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Ms.  Amanda Sandoval  

Senior Accountant for  IT  Dept.  

Ci ty of  San Antonio  

515 S Fr io St  

San Antonio,  Texas  78207  

erate@sanantonio.gov 

 

Dear Ms. Sandoval :  

 

Charter  Communicat ions™ *  (Spectrum) is  p leased to submit  the enc losed proposal  in  

response to your  Form 470 (Form 470). Our  response demonstrates Spectrum’s abi l i t y 

to  provide network  solut ions that  wi l l  enable Ci ty of  San Antonio to meet i ts  

technology needs.    

 

Spectrum is committed to provid ing Ci ty of  San Antonio wi th broadband services 

necessary to meet i ts  current  and future technology needs. Spectrum provides 

advanced broadband services to more than one mil l ion bus iness customers across 41 

states, and we are one of  the largest Ethernet  providers  in  the country and the largest  

provider in the major US c it ies we serve.  

Partner ing wi th Spectrum provides the foundat ion to open opportunity,  dr ive 

innovat ion and del iver  except ional exper iences.   Spectrum’s advanced technology and 

product  innovat ions address customer’s  growing demands for increased bandwidth, 

scalabi l i t y,  re l iabi l i t y and mobi l i t y.  Spec t rum’ is  committed to del iver ing industry -

leading c l ient  service and suppor t.   

.    

Thank you for the opportuni ty to  submit th is  response to your  Form 470.  We look 

forward to the opportunity to review our proposal  wi th you in deta i l  and to implement 

the recommendations we are making.  

 

Please do not  hes itate to cal l  i f  you have further  quest ions or i f  there is  anyth ing else 

you need at  th is t ime.  I  look forward to speak ing wi th you soon!  

 

Sincerely,   

 

Mark Tran  

Mark  Tran 

* Spectrum Enterprise is the commercial brand of Charter Communications, Inc.  The legal entity proposing 

hereunder is Charter Communications Operating, LLC - 143050436, a subsidiary of Charter Communications, Inc.  



LEGAL DISCLAIMER AND SUMMARY 

 
This proposal shal l  not be cons idered an acceptance of  any of fer  by Ci ty of  San 

Antonio or  otherwise create a b inding contract between Ci ty of  San Antonio  and 

Spectrum. This  proposal is  submitted wi th the express understanding that  the spec if ic ,  

comprehens ive terms under which Spectrum and Ci ty of  San Antonio may enter into a 

b inding contract are unders tood to be subject to negot iat ion between the par t ies  

hereaf ter.   The terms of  th is proposal are conf ident ia l and should not be d isc losed 

d irec t ly or indirec t ly to any third par ty,  except as may be required by law.    

 

This proposal may assume a certa in min imum level  of  acceptance of  our  b id.   

Therefore, in the event only a por t ion of  Spectrum’s proposal is  accepted, our of fer  

may be af fec ted,  and thus, Spectrum requests to review any such part ia l  acceptance 

before f inal  acceptance.   



DEFINITIONS OF ABBREVIATED TERMS 

Technology evolves at  a rapid pace and Spectrum stays on the cut t ing edge of  that  

evolut ion.  The names of  spec if ic  technologies or  services are sometimes cumbersome 

and become abbreviated for  col loquial  use. We have provided a l is t  of  the terms used 

throughout this  proposal and have def ined them for your  convenience.    

 

MULTI-LOCATION TERMS  ABBREVIATION  

CARRIER ETHERNET  CE 

METRO ETHERNET FORUM  MEF 

WIDE AREA NETWORK  WAN 

SERVICE PROPOSAL TERMS  ABBREVIATION  

FIRM ORDER COMMITMENT  FOC 

PRIVATE BRANCH EXCHANGE  PBX 

MONTHLY RECURRING CHARGE  MRC 

NON-RECURRING CHARGE  NRC 

QUANTITY  QTY 

SERVICE CAPACITY  SVC. CAP.  

INTERNET PROTOCOL  IP 

DIRECT INW ARD DIAL  DID 

MINUTES OF USE  MOU 

ETHERNET SERVICES TERMS  ABBREVIATION  

CARRIER ETHERNET  CE 

CUSTOMER PREMISE EQUIPMENT  CPE 

ETHERNET PRIVATE LINE  EPL 

ETHERNET PRIVATE LOCAL AREA NETWORK  EP-LAN 

ETHERNET VIRTUAL CONNECTION  EVC 

ETHERNET VIRTUAL PRIVATE LINE  EVPL 

METRO ETHERNET FORUM  MEF 

TIME-DIVISION MULTIPLEXING  TDM 

USER-TO-NETWORK INTERFACE  UNI 

WIDE AREA NETWORK  WAN 

FIA TERMS  ABBREVIATION  

FIBER INTERNET ACCESS  FIA 

LOCAL AREA NETWORK  LAN 

NETWORK OPERATIONS CENTER  NOC 

SERVICE LEVEL AGREEMENT  SLA 
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EXECUTIVE SUMMARY 

Spectrum Enterpr ise ( “Spectrum”),  the commerc ia l  brand  of  Charter  Communicat ions ,  

is  p leased to provide th is response i l lus trat ing o ur  abi l i t y to provide City of  San 

Antonio wi th communicat ions services. W e take pr ide in being an innovat ive resource 

for bus inesses and communit ies.  Our re l iable and economical service is a natura l f i t  

wi th your  mission.   

Bring Advanced and Affordable Technology to Your Schools  

Advanced communicat ions services and comput ing technologies in the c lassroom have 

become vita l to educat ion. Unfortunate ly,  today’s chal lenging economic environment  

has put educat ion and technology budgets  under  tremendous pressure. I t  is  a 

chal lenge for schools to get  access to technologies that help dr ive greater  student 

achievements .   

 

The Federal Government created the E-rate Program to help wi th the need for  

communicat ions services and budgeting problems. Funded by the Universal Service 

Administrat ive Company (USAC),  th is  program of fers 20-90 percent  of f  standard reta i l  

rates on e l ig ib le communicat ions services to e l ig ible schools,  l ibrar ies,  and their  

d istr ic ts .  Federal ly funded E-rate discounts  have made today’s technology more 

af fordable.  

 

Spectrum’s Solut ion  

Since 1998, Spectrum has worked wi th thousands of  E-rate accounts. W e understand 

the E-rate program and how best  to benef i t  f rom it .  Our  exper ience in th is area wi l l  

provide E-rate spec ial is ts who unders tand:  

 rules and regulations to participate in the program 

 billing and standard discounts 

 

Technology and education have converged,  and your communicat ions needs are 

growing rapid ly.  

 

Get Powerful Services with the Financial Benefits of E -rate 

Research shows that technology use is  a top -f ive indicator of  better d isc ipl ine,  better 

at tendance,  and increases in col lege enrol lment.  Educat ional organizat ions are 

leveraging E-rate by partner ing wi th Spectrum to reduce cost  and implement 

technology for  greater  student  achievement.  We have invested the t ime and ef for t  to  

ensure our sales and support  teams have the exper t ise to help you get  the best 

services through the E-rate program.  

Unsurpassed Expertise and Customer Support  
A network  of  spec ial ly tra ined, industry exper ts supports  Spectrum.   W e have around -

the-c lock,  U.S.-based bus iness support  centers and knowledgeable,  local ly based 

technic ians who are spec if ica l ly tra ined to help wi th your  unique needs. Our dedicated 

work  ethic , shared knowledge, and propr ietary systems al low us to ensure that the 

solut ions we are quoting Ci ty of  San Antonio  wi l l  match your spec if ic  and discrete 

needs.  

 



When you col laborate wi th Spectrum for communicat ions services, we ass ign a 

dedicated account  team who wi l l  support  your services:  

 Accounts Executive: a dedicated, local market expert who is available for your 

consultation needs 

 Sales Engineering: trained technical experts who customize designs based on your 

needs.  

 E-rate Specialists: experienced with E-rate rules and regulations and are billing and 

standard discounts experts 

 Project Management: customer focused experts who manage your build and 

communicate with you every step of the way 

 Account Manager: your point of contact; responsible for providing you with accurate 

billing and consultation on future growth needs 

 Network Operations Center: Spectrum staff that continuously monitors the network  

Renewal Plan 
As your incumbent provider , we have developed th is  proposal  wi th the benef i t  of  our 

exper ience, and have based i t  on our  knowledgeable unders tanding of  your 

requirements . Our  combinat ion of  technology services and proposed cost ,  based on 

actual  exper ience wi th City of  San Antonio , provides an incredib le value.  By choos ing 

once again to col laborate wi th Spectrum, you wi l l  be choosing a vendor wi th the 

proven inf ras tructure and exper ienced team current ly in p lace to support  the program. 

I t  is  Spectrum ’s  object ive to cont inue our  par tnership wi th you while cont inuing to 

focus on respons iveness, t ransparency,  and cont inuity of  services.  I t  is  wi th that  focus 

we have developed our proposal response to the Form 470.  



ABOUT US  

Acquisit ion of Time Warner Cable and Bright House Networks  
Charter  Communicat ions (NASDAQ: CHTR) has completed the merger  t ransact ions 

wi th T ime W arner Cable and Br ight  House Networks. Spectrum, a d iv is ion of  Char ter  

Communicat ions, is  a nat ional provider of  scalable, f iber -based technology solut ions 

serving many of  America's largest bus inesses and communicat ions service providers . 

Spectrum’s broad  por t fol io includes Internet  access, Ethernet  access and networks, 

Voice, and TV solut ions and extends to Managed IT solut ions inc luding Appl icat ion, 

Cloud Inf rastructure and Managed Host ing Services of fered by i ts  af f i l iate, 

Navis ite .   Our  industry- leading team of  exper ts work  c losely wi th c l ients to achieve 

greater  bus iness success by provid ing these r ight  f i t  so lut ions des igned to meet  their  

evolv ing needs.  For more informat ion,  v is i t  enterpr ise.spectrum.com . 

 

Much of  our growth has been  achieved through acquis it ions of  cable proper t ies  and 

the subsequent increase of  customers in those communit ies,  as  wel l  as development  

and launch of  new products and services. Standing at the intersect ion of  technology 

and enter ta inment , we fac i l i ta te essentia l communicat ions that connect more than 25 

mil l ion res ident ia l and bus iness customers in 41 s tates. Our  commitment to serving 

customers and exceeding their  expectat ions is the foundat ion of  our bus iness strategy 

and th is phi losophy that  guides our  90,000 employees.  

 

Al l  of  our  services are del ivered over our s tate -of - the-ar t  network  and we back them 

up wi th professional  customer service and support  f rom local  technic ians.  We are 

dedicated to br inging our  c l ients innovat ive,  re l ia ble services,  and respons ib le care.  

 

Addi t ional  f inanc ia l informat ion about Spectrum, inc luding annual  and quarter ly 

repor ts,  may be found at  our  Investor Re lat ions porta l.   

 

For  more informat ion about  Charter,  v is i t  the  Char ter  Communicat ions Newsroom .  

http://www.nasdaq.com/symbol/chtr
https://enterprise.spectrum.com/
http://phx.corporate-ir.net/phoenix.zhtml?c=112298&p=irol-reportsannual
http://newsroom.charter.com/


CONNECTING YOUR CAMPUS WITH ADVANCED LEARNING 

Del iver the connect ivi ty that equips teachers , empowers  students , and seamless ly 

helps s taf f ,  s tudents , and vis i tors col laborate and connect.  A  smar t technology par tner  

helps you br ing the promise of  educat ion to  l i fe.  

Supporting Digital Learning for K-12 with E-rate 

Helping You Enrich 21st-Century Learning with E-rate Services 
Dwindl ing budgets and increas ing regulat ions present a chal lenge to many schools  in  

acquir ing the technologies needed to fuel today’s  d ig ita l learn ing environments . The 

E-rate program is  an invaluable resource for  K -12 schools  and l ibrar ies  to obta in 

af fordable access to advanced te lecommunicat ion services, and Spectrum 

Enterpr ise of fers  a sui te of  E-rate-e l ig ib le services—and local,  dedicated educat ion 

representat ives— to help you navigate the program and at ta in a r ich and secure d igi tal  

inf rastructure.  

 

What Is the E-rate Program? 

As part  of  the Federal Telecommunicat ions Act of  1996, the E-rate program was 

created to provide e l ig ible K -12 schools  and l ibrar ies wi th d iscounts of  up to 90 

percent  on select  te lecommunicat ions services to meet  their  growing connect iv i ty 

needs.  This  federal  program is  adminis tered  by the Schools and Librar ies  Div is ion 

(SLD) of  the Universal  Service Administ rat ive Company (USAC) .  
 

How W e Can Help  

Spectrum Enterpr ise provides a complete solut ion for  the K -12 marketp lace, wi th 

services that  enable s tudents  and educators  to access d ig ita l learn ing v ia a secure 

inf rastructure,  whether  i t  is  us ing instruct ional course mater ia ls,  in teract ing wi th 

c lassmates  or  tak ing exams on a mobi le device.  

 

We became a compl iant  E-rate service provider  in  1998,  and we take pr ide in being 

one of  the largest  E-rate  service providers  today,  work ing wi th hundreds of  school  

d istr ic ts  nat ionwide and del iver ing service to more t han 10,000 locat ions and mi l l ions 

of  students .  

 

Our team of  Education profess ionals can help you access information to achieve 

maximum E-rate funding. W e stay up to date on the latest FCC provis ions and ru les  

and can help you navigate the E-rate appl icat ion process to trans i t ion your learn ing 

environment  to the ever -changing d igi tal  wor ld.  For ass istance, contact  a local ,  

dedicated Spectrum Enterpr ise  Educat ion representat ive.  

E-rate Eligible Services 1 

( Inc ludes INTERNET and VOICE)  

 

1 Eligibility of products and services for E-rate funding is determined by the Schools and Libraries Division (SLD) of the Universal Service 

Administrative Company (USAC) and/or the Federal Communications Commission (FCC).   

http://www.universalservice.org/sl/


INTERNET 

 Spectrum Business Internet  

 Fiber Internet Access  

 Ethernet Services  
     

VOICE2 

 PRI  

 SIP Trunking  

 Spectrum Business Voice 
  

CATEGORY 2  

( Inc ludes NETWORK SERVICES)  

 

NETWORK SERVICES 

 Managed WiFi  

 Managed Router Service for Internet  

 Managed Router Service for Ethernet  

Powerful E-rate Solutions with Local Support Fuel Student  Success  

    

Green Dot  Publ ic Schools (Green Dot)  in Los Angeles excels at  help ing s tudents  turn 

advers ity in to success. I t  operates both star tup  and “ turnaround”  char ter schools  that 

set  the bar  for  transformation in educat ion. Green Dot  is  the only charter  organizat ion 

in the country to lead a sc hool  turnaround—marked by dramat ical ly improved s tudent  

outcomes—of  more than 3,000 students . W ith graduat ion and col lege -going rates 

soar ing h igh above neighbor ing  schools , Green Dot at tr ibutes much of  i ts  char ter h igh 

school success to i ts  powerfu l technology partnership.  
 

Ful l  Case Study:  F iber  Technology Helps Green Dot  Publ ic Schools Transform 

Schools—and Students’ L ives  

 

Skyrocket ing bandwidth demands mean that  Green Dot  needs to ensure fas t,  re l iable 

shar ing of  dig ita l resources wi th in and between schools . High -qual i t y f iber  access 

points  throughout schools  support  onl ine test ing and c lassroom col laborat ion and 

empower  students  to become f luent  w i th technology.  Teachers need re l iable networks 

wi th min imal  dis rupt ions to ensure ef fect ive c lassroom instruct ion,  and to c lose 

achievement  gaps.  

 

Another  essent ia l  requirement  for  Green Dot:  a technology par tner that unders tands 

i ts  unique chal lenges. Green Dot  adminis trators need to keep the focus on c lassroom 

innovat ion whi le s imul taneous ly navigat ing the complex E-rate funding program. A 

trus ted par tner and re l iable product and account suppor t enable Green Dot  to pursue 

maximum funding wi th conf idence.  

 

2 The E-rate program reduced its funding for voice service in FY2015, and will continue phasing out funding for voice services until it is 

eliminated entirely by FY2019. 

https://enterprise.spectrum.com/services/internet/fiber-optic-internet-access-dedicated.html
https://enterprise.spectrum.com/services/network-services/ethernet.html
https://enterprise.spectrum.com/services/voip-business-phone-service-enterprise/trunking-services/pri/primary-rate-interface-pri-phone.html
https://enterprise.spectrum.com/services/voip-business-phone-service-enterprise/trunking-services/sip-trunking/overview.html
https://enterprise.spectrum.com/services/network-services/managed-wifi/overview.html
https://enterprise.spectrum.com/services/network-services/managed-services-provider-network/managed-router-service-for-internet/overview.html
https://enterprise.spectrum.com/services/network-services/managed-services-provider-network/managed-router-service-for-ethernet/overview.html
https://enterprise.spectrum.com/resource-center/case-studies/green-dot-public-schools.html


“Having Time Warner Cable Business Class (TWCBC is now 

Spectrum Enterprise) as a partner who understands how to 

navigate that [E-rate] system has been vital to our success.” 
— Dr. Kevin Keelan, CIO, Green Dot Public Schools 

That  is  why Green Dot  chose Spectrum Enterpr ise. Green Dot credi ts Spectrum 

Enterpr ise solut ions— inc luding local,  dedicated product  and account support  and E-

rate expert ise—with help ing ensure more than 11,000 s tudents graduate f rom high 

school each year  prepared for col lege,  leadership, and l i fe.  

Powerful, Simplified, Intelligent: E-rate Solutions  

Established E-rate Experience Thousands of Schools Strong  

Benef i t  f rom our  many years of  exper ience del iver ing state of  the art  broadband 

products  to thousands of  schools  through the E-rate program—and focus on what  you 

are best at  -  mak ing students  successfu l .  

 

Simplif ied E-rate Guidance and Local Account Support  

Our local ,  dedicated Education Account Execut ives are up to date on the latest FCC 

ru les appl icable to E-rate service providers —and we are always ready to help with 

product  and account management  suppor t.   

Advanced Technology for Higher Education Makerspaces  

From Stanford ’s FabLab to Georgia Tech’s  Invention Studio,  a growing number of  

col leges, univers i t ies , and communit ies are emb racing col laborat ive learn ing spaces, 

or “makerspaces . ”  Makerspaces—also known as invent ion labs,  creat ion stat ions, 

hackerspaces, and tech spaces —empower “ learn ing through making.”  They fos ter  

discovery,  bui ld ing,  design, and innovat ion using ar t ,  sc ience ,  engineer ing, and 

technology.   

 

A mindset of  co l laborat ion and creat ion,  plus  shared resources and tools , marks 

h igher educat ion and community makerspaces.  They of ten take root  in  c lassrooms, 

storage spaces,  or l ibrar ies . Audio and video equipment,  computers , e lec tronics,  

metalwork , woodwork, robot ics , 3D pr inters,  and laser cutters are common features of  

these labs.  

 

The h igh- tech and bandwidth- intens ive nature of  some maker in it ia t ives make a 

strong,  scalable technology s trategy v ita l to a thr iv ing creat or culture.  As campuses 

increas ingly embrace these progress ive spaces,  the need for  a f lex ib le, innovat ive 

technology par tner  becomes clear .  

 

Spectrum Enterpr ise of fers re l iable,  cost -ef fect ive,  f iber -r ich solut ions that  help h igher 

educat ion ins t i tut ions inspire makers to bui ld  the future.  W e customize c loud,  network , 

vo ice, te levis ion,  and Internet services to f i t  your  campus or  university,  to  help your 

makers make their  best impact .  



School Districts Succeed With Dedicated Fiber Solutions   

Reliable and Resil ient Fiber Power 
Give your campus re l iable,  fas t access to makerspace and d ig ita l learn ing resources 

on an advanced f iber -based network  inf rastructure.   

 

Scalable, On-Demand Bandwidth  

Easi ly scale bandwidth to meet  growing educat ional data demands. Ou r Dedicated 

Internet  Access can seamless ly scale to meet  the campus needs of  today and 

tomorrow.  

 

Strong Service Level Agreements  

Protect  your  network  wi th s trong service level agreements  (SLAs).  Our  SLAs set  

performance benchmarks for  re l iabi l i t y and res pons iveness for  repair  and restorat ion.  

 

Local, Dedicated Account Service and Support  
Back your h igher educat ion solut ions wi th 24/7 proact ive moni tor ing and local,  

dedicated account  suppor t teams.  

 

Bundled Solut ions for Your Budget  
Discover where you can create ef f ic ienc ies and bundle c loud, network , vo ice,  

te levis ion,  and Internet services for  except ional  va lue.   

Advanced Technology Helps Higher Education Elevate Learning 

With the most technology-savvy students  in  h istory,  h igher  educat ion ins t i tut ions ar e 

under mounting pressure to e levate both s tudents and their  campus networks. The 

average col lege student  uses bandwidth -hungry laptops, smartphones, tablets , game 

consoles,  and MP3 players constant ly,  for  l i fe and learning.  A major i ty of  ins t i tut ions 

employ br ing-your-own-device (BYOD) pol ic ies,  encouraging students  to connect their  

gadgets to campus networks. Today’s  students c ite the qual i t y of  campus technology 

as a major  fac tor  in  enrol lment .  

 

To meet  the needs of  these “d ig ita l nat ives,”  fast and re l i able Internet access 

throughout campus is  fundamental .  Keeping students connected anyt ime,  anywhere —

res idences, campus common areas, academic and adminis trat ive spaces, and d in ing 

faci l i t ies— is  essent ia l.  

 

“Education institutions are constantly challenged to ensure 

24/7 network availability.” 
— Diana Noelcke, Assistant Vice President of Enterprise Shared Services, University of Cincinnati 

The explos ion of  onl ine educat ion opt ions, as a supplement or  replacement for  

c lassroom learning, is  a lso dr iv ing a need  for  ste l lar  connect iv i ty and h igh -capac i ty 

bandwidth.  Many students are b lending or  complement ing c lassroom studies wi th 

v ideo learning,  onl ine content,  Mass ive Open Onl ine Courses (MOOCs),  e - textbooks, 

and d ig ita l content downloads.  



 

Spectrum Enterpr ise provides fast ,  re l iable  f iber  that  supports  both d ig ita l learn ing 

and b lended and scalable bandwidth to ensure you can meet your  d igi tal  educat ion 

needs far  into the future.  Strong service level agreements and local ,  dedicated 

account  service and support  g ive staf f ,  facul ty,  s tudents , and v is i tors everyth ing they 

need to share and learn,  anywhere,  anyt ime eas i ly .   

  

Ful l  Case Study:  Enabl ing Innovat ion and Advanc ing Learning in Higher  Educat ion  

Higher Ed Benefits with Smart Network Technology 

Anytime, Anywhere Access to Digital and Blended Education  
Support  students  and teachers wi th anyt ime, anywhere access to advan ced dig ita l 

connect iv i ty.  Fast,  rel iable f iber  suppor ts onl ine learn ing,  MOOCs, v ideo -enhanced 

learning, and more.  

 

Scalable Bandwidth, Today and Tomorrow 
Easi ly adjust  bandwidth as your needs change.  Our scalable, advanced network  

ensures you can meet growing bandwidth needs, today and tomorrow.  

 

Connected Students, Educators, and Visitors  
Keep s tudents , educators ,  adminis trators,  and v is i tors  complete ly connected.  Reliable, 

respons ive, res i l ient connect iv i ty g ives quick , easy access to the Internet ,  for  l i fe and 

learning.  

 

Strong Service Level Agreements (SLAs)  
Ensure your data is  protected by s trong service level  agreements  (SLAs).  Our SLAs 

set  performance benchmarks for  re l iabi l i t y and respons iveness for  repair  and 

restorat ion.   

https://enterprise.spectrum.com/resource-center/white-papers/enabling-innovation-and-advanced-learning-in-higher-education.html
https://enterprise.spectrum.com/resource-center/white-papers/enabling-innovation-and-advanced-learning-in-higher-education.html


IT SOLUTIONS FOR MULTI-LOCATION BUSINESSES 

No location is an island  
Organizat ions wi th mult ip le locat ions have unique and chal lenging communicat ions 

and connect ivi ty needs. Sometimes these spec ia l  requirements create oppor tunit ies 

for  creat ing ef f ic ienc ies and reduced costs  by us ing technologies that provide 

opportunit ies to consol idate  services. In other cases,  complex network  archi tec ture  

may be required. W hether  you are trying to provide voice,  data, Internet ,  or  v ideo 

services for  a mul t i - locat ion bus iness, the best  approach is  to consider  the needs of  

your  organizat ion as a whole.  

 

Your organizational needs, combined with our knowledge of technology 

and experience  

The needs of  an organizat ion wi th a few locat ions wi th in a metropol i tan area versus 

one with hundreds of  locat ions spanning mult ip le t ime zones are ent ire ly d if ferent .  I t  

is  essent ia l  to col laborate wi th  a partner that  not  only provides the technologies you 

need,  but that  can a lso work  wi th your  unique business requirements. Br ing your 

needs and knowledge,  and we wi l l  combine them with our  exper ience and 

technolog ical sk i l ls  to help you construct  a solut ion that meets your unique needs. Our 

solut ions inc lude re l iable, h igh-bandwidth,  f iber  Internet ,  t radit ional and IP voice,  

WAN ( including MEF CE 2.0 Ethernet  services),  and commercia l v ideo.  

 

W ith Spectrum, you can:  

 Drive success by supporting high-speed, reliable, and secure data exchange across your 

operation 

 Reach all of your locations through our fiber, coaxial, and partnering solutions 

 Reduce vendor complexity by enabling connectivity solutions to meet your enterprise’s 

unique needs 

 Enjoy savings with volume discount pricing 

Seamlessly Integrate Your Company’s Locations  

Create better product and services, improve customer service and lower 

costs  
Ask any business leaders what their  object ives are,  and you wi l l  get very s imi lar  

responses: c reate bet ter goods and services;  improve customer service;  or  lower 

operat ional  costs.  Your goals  are probably s imilar ,  and the IT chal lenge that presents  

i tse lf  is  to enable communic at ion and col laborat ion f rom geographical ly d ispersed 

locat ions.  In an ever - increas ing compet it ive environment , how do you set  your 

bus iness apar t f rom the rest? The answer  is s imple.  Do the same th ing,  but do i t  

better .  

 

Let the innovation f low by seamlessly integrating your off ice locations  
When i t  comes to creat ing bet ter  products  and services,  improving customer service or  

lower ing costs,  bus inesses consis tent ly turn to technology to del iver the improvements  

they need to meet these goals . Today,  this  innovat ion happens in the c loud,  in  data 

centers,  and somet imes via our var ious mobi le devices. The key to doing  th is  bet ter 



l ies  in  how wel l  you enable informat ion to f low between these sources of  innovat ion 

throughout your organizat ion locat ions.  

 

Seamless cloud connectivity, big data, and mobili ty   
Sett ing up an ef fect ive network  to l ink  a l l  of  your  s ites and resources together in the 

most ef f ic ient way requires an unders tanding of  your  operat ions and technical 

knowledge. Just as your business is  unique,  t here is no s ingle r ight  answer . I f  your  

innovat ion is coming f rom the c loud, then h igh -speed Internet  access wi l l  be cr i t ica l.  

However , i f  m in ing Big Data is  what  dr ives your  bus iness,  then a h igh -performance 

WAN between your  data centers  is essent ia l .  Alt ernat ive ly,  perhaps the appl icat ion of  

v ideo or  the enablement  of  a mobi le work force wi th a re l iable f iber  connect ion is  what  

enables you.  

 

Connect ing the sources of  innovat ion together in a bet ter way requires more than the 

use of  the r ight type of  network  technology.  Your  network  needs to be re l iable,  of fer  

h igh performance for a compet it ive advantage,  and be supported by a team you can 

trus t so that you can focus on your  goals.   



SPECTRUM ETHERNET SERVICES 

Link mult ip le locat ions, leverage bandwidth - intensive appl icat ions,  and fort i f y your 

bus iness cont inuity p lans wi th Spectrum Ethernet services. Take advantage of  cost-

ef fect ive,  customized network  solut ions,  which can power your W ide Area Network  

inf rastructure for  seamless and secure col laborat ion.  Moreover , Spectrum holds a 

Metro Ethernet Forum Carr ier  Ethernet  2.0 (MEF CE 2.0)  cert i f icat ion wi th 645 

Cer t i f ied Profess ionals, the greatest  number  of  any current provider.  Your  evolv ing 

bus iness can depend on Ethernet services f rom an industry leader  with a  re l iable, 

f iber-r ich network .   

Ethernet Private Line overview 
EPL provides point - to-point  Ethernet connect iv i ty for  bus inesses wi th two locat ions.  A 

cost-ef fect ive,  h igh-capac i ty solut ion , EPL re l iably connects Customer Premises 

Equipment  wi th a lower -cost  User- to-Network  Interface (UNI) .  EPL is  a smart  

replacement  for  tradi t ional T ime-divis ion Mult ip lexing (TDM) pr ivate l ine service.  

 

EPL quick ly and pr ivate ly transmit  mission-cr i t ica l data at  bandwidth opt ions  f rom 10 

Mbps to 10 Gbps.  Moreover , EPL’s  dedicated point - to-point  connect iv i ty supports  

metro and nat ional  business applicat ions inc luding onl ine backup,  storage area 

network ing, and data center connect iv i ty.  

 

EPL product highlights  
 Privacy: All data travels within the secure domain of a Layer 2, dedicated, high-capacity, 

point-to-point connection, at native Ethernet speeds 

 Availability: Easily link business locations in geographically dispersed areas  

 Cost Savings: You can connect your business’s CPE with a lower -cost Ethernet 

interface 

 Standards-Based: Depend on EPL with our MEF CE 2.0 Certifications 

Ethernet Virtual Private Line overview 
EVPL provides essentia l,  h igh-speed point- to-mult ipoint  so lut ions for  companies wi th 

a centra l of f ice and sate l l i te locat ions . EVPL helps mul t i - locat ion companies 

streamline network  management  wi th conf igurat ion opt ions to support  your  of f ices.  

 

EVPL provides an Ethernet Vir tual Connect ion (EVC) between three or more locat ions, 

s imilar  to EPL service.  EVPL also permits mult ip lex ing mult ip le EVC services on a 

s ingle User- to-Network  Interface (UNI) at your hub or aggregat ion s ite.  

 

EVPL benefits 
 Privacy: All data travels within the secure domain of a Layer 2, dedicated, high capacity, 

and point-to-point connection at native Ethernet speeds 

 Single Interconnection: A hub aggregates all data traffic on a single network between 

one central location, or data center, and smaller locations  

 Standards-Based: Depend on EVPL with our MEF CE 2.0 Certifications 

 Traffic Separation: maintain discrete pathways when you consolidate previously 

separate domains for specific applications or departments onto a single network  

 Cost Savings: a single handoff reduces network equipment and management costs  



Spectrum ’s Ethernet Experience  

Spectrum has provided W ide Area Network  (WAN) services for  over 19 years,  wi th a 

long-standing record of  accomplishment,  providing Optica l Ethernet services to K -12 

schools,  col leges/univers it ies,  hospita l systems, and small - to- large enterpr ises. In 

recent years,  we have added Long-Haul  l inks ut i l iz ing our  nat ional  backbone, which 

a l lows us to provide bet ter  serv ice to our mult i -s tate customers.  

 

Our exper ience inc ludes a tradi t ion of  customized W AN solut ions to meet our 

customers’  spec if ic  design parameters.  Des ign standards inc lude phys ical  and logical 

network  des igns that  provide f lexib i l i t y to change and grow . This  means that you can 

implement  a des ign suitable to your current  needs and evolve that des ign for  the 

future.   

 

Service Overview 
Spectrum’s  Opt ical  Ethernet  service is  a scalable f iber -opt ic solut ion, provid ing 

bandwidth opt ions ranging f rom 10 Mbps to 10 Gbps. Our  Ethernet  is  avai lable in  

three service types:   

 EPL – Ethernet Private Line 

 EVPL – Ethernet Virtual Private Line 

 EP-LAN – Ethernet Local Area Network  

 

Spectrum is Metro-Ethernet Forum (MEF) compliant .  W e have obta ined CE 1.0 (MEF 9 

& MEF 14)  and CE 2.0  MEF cert i f icat ions on a l l  service types.   

 

W e design each network  to provide a h igh level of  avai labi l i t y and automatic  fa i lover  

in the event of  fa i lure of  a component  in  the network . Our  head-ends are phys ical ly 

and environmental ly secured,  have equipment  that inc ludes mult ip le paths ,  automat ic 

fai lover , dual  power  suppl ies , and backup power to the faci l i t y.   

 

Network Designs 
We consider needs for  d ivers ity or  redundancy whi le  des igning the phys ical  p lant .  W e 

wi l l  engage you to determine the opt imal design . F inal network  design inc ludes 

recommendat ions, coupled wi th your agreement on physical and logical  network  

des ign fac tors:  

 The physical plant consists of construction/installation of fibers from City of San Antonio ’s 

facility to the nearest splice point terminating at a Spectrum head-end. All provisioning is 

managed on the core gear.  

 

 The logical design includes decisions on the implementation of the Ethernet services  

such as: Layer 2 vs. Layer 3, connectivity options (Point-to-Point, MultiPoint-to-Multipoint, 

and Point-to-MultiPoint or fully meshed), whether Border Gateway Protocol (BGP) routing 

is needed for failover of multiple internet connections, and connections to City of San 

Antonio’s routing equipment.  

 

Operational Support  
Cri t ica l  to the success of  any W AN is the ongoing operat ional  suppor t that City of  San 

Antonio can expect.   



 

Spectrum ’s  suppor t includes:  

 

 Technical Support, Monitoring, and Maintenance 

We provide 24/7/365 proactive monitoring of the service via the Spectrum and Strategic 

Markets Network Operations Center (ESM NOC). Reported troubles escalate within the 

ESM NOC and to local network maintenance and repair technicians, as necessary. On -

site technicians are typically Spectrum employees who reside locally to provide the 

quickest turnaround possible.  

 

We provide customers with a list of escalation contacts after the test and turn-up process. 

This also includes one number to call for fiber support (866) 603-3199 and details on how 

to engage support when needed. 

 

 Preventative Network Maintenance 

We conduct proactive network maintenance between the hours of midnight and 6:00 a.m. 

local time. Spectrum will typically provide at least ten days’ notice before conducting 

preventative maintenance. 

 

 Emergency Network Maintenance 

Emergency network maintenance is work that is not reasonably anticipated but requires 

immediate action to address an issue that is likely to cause a material service outage. We 

will typically provide notice to the customer of emergency network maintenance as soon 

as is practical and will do so in advance of such maintenance when reasonable.  



SPECTRUM FIBER INTERNET ACCESS 

Build your business on high-performance, dedicated connection   
 

Fiber Internet Access overv iew 
Spectrum del ivers our Fiber Internet  Access (FIA) service across our whol ly owned 

and redundant,  nat ional ,  f iber  network . FIA del ivers miss ion-cr i t ica l c l ient exper ience, 

c loud-based and data- intens ive appl icat ions,  backup, v ideo conferenc ing and provides 

cont inuous, protected connect iv i ty between your  Local Area Network  (LAN) and the 

Internet .  Bus inesses that require h igh -bandwidth upload capabi l i ty wi l l  benef i t  f rom 

FIA’s symmetr ica l  connect iv i ty .   

 

Our U.S.-based,  dedicated Enterpr ise Network  Operat i ons Center  (ENOC) proact ive ly 

monitors  your  Internet  service 24/7 to ver i fy upt ime and avai labi l i t y.  Our s tr ingent  

service level agreements  ensure opt imal network  performance and enterpr ise-grade 

re l iabi l i t y wi th dedicated support .  

 

Standard Fiber Internet  Access features:  
 FIA delivers an ultra-reliable and highly scalable service to help your organization meet 

its current and future demand for bandwidth 

 Symmetrical bandwidth options for consistently reliable upload and download speeds  

 Spectrum offers various security features to be paired with FIA 

 

Protect & secure with Managed Router, Firewall for unified threat management (UTM), 

distributed denial of service (DDOS) protection 

 



SPECTRUM SERVICE PROPOSAL 

These pr ices wi l l  remain in ef fect throughout  the in i t ia l  Service Per iod, subject to the 

fol lowing cont ingenc ies:  

 final engineering, design and site visits; and 

 complete Terms & Conditions as provided in our service contract  

 

Investment for Spectrum Services based on a 36 month term 

 









Spectrum’s Taxes, Surcharges,  and Fees provis ion is  as fo l lows:  

 

Taxes, Surcharges, and Fees . MRCs and OTCs do not inc lude taxes, fees or  
surcharges that  Customer must pay,  inc luding but not  l im ited to appl icable sales, use,  
property,  exc ise or other  taxes,  f ranchise fees, and governmental  charges (exc luding 
income taxes)  ar is ing under  th is  Servi ce Agreement,  in  addit ion to any surcharges 
that  may be imposed as may be permit ted under  and cons istent  wi th appl icable law.  
I f  a Customer wishes to c la im tax -exempt s tatus, then Customer must supply 
Spectrum with a copy of  Customer’s tax exempt ion docume nt  wi thin 15 days of  
insta l la t ion of  appl icable Services.  I f  Customer suppl ies  such documentat ion af ter  
that t ime, Spectrum wi l l  apply i t  to Customer’s account on a prospect ive bas is ,  
allowing Spectrum at least  30 days for  processing. To the extent such do cumentat ion 
is  held inval id for  any reason,  Customer agrees to re imburse Spectrum for  any tax  or  
fee l iab i l i t y inc luding without  l im i tat ion related interest and penalt ies ar is ing f rom such 
inval id documentat ion.  

 

Tax-exempt status shal l  not rel ieve Customer of  i ts  obl igat ion to pay appl icable 
f ranchise fees or  other non- tax fees and surcharges.  Spectrum reserves the r ight,  
f rom t ime to t ime, to change the surcharges for Services under th is Service Agreement  
to ref lec t incurred costs, charges,  or  obl igat ions  imposed on Spectrum to the extent  
permitted, required,  or  otherwise not  prohib i ted under appl icable law ( e.g. ,  universal  
service fund (“USF”) charges,  etc. ) .  



 

Fur thermore, Spectrum shal l  have the r ight  to recover f rom Customer the amount of  
any s tate or local fees or taxes ar is ing as a resul t  of  th is Service Agreement, which 
are imposed on Spectrum or  i ts  services,  or  otherwise assessed or  calculated based 
on Spectrum’s  receipts f rom Customer.  

 

To the extent that a d ispute ar ises under th is Service Agreeme nt  as to which Par ty to  
th is Service Agreement is  l iable for  fees or taxes based on such Party’s net income ,  
Customer shal l  bear the burden of  proof  in  showing that the fee or tax is imposed 
upon Spectrum’s  net income. This  burden may be sat isf ied by Cust omer produc ing 
wri t ten documentat ion f rom the jur isd ic t ion imposing the fee or tax  indicat ing that  the  
fee or  tax is  based on Spectrum’s net income.  

 

Customer acknowledges that current ly,  and f rom t ime to t ime,  there is  uncerta inty 
about  the regulatory c lassif icat ion of  some of  the Services Spectrum provides and, 
consequent ly,  uncerta inty about  what fees,  taxes and surcharges are due f rom 
Spectrum and/or  i ts  customers. Customer agrees that  Spectrum has the r ight to 
determine, in i ts  sole d iscret ion, what fe es, taxes and surcharges are due and to 
col lec t  and remit  them to the re levant  governmental  author it ies,  and/or  to pay and 
pass them through to Customer. Customer hereby waives any c laims i t  may have 
regarding Spectrum’s col lec t ion or  remit tance of  such fe es,  taxes  and surcharges.  



SPECTRUM’S RESPONSE TO CITY OF SAN ANTONIO  

Spectrum is p leased to submit th is  formal proposal for  Ethernet Service to Ci ty of  San 

Antonio.  On the pages to fo l low, Spectrum has responded to your Form 470 and 

addressed each requirement  to demonstrate that  we can provide you wi th the best ,  

most t imely,  cost  ef fec t ive solut ion to meet  your  needs.  We based our  responses on 

an understanding of  your  needs f rom both a technical and a business perspect ive. 

Whenever poss ib le , we l inked our responses back to your  needs to show you not only 

what  we of fer ,  but a lso why i t  matters to you.  We also provided evidence of  our  

competence to del iver  solut ions in a profess ional manner,  and have indicated the 

value of  our recommendations for you.  

 

As the second largest  cable operator  in  the Uni ted States,  Spectrum can provide 

customized solut ions in several  marketp laces that are unif ied, powerfu l,  cost -

ef fect ive, eas i ly managed, and perhaps most impor tant ly,  re l iable.   

 

Spectrum owns and operates our network  f rom end- to-end and of fers one phone 

number to cal l  af ter  insta l lat ion for  a l l  support and service inquir ies. There is never  

any quest ion as to how to get help ,  or  who wi l l  be suppor t ing you should you ever  

need ass istance.  

 Service and Savings: Owning our network allows us to not only manage and monitor 

your services, but also pass cost savings on to our end customers with highly competitive 

rates 

 Reliable connectivity: With dedicated connectivity up to 10 Gbps, Spectrum can offer 

the newest technology and services  

 Adaptability: Spectrum offers future-proof solutions that are scalable and flexible to 

adapt to our customers changing requirements  

 Service: We serve all of our customers with a dedicated team of Account Executives with 

supporting teams that understand complex requirements for acquiring, funding and 

installing solutions like yours 

 

We understand that  not a l l  bus inesses have the same needs  and are committed to 

work ing wi th our  c l ients to move past l im itat ions, integrat ing the most  valuable 

solut ions,  and achieving greater  success together . W e invite you to review the 

fol lowing response and d iscover  how Spectrum can provide a solut ion for  you.  Our 

customers value our knowledge and unders tanding of  their  chal lenges, object ives, 

operat ing environments, and re ly on our accumulat ion of  best  pract ices f rom the 

industry.  W e real ize that  your  in i t iat ives can of ten create more ways to use our  

services than was or ig inal ly ant ic ipated, so you need to be able to adapt  quick ly,  as  

demand increases. Since we des ign solut ions that solve your  spec if ic  needs and 

ant ic ipate future growth needs,  we know that  you wi l l  achieve the resul ts that you 

expect f rom your communicat ions par tner  now, and into the future .  



SPECTRUM ENTERPRISE FIBER INTERNET ACCESS SERVICE LEVEL 

AGREEMENT 

This document outlines the Service Level Agreement (“SLA”) for Fiber Internet Access (“FIA”) fiber-based 
service (the “Service”). 
 
This SLA is a part of, and hereby incorporated by reference into the Spectrum Enterprise Service Agreement 
(including the terms and conditions, attachments, and Service Orders described therein, the “Agreement”). 
To the extent any provision of this SLA conflicts with the Agreement, this SLA shall control. This SLA 
document applies only to services provided over Spectrum Enterprise’s own network (“On-Net”) and not any 
portion that is provided by a third party. All SLA Targets in the table below are measured at the individual 
circuit or service level, and any applicable credits are issued only for the affected On-Net circuit or service 
(the “Affected Service”). Capitalized words used, but not defined herein, shall have the meanings given to 
them in the Agreement. 
 

I. SLA Targets for On-Net Services: 

Service 
Availability 

Mean Time To Restore 
(“MTTR”) 

Latency / Frame Delay 
(Roundtrip) 

Jitter / Frame Delay 
Variation 

Packet Loss / 
Frame Loss 

End to End: 
99.99% 

Priority 1 Outages 
within 4 hours 

45ms <2ms <0.1% 

 
II. Priority Classification: 

A “Service Disruption” is defined as an outage, disruption, or severe degradation, other than an Excluded 
Disruption, that interferes with the ability of a Spectrum Enterprise network hub to: (i) transmit and receive 
network traffic on Customer’s dedicated access port at the Spectrum Enterprise network hub; and (ii) 
exchange network traffic with another Spectrum Enterprise network hub. The Service Disruption period 
begins when Customer reports a Service Disruption using Spectrum Enterprise’s trouble ticketing system by 
contacting Customer Care, Spectrum Enterprise acknowledges receipt of such trouble ticket, Spectrum 
Enterprise validates that the Service is affected, and Customer releases the Service for testing. The Service 
Disruption ends when the affected Service has been restored. 
 
“Service Degradation” means a degradation of the Service that is not a Service Disruption or a result of an 
Excluded Disruption, such as failure of the Service to achieve the SLA Targets for Latency / Frame Delay, 
Jitter / Frame Delay Variation, or Packet / Frame Loss. 
 
“Excluded Disruptions” means (i) planned outages, (ii) routine or urgent maintenance, (iii) time when 
Spectrum Enterprise is unable to gain access to Customer’s premises, if necessary, (iv) service issues 
arising from acts of omissions of Customer or Customer’s representatives or agents, (v) Customer equipment 
failures, (vi) Customer is not prepared to release the Service for testing, and (vii) Force Majeure Events. 
 
Spectrum Enterprise will classify Service problems as follows: 

 



 

Priority Criteria 

 Each a “Priority 1 Outage”: 

 • Service Disruption resulting in a total loss of Service; or 

Priority 1 • Service Degradation to the point where Customer is unable to use the Service and is 
prepared to release it for immediate testing 

    
 
• Service Degradation where Customer is able to use the Service and is not prepared to 

Priority 2  release it for immediate testing. 

 • A service problem that does not impact the Service; or 
Priority 3 • A single non-circuit specific quality of Service inquiry. 

 
 
 
 

III. Service Availability 

“Service Availability” is calculated as the total number of minutes in a calendar month less the number of 
minutes that the On-Net Service is unavailable due to a Priority 1 Outage (“Downtime”), divided by the total 
number of minutes in a calendar month. 
 
The following table contains examples of the percentage of Service Availability translated into minutes of 
Downtime for the 99.99% Service Availability Target: 
 

Percentage by Days Per 

Month 
Total Minutes / Month Downtime 

Minutes 99.99% for 31 Days 44,640 4.5 

99.99% for 30 Days 43,200 4.3 

99.99% for 29 Days 41,760 4.2 

99.99% for 28 Days 40,320 4 

 
IV. Mean Time to Restore (“MTTR”) 

The MTTR measurement for Priority 1 Outages is the average time to restore Priority 1 Outages during a 
calendar month calculated as the cumulative length of time it takes Spectrum Enterprise to restore an On-
Net Service following a Priority 1 Outage in a calendar month divided by the corresponding number of trouble 
tickets for Priority 1 Outages opened during the calendar month for the On-Net Service. 
 
MTTR per calendar month is calculated as follows: 
 

Cumulative length of time to restore Priority 1 Outage(s) per On-Net Service 
 
Total number of Priority 1 Outage trouble tickets per On-Net Service 

 
V. Latency / Frame Delay 

Latency or Frame Delay is the average roundtrip network delay, measured every 5 minutes during a calendar 
month, unless measurement is not possible as a result of an Excluded Disruption, to adequately determine 
a consistent average monthly performance level for frame delay for each On-Net Service. The roundtrip 
delay is expressed in milliseconds (ms). Spectrum Enterprise measures frame delay on an end-to-end basis 
using a standard 64 byte ping from the Customer dedicated access port at the Customer premise to the 
Spectrum Enterprise Internet access router in a roundtrip fashion. 
 
 Latency is calculated as follows: 
 



Latency/Frame Delay =      Sum of the roundtrip delay measurements for an On-Net Service 
 
                                                     Total # of measurements for an On-Net Service 

 

 
VI. Packet Loss / Frame Loss Ratio 

Packet Loss or Frame Loss Ratio is defined as the percentage of frames that are not successfully received 
compared to the total frames that are sent in a calendar month, except where any packet or frame loss is 
the result of 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 (Spectrum Enterprise network 
hub to Customer dedicated access port at the Customer premise). 
 
Packet Loss / Frame Loss Ratio is calculated as follows: 
 

Packet Loss / Frame Loss (%) =        100 (%)  -               Frames Received (%) 

 
 
 
 
VII. 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 
Enterprise network hub to Customer dedicated access port at the Customer premise). Spectrum Enterprise 
measures a sample set of frames every 5 minutes during a calendar month, unless measurement is not 
possible as a result of 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 =        Sum of the roundtrip delay measurements for an On-Net Service 
 
                                                     Total # of measurements for an On-Net Service 

 

 
VIII. Network Maintenance 

Maintenance Notice: 
Customer understands that from time to time, Spectrum Enterprise will perform network maintenance for 
network improvements and preventive maintenance. In some cases, Spectrum Enterprise will need to 
perform urgent network maintenance, which will usually be conducted within the routine maintenance 
windows. Spectrum Enterprise 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. 
 

IX. Remedies 

Service Credits: 
If the actual performance of an On-Net Service during any calendar month is less than the SLA Targets and 
Customer is in compliance with the terms of the Agreement and this SLA, then Customer may request credit 
equal to the corresponding percentage of monthly Service Charges for the Affected Service as set forth in 
the table below. Any credit to be applied will be off-set against amounts due from Customer to Spectrum 
Enterprise in the billing cycle following the date Spectrum Enterprise makes its credit determination. Credit 



requests must be submitted to Spectrum Enterprise within 30 days of the calendar month in which the SLA 
Target was missed. Spectrum Enterprise will exercise commercially reasonable efforts to respond to such 
Service Credit requests within thirty (30) days of receipt thereof. 
 

Service 

Availability 
Mean Time to Repair (MTTR) 

Latency/Frame Delay 

(Roundtrip) 

Jitter/Frame 

Delay 

Variation 

Packet Loss/Frame 

Loss 

30% 
>4 hours < 7:59:59 Hours 4% 

5% 5% 5% 
> 8 hours 10% 

 
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. Except as set forth below, the credits described in 
this SLA shall constitute Customer’s sole and exclusive remedy, and Spectrum Enterprise’s sole and 
exclusive liability, with respect to any missed SLA Targets. Service Credits hereunder shall not be cumulative 
per Service. 
 
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 Enterprise; 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 
Enterprise within thirty (30) days after the event giving rise to Customer’s termination right; (iii) Customer 
shall have paid Spectrum Enterprise all amounts due at the time of such termination for all Services provided 
by Spectrum Enterprise pursuant to the Agreement, and (iv) the foregoing termination right provides the sole 
and exclusive remedy of Customer and the sole and exclusive liability of Spectrum Enterprise for chronic 
Priority 1 Outages and Customer shall not be eligible for any additional credits. Termination will be effective 
forty-five (45) days after Spectrum Enterprise’s receipt of such written notice of termination.  



SPECTRUM ENTERPRISE ETHERNET SERVICE LEVEL AGREEMENT 

This document  outlines  the  Service  Level  Agreement  (“SLA”)  for  Ethernet  fiber-based  service  (the 
“Service”).  
 
This SLA is a part of, and hereby incorporated by reference into the Spectrum Enterprise Service Agreement 
(including the terms and conditions, attachments, and Service Orders described therein, the “Agreement”).  
To the extent any provision of this SLA conflicts with the Agreement, this SLA shall control.  This SLA 
document applies only to services provided over Spectrum Enterprise’s own network (“On-Net”) and not any 
portion that is provided by a third party.  All SLA Targets in the table below are measured at the individual 
circuit or service level, and any applicable credits are issued only for the affected On-Net circuit or service 
(the “Affected Service”). Capitalized words used, but not defined herein, shall have the meanings given to 
them in the Agreement.   
 

I. SLA Targets for On-Net Services: 

Spectrum Enterprise Ethernet Services SLAs   

Performance Tier Metro Regional  National 

Miles 0 - 155 156 - 746 > 746 

Kilometers 0 - 250 251 - 1200 > 1200 

Latency < 10ms < 25ms < 125ms 

Jitter < 2ms < 4ms < 8ms 

Frame Loss < 0.01% < 0.01% < 0.01% 

Availability  > 99.99% > 99.99% > 99.99% 

MTTR 4 hrs. 4 hrs. 4 hrs. 

 
II. Priority Classification: 

A “Service Disruption” is defined as an outage, disruption, or severe degradation, other than an Excluded 
Disruption, that interferes with the ability of a Spectrum Enterprise network hub to transmit and receive 
network traffic between Customer’s A and Z Locations.  The Service Disruption period begins when 
Customer reports a Service   Disruption   using   Spectrum Enterprise’s   trouble   ticketing   system   by   
contacting   Customer   Care,   Spectrum Enterprise acknowledges receipt of such trouble ticket, Spectrum 
Enterprise validates that the Service is affected , and Customer releases the Service  for testing.   The 
Service Disruption ends when the affected Service has been restored. 
 
“Service Degradation” means a degradation of the Service that is not a Service Disruption or a result of an 
Excluded Disruption, such as failure of the Service to achieve the SLA Targets for Latency / Frame Delay, 
Jitter / Frame Delay Variation, or Packet / Frame. 
 
“Excluded Disruptions” means (i) planned outages, (ii) routine or urgent maintenance, (iii) time when 
Spectrum Enterprise is unable to gain access to Customer’s premises to troubleshoot, repair or replace 
equipment or the Service, (iv) service problems resulting from acts of omissions of Customer or Customer’s 
representatives or agents, (v) Customer equipment failures, (vi) Customer is not prepared to release the 
Service for testing, and (vii) Force Majeure Events. 
 
Spectrum Enterprise will classify Service problems as follows: 
 



Priority Criteria 

Priority 1 

 Service Disruption resulting in a total loss of Service; or 

  Service Degradation to the point where Customer is unable to use the Service and is 
prepared to release it for immediate testing (each a “Priority 1 Outage”). 

Priority 2  Service Degradation where Customer is able to use the Service and is not 

prepared to release it for immediate testing. 

Priority 3 
 A service problem that does not impact the Service; or 

 A single non-circuit specific quality of Service inquiry. 

 
III. Service Availability 

“Service Availability” is calculated as the total number of minutes in a calendar month less the number of 

minutes that the On-Net Service is unavailable due to a Priority 1 Outage (“Downtime”), divided by the total 
number of minutes in a calendar month. 
 
The following table contains examples of the percentage of Service Availability translated into minutes of 
Downtime for the 99.99% Service Availability Target: 
 

Percentage by Days Per Month Total Minutes / Month Downtime Minutes 

99.99% for 31 Days 44,640 4.5 

99.99% for 30 Days 43,200 4.3 

99.99% for 29 Days 41,760 4.2 

99.99% for 28 Days 40,320 4 

 
IV. Mean Time to Restore (“MTTR”) 

The MTTR measurement for Priority 1 Outages is the average time to restore Priority 1 Outages during a 
calendar month calculated as the cumulative length of time it takes Spectrum Enterprise to restore an On-
Net Service following a Priority 1 Outage in a calendar month divided by the corresponding number of trouble 
tickets for Priority 1 Outages opened during the calendar month for the On-Net Service. 
 
MTTR per calendar month is calculated as follows: 
 

Cumulative length of time to restore Priority 1 Outage(s) per On-Net Service 
 

Total number of Priority 1 Outage trouble tickets per On-Net Service 

 
V. Latency / Frame Delay 

Latency or Frame Delay is the average roundtrip network delay, measured every 5 minutes during a calendar 
month, unless measurement is not possible as a result of an Excluded Disruption, to adequately determine 
a consistent average monthly performance level for frame delay for each On-Net Service.  The roundtrip 



delay is expressed in milliseconds (ms).  Spectrum Enterprise measures frame delay using a standard 64 
byte ping between the closest Spectrum Enterprise network hubs to corresponding Customer A and Z 
locations in a roundtrip fashion. 
Latency / Frame Delay is calculated as follows: 
 

Latency / Frame 
Delay= 

 

Sum of the roundtrip delay measurements for an On-Net Service 
 

Total # of measurements for an On-Net Service 
 

 
VI. Packet Loss / Frame Loss Ratio 

Packet Loss or Frame Loss Ratio is defined as the percentage of frames that are not successfully received 
compared to the total frames that are sent in a calendar month, except where any packet or frame loss is 
the result of 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 (Spectrum Enterprise network 
hub to Spectrum Enterprise network hub). 
 
Packet Loss / Frame Loss Ratio is calculated as follows: 
 

Packet Loss / Frame Loss (%)        =   100 (%)         –          Frames Received 

 
VII. 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 
Enterprise network hub to Spectrum Enterprise network hub).   Spectrum Enterprise measures a sample set 
of frames every 5 minutes during a calendar month, unless measurement is not possible as a result of 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 = 
 

Sum of the Frame Delay Variation measurements for an On-Net Service 
 

          Total # of measurements for an On-Net Service 
 

 
VIII. Network Maintenance 

Maintenance Notice: 
Customer understands that from time to time, Spectrum Enterprise will perform network maintenance for 
network improvements and preventive maintenance.   In some cases, Spectrum Enterprise will need to 
perform urgent network maintenance, which will usually be conducted within the routine maintenance 
windows. Spectrum Enterprise 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. 
 

IX. Remedies Service Credit: 

If the actual performance of an On-Net Service during any calendar month is less than the SLA Targets, and 
Customer has complied with the requirements in this SLA, then Customer may request credit(s) equal to the 
percentage(s) of the monthly Service Charges for only the Affected Service as set forth in the table below. 
 



Any credits will be applied as an off-set against any amounts due from Customer to Spectrum Enterprise.  
All credits must be: (i) requested by the Customer within 30 days of a Service Disruption or Service 
Degradation by calling the Customer Care Center and opening a trouble ticket, and (ii) confirmed by 
Spectrum Enterprise engineering support teams as associated with a trouble ticket and as failing to meet 
the applicable SLA Targets. 
 

Service 

Availability Mean Time to Repair (MTTR) Latency/Frame Delay 

(Roundtrip) 

Jitter/Frame 

Delay 

Variation 

Packet Loss/Frame 

Loss 

30% 
>4 hours < 7:59:59 Hours 4% 

5% 5% 5% 
> 8 hours 10% 

  
Except as set forth below, the credits described in this SLA shall constitute Customer’s sole and exclusive 
remedy, and Spectrum Enterprise’s sole and exclusive liability, with respect to Spectrum Enterprise’s failure 
to meet any SLA Targets.  All SLA Targets are monthly measurements and Customer may request only one 
credit per SLA Target per month up to a maximum of 40% of the monthly Service Charges for the Affected 
Service.  Customer shall not be eligible for credits exceeding four (4) months of Customer’s applicable 
monthly Service Charges during any calendar year. 
 

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 Enterprise; 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 
Enterprise within thirty (30) days after the event giving rise to Customer’s termination right; (iii) Customer 
shall have paid Spectrum Enterprise all amounts due at the time of such termination for all Services provided 
by Spectrum Enterprise pursuant to the Agreement, and (iv) the foregoing termination right provides the sole 
and exclusive remedy of Customer and the sole and exclusive liability of Spectrum Enterprise for chronic 
Priority 1 Outages and Customer shall not be eligible for any additional credits. Termination will be effective 
forty-five (45) days after Spectrum Enterprise’s receipt of such written notice of termination.  



SPECTRUM’S TERMS AND  CONDITIONS 

 

Please c l ick  here for  a copy of  our  Terms and Condit ions:  

 
https://enterprise.spectrum.com/legal/se-terms-and-conditions.html  

https://enterprise.spectrum.com/legal/se-terms-and-conditions.html

