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Business Internet

These Service Specific Terms are incorporated into each applicable Service Order, and collectively with the General Terms and
Conditions, form the Agreement between the Parties. Any capitalized terms not defined herein have the meaning given to them
elsewhere in the Agreement.

A. Service Description — Business Internet

TPx's Business Internet is an internet access service that leverages nationwide carriers as a Third-Party Product procured through,
supported and billed by TPx. Business Internet can be provided through different transport types, including coax, copper, fiber and
fixed wireless, and is sized based on the upload and download speeds (bandwidth), which can be different (asymmetrical) or the same
(symmetrical). Business Internet is offered under the following service categories:

e Business Internet - Broadband Internet Service: The bandwidth is delivered through a wired transport and is shared amongst
multiple users in the network . The shared bandwidth supports more affordable prices; however, the quoted upload and
download speeds are not guaranteed and should be understood as maximums, with expected drops in speed and quality
depending on the volume and congestion of traffic across the shared network. SLAs for speed and quality do not apply to this
service category.

e Business Internet - Dedicated Internet Service: The bandwidth is delivered through a wired transport and is dedicated solely
to the Customer’s premises. The dedicated bandwidth comes with higher prices; however, the speeds and other quality
metrics (latency, jitter, packet loss) are subject to SLAs.

e  Business Internet - Fixed Wireless Broadband Internet Service: The bandwidth is delivered through a wireless transport and
is shared amongst multiple users in the network. The shared bandwidth supports more affordable prices; however, the quoted
upload and download speeds are not guaranteed and should be understood as maximums, with expected drops in speed and
quality depending on the volume and congestion of traffic across the shared network. SLAs for speed and quality do not apply
to this service category. The wireless transport requires the installation of an antenna at the Customer’s premises.

e Business Internet - Fixed Wireless Dedicated Internet Service: Bandwidth is delivered through a wireless transport and is
dedicated solely to the Customer’s premises. The dedicated bandwidth comes with higher prices; however, the speeds and
other quality metrics (latency, jitter, packet loss) are subject to SLAs. The wireless transport requires the installation of an
antenna at the Customer’s premises.

B. Supported Third-Party Product(s), Service Availability & Technical Features; Portal Access

TPx currently offers Business Internet service through a portfolio of nationwide and regional carriers (each, a Third-Party Product
Provider).

Service Availability. Service availability at individual locations is determined by TPx in coordination with the carriers and is dependent
upon each carrier's network.

3rd Party Equipment. Where applicable, carriers may include Customer Premises Equipment (CPE), which is installed by the carrier and
requires space and power access at the Customer’s premises. The Customer is responsible, if requested by TPx or the carrier, to return
the CPE equipment upon service termination. Charges for failure to return the CPE may apply.

3rd Party IP Addresses. Business Internet includes the use of IP Addresses provided by the carrier. These IP addresses are owned and
registered by the carrier and allocated to the Customer for use. Customer use of allocated IPs terminates with service termination.

Technical Features. TPx supports all Technical Features requisite to deliver the Service Features detailed herein. Customers looking
for additional visibility and management of the Business Internet Services should purchase additional managed network services.

Portal Access. No portal access is provided under this service.




C. Standard Service Onboarding; Initial Configuration & Account Enablement

Standard Service Onboarding. Physical installation of the service is the responsibility of the underlying carrier. As a separate non-
recurring Professional Services charge, TPx will provide project management services as required to deliver the service at the
Customer’s premise(s). Standard service onboarding is offered during TPx regular business hours. Custom service onboarding may be
required for certain deployments, which must be agreed to between the parties in a separate statement of work.

D. Service Feature Availability

The availability of Service Features for Business Internet is detailed in Table 1 below. TPx managed networking solutions are offered
separately from the Business Internet service.

Table 1. Managed Service Feature Availability.

Legend: “I" - Included

Managed Service

Feature Description Availability

TPx will open and manage a support case with the underlying carrier after a support case
is raised by Customer to TPx through the TPx Portal or another authorized contact means
as described in our online Contact page. Service support is 24x7x365. Support for carrier-
Service Support & related service issues is limited to opening and managing tickets with the underlying
Incident carrier when broader outages are identified and reported by the carrier or the incident is *
Management reported by Customer.

*TPx may charge reasonable professional service fees where on-site support is needed
as a result of displaced or damaged equipment or where changes to the network made by
Customer or its contractors is determined to be the root cause for the incident.

Monitoring, alerting and reporting services are not included with standalone Business

Monitoring, Alerting | Internet Services. Purchase of an accompanying TPx network management service will
& Reporting include monitoring, alerting and reporting services for the underlying Business Internet

service as outlined in the applicable network management Service Specific Terms.

N/A

E. KPls & Support Priority Levels

TPx will treat an incident that is raised by Customer through a support case associated with each KPI based on the assigned Support
Priority Level, as defined within the Service Level Agreement found at https://www.tpx.com/terms/service-level-agreement.

Performance service levels are dependent upon the underlying carrier, and any credits for failure to meet those service levels, where
available, will be passed through by TPx from its underlying carrier upon Customer’s request.

Table2. KPIs and Support Priority Levels.

Incident o
KPI Management Description
[ Customer requests assistance because the underlying carrier’s service to their
Service Down X

location is down.

Customer requests assistance because the underlying carriers service to their
Service is Degraded X location is experiencing stability or performance issues. This KPI is generally
excluded for any Broadband Business Internet service.

Account Change X Customer requests a change to its authorized contacts.



https://www.tpx.com/contact-us/contact-support/
https://www.tpx.com/terms/service-level-agreement

F. Service Commencement & Delivery; Initial Service Term & Billing

TPx endeavors to initiate the Standard Service Onboarding process by contacting Customer within five (5) business days of the mutual
execution of the applicable Service Order. During the Standard Service Onboarding process, the Parties will mutually agree to a targeted
Service Commencement and Service Delivery Date, as evidenced in writing (email sufficient).

Service Commencement means that TPx has placed the order with the respective underlying carrier(s) for the Service.

Service Delivery means that TPx has completed the Standard Service Onboarding and otherwise delivered the Service, which is
available for Customer's use.

The Initial Service Term will begin on the date of Service Delivery for each respective Service Location and continue through the Term
identified in the applicable Service Order. TPx will generally accommodate small changes to the target Service Delivery Date; however,
where Customer unreasonably delays the Service Delivery or otherwise fails to fulfill its obligations under Article VI of the General
Terms and Conditions preventing TPx from completing Service Delivery on the target Service Delivery date, then the Initial Service Term
will begin on the target Service Delivery Date. Billing for the Service will coincide with the beginning of the Initial Service Term.

G. Additional Service Specific Terms

1. Construction Charges; Consent. Customer may incur construction charges as a part of the service delivery process. These
charges are unknown at the time of executing the Service Order and are presented during the Service Onboarding process for
Customer’s acceptance, which Customer has five (5) business days to provide. Customer will ensure that it has obtained any
landlord or other necessary consents for the construction, which includes the installation of equipment on the roof or exterior
walls of the Customer’s premises for fixed wireless transports.

2. Service Location Moves & Bandwidth Changes. The pricing established in the applicable Service Order assumes Customer
will maintain the Business Internet Service(s) at the same Service Location(s) and with the same bandwidth through the Initial
Term. Service Location moves and bandwidth changes are likely to impact the MRC for the Service and may also lead to other
NRC charges to cover termination and/or move charges or new construction charges levied by the underlying carrier(s).




