNBD ) . 2 Remote_ Suppor_t, (A S s L SN 9 (U T (2 237 Gl el
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
DDSP-UPTS- L . . )
AU Uptime Replace Result 4 Hours AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h . , 24x7 Remote Support, Alerting; Business Hours x 4 engineer and parts arrival on
PartsEngineerOnsiteBusHrsx4 site.
. ) ) DDSP-UPTS- . . . .
AU Uptime Replace Result 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 ) . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
. AU.MS.Mon-Fri  08h00-18h00 . . DDSP-UPTS- ing: i i i
AU Uptime Replace Result NBD Uptime Onsite BusHrsxNBD . . 24x7 Remote_ Suppor_t, Alerting; Business Hours x Next Business Day engineer
AU PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
. . . DDSP-UPTS- ina: i i i
AU Uptime Replace Result NBD AU.MS.Mon-Sun 24 Hours Uptime Onsite BusHrsxNBD ) . 20 Rermte_ Suppor?, BT SURESS BTS2 N U aes 02 Clisey
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime Restore Response 2 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS-PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
DDSP-UPTS- ing: i i i
AU Uptime Restore Response 4 Hours AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h ) . 2.4X7 RENDIEROURROILRSEnl B LS inesalanrspetiengineeiand| parsatralion
PartsEngineerOnsiteBusHrsx4 site.
. ) . DDSP-UPTS- ) ) ) .
AU Uptime Restore Response 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 ) . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
) ) . DDSP-UPTS- . . . .
AU Uptime Restore Response 4H+IPS AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 : . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
DDSP-UPTS- ing: i i i
AU Uptime Restore Response NBD AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD _ _ 24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime Restore Result 2 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS-PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
. . . . DDSP-UPTS- ing: i i i
AU Uptime Restore Result 4 Hours AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h 24x7 Remote Support, Aleriing; Business Hours x 4 engineer and parts arrival on

PartsEngineerOnsiteBusHrsx4

site.
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Uptime® Service Levels

Old Entitlement Name Old Service Calendar Entitlement Name Entitlement Code

Entitlement Description

AU Uptime Restore Result 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 Eellj:;;;r:—(imnsiteMx?m 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
AU Uptime Restore Result NBD AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD E:::;;;;OnsiteBuerstBD i;‘fpgﬁg‘;\tﬁivi‘fgf‘osri‘tﬁ'e”"‘g? Business Hours x Next Business Day engineer
AU Uptime Restore Result NBD AUMS.Mon-Sun 24 Hours Uptime Onsite BusHrsxNBD E;?;;;J;OnsiteBuerstBD §ﬁ§7p§ﬁ$tr‘iivif2g"srit{eé'e”ing; BHEllesSiholERaRexGRUs e A bayRcnd EET
AU Uptime Ship Response 2 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS- PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
AU Uptime Ship Response 4 Hours AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.
AU Uptime Ship Response 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS-PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime Ship Response 4H+ESW+UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.
AU Uptime Ship Response 4H+ESW+UCSS AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS- PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime Ship Response 4H+IPS AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS- PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime Ship Response Best Effort AU.MS.Mon-Fri 08h00-18h00 AU ;F;tcl:::e Parts Only Reasonable DDSP-UPTS-PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
AU Uptime Ship Response Best Effort AU.MS.Mon-Fri 08h00-18h00 INT ;F;tcl:::e Parts Only Reasonable DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
AU Uptime Ship Response Best Effort AU.MS.Mon-Sun 24 Hours ;r;tcl)rrr':e Parts Only Reasonable DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
AU Uptime Ship Response NBD AU.MS.Mon-Fri 08h00-17h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS-PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD AU.MS.Mon-Fri 08h00-18h00 INT Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD AU.MS.Mon-Fri 24 Hours AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD AU.MS.Mon-Sun 24 Hours Uptime Parts Only BusHrsxNBD DDSP-UPTS-PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD+ESW+UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD+ESW+UCSS AU.MS.Mon-Fri 08h00-18h00 INT Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD+ESW+UCSS AU.MS.Mon-Sun 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS-PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD+IPS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Response NBD+IPS AU.MS.Mon-Sun 24 Hours Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Result 2 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS-PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
AU Uptime Ship Result 4 Hours AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x4 parts arrival on site.
AU Uptime Ship Result 4 Hours AU.MS.Mon-Fri 08h00-18h00 INT Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.
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Old Entitlement Name

Old Service Calendar

Entitlement Name

Entitlement Code

Entitlement Description

AU Uptime Ship Result 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS- PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime Ship Result 4H+ESW+UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.
AU Uptime Ship Result 4H+ESW+UCSS AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS-PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime Ship Result 4H+IPS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.
AU Uptime Ship Result 4H+IPS AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS- PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime Ship Result NBD AU.MS.Mon-Fri 08h00-17h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNB D 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Result NBD AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS-PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Result NBD AU.MS.Mon-Fri 08h00-18h00 INT Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Result NBD AU.MS.Mon-Sun 24 Hours Uptime Parts Only BusHrsxNBD DDSP-UPTS-PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Result NBD+ESW+UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Result NBD+ESW+UCSS AU.MS.Mon-Sun 24 Hours Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Result NBD+IPS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime Ship Result NBD+IPS AU.MS.Mon-Sun 24 Hours Uptime Parts Only BusHrsxNBD DDSP-UPTS-PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime UCS Reconfg Response 2H AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS- PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
AU Uptime UCS Reconfg Response 2H + UT AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS- PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
DDSP-UPTS- ina: i i i
AU Uptime UCS Reconfg Response 4H AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h , _ 2% NErEe SUNEan, AT, LS 128 (RO X4 G REr AT PR e o
PartsEngineerOnsiteBusHrsx4 site.
_ _ _ DDSP-UPTS- _ . . .
AU Uptime UCS Reconfg Response 4H AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 . . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
DDSP-UPTS- ina: i i i
AU Uptime UCS Reconfg Response 4H + UT AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h _ _ 2% NErEe SUNEan, ALSE, LS I2ES RO 24 G IREr AT PR e o
PartsEngineerOnsiteBusHrsx4 site.
. . . . DDSP-UPTS- . . . .
AU Uptime UCS Reconfg Response 4H + UT AU.MS.Mon-Fri 24 Hours AU Uptime Onsite 24x7x4 . . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
) ) ) DDSP-UPTS- . . . .
AU Uptime UCS Reconfg Response 4H + UT AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

PartsEngineerOnsite24x7x4

AU Uptime

UCS Reconfg Response NBD

AU.MS.Mon-Fri 08h00-18h00 AU

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer
and parts arrival on site.

AU Uptime

UCS Reconfg Response NBD + UT

AU.MS.Mon-Fri 08h00-18h00 AU

Uptime

Parts Only BusHrsxNBD

DDSP-UPTS- PartsOnlyBus HrsxNBD

24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.

AU Uptime

UCS Reconfg Result 4H

AU.MS.Mon-Sun 24 Hours

Uptime

Onsite 24x7x4

DDSP-UPTS-
PartsEngineerOnsite24x7x4

24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

AU Uptime

UCS Reconfg Result 4H + UT

AU.MS.Mon-Sun 24 Hours

Uptime

Onsite 24x7x4

DDSP-UPTS-
PartsEngineerOnsite24x7x4

24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
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Uptime® Service Levels

Old Entitlement Name

Old Service Calendar

Entitlement Name

Entitlement Code

Entitlement Description

DDSP-UPTS-

24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer

AU Uptime UCS Reconfg Result NBD + UT AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD ) . . .

PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime UCS Rem Resp +Pch + Upg ISV1 AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Remote Support 24x7 Remote Support.
AU Uptime UCS Restore Result 4H Crit AU.MS.Mon-Sun 24 Hours Uptime Mission Critical 4h DDSP-UPTS- MissionCritical24x7x4 24x1 Remot_e Support, Availab_ility and _Capacity Monitoring and Reporting;

24x7x4 engineer and parts arrival on site.
AU Uptime UCS Ship Response 2H AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS-PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
AU Uptime UCS Ship Response 4H AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.
AU Uptime UCS Ship Response 4H AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS- PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime UCS Ship Response 4H + UT AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.
AU Uptime UCS Ship Response 4H + UT AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS- PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime UCS Ship Response NBD + UT AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS-PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime UCS Ship Response NBD + UT AU.MS.Mon-Sun 24 Hours Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNB D 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime UCS Ship Result 4H + UT AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.
AU Uptime UCS Ship Result 4H + UT AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS- PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.
AU Uptime UCS Ship Result NBD + UT AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS-PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
. . Uptime Parts Only Reasonable . . .
Uptime Replace Response 24x7Best Effort AU.MS.Mon-Fri 08h00-18h00 AU Efr; " v DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
or
Uptime Parts Only Reasonable
Uptime Replace Response 24x7Best Effort AU.MS.Mon-Sun 24 Hours EfF; ) y DDSP-UPTS-PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
or

Uptime Vendor Patches + Upgrades AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support.
AU Uptime UCS Ship Response 2H + UT AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS- PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.

DDSP-UPTS- ing: i i i
AU Uptime Restore Response NBD AU.MS.Mon-Sun 24 Hours Uptime Onsite BusHrsxNBD . . 2 Remote' Suppor.t, lering, SUEIEES ADUE ol BUElEEs Doy iglizer

PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime UCS Ship Response 4H + UT AU.MS.Mon-Fri 24 Hours AU Uptime Parts Only 24x7x4 DDSP-UPTS- PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.

DDSP-UPTS- ing: i i i
AU Uptime Reconfigure Result NBD+PS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD 2L BT SUNEan, ALSE; SUEIIRES [ROUNS 2 N2 EUSiess DA Eneliees

PartsEngineerOnsiteBusHrsxNBD

and parts arrival on site.

Confidential - Recipients Only
© NTT Australia Pty Ltd

Page 6 of 12
27 April 2020




Uptime® Service Levels

3

Phase 1 Non-Cisco Vendor Migration — Checkpoint (from July 2018)

©) NTT

Note. ‘Parts ship to site’ for new service codes refers to the SLA of the part (hardw are) shipping to site i.e w henthe part willleave the warehouse from the time a call is logged. It does not refer to w henthe part arrives on site.

Long Text/Description of Service

Old Entitlement Name

Old Service Calendar

New Uptime v4
Service Description

Uptime v4 Service Code

AU Uptime Rem Resp+Pat+Upg 24x7x30M AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UP TS- Remote Support 24x7 Remote Support.
AU Uptime Rem Resp+Pat+Upg BusHrsx4H AU.MS.Mon-Fri 08h00-18h00 Uptime Remote Support DDSP-UP TS- Re mote Support 24x7 Remote Support.
AU Uptime Remote Response + Pat + Upg AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UP TS-Remote Support 24x7 Remote Support.
Uptime Vendor Patches + Upgrades AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Remote Support 24x7 Remote Support.
. . Uptime Parts Only Ship DDSP-UPTS- . . . .
AU Uptime Ship Response NBD AU.MS.Mon-Sun 24 Hours . 24x7 Remote Support; Business Hours x Next Business Day parts ship to site.
BusHrsxNBD PartsOnly ShipBusHrsx NBD
AU.MS.Mon-Fri 08h00-18h00 DDSP-UPTS- ina: i i i
AU Uptime Replace Response NBD Uptime Onsite Ship BusHrsxNBD _ _ 24x7 Remote. Suppprt, Alerting; Business Hours x Next Business Day Engineer
AU PartsEngnrOnsiteShipBus HrsxNBD and parts ship to site.
AU Uptime Replace Response 4 Hours AU.MS.Mon-Fri 08h00-18h00 Uptime Onsite Ship 24x7x4 DDSP-UPTS- 24x7 Remote Support, Alerting; 24x7x4 Engineer and parts ship to site
T PartsEngnrOnsiteShip 24x7x4 ' ' )
AU Uptime Replace Response 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Onsite Ship 24x7x4 DOEE s . . 24x7 Remote Support, Alerting; 24x7x4 Engineer and parts ship to site.
PartsEngnrOnsiteShip 24x7x4 ' '
AU Uptime Rem Resp ) . . . . . ) . . .
Pat/Upg+SWENgr2 4x7x4H AU.MS.Mon-Sun 24 Hours Uptime Engineer only 24x7x4 DDSP-UPTS-Engineer Only24x7x4 24x7 Remote Support; 24x7x4 engineer arrival on site.
AU Uptime Ship Response Best Effort AU.MS.Mon-Sun 24 Hours ;F;tcme el Q7 R0l DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.

AU Uptime Ship Response Best Effort AU.MS.Mon-Fri 08h00-18h00 ;r;t(me Parts Only Reasonable DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
. . . . . DDSP-UPTS- . . . .
AU Uptime Reconfigure Response 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Onsite Ship 24x7x4 24x7 Remote Support, Alerting; 24x7x4 Engineer and parts ship to site.

PartsEngnrOnsiteS hip 24x7x4
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Uptime® Service Levels

4 Phase 1 Non-Cisco Vendor Migration — Bluecoat (from July 2018)

©) NTT

Note. ‘Parts ship to site’ for new service codes refers to the SLA of the part (hardw are) shipping to site, i.e. whenthe part will leave the w arehouse from the time a call is logged. It does not refer to w henthe part arrives on site.

Old Entitlement Name

Old Service Calendar

New Uptime v4
Service Description

Uptime v4 Service Code

Long Text/Description of Service

AU Uptime Remote Response + Pat + Upg AU.MS.Mon-Fri 08h00-18h00 Uptime Remote Support DDSP-UPTS- Remote Support 24x7 Remote Support.
AU Uptime Remote Response + Pat + Upg AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support.
AU Uptime Remote Response 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UP TS-Remote Support 24x7 Remote Support.
. . . Uptime Parts Only Ship DDSP-UPTS- ) . . .
AU Uptime Ship Response NBD AU.MS.Mon-Fri 08h00-18h00 ; 24x7 Remote Support; Business Hours x Next Business Day parts ship to site.
BusHrsxNBD PartsOnly ShipBusHrsx NBD
. . . Uptime Parts Only Ship DDSP-UPTS- . . . .
AU Uptime Ship Result NBD AU.MS.Mon-Fri 08h00-18h00 ) 24x7 Remote Support; Business Hours x Next Business Day parts ship to site.
BusHrsxNBD PartsOnly ShipBusHrsx NBD
AU Uptime Ship Response 4 Hours AU.MS.Mon-Sun 24 Hours Uptime Parts Only Ship 24x7x4 DDSP-UPTS- PartsOnly Ship24x7x4 24x7 Remote Support; 24x7x4 parts ship to site.
. . i ) . . . DDSP-UPTS- 24x7 Remote Support, Alerting; Business Hours x Next Business Day Engineer
AU Uptime Reconfigure Response NBD AU.MS.Mon-Fri 08h00-18h00 Uptime Onsite Ship BusHrsxNBD PartsEngnrOnsiteShip Bus HrsxNBD and parts ship to site.
DDSP-UPTS-

AU Uptime

Reconfigure Response 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime Onsite Ship 24x7x4

PartsEngnrOnsiteShip24x7x4

24x7 Remote Support,

Alerting; 24x7x4 Engineer and parts ship to site.

AU Uptime

Ship Response Best Effort

AU.MS.Mon-Sun 24 Hours

Uptime Parts Only Reasonable
Effort

DDSP-UPTS- PartsOnlyREffort

24x7 Remote Support,

Alerting; Reasonable Effort parts arrival on site.

AU Uptime

Reconfig Response Best Effort

AU.MS.Mon-Fri  08h00-18h00

Uptime Onsite Reasonable Effort

DDSP-UPTS-
PartsEngineerOnsite REffort

24x7 Remote Support,

site.

Alerting; Reasonable Effort engineer and parts arrival on
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Uptime® Service Levels

5 Phase 1 Non-Cisco Vendor Migration — Riverbed (from July 2018)

©) NTT

Note. ‘Parts ship to site’ for new service codes refers to the SLA of the part (hardw are) shipping to site, i.e. whenthe part will leave the w arehouse from the time a call is logged. It does not refer to w hen the part arrives on site.

Old Entitlement Name

Old Service Calendar

New Uptime v4
Service Description

Uptime v4 Service Code

Long Text/Description of Service

AU Uptime

Remote Response + Pat + Upg

AU.MS.Mon-Sun 24 Hours

Uptime

Remote Support

DDSP-UP TS- Remote Support

24x7 Remote Support.

AU Uptime

Remote Response + Pat + Upg

AU.MS.Mon-Fri 08h00-18h00
AU

Uptime

Remote Support

DDSP-UP TS- Remote Support

24x7 Remote Support.

AU Uptime

Ship Response NBD

AU.MS.Mon-Fri 08h00-18h00

Uptime

Parts Only BusHrsxNBD

DDSP-UPTS-PartsOnlyBus HrsxNBD

24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.

AU Uptime

Ship Result NBD

AU.MS.Mon-Fri  08h00-18h00

Uptime

Parts Only BusHrsxNBD

DDSP-UPTS- PartsOnlyBus HrsxNBD

24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.

AU Uptime

Ship Result NBD

AU.MS.Mon-Sun 24 Hours

Uptime

Parts Only BusHrsxNBD

DDSP-UPTS- PartsOnlyBus HrsxNBD

24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.

AU Uptime

Ship Result NBD

AU.MS.Mon-Fri 08h00-18h00
INT

Uptime

Parts Only BusHrsxNBD

DDSP-UPTS- PartsOnlyBus HrsxNBD

24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.

AU Uptime

Ship Result 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime

Parts Only 24x7x4

DDSP-UPTS-PartsOnly24x7x4

24x7 Remote Support; 24x7x4 parts arrival on site.

AU Uptime

Reconfigure Response NBD

AU.MS.Mon-Fri 08h00-18h00

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer
and parts arrival on site.

AU Uptime

Reconfigure Response NBD

AU.MS.Mon-Fri 08h00-18h00
INT

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer
and parts arrival on site.

AU Uptime

Restore Response NBD

AU.MS.Mon-Fri 08h00-18h00

Uptime

Onsite BusHrsxNBD

DDSP-UPTS-
PartsEngineerOnsiteBusHrsxNBD

24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer
and parts arrival on site.

AU Uptime

Reconfigure Response 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime

Onsite 24x7x4

DDSP-UPTS-
PartsEngineerOnsite24x7x4

24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

AU Uptime

Replace Response 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime

Onsite 24x7x4

DDSP-UPTS-
PartsEngineerOnsite24x7x4

24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

AU Uptime

Restore Response 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime

Onsite 24x7x4

DDSP-UPTS-
PartsEngineerOnsite24x7x4

24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

AU Uptime

Restore Response 4 Hours

AU.MS.Mon-Fri 08h00-18h00
AU

Uptime

Onsite 24x7x4

DDSP-UPTS-
PartsEngineerOnsite24x7x4

24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

AU Uptime

Ship Response Return to Base

AU.MS.Mon-Fri  08h00-18h00

Uptime
Effort

Parts Only Reasonable

DDSP-UPTS- PartsOnlyREffort

24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
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Uptime® Service Levels

6 Phase 1 Non-Cisco Vendor Migration — Dell/EMC (from July 2018)

©) NTT

Note. ‘Parts ship to site’ for new service codes refers to the SLA of the part (hardw are) shipping to site, i.e. whenthe part will leave the w arehouse from the time a call is logged. It does not referto w hen the part arrives on site.

Old Entitlement Name

Old Service Calendar

New Uptime v4
Service Description

Uptime v4 Service Code

Long Text/Description of Service

AU Uptime Remote Response + Pat + Upg AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UP TS- Remote Support 24x7 Remote Support.
AU Uptime Rem Resp+Pat+Upg 24x7x4H AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support.

. AU.MS.Mon-Fri  08h00-18h00 .
AU Uptime Rem Resp+Pat+Upg BusHrsx4H AU Uptime Remote Support DDSP-UPTS- Remote Support 24x7 Remote Support.

. AU.MS.Mon-Fri 09h00-17h00 .
AU Uptime Rem Resp+Pat+Upg BusHrsx4H AU Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support.
AU Uptime Rem Resp+Pat+Upg BusHrsx4H AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Remote Support 24x7 Remote Support.
AU Uptime L1 T4H AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support.

. . AU.MS.Mon-Fri 08h00-18h00 Uptime Parts Only Ship DDSP-UPTS- . . . .
AU Uptime Ship Result NBD . 24x7 Remote Support; Business Hours x Next Business Day parts ship to site.

AU BusHrsxNBD PartsOnly ShipBusHrsx NBD
DDSP-UPTS-

AU Uptime

Replace Response 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime Onsite Ship 24x7x4

PartsEngnrOnsiteShip 24x7x4

24x7 Remote

Support, Alerting; 24x7x4 Engineer and parts ship to site.

AU Uptime

Reconfigure Response 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime Onsite Ship 24x7x4

DDSP-UPTS-
PartsEngnrOnsiteShip24x7x4

24x7 Remote

Support, Alerting; 24x7x4 Engineer and parts ship to site.

AU Uptime

Restore Response 4 Hours

AU.MS.Mon-Sun 24 Hours

Uptime Onsite Ship 24x7x4

DDSP-UPTS-
PartsEngnrOnsiteShip 24x7x4

24x7 Remote

Support, Alerting; 24x7x4 Engineer and parts ship to site.

AU Uptime

L3 PLO4H

AU.MS.Mon-Sun 24 Hours

Uptime Onsite Ship 24x7x4

DDSP-UPTS-
PartsEngnrOnsiteShip 24x7x4

24x7 Remote

Support, Alerting; 24x7x4 Engineer and parts ship to site.
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Uptime® Service Levels

7 Pre-Uptime v3to Uptime v4 Mappings

Old Entitlement Name

Old Service Calendar

New Uptime v4
Service Description

Uptime v4 Service Code

Long Text/Description of Service

AU Uptime L1 Ess Op + UCSS AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UP TS- Remote Support 24x7 Remote Support.

AU Uptime L1 Essential Operate AU.MS.Mon-Fri 24 Hours AU Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support.

AU Uptime L1 Essential Operate AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Remote Support 24x7 Remote Support.

AU Uptime L1 SP AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UP TS- Remote Support 24x7 Remote Support.

AU Uptime L1SS AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UP TS- Remote Support 24x7 Remote Support.

AU Uptime L1 T60M SS AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UP TS- Re mote Support 24x7 Remote Support.

AU Uptime L1 UCSS Unified Communication AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS-Remote Support 24x7 Remote Support.

AU Uptime L2 PO10H AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime L2 PO10H AU.MS.Mon-Sun 24 Hours Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
AU Uptime L2 PO4H AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.

AU Uptime L2 PO4H AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7x4 DDSP-UPTS-PartsOnly24x7x4 24x7 Remote Support; 24x7x4 parts arrival on site.

AU Uptime L2 PO4H + ESW + UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BH 4h DDSP-UPTS- PartsOnlyBus Hrsx4 24x7 Remote Support; Business Hours x 4 parts arrival on site.

AU Uptime

L2 PO4H + ESW + UCSS

AU.MS.Mon-Sun 24 Hours

Uptime

Parts Only 24x7x4

DDSP-UPTS- PartsOnly24x7x4

24x7 Remote

Support; 24x7x4 parts arrival on site.

. . Uptime Parts Only Reasonable . . .
AU Uptime L2 POBE Best Effort AU.MS.Mon-Fri 08h00-18h00 AU Efpf v DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
ort
) Uptime Parts Only Reasonable . . .
AU Uptime L2 POBE Best Effort AU.MS.Mon-Sun 24 Hours Effort DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
or
AU Uptime L2 PONBD + ESW + UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only BusHrsxNBD DDSP-UPTS- PartsOnlyBus HrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
DDSP-UPTS- — . . .
AU Uptime L3 PLO10H AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD _ _ 24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
DDSP-UPTS- ing: i i i
AU Uptime L3 PLO10H AUMS.Mon-Fri 09h00-17h00 AU Uptime Onsite BusHrsxNBD _ _ 2o Rentale SUpon szl e HOus il Eleliess Diy el
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
DDSP-UPTS- . . . .
AU Uptime L3 PLO10H AU.MS.Mon-Sun 24 Hours Uptime Onsite BusHrsxNBD ' . 24x7 Rermte_ Support_, Alerting; Business Hours x Next Business Day engineer
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime L3 PLO2H AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS- PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
DDSP-UPTS- ing: i i i
AU Uptime L3 PLO4H AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h _ . 2£_1x7 Remote Support, Alerting; Business Hours x 4 engineer and parts arrival on
PartsEngineerOnsiteBusHrsx4 site.
. . . . DDSP-UPTS- . . . .
AU Uptime L3 PLO4H AU.MS.Mon-Fri 24 Hours AU Uptime Onsite 24x7x4 . . 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
DDSP-UPTS- ing: i i i
AU Uptime L3 PLO4H AUMS.Mon-Sun  07h00-19h00 AU Uptime Onsite BH 4h iﬁz? Remote Support, Alerting; Business Hours x 4 engineer and parts arrival on

PartsEngineerOnsiteBusHrsx4
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Uptime® Service Levels ® NTT

New Uptime v4

Old Entitlement Name Old Service Calendar . . Uptime v4 Service Code Long Text/Description of Service
Service Description
_ ) ) DDSP-UPTS- . . A :
AU Uptime L3 PLO4H AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 . . 24x7 Remote Support, Alerting and 24x7x4 Engineer and parts arrival onsite.
PartsEngineerOnsite24x7x4
DDSP-UPTS- ing: i i i
AU Uptime L3 PLO4H + ESW + UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BH 4h , , 24x7 Remote Support, Alerting; Business Hours x 4 engineer and parts arrival on
PartsEngineerOnsiteBusHrsx4 site.
. i . DDSP-UPTS- . . . .
AU Uptime L3 PLO4H + ESW + UCSS AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

PartsEngineerOnsite24x7x4

Uptime Parts Only Reasonable

AU Uptime L3 PLOBE Best Effort AU.MS.Mon-Fri 08h00-18h00 AU Hfort DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
or
Uptime Parts Only Reasonable
AU Uptime L3 PLOBE Best Effort AU.MS.Mon-Fri 24 Hours AU EfF; ‘ o DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
or
. Uptime Parts Only Reasonable . . .
AU Uptime L3 PLOBE Best Effort AU.MS.Mon-Sun 24 Hours Effort DDSP-UPTS- PartsOnlyREffort 24x7 Remote Support, Alerting; Reasonable Effort parts arrival on site.
or
AU Uptime L3 PLONBD +ESW + UCSS AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD DOEFLIERE UL et SO, BTG EUSINEES (SR et EISTEES D5y SnEl 122
PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime UCS L1 SS ISV1 AU.MS.Mon-Sun 24 Hours Uptime Remote Support DDSP-UPTS- Re mote Support 24x7 Remote Support
. . . BusHrsxNBD DDSP-UPTS- . : . 8 A
AU Uptime UCS L2 PO NBD + UT AU.MS.Mon-Fri 08h00-18h00 AU Uptime Parts Only PartsOnlyBusHrsxNBD 24x7 Remote Support; Business Hours x Next Business Day parts arrival on site.
. . . . DDSP-UPTS- 24x7 Remote Support, Alerting; Business Hours x Next Business Day engineer
AU Uptime UCS L3 PLO NBD + UT AU.MS.Mon-Fri 08h00-18h00 AU Uptime Onsite BusHrsxNBD PartsEngineerOnsiteBusHrsxNBD and parts arrival on site.
AU Uptime UCS L3 PLO2H + UT AU.MS.Mon-Sun 24 Hours Uptime Parts Only 24x7 2h DDSP-UPTS- PartsOnly24x7x2 24x7 Remote Support; 24x7x2 parts arrival on site.
AU Uptime UCS L3 PLO4H AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 DDSP-UPTS- 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.
PartsEngineerOnsite24x7x4
AU Uptime UCS L3 PLO4H + UT AU.MS.Mon-Sun 24 Hours Uptime Onsite 24x7x4 DOl JEE 24x7 Remote Support, Alerting; 24x7x4 engineer and parts arrival on site.

PartsEngineerOnsite24x7x4

Should you need to raise a service request, the procedures to contact our GSC [1800 NET HLP (1800 638 451)] remain unchanged.
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