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BUSINESS
SERVICE ORDER

THIS SERVICE ORDER (“Service Order”) is executed and effective upon the date of the signature set forth in the signature
block below (“Effective Date”) and is by and between Charter Communications Operating, LLC on behalf of those operating
subsidiaries providing the Service(s) hereunder (“Spectrum”) and Customer (as shown below), and is governed by and subject
to the applicable Spectrum Business - Enterprise Commercial Terms of Service posted at
https://enterprise.spectrum.com/legal/terms-and-conditions.html (or successor URL) or, if applicable, an existing service
agreement executed by the parties (each, as appropriate, the “Service Agreement”). Except as specifically modified herein, all

other terms and conditions of the Service Agreement shall remain unamended and in full force and effect.

Spectrum Contact Information

Contact: Gerard Kuntz

Telephone: 812-646-2508
Email: jerry.kuntz@charter.com

Customer Information

Customer Name Order #

CITY OF MT PLEASANT 15237280

Address

100 PUBLIC SQ MOUNT PLEASANT TN 38474

Telephone Email:

(931) 379-3762 mayor@mtpleasant-tn.gov

Contact Name Telephone Email:

Bill White (931) 379-3762 mayor@mtpleasant-tn.gov

Billing Address
100 PUBLIC SQ

Billing Contact Name Telephone

Email:

NEW AND REVISED SERVICES AT 501 Gray Ln Unit FIA, Mount Pleasant TN 38474 ‘

Monthly Total Monthly
Service Description Order Term Quantity Recurring Recurring
Charge(s) Charge(s)
Dedicated Fiber Internet 200Mbps 60 Months 1 $775.00 $775.00
5 Static IP Addresses 60 Months 1 $0.00 $0.00
$775.00

ONE TIME CHARGE(S) AT 501 Gray Ln Unit FIA,

ount Pleasant TN 38474

) Total
. i . One Time .
Service Description Quantity One Time
Charge(s)
Charge(s)
Dedicated Fiber Internet Install 1 $250.00 $250.00
Demarc Wiring Service 1 $500.00 $500.00
Demarc Wiring Service - Promotion ($500.00) ($500.00)
$250.00
e —
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1. TOTAL CHARGE(S). Total monthly recurring charges and total one-time charges are due in accordance with the
monthly invoice.
2.

TAXES. Plus applicable taxes, fees, and surcharges as presented on the respective invoice(s).
3. SPECIAL TERMS.

By signing below, the signatory represents they are duly authorized to execute this Service Order

Customer

Signature:

Printed Name: Michael. Haywood

Title: Information Technology Director
Date:

|
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Spectrum Business — for enterprise
Services

pre-service installation guide

Welcome, and thank you for choosing Spectrum Business. After you sign your service order, our teams will keep you updated on
the status of your order. In the meantime, this document will help you understand what happens as you progress toward the
service installation process.

Feel free to reach out to your sales contact if you have questions or need additional information. When installation begins, however, you’ll have a
dedicated project manager who'll partner with you as your main point of contact for a successful installation.

Client project milestones Spectrum Business project milestones
Sign service order. Sales team submits signed service order to Order Management team.
If necessary, work with our internal teams to provide Internal teams gather any additional information that’s required
any additional information or forms required to finalize to finalize your order.

your order.

Your Spectrum Enterprise project manager will contact Dedicated project manager contacts you to discuss next steps.
you to introduce themselves and discuss next steps.

Spectrum Business pre-service installation details

Let’s look at more details about the milestones we’ll reach before your service installation process begins.

Milestones

Sign service order

First, we’ll finalize and sign your service order together. We are unable to proceed until the service order is signed, so if you have any concerns or
questions about your order, please reach out to your sales contact right away.

Finalize order

Our internal teams will make sure we have all of the information we need to begin the installation process. This stage can take one to two weeks to
complete. During this time, we may be in touch to get additional information and required forms.

If your order includes voice services, this would be a good time to engage your vendor. If you’re transferring phone numbers from your current
vendor to your Spectrum Enterprise account, we’ll need a complete list of the numbers you’re transferring. Your vendor can help you pull these
from your phone server. We also request your vendor be available to participate in cutover activities on the day of activation. Your project manager
will work closely with you and your vendor throughout the implementation process, and schedule the cutover once the service is ready.

Connect with project manager

As we’re finalizing your order, your dedicated project manager will be in touch about next steps. Your project manager will be your primary point of
contact during service installation, however, you may hear from additional team members throughout the process.

You will be invited to an introduction call where your project manager will review your order and the installation process in more detail. During this
meeting, we will agree to a call and reporting schedule to ensure a smooth and efficient installation.

Additional disclaimer pending - does not apply for coax or upgrades.

©2025 Charter Communications. All rights reserved.

Speclrum»

BUSINESS’



enterprise.spectrum.com

Spectrum»

BUSINESS’



Speclrum»

BUSINESS’

Spectrum Business
Service Level Agreement for Enterprise Services:
Dedicated Fiber Internet

This Service Level Agreement (“SLA”) for Spectrum Business (“Spectrum”) Dedicated Fiber Internet (referred to herein
as “DFI” or the “Service”) is a part of, and hereby incorporated by reference into the Spectrum Business Agreement for
Enterprise Services (including the terms and conditions, attachments, and Service Orders described therein, the
“Service Agreement”). To the extent any provision of this SLA conflicts with the Service Agreement, this SLA shall
control. Performance goals for the Services (“SLA Targets”) are set forth in the tables below. Capitalized words used
but not defined herein shall have the meanings assigned to them in the Service Agreement.

I. Priority Classification and Definitions

Priority classifications for Service Disruptions and Service Degradations are described as follows:

Priority Criteria

e Service Disruption resulting in a total loss of Service; or
Priority 1 e Service Degradation to the point where Customer is unable to use the Service
(each a “Priority 1 Outage”)

Priority 2 e Service Degradation where Customer is able to use the Service

e A service problem that does not impact the Service; or

Priori
riority 3 e A single non-circuit specific quality of Service inquiry

As used in this SLA, the following terms have the meanings assigned below:

“Service Disruption” is defined as an outage, disruption, or degradation, other than an Excluded Disruption, that
interferes with the ability of a Spectrum network hub to: (i) transmit and receive network traffic on Customer’s dedicated
access port at the Spectrum network hub; or (ii) exchange network traffic with another Spectrum network hub. The
Service Disruption period begins on the earlier of (i) when Spectrum opens a trouble ticket in connection with a Service
Disruption that Spectrum detects and verifies, or (i) when Customer reports a Service Disruption by contacting
Enterprise Technical Support, and then Spectrum validates that the Service is affected and creates a corresponding
trouble ticket. The Service Disruption ends when the affected Service has been restored.

“Service Degradation” means a degradation of the Service, such as failure of the Service to achieve the SLA Targets
for Latency/Frame Delay, Jitter/Frame Delay Variation, or Packet Delivery.

“Excluded Disruptions” means (i) planned outages, (ii) routine or urgent maintenance, (iii) time when Spectrum is unable
to gain access to Customer’s Service Location to troubleshoot, repair or replace equipment or the Service, (iv) Service
problems resulting from acts or omissions of Customer or Customer’s representatives or agents, (v) Customer
equipment failures, (vi) Customer does not release the Service for testing, and (vii) Force Majeure Events.

Il. SLA Targets for DFI Service

Service Mean Time To Restore |Latency / Frame Delay Jitter / Frame Packet Delivery

Availability (“MTTR”) (Roundtrip) Delay Variation

Priority 1 Outages

. 0,
End to End: 100% within 4 hours

< 35ms <1ms >99.99%
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SLA Targets are measured from Customer’s Service Location to the location where Spectrum has local access to the
Internet (i.e., the Spectrum point of presence) at the individual circuit or Service level, and any applicable credits are
issued only for the affected DFI circuit or Service (the “Affected Service”).

lll. SLA Calculations

1. Service Availability
“Service Availability” is calculated as the total number of minutes in a calendar month, less the number of minutes in
the calendar month that the Service is unavailable due to a Priority 1 Outage (“Downtime”), with such difference divided

by the total number of minutes in the calendar month, and expressed as a percentage.

Service Availability per calendar month is calculated as follows:

Service Availability = Total number of minutes in the calendar month - Downtime X 100
y Total number of minutes in a calendar month

2. Mean Time to Restore (“MTTR”)

The MTTR SLA Target is applicable to Priority 1 Outages and is measured, each calendar month, as the
average time for Spectrum to restore Priority 1 Outages calculated as the cumulative length of time it takes
Spectrum to restore a Service following a Priority 1 Outage divided by the corresponding number of trouble
tickets for Priority 1 Outages opened during the respective calendar month for the Service.

MTTR per calendar month is calculated as follows:

Mean Time Cumulative length of time to restore Priority 1 Outage(s) per Service in the calendar month
to Restore = Total number of Priority 1 Outage trouble tickets per Service in the calendar month

3. Latency/Frame Delay

Latency or Frame Delay is the average roundtrip network delay, measured every five (5) minutes during a calendar
month (except during an Excluded Disruption), to adequately determine a consistent average monthly performance
level for frame delay for each Service. The roundtrip delay is expressed in milliseconds (ms).

Latency/Frame Delay is calculated as follows:

Latency or Frame Sum of the roundtrip delay measurements for a Service in the calendar month
Delay Average (ms) = Total number of measurements for a Service in the calendar month

4. Packet Delivery

Packet Delivery is defined as the percentage of frames that are successfully received compared to the total frames that
are sent in a calendar month (except during an excluded Disruption). The percentage calculation is based on frames
that are transmitted from a network origination point and received at a network destination point.

Packet Delivery is calculated as follows:

. Number of frames delivered in the calendar month
o) =
Packet Delivery (%) Total frames sent in the calendar month X 100
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5. Jitter/[Frame Delay Variation

Jitter or Frame Delay Variation is defined as the variation in delay for two consecutive frames that are transmitted (one
way) from a network origination point and received at a network destination point. Spectrum measures a sample set
of frames every five (5) minutes during a calendar month (except during an Excluded Disruption), and determines the
average delay between consecutive frames within each sample set. The monthly Jitter/Frame Delay Variation is
calculated as the average of all of the frame delay variation measurements during such calendar month and is
expressed in milliseconds (ms).

Jitter/Frame Delay Variation is calculated as follows:

Sum of the Frame Delay Variation measurements for a Service in the calendar
month
Total number of measurements for a Service in the calendar month

Jitter or Frame Delay
Variation Average (ms) =

IV. Remedies
1. Service Credits

If a Service fails to satisfy the SLA Targets during any calendar month and Customer is in compliance with the terms
of the Service Agreement and this SLA, then Customer may request credit equal to the corresponding percentage of
monthly recurring charges (“MRC”) for the Affected Service as set forth in the tables below. Any credit to be applied
will be offset against amounts due from Customer to Spectrum in the billing cycle following the date Spectrum makes
its credit determination. Credit requests must be submitted to Spectrum within thirty (30) days of the calendar month
in which the SLA Target was missed. Spectrum will exercise commercially reasonable efforts to respond to such credit
requests within thirty (30) days of receipt thereof.

Service Availability Credits

Downtime Service Credit

>0 <1 hour 10% of MRC

> 1 hour < 2 hours 20% of MRC
2 2 hours <4 hours 30% of MRC
2 4 hours < 8 hours 40% of MRC
2 8 hours <12 hours 50% of MRC
> 12 hours < 16 hours 80% of MRC
> 16 hours 100% of MRC

Mean Time To Restore Latency/Frame Delay  Jitter/Frame Delay Packet Delivery Credit
(“MTTR?”) Credits (Roundtrip) Credit Variation Credit y
MTTR > 4 hours 40% of
<8 hours MRC 50% of MRC 50% of MRC 50% of MRC
50% of
MTTR > 8 hours MRC

All SLA Targets are monthly measurements, and Customer may request only one credit per SLA Target per month for
the Affected Service. Should one event impact more than one SLA hereunder, Customer shall receive the single
highest of the qualifying credits only. Service Credits hereunder shall not be cumulative per Service. The aggregate
credit amount due to Customer in any month will not exceed 100% of the MRC for the Affected Service. Except as set
forth below, the credits described in this SLA shall constitute Customer’s sole and exclusive remedy, and Spectrum’s
sole and exclusive liability, with respect to any missed SLA Targets.
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2. Chronic Priority 1 Outages

If Customer experiences and reports three (3) separate Priority 1 Outages where the Downtime exceeds four (4) hours
during each Priority 1 Outage within three (3) consecutive calendar months, then Customer may terminate the Affected
Service without charge or liability by providing at least thirty (30) days written notice to Spectrum; provided, however,
that (i) Customer may only terminate the Affected Service; (ii) Customer must exercise its right to terminate the Affected
Service by providing written notice to Spectrum within thirty (30) days after the event giving rise to Customer’s
termination right; (iii) Customer shall have paid Spectrum all amounts due at the time of such termination for all Services
provided by Spectrum pursuant to the Service Agreement, and (iv) the foregoing termination right provides the sole
and exclusive remedy of Customer and the sole and exclusive liability of Spectrum for chronic Priority 1 Outages and
Customer shall not be eligible for any additional credits.

V. Network Maintenance

Maintenance Notice:

Customer understands that from time to time, Spectrum will perform network maintenance for network improvements
and preventive maintenance. In some cases, Spectrum will need to perform urgent network maintenance, which will
usually be conducted within the routine maintenance windows. Spectrum will use reasonable efforts to provide advance
notice of the approximate time, duration, and reason for any urgent maintenance outside of the routine maintenance
windows.

Maintenance Windows:
Routine maintenance may be performed Monday — Friday 12 a.m. — 6 a.m. local time.
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CUSTOMER POINT OF CONTACT INFORMATION

Spectrum Business
Point of Contact
Information Sheet

What?: This sheet is to facilitate the expeditious fulfillment of your order with Spectrum Business.

Why?: Completion of this form will assist with accurate and timely installation times and construction

How?: Please provide a Local and/or Technical contact for your Service Location(s).

Is site specific
contact info needed?

Charter Contact (Sales)

Gerard Kuntz

Service Order
Number:

06587284

Do all sites share one
contact?

Service Location

Local Site Contact Information: The Local contact at the Service Location

must be available:

e To provide access to the technician during the arrival window.

e To be available throughout the installation to answer any
questions the technician may have.

e To confirm the service is operational.

e Local Contact may be same as Technical, please indicate if so.

Technical Contact Information (ie. Phone/Data Vendor): The Technical
contact at the Service Location must be able:

e To coordinate with our Spectrum Project Manager
e To work with our network design team
e To rate your installation experience.

e Technical Contact may be same as Local, please indicate if so.

Street Address

Site Contact Name

Site Contact
Phone Number

Site Contact Email

Technical Contact Name

Technical Contact
Phone Number

Technical
Contact Email

501 Gray Ln Unit FIA,
Mount Pleasant TN
38474

Spectrum Point of Contact Information v 250217
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ELECTRONIC RECORD AND SIGNATURE DISCLOSURE

From time to time, Charter Communications Operating, LLC (“Spectrum”) may be required by
law to provide to you certain written notices or disclosures. Described below are the terms and
conditions for providing to you such notices and disclosures electronically through the DocuSign
system. Please read the information below carefully and thoroughly, and if you can access this
information electronically to your satisfaction and agree to this Electronic Record and Signature
Disclosure (ERSD), please confirm your agreement by selecting the check-box next to ‘I agree to
use electronic records and signatures’ before clicking ‘CONTINUE’ within the DocuSign
system.

Getting paper copies

At any time, you may request from us a paper copy of any record provided or made available
electronically to you by us. You will have the ability to download and print documents we send
to you through the DocuSign system during and immediately after the signing session and, if you
elect to create a DocuSign account, you may access the documents for a limited period of time
(usually 30 days) after such documents are first sent to you. If you wish to receive paper copies
in lieu of electronic documents, you may close this browser and request paper copies from the
“sending party” by following the procedures outlined below.

Withdrawing your consent

If you decide to receive notices and disclosures from us electronically, you may at any time
change your mind and tell us that thereafter you want to receive required notices and disclosures
only in paper format. How you must inform us of your decision to receive future notices and
disclosure in paper format and withdraw your consent to receive notices and disclosures
electronically is described below.

Consequences of changing your mind

If you elect to receive required notices and disclosures only in paper format, it will slow the
speed at which we can complete certain steps in transactions with you and delivering services to
you because we will need first to send the required notices or disclosures to you in paper format,
and then wait until we receive back from you your acknowledgment of your receipt of such
paper notices or disclosures. Further, you will no longer be able to use the DocuSign system to
receive required notices and consents electronically from us or to sign electronically documents
from us.

Requesting paper copies, withdrawing consent, and updating contact information



Requesting Paper Copies.
Please provide your name, title, email, telephone, postal address and document title.

Withdraw Consent.
Please provide your name, title, email, date, telephone number and postal address.

Update Contact Information.
Please provide your name, title, email, telephone and postal address.

Any fees associated with sending paper copies or withdrawing consent will be determined by the
sending party.

All notices and disclosures will be sent to you electronically

Unless you tell us otherwise in accordance with the procedures described herein, we will provide
electronically to you through the DocuSign system all required notices, disclosures,
authorizations, acknowledgements, and other documents that are required to be provided or made
available to you during the course of our relationship with you. To reduce the chance of you
inadvertently not receiving any notice or disclosure, we prefer to provide all of the required
notices and disclosures to you by the same method and to the same address that you have given
us. Thus, you can receive all the disclosures and notices electronically or in paper format through
the paper mail delivery system. If you do not agree with this process, please let us know as
described below. Please also see the paragraph immediately above that describes the
consequences of your electing not to receive delivery of the notices and disclosures
electronically from us.

To withdraw your consent with DocuSign

To inform us that you no longer wish to receive future notices and disclosures in electronic
format you may:

1. decline to sign a document from within your signing session, and on the subsequent page,
select the check-box indicating you wish to withdraw your consent, or you may;

ii. notify the “sending party” by email and in the body of such request you must state your email,
full name, title, mailing address, and telephone number. We do not need any other information
from you to withdraw consent. The consequences of your withdrawing consent for online
documents will be that transactions may take a longer time to process.

Required hardware and software



The minimum system requirements for using the DocuSign system may change over time. The
current system requirements are found here: https://support.docusign.com/guides/signer-guide-
signing-system-requirements.

Acknowledging your access and consent to receive and sign documents electronically

To confirm to us that you can access this information electronically, which will be similar to
other electronic notices and disclosures that we will provide to you, please confirm that you have
read this ERSD, and (i) that you are able to print on paper or electronically save this ERSD for
your future reference and access; or (ii) that you are able to email this ERSD to an email address
where you will be able to print on paper or save it for your future reference and access. Further,
if you consent to receiving notices and disclosures exclusively in electronic format as described
herein, then select the check-box next to ‘I agree to use electronic records and signatures’ before
clicking ‘CONTINUE’ within the DocuSign system.

By selecting the check-box next to ‘I agree to use electronic records and signatures’, you confirm
that:

e You can access and read this Electronic Record and Signature Disclosure; and

e You can print on paper this Electronic Record and Signature Disclosure, or save or send
this Electronic Record and Disclosure to a location where you can print it, for future
reference and access; and

e Until or unless you notify Charter Communications Operating, LLC (“Spectrum”) as
described above, you consent to receive exclusively through electronic means all notices,
disclosures, authorizations, acknowledgements, and other documents that are required to
be provided or made available to you by DocuSign during the course of your relationship
with Charter Communications Operating, LLC (“Spectrum”).



