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Midwest SIP Service Level Agreement (SLA)

This Service Level Agreement (“SLA”) applies to the Midwest SIP Sip Trunk Service, the Midwest SIP VoIP Business Line, and the Midwest SIP Hosted PBX Products and Services.  This SLA is effective after the “Midwest SIP Product Acceptance Form” has been signed and dated.  The “Contract Date” noted on the “Midwest SIP  Product Acceptance Form” shall be the effective date  for Midwest SIP Products and Services.  This SLA does not apply to the customer approved IP Connectivity, which was purchased separately by the Customer.  Products and Services by Midwest SIP are dependent of an outside agents and/or customer’s in-house tech staff evaluation of the customer’s network for interoperability.  Midwest SIP Products and Services are subject to IP availability; additional terms and conditions apply.  See the Midwest SIP Terms and Conditions document located in the “documents” section at www.midwestsip.com. 
Support for products and services purchased from Midwest SIP up to the Midwest SIP demarcation. The demarcation will vary based on the product or service.  See the following diagram:
Midwest SIP:   SIP Trunking and IP PBX (VoIP Lines)
If you purchase SIP Trunks or voice lines from Midwest SIP and you, the customer, provide:

1. Adequate Internet Service or Bandwidth
2. Router, IAD, ATA, and viable VoIP Gateways. (Midwest SIP can recommend customer equipment)
3. Knowledgeable assigned customer network person, tech staff, or customer agent if needed.  
Midwest SIP demarcation is good messaging and media from our SIP Platform.

Midwest SIP relies on the customer’s outside agent and/or customer’s in-house tech staff for network access during the installation process concerning the configuration that we require for SIP Trunking to work on your PBX.  Once we have established connectivity to the Midwest SIP or registration of the customer’s CPE to the Midwest SIP switch platform, it is the customer’s responsibility to install, configure, and maintain your CPE and PBX.  Customer installations and customer location network service and support may be requested by the customer for and added cost.  These requests for CPE or Network support may be performed directly or subcontracted out by Midwest SIP to assist a customer with their network.  Midwest SIP will not be responsible for maintaining a customer’s network.  (Estimated $95 to $175 per hour)

Below is the Midwest SIP demarcation of which we support for this SLA.      
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NETWORK AVAILABILITY: 

Network availability is critical for the success of Midwest SIP Products and Services and the customers success in using them.  This SLA does not cover anything on the customers side of the demarcation point (ie. Customers data or IP network, CPE (including CPE recommended by Midwest SIP), internal and external wiring) or other equipment at the customers address.  If a customer is experiencing network downtime, SIP Trunks and other Midwest SIP Products and Services are  unable to transmit inbound and/or outbound voice calls.  In the event of network downtime, the customer must work with their data or IP provider BEFORE filling out a trouble ticket with Midwest SIP.  No credit will be given to customers in the event their network has failed.
POWER AVAILABILITY:
An adequate power supply is needed for proper use of Midwest SIP Products and Services.  In the event a customers network relies on power, the same can be said for Midwest SIP Products and Services.  However, SIP Trunking also offers amazing disaster recovery possibilities.  Because SIP Trunks are not limited to an installed circuit, they can be activated on ANY internet connection.  For instance, if your facility was affected by a wide spread power outage.  Your IP PBX could be moved to another location that had power and internet, and immediately, the system would be functional with the same phone numbers that were present at the blackout site by using a SIP phone.  In varied cases and power outage severability, Midwest SIP may have to re-evaluate a customer’s network to insure proper function of Midwest SIP Products and Services.
Power Outage and E911 Services.  This service requires use of electronic equipment provided by the Customer, Midwest SIP or both. Temporary loss of E911 dialing could occur as result of a power outage, equipment or circuit failure, or use of telephone numbers that are not local to your calling area. In order for emergency services to respond in a timely manner, the Customer’s phone system must be capable of, and programmed correctly to, send the correct telephone number associated with the caller’s physical location. If the correct telephone number is not sent properly by a Customer’s phone system on an outbound call to 911, the call could fail or be directed to the incorrect emergency services center resulting in no response or an unnecessarily delayed response by emergency personnel. 

VOICE AVAILABILITY:
Voice availability is defined by “Voice Downtime” and occurs when a Midwest SIP session is unable to transmit inbound and/or outbound voice calls.  Such a failure should be referred to Midwest SIP through/via their trouble ticket system located at www.midwestsip.com.  The trouble ticket will provide an accurate record in the Midwest SIP trouble ticket system.  The record of trouble ticket is critical to the success of this SLA and providing customer with SLA Credits.  The Voice Downtime is measured from the time a trouble ticket is opened in the Midwest SIP Trouble Ticket System to the time the affected service is able to transmit inbound and outbound voice calls.  In order to qualify for credits, the failure must be deemed a major service outage resulting from a Midwest SIP failure beyond the customers demarcation point.  Voice Availability does not apply to call quality.  Subject to the foregoing limitations described in the SLA, any Midwest SIP determined Voice Downtime will qualify the customer a percentage credit (see below).  Credits are prorated from the session and the MRC of the affected service up to the maximums indicated in the Remedies section.
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REMEDIES:
To be eligible for service credits under the Midwest SIP SLA, Customer must be in good standing with all Midwest SIP obligations.  To receive credits the customer must open a trouble ticket AND request credit.  Trouble ticket must be opened at www.midwestsip.com.  If  proper credit has not been given, please contact Midwest SIP Customer Support at support@midwestsip.com. Such requests must be made within thirty (30) calendar days from the date when the relevant SLA goal was not met.  A credit will only be applied to the month in which the event giving rise to the credit occurred.  The total aggregate credits issued in one month will not exceed the equivalent of 100% of the relevant MRC of the affected service from Midwest SIP.  

SERVICE CREDIT EXCEPTIONS:
Service credits will not be issued where the SLA is not met as a result of:  (1) the failure or malfunction of equipment, applications or systems not owned or controlled by Midwest SIP; (2) acts or emissions of Customer, its employees, contractors or agents or its end users; (3) scheduled service maintenance, alteration, implementation, or upgrade; (4) Force Majeure Events; (5) the unavailability of required Customer personal, including as a result of failure to provide Midwest SIP with accurate, current contact information; (6) Customer’s failure to use Midwest SIP approved (defined in Midwest SIP network evaluation) connectivity and/or Customers failure to provide Midwest SIP with remote and/or on-site access to CPE upon request, including router logon IDs and passwords; (7) Customer’s failure to release the Service for testing or repair and continuing to use the Service on an impaired basis; (8) Midwest SIP’s termination of Service for Cause or Customer’s use of Service in an unauthorized or unlawful manner; or (9) improper or inaccurate network specifications provided by Customer.

MAINTENANCE:
Normal Maintenance.  Normal Maintenance refers to upgrades to hardware and software or upgrades to increase capacity and redundancy.  Normal Maintenance may temporarily degrade the quality of Service, including possible outages.  Such effects to Normal Maintenance will not give rise to service credits under this SLA.  Normal Maintenance will be undertaken only between the hours of 7pm and 6am Local Eastern Standard Time.

Urgent Maintenance.  Urgent Maintenance refers to efforts to correct network conditions that are likely to cause a material Service outage and require immediate action.  Urgent Maintenance may degrade the quality of Service, including possible outages.  Such effects related to Urgent Maintenance may entitle Customer to service credits set forth in this SLA.  Midwest SIP may undertake Urgent Maintenance at any time deemed necessary and will provide notice in the “Support – Network Maintenance” section of www.midwestsip.com. 

CUSTOMER TERMINATION RIGHTS:
Customer may terminate the Affected Services without incurring a Cancellation Charge in the event the Customer becomes entitled to terminate the approved connectivity over which the Service is provided due to failure of Midwest SIP SLA.  Such termination must be conducted by written notice to the Midwest SIP Support Center at support@midwestsip.com.  Please put “Terminate Service” in the subject line.  Midwest SIP reserves the sole right to charge customer for the remainder of the current billing period.  Such billing will not constitute a “Cancelation Charge”.  Additional termination terms are explained in the Midwest SIP Terms and Conditions and Midwest SIP Acceptable Use Policy documents located in the “Support – Documents” section of www.midwestsip.com.  Such termination will be effective up to 45 days after receipt of written notice by Midwest SIP.

The provisions of this SLA state the customer’s sole and exclusive remedies for Service interruptions or Service deficiencies of any kind whatsoever.
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